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ABSTRAK 

 
Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh 

faktor-faktor yang mempengaruhi kepuasan pelanggan pada Koperasi Simpan 
Pinjam Pembiayaan Syariah Kerabat Pulo Kambing (KSPPS Bersatu Kerabat 
Pulo Kambing) dimana faktor yang diukur adalah kualitas pelayanan, kualitas 
produk dan imbal hasil. 

Strategi pendekatan pada penelitian adalah menggunakan metode 

kuantitatif. Populasi yang digunakan adalah Koperasi Simpan Pinjam 

Pembiayaan Syariah Kerabat Pulo Kambing (KSPPS Bersatu Kerabat Pulo 

Kambing). Berdasarkan kriteria yang telah ditetapkan maka peneliti memilih 50 

anggota aktif yang ditetapkan sebagai responden dalam penelitian ini. 

Berdasarkan hasil analisa dan pembahasan menunjukkan bahwa kualitas 

pelayanan berpengaruh signifikan terhadap kepuasan pelanggan pada Koperasi 

Simpan Pinjam Pembiayaan Syariah Kerabat Pulo Kambing, berarti semakin 

tinggi atau semakin rendah kualitas pelayanan yang diberikan memberikan 

pengaruh terhadap kepuasan pelanggan. Kualitas produk berpengaruh signifikan 

terhadap kepuasan pelanggan pada Koperasi Simpan Pinjam Pembiayaan 

Syariah Kerabat Pulo Kambing, berarti semakin tinggi atau semakin rendah 

kualitas produk yang dihasilkan memberikan pengaruh terhadap kepuasan 

pelanggan. Imbal hasil berpengaruh signifikan terhadap kepuasan pelanggan 

pada Koperasi Simpan Pinjam Pembiayaan Syariah Kerabat Pulo Kambing, 

berarti semakin tinggi atau semakin rendah imbal hasil yang dihasilkan 

memberikan pengaruh terhadap kepuasan pelanggan. 

 

Kata Kunci : Kepuasan Pelanggan, Kualitas Produk, Kualitas Pelayanan, 

Imbal Hasil 
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ABSTRACT 

 

 
This study aims to determine and analyze the influence of factors that 

affect customer satisfaction at the Kambing Pulo Kambing Relatives Sharia 
Savings and Loan Cooperative (KSPPS Bersatu Pulo Kambing Relatives) 
where the factors measured are service quality, product quality and yield. 

The strategic approach to research is to use quantitative methods. The 

population used is the Koperasi Simpan Pinjam Pembiayaan Syariah Kerabat 
Pulo Kambing (KSPPS Bersatu Kerabat Pulo Kambing). Based on 

predetermined criteria, the researcher chose 50 active members who were 
designated as respondents in this study. 

Based on the results of the analysis and discussion, it shows that service 

quality has a significant effect on customer satisfaction at the Koperasi Simpan 

Pinjam Pembiayaan Syariah Kerabat Pulo Kambing, which means that the 

higher or lower the quality of service provided has an effect on customer 

satisfaction. Product quality has a significant effect on customer satisfaction at 

the Koperasi Simpan Pinjam Pembiayaan Syariah Kerabat Pulo Kambing, 

meaning that the higher or lower the quality of the product produced has an 

influence on customer satisfaction. The yield has a significant effect on 

customer satisfaction at the Koperasi Simpan Pinjam Pembiayaan Syariah 

Kerabat Pulo Kambing, which means that the higher or lower the yields will 

have an effect on customer satisfaction. 
 

 

 

 

Keywords: Customer Satisfaction, Product Quality, Service Quality, Yield 



X  

 

DAFTAR ISI 

 

 
Abstrak ......................................................................................................... 
Abstract ........................................................................................................ 

Daftar Isi....................................................................................................... 

Daftar Gambar .............................................................................................. 

Daftar Tabel.................................................................................................. 

BAB I Pendahuluan ......................................................................................1 

1.1 Latar Belakang Masalah ......................................................1 

1.2 Perumusan Masalah ............................................................ 4 1.3 

Tujuan Penelitian ................................................................ 4 

1.4 Manfaat Penelitian............................................................... 4 

BAB II Kajian Pustaka ................................................................................. 6 

2.1 Penelitian Terdahulu ........................................................... 6 

2.2 Tinjauan Pustaka ............................................................... 8 2.2.1 

Kepuasan Pelanggan ........................................................... 8 

2.2.2 Kualitas Pelayanan ............................................................. 9 

2.2.3 Kualitas Produk .................................................................. 11 

2.2.4 Tingkat Bagi Hasil .............................................................. 14 

2.3 Hubungan Antar Variabel ................................................... 15 

2.3.1 Hubungan Kualitas Pelayanan Terhadap Kepuasan 

Anggota .............................................................................. 15 

2.3.2 Hubungan   Kualitas   Produk   Terhadap   Kepuasan 

Anggota .............................................................................. 16 

2.3.3 Hubungan Tingkat Bagi Hasil Terhadap Kepuasan 

Anggota .............................................................................. 16 

2.4 Kerangka Pemikiran ........................................................... 17 

BAB III Metode Penelitian ............................................................................. 18 

3.1 Strategi Penelitian .............................................................. 18 3.2 

Metode Pengumpulan Data Penelitian ................................ 19 3.3 

Operasionalisasi   Variabel...................................................   19 3.3.1 

Variabel Dependen ............................................................. 20 

3.3.2 Variabel Independen ........................................................... 20 3.4 

Metode Analisis Data......................................................... 21 3.4.1 Uji 

Statistik Deskriptif ........................................................ 21 

3.4.2 Uji Kelayakan Data .............................................................. 22 

3.4.2.1 Uji Validitas ......................................................................... 22 

3.4.2.2 Uji Reliabilitas ..................................................................... 22 

3.4.3 Uji Asumsi Klasik ...............................................................23 

3.4.3.1 Uji Asumsi Klasik Normalitas ............................................... 23 

3.4.3.2 Uji Asumsi Klasik Heteroskedastisitas ................................ 23 

3.4.3.3 Uji Asumsi Klasik Multikolinearitas ...................................... 23 

3.4.4 Uji Hipotesis ....................................................................... 24 



XI  

3.4.4.1 Uji Parsial ........................................................................... 24 

3.4.4.2 Uji Simultan ....................................................................... 25 

3.4.5 Uji Koefisien Determinasi ................................................... 25 

3.4.6 Uji Regresi Linear Berganda ............................................... 26 

BAB IV Analisa dan Pembahasan .................................................................. 27 

4.1 Gambaran Umum Penelitian ............................................... 27 4.2 

Hasil Pengolahan Data ........................................................ 28 

4.2.1 Hasil Uji Statistik Deskriptif ............................................... 28 4.2.2 

Hasil Uji Kelayakan Data ................................................... 32 

4.2.2.1 Hasil Uji Validitas .................................................................. 32 

4.2.2.2 Hasil Uji Reliabilitas........................................................... 35 

4.2.3 Hasil Uji Asumsi Klasik ......................................................... 38 

4.2.3.1 Hasil Uji Asumsi Klasik Normalitas ................................... 38 

4.2.3.2 Hasil Uji Asumsi Klasik Heteroskedastisitas ........................ 40 

4.2.3.3 Hasil Uji Asumsi Klasik Multikolinearitas .......................... 41 

4.2.4 Hasil   Uji   Hipotesis ................................................................... 43 

4.2.4.1 Hasil Uji Hipotesis Parsial .................................................. 43 

4.2.4.2 Hasil Uji Hipotesis Simultan ............................................... 46 

4.2.5 Hasil Uji Koefisien Determinasi ......................................... 48 

4.2.6 Hasil Uji Regresi Linear Berganda ...................................... 49 

4.3 Pembahasan dan Analisa .................................................... 50 

4.3.1 Hubungan Kualitas Pelayanan Terhadap Kepuasan 

Anggota .............................................................................. 50 

4.3.2 Hubungan Kualitas Produk Terhadap Kepuasan Anggota ... 51 

4.3.3 Hubungan Tingkat Bagi Hasil Terhadap Kepuasan 

Anggota .............................................................................. 52 

4.3.4 Hubungan Kualitas Pelayanan, Kualitas Produk dan 

Bagi Hasil Terhadap Kepuasan Anggota ............................. 53 

BAB V Kesimpulan dan Saran ....................................................................... 55 

5.1 Kesimpulan. ............................................................................... 55 

5.2 Saran .......................................................................................... 56 

Daftar Pustaka ............................................................................................... 57 

DAFTAR GAMBAR 

Gambar 2.1 Kerangka Penelitian ................................................................ 17 

Gambar 4.1 Hasil Pengujian Asumsi Klasik Normalitas: Histogram ........... 39 

Gambar 4.2    Hasil Pengujian Asumsi Klasik Normalitas: Normal 

Probability Plot ....................................................................... 40 

Gambar 4.3 Hasil Pengujian Asumsi Klasik Heteroskedastisitas: 

Scatterplot ............................................................................... 41 



XII  

 
DAFTAR TABEL 

 

Tabel 3.1 Skala Likert ............................................................................ 19 

Tabel 4.1 Hasil Uji Statistik Deskriptif Berdasarkan Jenis Kelamin ........ 28 

Tabel 4.2 Hasil Uji Statistik Deskriptif Berdasarkan Rentang Usia ........... 29 

Tabel 4.3        Hasil Uji Statistik Deskriptif Berdasarkan Pendidikan 

Terakhir .................................................................................. 30 

Tabel 4.4 Hasil Uji Statistik Deskriptif Berdasarkan Lamanya 

Menjadi Anggota Koperasi ..................................................... 31 

Tabel 4.5 Hasil Uji Validitas Kepuasan Anggota .................................... 32 

Tabel 4.6 Hasil Uji Validitas Kualitas Produk ......................................... 33 

Tabel 4.7 Hasil Uji Validitas Kualitas Pelayanan .................................... 34 

Tabel 4.8 Hasil Uji Validitas Imbal Hasil ................................................ 35 

Tabel 4.9 Hasil Uji Reliabilitas Kepuasan Anggota ................................. 35 

Tabel 4.10 Hasil Uji Reliabilitas Kualitas Pelayanan ................................. 36 

Tabel 4.11 Hasil Uji Reliabilitas Kualitas Pelayanan ................................. 37 

Tabel 4.12 Hasil Uji Reliabilitas Imbal Hasil ............................................ 37 

Tabel 4.13 Hasil Uji Asumsi Klasik Multikolinearitas .............................. 42 

Tabel 4.14 Hasil Uji Hipotesis Parsial (Uji T) ........................................... 44 

Tabel 4.15 Hasil Uji Hipotesis Simultan (Uji F) ........................................ 47 

Tabel 4.16 Hasil Uji Koefisien Determinasi .............................................. 48 

Tabel 4.17 Hasil Uji Regresi Linear Berganda .......................................... 49 


