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(Pengguna Smartphone Samsung Mahasiswa STEI Jakarta)

ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh kualitas produk dan harga
terhadap kepuasan pelanggan dan loyalitas pelanggan. Metode yang digunakan
adalah kuesioner dengan metode survei yang disebarkan kepada 100 responden.
Populasi dalam penelitian ini adalah Mahasiswa STEI Jakarta. Metode penghasil
olahan data menggunakan metode PLS (Parsial Least Square) menggunakan
SmartPLS (3.2.8).

Hasil penelitian membuktikan bahwa (1) kualitas produk dan harga
berpengaruh terhadap kepuasan pelanggan, (2) kualitas produk dan kepuasan
pelanggan berpengaruh terhadap loyalitas pelanggan, (3) harga tidak berpengaruh
terhadap loyalitas pelanggan, (4) secara tidak langsung kualitas produk dan harga
berpengaruh terhadap loyalitas pelanggan melalui kepuasan pelanggan.

Kata Kunci : Kualitas Produk, Harga, Kepuasan Pelanggan, Loyalitas
Pelanggan
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THE EFFECT OF PRODUCT QUALITY AND PRICE ON CUSTOMER
SATISFACTION AND CUSTOMER LOYALTY
(Samsung Smartphone users at Indonesian College of Economics students
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ABSTRACT

This study aims to examine the effect of product quality and price on
customer satisfaction and customer loyalty. The method used was a questionnaire
with a survey method distributed to 100 respondents. The population in this study
were STEI Rawamangun students. Data processing method uses PLS (Partial
Least Square) using SmartPLS (3.2.8).

The results of the study prove that (1) product quality and price have a
effect on customer satisfaction, (2) product quality and customer satisfaction have
a effect on customer loyalty, (3) price does not significantly influence customer
loyalty, (4) as a indirectly product quality and price have a effect on customer
loyalty through customer satisfaction.

Keywords: Product Quality, Price, Customer Satisfaction, Customer Loyalty




DAFTAR ISI

Halaman
HALAMAN JUDUL ..ot i
HALAMAN PERNYATAAN KEASLIAN SKRIPSI ...cccocovviiiiiiiieinn ii
PERSETUJUAN PEMBIMBING ......ccoooiiiiiiie et ii
HALAMAN PENGESAHAN ...t iv
KATA PENGANTAR .ottt Vv
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI SKRIPSI..... vii
ABSTRAK .ottt ans viii
ABSTRAGCT ..ottt ettt be st ne e iX
DAFTAR IST et e e e e nee e X
DAFTAR TABEL ..ottt Xii
DAFTAR GAMBAR .ottt aea e Xiv
DAFTAR LAMPIRAN ..ottt XV
BAB T  PENDAHULUAN .....ccoooiiiiiteee e 1
1.1.Latar Belakang Masalah ............ccccoooiiiiiiiinieen, 1
1.2.Perumusan Masalah...........cccccooviiiiniiiineie e 4
1.3.Spesifikasi Masalah POKOK..............cccccooviiiiiciiccecce 4
1.4.Tujuan Penelitian........cccoeiieireiiciece e 5
1.5.Manfaat Penelitian ..........cccocvviveieiieriee e 5
BAB Il KAJIAN PUSTAKA ..ot 6
2.1 Review Hasil Penelitian Terdahulu ..o, 6
2.2 Landasan TEOM ....ccueeverueerieiieiierieseesee e seesree e sae e eee e sneas 12
2.2.1 Pengertian Pemasaran..........c.coovevereieneneneseseseeeens 12
2.2.2 Pengertian Manajemen Pemasaran............cccccceeeveennenn. 13
2.2.3 Loyalitas Pelanggan..........ccccovveiieeiiieiiic e, 13
2.2.3.1 Pengertian Loyalitas Pelanggan............cc.cc..... 13



2.2.3.2 Indikator Loyalitas Pelanggan ...........ccccccceueneen. 14

2.2.3.3 Faktor Loyalitas Pelanggan..........c.cccoceevvieenenn 15

2.2.4 Kepuasan Pelanggan...........cccovvevevieneeiiesieese e, 15
2.2.4.1 Pengertian Kepuasan Pelanggan ...............c....... 15

2.2.4.2 Faktor Kepuasan Pelanggan..........cc.ccoovevenennee. 16

2.2.4.3 Indikator Kepuasan Pelanggan...........ccccceeevennenn 16

2.2.5 HAIQA .ot 17
2.2.5.1 Pengertian Harga..........cccocvovevvevesiieseese e 17

2.2.5.2 Faktor yang mempengaruhi Harga.................... 18

2.2.5.3 Tujuan penetapan Harga ..........c.ccoeeevvvreeeennen. 19

2.2.5.4 Indikator Harga ..........ccoevvvivieivesecic e 20

2.2.6 Kualitas Produk ...........cccoeviriiniiieiniese e 21
2.2.6.1 Pengertian Kualitas Produk..............cccceovenennee. 21

2.2.6.2 Indikor Kualitas Produk .........c.ccccocvviveiviinnn, 21

2.3 Keterkaitan Antar Variabel Penelitian............ccoccooevovivniniinnnn, 22
2.4 Pengembangan HipoteSiS........ccevviieieeieiiie e 26
2.5 Kerangka Konseptual Penelian...........cccooeviiiniiiiininnicenn, 27
BAB 111 METODA PENELITIAN ..o 29
3.1 Strategi Penelian ..........cccocoeiieiicieie e 29
3.2 Populasi dan SamPpPel........cccccovevveieiie i 29
3.2. L POPUIAST .. 29
3.2.2 SAMPEL .. 30

3.3 Data dan Metode Pengumpulan Data............cccccoeeeveeieeiinnnne. 31
3.3.1 Data PrIMEr......ccviiiiieieeie et 31
3.3.2 Data SEKUNET ........cccveviei e 31
3.3.3 metoda Pengumpulan Data..........cccooeveriienininieiennn 31

3.4 Operasional Variabel ..o 32
3.5 Metoda Analisis Data .........cccereerieieeiieeeie e 35
3.5.1 Metode Pengolahan Data..........ccccoeevenenineniieeieiennn 35
3.5.2 Penyajian Data..........ccccereririniiieie e 35
3.5.3 Analisis Outer Model ..........ccooveiiieniinere e 35

Xi



3.5.4 Analisi INNer MOdel.... ... 36

3.5.5 Pengujian HIPOteSiS........cccoviiriiiieieieseniesese e 37

BAB IV HASIL DAN PEMBAHASAN ......cccooiiiiieneee e 42
4.1 Deskripsi Perusanaan..........ccoccoveieieicieneienese s 42

4.2 Deskripsi Responden Penelitian ...........cccceveviienininnniicinennns 43

4.3 DESKIIPSI DAl@ .....ecvveivieiiecie e 45

4.4 Hasil Pengujian Instrumen Penelian...........c.ccccoccvvveivevvenenne, 48

4.4.1 UJi Validitas. ......coeoveiiiiiiiiiiceeeeeee s 48

4.4.2 Uji Reliabilitas. ... 52

4.4.3 Pengujian HIpotesiS.......cccccvviveivereiie e se e 54

4.5 Temuan Hasil Penelitian...........ccocoveviiiiiieninsesseieienn 58

BAB V SIMPULAN DAN SARAN ..ot 61
5.1 SIMPUIAN ... 61

D2 SAFAN .o 62

5.3 Keterbatasan Penelian...........cccevveeerieresie e see e 62

5.4 Pengembangan Penelitian Selanjutnya............c.ccoccoovninininennn, 63
DAFTAR REFERENSI .....ooiiiiii e 62
LAMPIRAN .ottt ettt sttt 64

xii



DAFTAR TABEL

Tabel 3.1 Bobot nilai Skala Likert
Tabel 3.2 Indikator Loyalitas Pelanggan

Tabel 3.3 Indikator Kepuasan Pelanggan
Tabel 3.4 Indikator Harga
Tabel 3.5 Indikator Kualitas Produk

Tabel 4.1 Responden berdasarkan Jenis Kelamin

Tabel 4.2 Responden berdasarkan Usia
Tabel 4.3 Responden berdasarkan Program Studi
Tabel 4.4 Responden berdasarkan Status Pekerjaan
Tabel 4.5 Average Variance Extracted (AVE)
Tabel 4.6 Outer Loading (Loading Factor)
Tabel 4.7 Discriminant Validity
Tabel 4.8 Cronbach Alpha dan Composite Reliability
Tabel 4.9 Nilai R- Square
Tabel 4.10 Hasil Pengujian Direct Effect
Tabel 4.11 Hasil Pengujian Indirect Effect

xiii



DAFTAR GAMBAR

Halaman
Gambar 2.1  KerangkaKonseptual Penelitian.............ccccccooveveiiiennninennnn 28
Gambar 3.1  Diagram Jalur Penelitian Pengaruh Langsung.............c....... 38
Gambar 3.2  Diagram Jalur Pengaruh Tidak Langsung...........c.ccccceeveunene. 38
Gambar 4.1 Diagram SkalaLikert Variabel Kualitas Produk ................. 45
Gambar 4.2  Diagram SkalaLikertVariabel Harga..............cccocoevveviinennnn 46
Gambar 4.3  Diagram SkalaLikertVariabel Kepuasan Pelanggan ........... 47
Gambar 4.4  Diagram SkalaLikert Variabel Loyalitas Pelanggan............ 47
Gambar 4.5 Model Pengukuran (Outer Model)........cccccoviviiiiiiiiiennnn 49
Gambar 4.6 Model Pengukuran Struktural (Inner model) ....................... 53

Xiv



Lampiran
Lampiran
Lampiran

Lampiran

M W e

DAFTAR LAMPIRAN

Halaman
Kuesioner Penelitian ..........ccocvevvviiniininnienese e 64
Data KUBSIONET ......ccveiieiieiiieiecie e 68
Data Riwayat Hidup ........c.ccoevviiiiiee e 71
Surat Hasil Riset Penelitian .............ccoovvvinniienciinenen 72

XV



