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ABSTRAK

Maria Protasia Wele, 2025. “Pengaruh Harga, Kualitas Pelayanan, Dan
Kepercayaan Terhadap Kepuasan Pelanggan Jasa Titip Elly Sandra Di
Kabupaten Ende”, Skripsi. Program Studi Manajemen. Fakultas Ekonomi
Dan Bisnis. Universitas Flores

Pembimbing I: Gabriel Tanusi, SE.,M.Si

Pembimbing 2: Maria Endang Jamu, SE.,MM

Penelitian ini bertujuan : (1) Untuk mengetahui dan menganalisis pengaruh
harga terhadap kepuasan pelanggan pada jasa titip Elly Sandra.(2) Untuk
mengetahui dan menganalisis pengaruh kualitas pelayanan terhadap kepuasan
pelanggan pada jasa titip Elly Sandra.(3) Untuk mengetahui dan menganalisis
pengaruh kepercayaan terhadap kepuasan pelanggan pada jasa titip Elly
Sandra.(4) untuk mengetahui pengaruh harga kualitas pelayana dan kepercayaan
secara bersama-sama terhadap kepuasan pelanggan jasa titip Elly Sandra.
Penelitian ini termasuk penelitian assosiatif kasual dengan menggunakan
pendekatan kuantitatif. Sampel dalam penelitian ini adalah 96 orang yaitu
pelanggan Jasa Titip Elly Sandra. Data dikumpulkan dengan kuesioner yang telah
diuji validitas dan reliabilitasnya. Regresi linier berganda digunakan untuk uji
hipotesis penelitian ini.

Hasil penelitian ini menunjukkan bahwa; (1) Nilai koefisien (B) variabel
harga sebesr 0,815 dan nilai t hitung sebesar 10,485. Artinya thiung > tiaber (10,485
> 1,98609) dan nilai signifikan 0,000 < 0,05 maka dapat di simpulkan harga
berpengaruh signifikan terhadap kepuasan pelanggan jasa titip Elly Sandra.(2)
Nilai koefisien () variabel kualitas pelayanan sebesr 0,452, dan nilai t hitung
sebesar 12,873. Artinya thiung > tuabel (12,873 >1,98609) dan nilai signifikan 0,000
< 0,05 maka dapat di simpulkan bahwa kualitas pelayanan berpengaruh signifikan
terhadap kepuasan pelanggan.(3) Nilai koefisien () koefisien variabel
kepercayaan sebesar 0,453 dan nilai t hitung sebesar 21,123 Artinya thiwung > tiabel
1,98609 dan nilai signifikan 0,000 < 0,05 maka dapat disimpulkan bahwa
kepercayaan berpengaruh signifikan terhadap kepuasan pelanggan jasa titip Elly
Sandra. (4) Nilai Fpitung sebesar 222,128 dengan nilai signifikan sebesar 0,000 <
0,05 dan Fipe sebesar 2,70 dengan demikian Fpiyng lebih besar Fiper (222,128 >
2,70) dan tingkat signifikan 0,000 < 0,05. Maka dapat di simpulkan bahwa uji F
diterima dan terbukti Harga, Kualitas Pelayanan dan Kepercayaan berpengaruh
terhadap Kepuasan Pelanggan Jasa Titip Elly Sandra Di Kabupaten Ende.

Kata kunci: Harga, Kualitas Pelayanan, Kepercayaan, Kepuasan Pelanggan,
Jasa titip



ABSTRACT

Maria Protasia Wele, 2025. “The Effect of Price, Service Quality, and Trust
on Customer Satisfaction of Elly Sandra's Personal Shopping Service in Ende
Regency”, Thesis. Management Study Program. Faculty of Economics and
Business. University of Flores

Supervisor I: Gabriel Tanusi, SE.,M.Si

Supervisor 2: Maria Endang Jamu, SE.,MM

This study aims to: (1) To determine and analyze the effect of price on
customer satisfaction in Elly Sandra's personal shopping service. (2) To determine
and analyze the effect of service quality on customer satisfaction in Elly Sandra's
personal shopping service. (3) To determine and analyze the effect of trust on
customer satisfaction in Elly Sandra's personal shopping service. (4) To determine
the effect of price, service quality and trust together on customer satisfaction in
Elly Sandra's personal shopping service. This study is a casual associative study
using a quantitative approach. The sample in this study was 96 people, namely
customers of Elly Sandra's Personal Shopping Service. Data were collected using
a questionnaire that had been tested for validity and reliability. Multiple linear
regression is used to test the hypothesis of this study.

The results of this study indicate that; (1) The coefficient value () of the
price variable is 0.815 and the t-count value is 10.485. This means that tcount >
ttable (10.485 > 1.98609) and the significant value is 0.000 < 0.05, so it can be
concluded that price has a significant effect on customer satisfaction of Elly
Sandra's personal shopping service. (2) The coefficient value (B) of the service
quality variable is 0.452, and the t-count value is 12.873. This means that t count
> t table (12.873 > 1.98609) and a significant value of 0.000 < 0.05, so it can be
concluded that service quality has a significant effect on customer satisfaction. (3)
The coefficient value (B) of the trust variable coefficient is 0.453 and the t count
value is 21.123. This means that t count > t table 1.98609 and a significant value
of 0.000 < 0.05, so it can be concluded that trust has a significant effect on
customer satisfaction of Elly Sandra's personal shopping service. (4) The F count
value i1s 222.128 with a significant value of 0.000 < 0.05 and F table of 2.70, thus
F count is greater than F table (222.128 > 2.70) and a significant level of 0.000 <
0.05. So it can be concluded that the F test is accepted and proven that Price,
Service Quality and Trust have an effect on Customer Satisfaction of Elly
Sandra's Personal Shopping Service in Ende Regency.

Keywords: Price, Service Quality, Trust, Customer Satisfaction, Personal
Shopping Service
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