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ABSTRAK 

 

Pengaruh Kualitas Pelayanan Dan Harga Terhadap Kepuasan Pelanggan 

Pada Shakila Beauty Salon Di Kabupaten Ende. 

Maria Katarina Helena Lambo 2016411097 

No.HP. 085205457410 

 

Tujuan peneliti ini adalah untuk mengetahui pengaruh kualitas pelayanan 

dan harga terhadap kepuasan pelanggan pada Shakila Beauty Salon di Kabupaten 

Ende. Berdasarkan metode accidental sampling, penelitian ini menggunakan 

sampel 91 responden dan sampel tersebut adalah pelanggan yang pernah 

menggunakan jasa Shakila Beauty Salon. 

Untuk variabel Y dari penelitian ini adalah Kepuasan Pelanggan. Untuk 

variabel (X1) yaitu Kualitas Pelayanan dan (X2) Harga. Penelitian ini 

menggunakan data primer yaitu kuesioner. Data analisis menggunakan analisis 

regresi berganda yang pengolahannya melalui IBM SPSS Statistic ver 25. 

Hasil penelitian ini menunjukan bahwa: (1) Kualitas Pelayanan 

berperngaruh positif terhadap Kepuasan Pelanggan pada Shakila Beauty Salon, 

hal ini membuktikan dengan hasil pengujian yang menunjukan nilai koefisien 

variabel kualitas pelayanan sebesar 0,122 dengan nilai thitung > ttabel yaitu 2,406 > 

1,662 dengan tingkat signifikan 0,018 < 0,1. (2) Harga berpengaruh positif 

terhadap Kepuasan Pelanggan pada Shakila Beauty Salon, hal ini dibuktikan 

dengan hasil pengujian yang menunjukan nilai koefisian variable harga sebesar 

0,304 dengan thitung > ttabel yaitu 5,067 > 1,662 dengan tingkat signifikan 0,000 < 

0,1.  

Besar pengaruh kualitas pelayanan dan harga terhadap kepuasan pelanggan 

pada Shakila Beauty Salon sebesar 27,1%. Sedangkan sisanya sebesar 72,9% di 

pengaruhi oleh variable lain yang tidak dijelaskan dalam penelitian ini. 

 

Kata Kunci : Kualitas Pelayanan, Harga, Kepuasan Pelanggan 
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ABSTRACT 

 

The Effect of Service Quality and Price on Customer Satisfaction at Shakila 

Beauty Salon in Ende Regency. 

Maria Katarina Helena Lambo 2016411097 

Phone number. 085205457410 

 

The purpose of this study was to determine the effect of service quality and 

price on customer satisfaction at Shakila Beauty Salon in Ende Regency. Based 

on the accidental sampling method, this study used a sample of 91 respondents 

and the sample was customers who had used the services of Shakila Beauty Salon. 

For the Y variable from this research is Customer Satisfaction. For the 

variable (X1), namely Service Quality and (X2) Price. This study uses primary 

data, namely questionnaires. Data analysis using multiple regression analysis 

which processing through IBM SPSS Statistics ver 25. 

The results of this study indicate that: (1) Service quality has a positive 

effect on customer satisfaction at Shakila Beauty Salon, this is evidenced by the 

test results which show the coefficient value of the service quality variable is 

0.122 with a value of tcount > ttable that is 2.406 > 1.662 with a significant level 

of 0.018 < 0.1. (2) Price has a positive effect on Customer Satisfaction at Shakila 

Beauty Salon, this is evidenced by the test results which show the coefficient 

value of the price variable is 0.304 with tcount > ttable that is 5.067 > 1.662 with 

a significant level of 0.000 < 0.1. 

The influence of service quality and price on customer satisfaction at 

Shakila Beauty Salon is 27.1%. While the remaining 72.9% is influenced by other 

variables that are not explained in this study. 

 

Keywords: Service Quality, Price, Customer Satisfaction 

  



xi 
 

DAFTAR ISI 

Halaman 

HALAMAN JUDUL  ............................................................................................. i 

HALAMAN PERSETUJUAN ............................................................................. ii 

HALAMAN PENGESAHAN  ............................................................................. iii 

PERNYATAAN KEASLIAN .............................................................................. iv 

MOTTO  ................................................................................................................. v 

PERSEMBAHAN  ................................................................................................ vi 

KATA PENGANTAR  ........................................................................................ vii 

ABSTRAK  ........................................................................................................... ix 

ABSTRACT ............................................................................................................ x 

DAFTAR ISI  ........................................................................................................ xi 

DAFTAR TABEL ................................................................................................ xv 

DAFTAR GAMBAR .......................................................................................... xvi 

BAB I PENDAHULUAN  ...................................................................................... 1 

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

1.2  Rumusan Masalah  .................................................................................... 7 

1.3  Tujuan Penelitian  ...................................................................................... 7 

1.4  Manfaat Penelitian  .................................................................................... 7 

BAB II KAJIAN PUSTAKAN  ............................................................................. 9 

2.1  Landasan Teori   ........................................................................................... 9 

2.1.1 Pengertian Pemasaran  ........................................................................... 9 

2.1.2 Pengertian Kualitas Pelayanan  ............................................................. 9 



xii 
 

2.1.2.1 Bentuk-Bentuk Kualitas Pelayanan  ............................................ 10 

2.1.2.2 Indikator  Kualitas Pelayanan  ..................................................... 11 

2.1.2.3 Hubungan Kualitas Pelayanan Dengan Kepuasan Pelanggan ..... 11 

2.1.3  Harga  ................................................................................................. 12 

2.1.3.1 Pengertian Harga  ......................................................................... 12 

2.1.3.2 Tujuan Penetapan Harga  ............................................................. 13 

2.1.3.3 Indikator Harga  ........................................................................... 14 

2.1.3.4 Hubungan Harga Dengan Kepuasan Pelanggan .......................... 15 

2.1.4  Kepuasan Pelanggan  .......................................................................... 15 

2.1.4.1 Pengertian Kepuasan Pelanggan  ................................................. 15 

2.1.4.2 Manfaat-Manfaat Kepuasan Pelanggan  ...................................... 17 

2.1.4.3 Indikator Kepuasan Pelanggan  ................................................... 18 

2.2  Penelitian Terdahulu .................................................................................. 19 

2.3  Kerangka Pemikiran  .................................................................................. 19 

2.4  Hipotesis  .................................................................................................... 20 

BAB III  METODE PENELITIAN  ................................................................... 21 

3.1  Pendekatan Penelitian ................................................................................ 21 

3.2  Lokasi Penelitian  ....................................................................................... 21 

3.3  Populasi Dan Sampel ................................................................................. 21 

3.3.1 Populasi  .......................................................................................... 21 

3.3.2 Sampel ............................................................................................ 21 

3.4  Variabel Penelitian  .................................................................................... 22 

3.5   Definisi Operasional Variabel  .................................................................. 23 



xiii 
 

3.6  Jenis Dan Sumber Data  ............................................................................. 24  

3.7  Teknik Pengumpulan Data  ........................................................................ 25 

3.8  Teknik Pengukuran Data  ........................................................................... 25 

3.9  Metode Analisis Data  ................................................................................ 26 

3.9.1 Uji Instrumen  ................................................................................. 26 

3.9.1.1 Uji Validitas  ........................................................................... 26 

3.9.1.2 Uji Reliabilitas ........................................................................ 27 

3.9.2 Analisis Regresi Linear Berganda  ................................................. 28 

3.9.3 Uji Hipotesis  .................................................................................. 29 

3.9.3.1 Uji Statistik T  ......................................................................... 29 

3.9.3.2 Uji Koefisien Determinasi  ...................................................... 30 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN .................................... 31 

4.1  Gambaran Umum Objek Penelitian ........................................................... 31 

4.1.1 Shakila Beauty Salon  ..................................................................... 31 

4.2   Deskripsi Data  .......................................................................................... 31 

4.2.1 Deskripsi Responden  ..................................................................... 32 

4.3  Analisis Data  ............................................................................................. 33 

4.3.1 Uji Kualitas Data ............................................................................ 33 

a. Uji Validitas  ................................................................................. 33 

b. Uji Reliabilitas  ............................................................................. 34 

4.3.2 Uji Asumsi Klasik  .......................................................................... 35 

a. Uji Normalitas  .............................................................................. 35 

b. Uji Mulitikolinieritas  ................................................................... 36 



xiv 
 

c. Uji Heteroskedastisitas.  ................................................................ 37 

4.3.3 Analisis Regresi Berganda  ............................................................. 37 

4.3.4 Hasil Uji Parsial (T)  ....................................................................... 39 

4.3.5 Hasil Uji Koefisien Determinasi (R
2
)  ............................................ 41 

4.4  Pembahasan Hasil Penelitian  .................................................................. 41 

4.4.1 Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan  ...... 42 

4.4.2 Pengaruh Harga Terhadap Kepuasan Pelanggan  ........................... 43 

BAB V PENUTUP  ............................................................................................... 45 

5.1  Kesimpulan  ............................................................................................. 45 

5.2  Saran  ....................................................................................................... 45 

DAFTAR PUSTAKA 

LAMPIRAN 

 

 

 

 

 

  



xv 
 

DAFTAR TABEL 

Halaman 

Tabel 1.1 Data Pengunjung Shakila Beauty Salon Tahun 2020............................... 3 

Tabel 1.2 Data Harga Pelayanan Perawatan Wajah, Perawatan Tubuh Dan 

Perawatan Rambut Shakila Beauty Salon  ............................................... 5 

Tabel 2.1 Penelitian Terdahulu .............................................................................. 19 

Tabel 3.1 Definisi Operasional Variabel ................................................................ 23 

Tabel 3.2 Pengukuran Data .................................................................................... 26 

Tabel 4.1 Rincian Pengembalian dan Penggunaan Koesioner ............................... 32 

Tabel 4.2 Deskripsi Responden.............................................................................. 32 

Tabel 4.3 Uji Validitas ........................................................................................... 34 

Tabel 4.4 Uji Relibilitas ......................................................................................... 34 

Tabel 4.5 Uji Normalitas ........................................................................................ 35 

Tabel 4.6 Uji Multikolinieritas ............................................................................... 36 

Tabel 4.7 Uji Glejser .............................................................................................. 37 

Tabel 4.8 Regresi Linear Berganda ........................................................................ 38 

Tabel 4.9 Uji Parsial (T .......................................................................................... 40 

Tabel 4.10 Uji Koefisien Determinasi (Adjusted R
2
) ............................................ 41 

 

 

 

 

 



xvi 
 

DAFTAR GAMBAR 

                                                                                                                    Halaman 

Gambar 2.1 Kerangka Pemikiran  .......................................................................... 20 

 

 


