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ANALISIS PENGARUH KUALITAS PELAYANAN TERHADAP
KEPUASAN PELANGGAN PADA RESTORAN SUSHI TEI MALL
PONDOK INDAH

Zola Fiani Tanama

ABSTRAK

Restaurant Sushi Tei Mall Pondok Indah menyajikan berbagai macam varian
masakan Jepang yang nikmat dan dirancang secara kreatif dan menarik bagi
kenikmatan para pecinta masakan Jepang.

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan
terhadap kepuasan pelanggan. Pelanggan Restoran Sushi Tei Mall Pondok Indah
diambil sebagai responden. Jenis penelitian ini adalah deskriptif kuantitatif. Data
primer dan data sekunder dikumpulkan. Data sekunder dikumpulkan dari
berbagai sumber seperti jurnal, buku dan publikasi terkait lainnya. Data primer
dikumpulkan dengan menggunakan kuesioner yang dibagikan kepada responden
yang menjadi sasaran. Teknik purposive sampling digunakan untuk
mengumpulkan 100 responden. Berbagai uji statistik seperti validitas, reliabilitas
dan asumsi klasik digunakan.

Hasil dari analisis regresi membuktikan bahwa kualitas pelayanan memiliki
dampak positif dan signifikan terhadap kepuasan pelanggan baik secara parsial
maupun simultan. Disarankan restoran agar selalu meningkatkan kualitas
pelayanan  yang sesuai dengan hasil penelitian yang sudah dilakukan, agar
restoran dapat meningkatkan nilai mutu dimata pelanggan.

Kata Kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Restoran Sushi Tei Mall
Pondok Indah.
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ANALYSIS OF THE INFLUENCE OF SERVICE QUALITY ON
CUSTOMER SATISFACTION IN SUSHI TEI RESTAURANT AT
PONDOK INDAH MALL

Zola Fiani Tanama

ABSTRACT

Sushi Tei Restaurant at Pondok Indah Mall presenting various kind of variant
Japanese cookery which favors and designed creatively and appealing to
Japanese food lovers.

This study attempts to analyze the influence of the quality of service to customer
satisfaction. Sushi Tei restaurant customers in Pondok Indah Mall taken as
respondents. The kind of research is descriptive quantitative. Both primary and
secondary data was collected. Secondary data was collected from many sources
such as journals, books, and other related publication. Primary data was
collected using questionnaires for targeted respondents. Purposive sampling
techniques used for collecting 100 respondents. Various validity as the statistic,
reliability and the assumption classical used.

The result of regression analysis proved that the quality of services has a positive
and significant for customer satisfaction either in the simultaneous and partial.
Restaurant suggested to always improve the quality of services in accordance
with the results of the research that has been done, so restaurant could increase
the value of the restaurant-quality in the sight of customers.

Keywords: service quality, customer satisfaction, Sushi Tei Restaurant at Pondok
Indah Mall.

Student Manajement Program of Bakrie University

viii



Universitas Bakrie

DAFTAR ISI

DAFTAR TABEL ....cooiiiit ettt sttt Xi
DAFTAR GAMBAR ..ottt sttt ettt st neaneenens Xii
DAFTAR LAMPIRAN ...ttt Xiii
BAB | PENDAHULUAN ...ttt 1
1.1 Latar Belakang........ccoeiveiiiiiiiiiiieee s 1
1.2 RUMUSAN MaSaIAN .......oviiiii s 6
1.3 TUjuan Penelitian........cooiiiiiie it 6
1.4 Batasan Masalah ..o 6
1.5 Manfaat PENEITIAN........c.coiiiiiiiceee s 7
1.5.1. Manfaat TeOMTIS. ...cueieeiieieie e e 7
1.5.2 Manfaat PraktiS........ccoviieriiieiie e 7
BAB Il TINJAUAN PUSTAKA, KERANGKA PEMIKIRAN DAN
HIPOTESIS ...ttt ettt neenes 8
2.1 LaNdASAN TEOM ...eviiiiuieiieie ettt ettt 8
2.1.1. Kualitas Pelayanan............ccocveiiiiiii i 8
2.1.2 Kepuasan Pelanggan .........ccocueiiieeieienise s 9

2.2 Penelitian TerdahulU...........cccooiiiiiiiiiie s 11
2.3 Kerangka BerfiKir.........ccoooiiiiiiiic st 13
2.4 HIpOtesis PeNelItIaN .........cccooiiiiiiiiieieeee s 14
BAB Il METODE PENELITIAN ....cooiiieee e 15
3.1.JeniS PENEIITIAN ... 15
3.2 Variabel dan PeNQUKUIAN ...........cooiiiiiiieieesc e 15
3.2.1 Variabel Bebas Variabel Kualitas Produk ...........ccccccoceveniiiniviininnnn 15
3.2.2 Variabel Terikat Kepuasan KONSUMEN .........ccccceeiirieiienienienee e 15

3.3 Operasional Variabel ... 15
3.4 Jenis dan SUMDEr Data ........coceviiininieieie s 17
3.5 Populasi dan Sampel Penelitian..........ccoceieiieniiin e 17
TR T80 I o] 01U - ] OSSP 17
3.5.2 SAMPEL .. s 17

3.6 Tehnik pengambilan sampel............cooooiiiiiiii e 18
3.7 Teknik Pengumpulan Data ...........ccccevveieiieiieiecie s 19
3.8 Uji Instrumen Penelitian...........ccccoveiiiiieiieii e 20
3.8 L UjJI VAIAIAS ... 20
3.8.2 Uji Reliabilitas.........ccccoveiiiiicieciccr s 20



Universitas Bakrie

3.8.3 Uji ASUMST KIASIK.......c.veviiiiiiiiiieiieieee e 21
3.8.4 Uji NOIMalitas.........ccveiueiieiieie et 21
3.8.5 Uji MUItIKOIINEANTLAS. .....cvveiieeiie e 22
3.8.6 Uji HeteroskedastiSItas ...........ccooveveriererienenesiseeieie e 22

3.9 Teknik analiSiS Data .........couerverieriiriiiiiieiee et e 23
3.9.1 Regresi Linear SederNana...........ccocveeieeieniesiesiee e 23

K JL I | I USROS 24
BAB IV ANALISIS DAN PEMBAHASAN ..ot 25
4.1 Karakteristik RESPONAEN .......ccooiiiieiieiecie e 25
4.2 Uji Instrumen Penelitian...........coocoviiiiiiiieees e 27
4.2.1 Uji Validitas dan Reliabilitas..........ccccooveiiieiieiiieiic e 27

4.3 Uji ASUMST KIASTK ... 33
4.3.1 Uji NOMMAIITAS. .....ccuveiiieieiieiieie ettt 33
4.3.2 Uji MUItIKOIN@AITEAS.....ccvveivieiiiciie st 33
4.4.3 Uji HeteroskedastiSItas ..........ccoviiiriierieneiesiseseeeeeese e 34

4.4 ANALISIS REGIESI ....vveiieeiecie et nre e e 35
4.4.1. Analisis Pengaruh Kualitas Pelayanan Terhadap Kepuasan Konsumen
....................................................................................................................... 35

4.5 PEMDANASAN ......oviiiiiiiiiiiieiee et 38
BAB V KESIMPULAN DAN SARAN .....ooiiiiie sttt 40
5.1 KESIMPUIAN ...t 40
5.2 SAFAN .. 40
521  Bagi Perusanaan .........c.cooeviririiiiiiieseees e 40
5.2.2  Bagi Penelitian Mendatang ..........cccocevvevenieniiie e 41
DAFTAR PUSTAKA ..ttt 42



Tabel 2.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

Universitas Bakrie

DAFTAR TABEL
1 Ringkasan Penelitian Terdahulu ..............cccocoeviiveiiiiieie e, 12
1 Oprasional Variabel ... 16
1 Karakteristik RESPONUEN .........ccociiiiiiieieie e 25
2Uji Validitas 30 ReSPONUEN ......cccveeiviiiiiciiie e 27
3 Uji Reliabilitas Kualitas Pelayanan 30 Responden.............ccccceevvenene. 29
4 Uji Reliabilitas Kepuasan Pelanggan 30 Responden.............cc.ccoovenene. 29
5 Uji Validitas 100 RESPONUEN ......c.eeieieieriericriesiesee s 30
6 Uji Reliabilitas Kualitas Pelayanan 100 Responden............cc.ccooeenee. 32
7 Uji Reliabilitas Kepuasan Pelanggan 100 Responden............ccccvveane.. 32
8 Hasil Output Uji NOrmalitas..........cccceveeeiveieiieseese e 33
9 Hasil Output Uji Multikolinearitas ............c.ccoovvvvviiiiienenc e 34
10 Uji Analisis Koefisien Determinasi Kualitas Pelayanan.................... 35
11 Uji Analisis Koefisien Regresi Kualitas pelayanan. .............cccoce.ee. 36

Xi



Universitas Bakrie

DAFTAR GAMBAR

Gambar 1.1 Ulasan Pelanggan .........ccouviieeiieiiie et 3
Gambar 1.2 Ulasan PeIangQan ........c.coceieerieiieeiieic e esee e se e e 4
Gambar 1.3 Ulasan PelangQan ..........coceiveieiieiieie et se e sa e 4
Gambar 2.1 Kerangka BerfiKir.........ccocoiiiiiiiiinisse e 13
Gambar 4. 1 Scatterplot Uji HeteroskedastiSitas...........cccceeveeveeiiieeiieiiiecsee s, 35
Gambar 4. 2 Hasil Diagram Kuesioner Indikator Kualitas Pelayanan.................. 37
Gambar 4. 1 Scatterplot Uji HeteroskedastiSitas...........cccvvervrieeriveresiieseereseene 35
Gambar 4. 2 Hasil Diagram Kuesioner Indikator Kualitas Pelayanan.................. 37

xii



Universitas Bakrie

DAFTAR LAMPIRAN

Lampiran 1 Tabel Kegiatan KUESIONET ........ccecvviiieiieieeieeseesieeste e e eveere e snesnne e 45
Lampiran 2 Daftar Pertanyaan Wawancara Pra Penelitian ...........ccccoccvvevvieveecvieecieenenen, 46
Lampiran 3 Hasil Uji Validitas dan Reliabilitas 30 Responden..........cccccceevvevverevecieeennne 51
Lampiran 4 Hasil Uji Validitas dan Reliabilitas 100 Responden..........cccceceevveveneneenenne. 53
Lampiran 5 Hasil Uji NOrMalitas ..........ccovevvieeiieciieiiciicie ettt 55
Lampiran 6 Hasil Uji Multikolinearitas..........c.ccceevieiiieeiie et 56
Lampiran 7 Hasil Uji HeteroSKedastiSitas ...........cccueverererieiieneninicieseseeeeene e 57
Lampiran 8 Hasil Uji REGIESI....cc.uevvieriieiieiieieeie ettt steesre et sse e enes 59

xiii



