
 
  

 
 

PENGARUH HARGA DAN KUALITAS PELAYANAN 

TERHADAP KEPUASAN KONSUMEN PADA   

ANANG PHOTOCOPY DI KECAMATAN 

 LUBUK RAJA 

 

Sebagai Salah Satu Syarat Untuk Memperoleh Gelar  

Sarjana Manajemen (S.M.) 

 

 

SKRIPSI 

 

 

 

Oleh: 

 

MARIO PANCA ZARMA 

NPM: 21 11 099 

 

 

 

PROGRAM STUDI MANAJEMEN 

FAKULTAS EKONOMI DAN BISNIS 

UNIVERSITAS BATURAJA 

2025



 
  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
 

DAFTAR ISI 

 

 

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

HALAMAN PENGESAHAN SKRIPSI .................................................... .ii 

HALAMAN PENGESAHAN UJIAN SKRIPSI ........................................ ii 

HALAMAN PERSETUJUAN REVISI SKRIPSI ..................................... iv 

HALAMAN PERSETUJUAN SKRIPSI ................................................... .v 

HALAMAN PERNYATAAN ...................................................................... vi 

ABSTRACT................................................................................................. .vii 

ABSTRAK ................................................................................................... viii 

MOTTO DAN PERSEMBAHAN .............................................................. ix 

KATA PENGANTAR ................................................................................. .x 

DAFTAR ISI ............................................................................................... xii 

DAFTAR DIAGRAM ................................................................................ .xv 

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

DAFTAR TABEL ........................................................................................ xvii 

DAFTAR LAMPIRAN ............................................................................... xviii 

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

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

1.2 Rumusan masalah .............................................................................. 9 

1.3 Tujuan penelitian ............................................................................... 9 

1.4 Manfaat penelitian ............................................................................. 9 

 

BAB II TINJAUAN PUSTAKA................................................................. 11 

2.1 Landasan Teori ..................................................................................11 

2.1.1 Manajemen Pemasaran ..........................................................11 



 

 
 

   2.1.1.1 Pengertian Manajemen Pemasaran ..................................11 

2.1.1.2 fungsi manajemen pemasaran .........................................11 

2.1.1.3 Tujuan Manajemen Pemasaran ...................................... 13 

2.1.2 Harga  ................................................................................... 14 

2.1.2.1 Pengertian Harga ........................................................... 14 

2.1.2.2 Faktor-Faktor Yang Mempengaruhi Harga ..................... 15 

2.1.2.3 Peranan Harga ............................................................... 16 

2.1.2.4 Metode Penetapan Harga ............................................... 17 

2.1.2.5 Indikator Harga ............................................................. 18 

2.1.3 Kualitas Pelayanan  .............................................................. 19 

2.1.3.1 Pengertian Kualitas Pelayanan .................................... 19 

2.1.3.2 Faktor Yang Mempengaruhi Kualitas Pelayanan ......... 20 

2.1.3.3 Konsep dan Model Kaulitas Pelayanan ....................... 21 

2.1.3.4 Indikator Kualitas Pelayanan ....................................... 21 

2.1.4 Kepuasan Konsumen ............................................................ 22 

2.1.4.1 Pengertian Kepuasan Konsumen ................................. 22 

2.1.4.2.Faktor Yang Mempengaruhi Kepuasan Konsumen ...... 23 

2.1.4.3 Aspek Yang Mempengaruhi Kepuasan Konsumen ....... 24 

2.1.4.4 Indikator Kepuasan Konsumen ................................... 25 

2.2  Teori Hubungan Antar Variabel ........................................................ 26 

2.2.1 Hubungan Harga terhadap Kepuasan Konsumen ................... 26 

2.2.2 Hubungan Kualitas Pelayanan terhadap Kepuasan Konsumen26 

2.3  Penelitian Terdahulu ........................................................................ 28 

2.4 Kerangka Pemikiran ......................................................................... 36 

2.5 Hipotesis  ......................................................................................... 37 

 

BAB III METODE PENELITIAN ........................................................... 38 

3.1 Ruang Lingkup Penelitian................................................................. 38 

3.2 Jenis dan Sumber Data...................................................................... 38 

3.3 Teknik Pengumpulan  Data………………………………………….38 

3.4 Populasi…………. ........................................................................... 38 

3.5 Metode Analisis ................................................................................ 39 

 3.5.1 Analisis Kuantitatif ................................................................. 39 

 3.5.2 Pengukuran Variabel  .............................................................. 39 

 3.5.1 Uji Validitas…………………………………………….......40 



 

 
 

 3.5.2 Uji Reliabilitas………………………………………   ……41 

 3.5.3 Uji Normalitas ........................................................................ 44 

 3.5.4 Uji Multikoleniaritas ............................................................... 45 

 3.5.5 Uji Heteroskedastisitas ............................................................ 45 

3.7 Analisis Regresi Linear Berganda ................................................................. 46 

3.8 Pengujian Hipotesis .. 49 

 3.8.1 Uji t (Uji Parsial/Sendiri-Sendiri) ............................................ 49 

 3.8.2 Uji F ( Uji Simultan/Secara Bersama-sama) ....................................... 51 

3.9 Koefisien Determinasi (R2) .......................................................................... 53 

3.10 Batasan Operasional Variabel ..................................................................... 53 

 

 

BAB IV GAMBARAN UMUM PERUSAHAAN ...................................... 55 

4.1 Profil Perusahaan ............................................................................... 55 

4.2 Lokasi Perusahaan ............................................................................. 56   

4.3 Struktur perusahaan ........................................................................... 56 

4.4 Deskripsi Jabatan ............................................................................... 58 

 

BAB V HASIL ANALISIS DAN PEMBAHASAN  .................................. 60 

5.1 Hasil Analisis .................................................................................... 60 

5.1.1 Karateristik Responden  ......................................................... 60 

         5.1.1.1 Karateristik Responden Jenis Kelamin ....................... 60 

         5.1.1.2 Karakteristik Responden Berdasarkan Usia ................ 61 

5.1.1.3 Karakteristik Responden Berdasarkan Pekerjaan........ 62 

5.1.2 Hasil Uji Validitas dan Reliabilitas ......................................... 63 

5.1.3 Hasil Uji Asumsi Klasik ........................................................ 66 



 

 
 

5.1.4 Hasil Uji Regresi Linear Berganda  ........................................ 70 

5.1.5 Hasil Pengujian Hipotesis ...................................................... 71 

5.1.6 Hasil Analisis Koefisien Determinasi (R2)  ............................ 75 

5.2 Pembahasan ....................................................................................... 76 

 

BAB VI SIMPULAN DAN SARAN  ......................................................... 79 

6.1 Simpulan  .......................................................................................... 79 

6.2 Saran  ................................................................................................ 80 

 

DAFTAR PUSTAKA ....................................................................................  

LAMPIRAN ..................................................................................................    

  



 

 
 

DAFTAR DIAGRAM  

 

Diagram Batang 1 Karakteristik Jenis Kelamin Responden ...................... 60 

Diagram Batang 2 Karakteristik Usia Responden ..................................... 61 

Diagram Batang 3 Karakteristik Responden Berdasarkan Pendidikan....... 62 

 

 

 

 

 

 

 

 

 

 

 

 

   

 

 

 

 

 

 

 



 

 
 

DAFTAR GAMBAR 

 

Gambar 2.1 Kerangka Pemikiran .................................................................. 36 

Gambar 3.1 Kurva pengujian Hipotesis Parsial  (Uji t) .................................. 50 

Gambar 3.2 Kurva pengujian Hipotesis Simultan (Uji F) .............................. 52 

Gambar 4.1 Struktur Perusahaan …………..……………………................... 58 

Gambar 5.1 Diagram Karakteristik Responden Berdasarkan Jenis Kelamin... 60 

Gambar 5.2 Diagram Karakteristik Responden Berdasarkan Usia ................. 61 

Gambar 5.3 Diagram Karakteristik Responden Berdasarkan Pekerjaan ......... 62 

Gambar 5.4 Gambar Uji t Secara Parsial ....................................................... 73 

Gambar 5.5Gambar Uji t Secara Parsial ........................................................ 74 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
 

DAFTAR TABEL 

 

Tabel 2.1 Penelitian Terdahulu ...................................................................... 28 

Tabel 3.1 Kriteria Pengujian Reabilitas ......................................................... 42 

Tabel 3.1 Batasan Operasional Variabel ......................................................... 54 

Tabel 5.1 Tabel Hasil Analisis Uji Validitas ................................................... 64 

Tabel 5.2 Hasil Uji Reliabilitas...................................................................... 66 

Tabel 5.3 Hasil Uji Normalitas ...................................................................... 67 

Tabel 5.4 Uji Multikolinieritas ...................................................................... 68 

Tabel 5.5 Uji Heteroskedastisitas Glejser ...................................................... 69 

Tabel 5.6 Hasil Perhitungan Regresi Linier Berganda .................................... 70 

Tabel 5.7 Hasil Pengujian Secara Parsial (t-test) ............................................ 72 

Tabel 5.8 Hasil Pengujian Secara Bersama - Sama ........................................ 74 

Tabel 5.9 Uji Koefisien Determinasi  ............................................................ 75 

 

 

 

 

 

 

 

 

 

 

 

 


