DAFTAR ISI

COVER......uuetiirictnsuicnicessuisssisesssssssissssssesssissssssssssisssssstsssssssssssssssssssssssssssssssns i
HALAMAN PENGESAHAN......coiviininrinninsnissenssisssissesssssssisssssssssssssssssssssssssses ii
ABSTRAK uviiiiiiineininnaisnnsisssisssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssass iii
HALAMAN PERNYATAAN...ccctiiiisticrensecssissssssecssscsssssnssssssssssessssssasssssssssssess iv
HALAMAN PERSEMBAHAN......cooviinininnuinsnnssenssisssnssesssnssssssssssssssssssssasssssses \4
KATA PENGANTAR vi
1D 72N L 17N 2 1 R ix
DAFTAR TABEL XV
DAFTAR GAMBAR......cuuiitieriinninsnnssnnssisssnssssssissssssssssssssssssssssssssssssssssssssns Xvi
BAB I PENDAHULUAN ... 1

1.1. Gambaran Umum Objek Penelitian

.............................................. 1

1.1.1  Profil Perusahaan............cccccoiiiiiiiiiiiiiiiieceeeeeee e 1

1.1.2 Visi & Misi PDAM Kota Cirebon.........cccceviiiiiiiiiiiniiniiieiieeee 1

1.1.3  Perkembangan PDAM Kota Cirebon........c..ccccevvuerievienieneenenieneenens 2

1.1.4 Logo PDAM Kota Cirebomn........ccccevueeriieriieniieeieeieeieerre e eseee e 4

1.1.5 Struktur Organisasi Perusahaan.............cccccceeviiieniiieniiieeiee e 4

1.2. Latar Belakang Penelitian .................ccocoiiiiiiiiiiiiiinnnnn.

............ 5

1.3. Rumusan Masalah

......................................................... 8

1.4. Tujuan Penelitian

.8

L.5. Kegunaan Penelitian

................................................................ 9

1.6 Sistematika Penulisan L

.............................................. .9

BAB II TINJAUAN PUSTAKA DAN LINGKUP PENELITIAN ............ 11

2.1. Tinjauan Pustaka Penelitian...................cooooiiiiiiiiiiiennne,

X



2.1.1  Konsep Pemasaran............cceevcuieeeieiiiieeeniiiieeeniiee et e e 11

2.1.2  Pemasaran JaSa.........ccocueiriiiiniiiiiieete e 12
2.1.3  Kualitas Pelayanan.............ccccoooueeiiiniiiiiieniieiieeeeeee e 13
2.1.4 Kepuasan KONSUMEN.........ccceeviiiiriiiieiiiieiie et 17
2.1.5 Pengaruh Kualitas Pelayanan terhadap Kepuasan Konsumen........... 20
2.2. Penelitian Terdahulu
.. 22
2.2.2  Artikel Dalam Jurnal Nasional..........ccccoociiiiiniiniiniiiieiceceee, 24
2.2.3 Artikel Dalam Jurnal Internasional............cccccoeciiniiniiininniieeee, 26
2.3. Kerangka Pemikiran ................ccooiiiiiiiiiiiiii e
. .28
2.4, Hipotesis
Penelitian......cccueevuiiiiiiiie e 29
2.5. Ruang Lingkup Penelitian...........cccoccoviniiiiiniiniin i,
........... 29
BAB III METODE PENELITIAN ..., 30
3.1 Jenis Penelitian ...
30
3.2. Variabel Penelitian ..o
30
3.3. Tahap Penelitian ..........coooiiiiiiiiii e
35
3.4. Populasi dan Sampel ...
36
341 Populasi .ooeeei i 36
342 Sampel ..o 36
3.5. Sumber dan Teknik Pengumpulan Data ...................cooiiiiiii e,
37
3.5.1 Teknik Pengumpulan Data...........cccceeevieeiiiieiiieeiieeeeeecee e 38

xi



3.6. Uji Validitas dan Reliabilitas.........c..c.ovvveiiiiiiiiiiiiiiiiii e

40
3.6.1 Uji Validitas ....... .ocoieeiieiieiiieiieee ettt 40
3.6.2 Uji Reliabilitas..........cccuieriiiiiiiriieeiieiieeie ettt 41
3.7 Teknik Analisis Data.........ccccueiiiiiiiiiiiiieeeeee e 42
3.7.1 Analisis Deskriptif.........cccccieriiriiiiiiiieeiece e 42
3.7.2 Methods Successive Interval (MS]).........cccovvevviieniiiiiiieeeeeecieeee. 43
3.7.3 Analisis Regresi Linier Sederhana.............c.ccocoviiiiiiiiini 44
3.7.4 Uji Asumsi KIaSIK.......c.eeeeiiiiiiiiieeiieesieeee e 45
3.7.5 Koefisien Determinasi.........cocueveevuerieniienienienenieneeneeie e 46
3.8 Pengujian HIPOTESIS....ccvuuieriiieiiieeeiieeciiee ettt eee et 47
BAB IV HASIL PENELITIAN DAN PEMBAHASAN ....................... 48
4.1 Pengumpulan Data...........cccueeriiiiiiiniieniieiieeie ettt 48
4.2 Karakteristik Responden.............cccvveiiiiiiiiieciieeceeeee e 48
4.2.1 Responden Berdasarkan Jenis kelamin .........ccccccevieniniiniinenicneenne. 48
4.2.2 Responden Berdasarkan Usia...........ccccveeeciiieeiiiieeiiecniee e 49
4.2.3 Responden Berdasarkan Jenis Pekerjaan ............ccccooeiiviiiiieninenne, 49
4.2.4 Responden Berdasarkan Pendidikan Terakhir..............cccevvvernnnennee. 50
4.3 Hasil Penelitian..........coeeviiriiriiniiniieieeiesitee ettt st 51
4.3.1 Analisa DesKIiptif........cccoieeiiiieiiiieiie et 51
4.3.2 Uji Asumsi KIaSiK......cccooviiieriiiiiiieciiee e 60
4.3.3 Method of Successive Interval ( MSI) .......coooiiiiiiiiiiiiieeiee, 62
4.3.4 Analisis Regresi Linear Sederhana.............cccocoeviiiiiiiniiiinieniicieee 63
4.3.5 UjJT HIPOTESIS..ueeeiriieiiieeiiieeiiie ettt e et e etee e e tee e sveeesveeseeveeesaveeesreeeneneas 65
4.3.6 Koefisien Determinasi...........cveeruerieniienienieneeieseenieeee e 66
4.4 Pembahasan Hasil Penelitian...........cccccooiiiiiiiiiiiiiiiiiececceeeee 67

BAB V KESIMPULAN DAN SARAN.......cccoiiiiiiiiiiieien . 68

5.1 KeSIMPUIAN.....cutiiiiiiiieiie ettt bee e 68
5.2 SATAN.....coiiiiiiiiiieeeeeeeeeeeeeeeeeeeeeeeeeee e —————— 69
5.2.1 Saran Untuk PenuliS.........c..cooooiviiiiiiiiiiiieiieie e 70
5.2.2 Saran Perusahaanan Untuk ..........ccccceiiiiiiiiiieiiie e 70
DAFTAR PUSTAKA . ...t 71
LAMPIRAN . ...ttt e e et e e e e enaae e e s enaneeeeanes 74



