DAFTAR ISI

HALAMAN PERSETUJUAN . ..ottt sttt sese st st nesnesnessenennas i
HALAMAN PERNYATAAN ..ottt sttt sttt s s ena s s iii
ABSTRAK ..ottt ettt bt s e b bRt b e Rt b et et R Rt e Rt re et e nearenes iv
KATA PENGANTAR ..ottt sttt bttt be st ne s s Vi
DAFTAR IS]. .o Error! Bookmark not defined.
DAFTAR GAMBAR ..ottt sttt st ettt e b et et se bt e e e bente e en e s s Xi
DAFTAR TABEL ..ottt ne st ne bt neane s Xii
BAB | .ottt ettt AR bt Re et e e Rt Rt et Re et b e n e re et et enears 1
PENDAHULUAN ...ttt sttt st et sttt st et e e abe st e s ene e 1
1.1 Gambaran Umum Kantor Pos Padang Panjang .........c.cceceeererininiienene s, 1
1.1.1 Profil PErUSANAAN ......ccveiiiie et nre s 1
1.1.2 SErUKEUF OTQANISASE ..c.veivevieiieiieie ittt sttt b et bbb nn e 4
1.1.3 ViSi MiSi POS INUONESIA ......coiveeiieiieiiieiieeiesiiesieee et ie st st ae e e e saeeneesseensesneenrees 5

1.2 Latar Belakang Masalah...........cccoiiiiiiiiiiiee e 5
1.3 RUMUSAN MASAIAN ....cuviiieiice ettt et neeneenreas 7
1.4 Tujuan Penelitian ........oooiiiiiieiie e 7
1.5 Kegunaan PENEIITIAN ..........oiiiiiieie ettt 7
1.6 Sistematika Penulisan Laporan Proyek AKNIr..........ccoooiiiiiiiiiieeee, 8

[ 7o TN I PSPPSR 10
TINJAUAN PUST AK A ettt ettt e e e e e s e e e sae e e e ae e e e neeeaneaeaneeeanneas 10
P A o 1T | (U = =T SOOI 10
2.1.1 PEIMASAIAN ...eeiiieieiiie ettt ettt ettt ettt b et et e e it e e s be e e s b e e ebe e eneeennreenneennne s 10
2.1.2 PEMASAIAN JASA.......eeiueieiiiaiie it et e st ekt e sttt e sttt et e et e e s be e sb e e sbeeenneenneeaneennne s 11
2.1.3 Kualitas Pelayanan............coueiiiiiieiie ettt 11
2.1.4 Kepuasan PelanQQan .........ccueiiiiiiieiie ettt nnae s 13

2.2 Peneliti terdanUIU .........ooouiii e 15
2.3 Kerangka PemiKITan .........ccuoiiioiie et e e re e e aaeeanee s 16
Bab [1l METODOLOGI PENELITIAN w.c.cciiiiet sttt an s 18
3.1 JENIS PENEBITIAN ... ettt b et e e neenne e 18
3.2 Variabel Operasional dan Skala Pengukuran............ccccocviiieiiiiiie v 19
3.2.1 Variabel Operasional..........c.ccoiiiiiiiiiiiiiee e 19



3.2.2  SKala PENQUKUIAN.......cceiieiieit ettt nne e 21

3.3 Tahapan Penelitian ..........c.ccviieii e nae e 21
3.4 Populasi, Sampel, Dan Teknik Sampling.........cccoceviiiieiiiie i 24
I Ot = o1 ] - ] OSSPSR 24
342 SAMPEL...eeiieieceiee e e e e e nre e e e nre e 25
3.4.3 TeKniK SAMPIING ....oiiiiiiiieiic e sre e enre e 26
3.5 PenguMPUIAN Data........cccveiiiiieiieie et nne e 26
3.5. 1 SUMDEE DALA....c.uiiiieiieiieie ittt bbbt 26
3.5.2 Teknik Pengumpulan Data............cccceiieiieiiiiiie et 27
3.6 AlAt UKUF PENEIITIAN. .....oitiiiiiie ettt enae s e nne e 28
3.6. 1 UJE VAHAITAS ... bbbt 28
3.6.2 UjJi READIIITAS. ... 30
3.7 TeKNiK ANALISIS DALA........ccuiiieiieie ettt e steaneesreesreeneeeneense e 30
3.7.1 ANAlISIS DESKITPEIT ... 31
3.8 UJi ASUMST KIBSTK ...ttt 31
3.8 L UJiE INOIMAITAS . ...cveieieiieieeeee sttt bbbt 31
3.8.2 Uji HEteroSKEUASTISIEAS. ... evevereeitiiieiiieiieie ettt 32
3.9 Analisis Regresi Linear SEdernana ............cooeiiiiiiiic i 32
3. L0 UJI HIPOTESIS ...ttt bbbttt bbb 33
3101 UJEPArSIAL (1)« bbb 33
3.10.2 Uji Determinasi (R2)......ccueiieieee ettt sre e are e 33
BAB TV et Rt R b bRt ettt Re et et re et neere s 34
HASIL PENELITIAN Lottt sttt st nneneane s 34
4.1 Karakteristik RESPONUEN .......ccviiiieie ettt reesbe e ene s 34
4.1.1 Karakteristik Responden Berdasarkan Apakah Anda Pelanggan Kantor Pos............. 34
4.1.2 Karakteristik Responden Berdasarkan Jenis Kelamin............cccoccooveiieiiiccie e, 35
4.1.3 Karakteristik Responden Berdasarkan USIa.............cceoiveiiiiiniciiieciee s 36
4.1.4 Karakteristik Responden Berdasarkan Pekerjaan ............ccccovvveviieeieeiieeiee e 37
4.2 Uji Validitas dan RealiDilitas............cooeeiiiiiiiiic e 37
A.2. 1 UJEVaAIAITAS ..ottt et e e e saraeaeesaee s 37
4.2.2 UJIE READIITAS ...t 39
4.3 ANAlISIS DESKIIPLIT .....ueiiiiieiiiee e 40



4.3.1 Tanggapan Responden mengenai Kualitas Pelayanan.............cccccovveveiiieieeiecinennnn, 40

4.3.2 Tanggapan Responden mengenai Kepuasan Pelanggan.............cccocveveviniecieciennnn, 42

A4 ANALISIS DALA........eviiiiiiiieieie bbbt 43
4.4.1 Uji ASUMST KIASTK.....cvveiiceiccieece ettt nne s 43
O R ] T N (o] - L7 TS UPSSRRIN 44
4.1.1.2 Uji HeteroSKEUASTISITAS. ... ..cvveiveiieiiieieeie et eie sttt e e saeeaenneas 45
4.4.2 Analisis Regresi Linier SEAerNana...........ccccvveieerieiieiieie e see e 46
4.4.3 KOETISIEN DEIEIMINGSE ..ecvvevierieieiiiitisiis ettt 47
4.4.4 PenguJian HIPOTESIS ......ccuiiiiiieieeie e sttt te ettt staeste e steesneensesneesbeeneennes 48

4.5 Pembahasan Hasil PENEIITIAN .........c.oiiiiieiicieceee e 49
N PR SPPR 51
KESIMPULAN DAN SARAN . ...ttt e ste s e et a e e e e s e e e nnaaeeneeeanes 51
5.1 KESIMPUIAN 1.ttt bbbt 51
5.2 SAIAN L.ttt bbbt h e bt bt e R bt e Re e e bt e bt e e be e nneeebeenrne s 51
DAFTAR PUST AK A ettt et e et e s b e e et e e e nae e e e se e e aseeeaseaeaneeeanes 53
N YL 1 N N PSSR 54
KUISIONER PENELITIAN ...ttt sttt e e e e e e e e et e e e naaeeneeeanes 54
N N N SRR 60
HASIL OUTPUT SPSS ...ttt et e et e et e e et e e e s e e e naaeenneaeanes 60



