
v 
  

DAFTAR ISI 

 
TUGAS AKHIR ................................................................................................... i 

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

PERNYATAAN KEASLIAN TUGAS AKHIR .................................................. iii 

KATA PENGANTAR ........................................................................................ iv 

DAFTAR ISI ....................................................................................................... v 

DAFTAR TABEL ............................................................................................ viii 

DAFTAR GAMBAR .......................................................................................... ix 

DAFTAR LAMPIRAN ........................................................................................ x 

INTISARI ........................................................................................................... xi 

ABSTRACT ........................................................................................................ xii 

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

I.1 Latar Belakang ...................................................................................... 1 

I.2 Rumusan Masalah.................................................................................. 3 

I.3 Tujuan Penelitian ................................................................................... 3 

I.4 Manfaat Penelitian ................................................................................. 3 

I.5 Gambaran Penelitian .............................................................................. 4 

BAB II GAMBARAN UMUM ............................................................................ 6 

II.1 Kondisi Umum Penulisan ...................................................................... 6 

II.2 Kajian Pustaka ....................................................................................... 8 

II.3 Keaslian Penelitian .............................................................................. 12 

II.4 Hipotesis Penelitian ............................................................................. 16 

BAB III METODE PENELITIAN ..................................................................... 17 

III.1 Desain Penelitian.............................................................................. 17 

III.2 Sampel ............................................................................................. 18 

III.3 Teknik Pengambilan Sampel ............................................................ 18 

III.4 Teknik Pengumpulan Data ............................................................... 19 

III.5 Definisi Operasional Variabel .......................................................... 19 

III.6 Teknik Analisa Data ......................................................................... 22 

BAB IV  ANALISIS DAN PEMBAHASAN ..................................................... 26 

IV.1 Karateristik Responden .................................................................... 26 

IV.2 Pretest .............................................................................................. 31 

PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAAN PELANGGAN CENGKIR HERITAGE
RESTO DAN COFFEE
YOGYAKARTA
EDO SYAHPUTRA, Drs. Mohamad Halimi, MM.
Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/



vi 
  

IV.3  Uji Validitas dan Reliabilitas ............................................................ 31 

IV.4  Uji Asumsi Klasik ............................................................................ 33 

IV.5  Analisis Uji Regresi Sederhana ........................................................ 35 

BAB V KESIMPULAN DAN SARAN ............................................................. 40 

V.1 Kesimpulan ......................................................................................... 40 

V.2 Saran ................................................................................................... 41 

DAFTAR PUSTAKA 

LAMPIRAN 

 
 

  

PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAAN PELANGGAN CENGKIR HERITAGE
RESTO DAN COFFEE
YOGYAKARTA
EDO SYAHPUTRA, Drs. Mohamad Halimi, MM.
Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/


