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ABSTRAK 

 
Penelitian ini bertujuan untuk mengetahui Pengaruh Kualitas Pelayanan, 

Lokasi, dan Harga Terhadap Kepuasan Konsumen pada PT. Giandhi Inti Fantasi 

(Playtopia) secara simultan maupun parsial. Data yang digunakan adalah data 

primer yang dikumpulkan melalui penyebaran kuesioner 100 responden yang 

bergabung di PT. Giandhi Inti Fantasi (Playtopia). Metode kuantitatif dan hasil 

penelitian ini berdasarkan jawaban responden dengan menggunakan skala likert. 

Metode analisis yang digunakan dalam penelitian ini adalah Uji Instrument Uji 

Normalitas Dasar, Uji Asumsi Klasik, Uji Hipotesis (Analisis regresi linier 

berganda, Uji F, Uji t dan Koefisien Determinasi). Hasil penelitian ini menunjukkan 

secara Simultan bahwa Kualitas Pelayanan, Lokasi, dan Harga  berpengaruh dan 

signifikan terhadap Kepuasan Konsumen, sedangkan secara Parsial menunjukan 

Kualitas Konsumen (X1) danLokasi (X2) berpengaruh dan signifikan terhadap 

Kepuasan Konsumen (Y) sedangkan Harga (X3) tidak berpengaruh dan tidak 

signifikan terhadap Kepuasan Konsumen (Y). 

Kata Kunci :Kualitas Pelayanan, Lokasi, Harga, Kepuasan Konsumen. 
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ABSTRACT 

 
 This study aims to determine the effect of service quality, location, and price on 

consumer satisfaction at PT. Giandhi Inti Fantasi (Playtopia) simultaneously 

or partially. The data used is primary data collected through distributing 

questionnaires to 100 respondents who joined PT. Giandhi Inti Fantasy 

(Playtopia). Quantitative method and the results of this study are based on 

respondents' answers using a Likert scale. The analytical method used in this 

research is Basic Normality Test Instrument Test, Classical Assumption Test, 

Hypothesis Test (multiple linear regression analysis, F test, t test and 

Coefficient of Determination). The results of this study indicate simultaneously 

that Service Quality, Location, and Price have a significant and significant 

effect on Consumer Satisfaction, while partially showing Consumer Quality 

(X1) and Location (X2) have significant and significant effect on Consumer 

Satisfaction (Y) while Price (X3) has no effect and not significant to Consumer 

Satisfaction (Y). 

 

Keywords: Service Quality, Location, Price, Consumer Satisfaction. 

 

 

 

 

 

 

 

 

 

 

 

 



x 
 

DAFTAR ISI 

 

SURAT PERNYATAAN KARYA SENDIRI .................................................... i 

LEMBAR PENGESAHAN SKRIPSI ................................................................ ii 

LEMBAR PENGESAHAN PENGUJI ............................................................. iii 

PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH............... iv 

KATA PENGANTAR ........................................................................................ v 

ABSTRAK ..................................................................................................... viiii 

ABSTRACT ...................................................................................................... ix 

DAFTAR ISI ..................................................................................................... xi 

DAFTAR TABEL ........................................................................................... xiv 

DAFTAR GAMBAR ....................................................................................... xv 

DAFTAR LAMPIRAN................................................................................... xvi 

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

A. Latar Belakang Penelitian ....................................................................... 1 

B. Rumusan Masalah .................................................................................. 7 

C. Tujuan dan Kegunaan Penelitian ............................................................ 8 

BAB II LANDASAN TEORI .......................................................................... 10 

A. Kepuasan Konsumen ............................................................................ 10 

1. Pengertian Kepuasan Konsumen ..................................................... 10 

2. Manfaat Kepuasan Konsumen ......................................................... 11 

3. Faktor-Faktor yang Mempengaruhi Kepuasan Konsumen .............. 12 

4. Elemen Program Kepuasan Konsumen ........................................... 13 

5. Dimensi dan Indikator Kepuasan Konsumen .................................. 15 

B. Kualitas Pelayanan ............................................................................... 17 

1. Pengertian Kualitas Pelayanan ......................................................... 17 

2. Manfaat Kualitas Pelayanan ............................................................ 17 

3. Karakteristik Kualitas Pelayanan ..................................................... 20 

4. Ciri-Ciri Pelayanan Yang baik ......................................................... 21 

5. Faktor yang Mempengaruhi Kualitas Pelayanan ............................. 21 



xi 
 

6. Dimensi dan Indikator Kualitas Pelayanan ...................................... 22 

C. Lokasi ................................................................................................... 25 

1. Pengertian Lokasi ............................................................................ 25 

2. Faktor-faktor Dalam Mempengaruhi Lokasi ................................... 27 

3. Dimensi dan Indikator Lokasi .......................................................... 27 

D. Harga .................................................................................................... 29 

1. Pengertian Harga .............................................................................. 29 

2. Faktor-Faktor yang Mempengaruhi Harga ...................................... 30 

3. Strategi Penentuan Harga Permainan Anak ..................................... 30 

4. Dimensi dan Indikator Harga ........................................................... 32 

E. Penelitian Terdahulu ............................................................................. 33 

F. Kerangka Pemikiran Teoritis dan Pengembangan Hipotesis ............... 35 

1. Pengaruh Kualitas Pelayanan,  Lokasi, Harga Secara simultan 

terhadap Kepuasan Konsumen ......................................................... 35 

2. Pengaruh Kualitas Pelayanan Terhadap Kepuasan Konsumen ....... 35 

3. Pengaruh Lokasi Terhadap Kepuasan Konsumen ........................... 35 

4. Pengaruh Harga Terhadap Kepuasan Konsumen ............................ 36 

G. Hipotesis Penelitian .............................................................................. 37 

BAB III METODOLOGI PENELITIAN ......................................................... 38 

A. Sejarah Perusahaan ............................................................................... 38 

B. Waktu dan Tempat Penelitian .............................................................. 38 

C. Desain Penelitian .................................................................................. 38 

D. Hipotesis Statistik ................................................................................. 39 

E. Variabel Penelitian dan Skala Pengukuran ........................................... 39 

a. Variabel Penelitian ............................................................................. 39 

b. Skala Pengukuran ............................................................................... 43 

c. Definisi Operasional Variabel ............................................................ 43 

F. Metode Pengumpulan Data .................................................................. 45 

G. Jenis Data .............................................................................................. 46 

H. Populasi dan Sampel ............................................................................. 47 

I. Metode Analisis Data ........................................................................... 49 



xii 
 

a. Uji Validitas ....................................................................................... 49 

b. Uji Reliabilitas.................................................................................... 54 

J. Uji Asumsi Dasar ................................................................................. 54 

K. Uji Asumsi Klasik ................................................................................ 55 

a. Uji Normalitas .................................................................................... 55 

b. Uji Multikolonieritas .......................................................................... 56 

c. Uji Heteroskedastisitas ....................................................................... 56 

d. Uji Autokorelasi ................................................................................. 57 

L. Analisis Regresi Linier Berganda ......................................................... 57 

M. Pengujian Hipotesis .............................................................................. 58 

a. Uji Anova (Uji F) ............................................................................... 58 

b. Uji Parsial (Uji t) ................................................................................ 59 

c. Uji Koefisien Determinasi .................................................................. 60 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ................................. 61 

A. Hasil Penelitian ..................................................................................... 61 

B. Profil dan Karakteristik Responden ...................................................... 61 

C. Uji Statistik Deskriptif .......................................................................... 64 

D. Uji Asumsi Dasar ................................................................................. 66 

E. Uji Asumsi Klasik ................................................................................ 67 

1. Uji Normalitas .................................................................................. 67 

2. Uji Multikolinearitas ........................................................................ 67 

3. Uji Autokolerasi ............................................................................... 68 

4. Uji Heteroskedastisitas .................................................................... 69 

F. Uji Hipotesis ......................................................................................... 70 

1. Uji Regresi Linier Berganda ............................................................ 70 

2. Uji f (Uji Simultan) .......................................................................... 71 

3. Uji t (Uji Parsial) .............................................................................. 72 

4. Uji Koefisien Determinasi (R2) ........................................................ 73 

G. Pembahasan dan Interpretasi Hasil Penelitian ...................................... 74 

BAB V KESIMPULAN DAN SARAN ........................................................... 82 

A. Kesimpulan ........................................................................................... 82 



xiii 
 

B. Saran ..................................................................................................... 82 

DAFTAR PUSTAKA ....................................................................................... 84 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xiv 
 

DAFTAR TABEL 

 
Tabel 1. 1 Hasil Pra Survey Kepuasan Konsumen Playtopia Gandaria City .......... 3  

Tabel 1. 2 Data Pendapatan Playtopia Gandaria City ............................................. 5 

Tabel 1. 3 Perbandingan Harga Antar Playground..................................................6 

Tabel 2. 1 Penelitian Terdahulu yang Relevan ..................................................... 33 

Tabel 3. 1 Skala Likert .......................................................................................... 43 

Tabel 3. 2 Definisi Operasional Variabel .............................................................. 43 

Tabel 3. 3 Hasil Uji Validitas Kepuasan Konsumen ............................................ 50 

Tabel 3. 4  Hasil Uji Validitas Kualitas Pelayanan ............................................... 51 

Tabel 3. 5 Hasil Uji Validitas Lokasi .................................................................... 52 

Tabel 3. 6 Hasil Uji Validitas Harga ..................................................................... 53 

Tabel 3. 7 Hasil Uji Reliabilitas.............................................................................54 

Tabel 4. 1 Hasil Penyebaran Kuesioner ................................................................ 61 

Tabel 4. 2 Karakteristik Responden Berdasarkan Jenis Kelamin ......................... 62 

Tabel 4. 3 Karakteristik Responden Berdasarkan Tingkat Usia ........................... 62 

Tabel 4. 4 Karakteristik Responden berdasarkan Pekerjaan ................................. 63 

Tabel 4. 5 Karakteristik Responden Berdasarkan Lama Bergabung .................... 64 

Tabel 4. 6 Analisis Statistik Deskriptif ................................................................. 64 

Tabel 4. 7 Uji Normalitas Dasar ........................................................................... 66 

Tabel 4. 8 Hasil Uji Multikolinearitas................................................................... 68 

Tabel 4. 9 Hasil Uji Autokolerasi ......................................................................... 68 

Tabel 4. 10 Hasil Uji Analisis Regresi Linier Berganda ....................................... 70 

Tabel 4. 11 Hasil Uji f  .......................................................................................... 71 

Tabel 4. 12 Hasil Uji t ........................................................................................... 72 

Tabel 4. 13 Uji Koefisien Determinasi ................................................................. 73 

  

 

 

 

 

 

 



xv 
 

DAFTAR GAMBAR 
Gambar 2.1 Kerangka Pemikiran Teoritis….........................................................40 

Gambar 4.1 Hasil Uji Normal Residual….............................................................71 

Gambar 4.2 Grafik Scatter Plot…..........................................................................74 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xvi 
 

DAFTAR LAMPIRAN 

Lampiran I : Identitas Responden dan Kuesioner….............................................90 

Lampiran II : Output SPSS…................................................................................99  

Lampiran III :Hasil Jawaban................................................................................104 

 


