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ABSTRAK 

 

Nama : Febby Yana 

NIM : 210107001 

Jurusan  : Manajemen Bisnis Syariah 

Fakultas  : Ekonomi Dan Bisnis Islam 

Judul    : Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan Di 

Shopee Express Studi Pada Mahasiswa FEBI IAIN Ambon. 

Pembimbing I : Dr. Hasan, M.Ag 

Pembimbing II: Arizal Hamizar, M.Si 

 

Penelitian ini bertujuan untuk menganalisis  dan menguji  kualitas pelayanan 

berpengaruh terhadap Kepuasan Pelanggan di Shopee Express pada Mahasiswa 

FEBI IAIN Ambon. Permasalahan utama ialah  apakah kualitas pelayanan 

berpengaruh positif terhadap kepuasan Pelanggan di Shopee Express  pada 

Mahasiswa FEBI IAIN Ambon. 

Pendekatan penelitian yang dipakai  ialah metode kuantitatif dengan metode 

angket. Populasi dalam penelitian ini yaitu Mahasiswa Fakultas Ekonomi dan 

Bisnis Islam IAIN Ambon yang berjumlah 164 Mahasiswa Angkata 2021. 

Pengambilan jumlah sampel sebanyak 62 Mahasiswa. Teknik Pengambilan 

sampel menggunakan Purposive Sampling, dimana sampel diambil berdasarkan 

pertimbangan tertentu yang dianggap cocok dengan karakteristik sampel yang 

ditentukan akan dijadikan sampel. Selanjutnya, teknik pengelolaan dan analisis 

data yang digunakan dalam penelitian ini yaitu dengan menggunakan analisis data 

kuantitatif dengan bantuan program SPSS 30.  

Hasil dari penelitian menunjukkan bahwa variabel kualitas pelayanan (X) 

terdapat pengaruh postif dan signifikkan terhadap kepuasan pelanggan (Y) dengan 

hasil perhitungan bahwa nilai thitung  19, 757 >  ttabel 0,250. Dari hasil tersebut dapat 

disimpulkan bahwa H0 di Tolak. Hal ini menunjukan bahwa adanya pengaruh 

signifikkan antara variabel kualitas pelayanan (X) terhadap variabel kepuasan 

Pelanggan (Y) di Shopee Express pada Mahasiswa FEBI IAIN Ambon. 

 

Kata Kunci : Kepuasan Pelanggan, Kualitas Pelayanan, Ekspedisi 

 

 

 

 



 

viii 

 

DAFTAR ISI 

  

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

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

MOTTO DAN PERSEMBAHAN ................................................................................. iii 

KATA PENGANTAR .................................................................................................... vi 

ABSTRAK ..................................................................................................................... vii 

DAFTAR ISI  ................................................................................................................... x 

DAFTAR TABEL .......................................................................................................... xi 

DAFTAR GAMBAR ..................................................................................................... xii 

DAFTAR LAMPIRAN ................................................................................................ xiii 

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

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

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

C. Batasan Masalah ............................................................................................. 8 

D. Tujuan Penelitian  ........................................................................................... 8 

E. Manfaat Penelitian .......................................................................................... 8 

F. Definisi Operasional  Variabel  ....................................................................... 8 

G. Sistematika Penulisan  .................................................................................... 9 

BAB II LANDASAN TEORI  ...................................................................................... 11 

A. Kualitas Pelayanan  ....................................................................................... 11 

1. Pengertian Kualitas Pelayanan  ............................................................... 11 

2. Tujuan Kualitas Pelayanan  ..................................................................... 12 

3. Prinsip Kualitas Pelayanan  ..................................................................... 13 

4. Indikator  ................................................................................................. 15 

B. Kepuasan Pelanggan  .................................................................................... 17 

1. Pengertian Pelanggan  ............................................................................. 17 

2. Manfaat  .................................................................................................. 18 



 

ix 

 

3. Indikator  ................................................................................................. 19 

4. Faktor-faktor mempengaruhi  ................................................................. 19 

C. Kajian Penelitian Terdahulu  ......................................................................... 22 

D. Kerangka Teori ............................................................................................. 26 

E. Hipotesis Penelitian  ...................................................................................... 27 

BAB III METODELOGI PENELITIAN  ................................................................... 28 

A. Jenis Penelitian  ............................................................................................. 28 

B. Tempat dan Waktu Penelitian  ...................................................................... 28 

C. Populasi dan Sampel  .................................................................................... 28 

1. Populasi  .................................................................................................. 28 

2. Sampel  .................................................................................................... 29 

D. Teknik Pengumpulan Data  ........................................................................... 30 

E. Instrumen Penelitian ..................................................................................... 31 

F. Uji Validitas dan Reliabilitas Instrumen  ...................................................... 32 

1. Uji Validitas  ........................................................................................... 32 

2. Uji Reliabilitas   ...................................................................................... 32 

G. Teknik Analisis Data  .................................................................................... 33 

1. Uji Asumsi Klasik  .................................................................................. 33 

1) Normalitas  ........................................................................................ 33 

2) Linearitas  .......................................................................................... 33 

3) Homoskedastisitas  ............................................................................ 34 

2. Analisis Regresi Linier Sederhana  ......................................................... 34 

3. Uji Hipotesis  .......................................................................................... 35 

1) Uji Signifikan Parsial (Uji T)  ........................................................... 35 

2) Koefisien Determinasi (R
2
)  .............................................................. 35 

BAB IV HASIL DAN PEMBAHASAN ...................................................................... 37 

A. Hasil Penelitian ............................................................................................. 37 

B. Deskripsi Hasil Penelitian ............................................................................. 38 



 

x 

 

C. Uji Validitas dan Reliabilitas ........................................................................ 40   

1. Uji Validitas ............................................................................................ 40 

2. Uji Reliabilitas  ....................................................................................... 42 

D. Uji Asumsi Klasik ......................................................................................... 44 

1. Uji Normalitas ......................................................................................... 44 

2. Uji Linearitas ........................................................................................... 45 

3. Uji Homoskedastisitas  ............................................................................ 47 

E. Analisis Regresi Sederhana ........................................................................... 48 

F. Uji Hipotesis ................................................................................................. 50 

1. Uji Parsial (T) .......................................................................................... 50 

2. Uji Determinasi (R
2
) ............................................................................... 52 

G. Pembahasan ................................................................................................... 54 

BAB V PENUTUP ......................................................................................................... 57 

A. Kesimpulan ................................................................................................... 57 

B. Saran .............................................................................................................. 57 

DAFTAR PUSTAKA .................................................................................................... 59  

LAMPIRAN ................................................................................................................... 62 

 

 

 

 

 

 

 

 

 

 

 



 

xi 

 

DAFTAR TABEL 

 

 

Tabel 2.1 Penelitan Terdahulu ............................................................................................ 22 

 

Tabel 3.1 Skala Likert ......................................................................................................... 32 

 

Tabel 4.1 Jumlah Responden Berdasarkan Prodi  ............................................................... 38 

 

Tabel 4.2  Jumlah Responden Berdasarkan Jenis Kelamin................................................. 39 

 

Tabel  4.3 Uji Validitas  ...................................................................................................... 41 

 

Tabel 4.4 Uji Normalitas  .................................................................................................... 44 

 

Tabel 4.5 Uji Linearitas ...................................................................................................... 46 

 

Tabel 4.6  Homoskedastisitas  ............................................................................................. 48 

 

Tabel 4.7 Uji Regresi Linear Sederhana ............................................................................. 49 

 

Tabel 4.8 Uji Parsial  ........................................................................................................... 52 

 

Tabel 4.9 Uji Koefisien Determinasi .................................................................................. 53 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xii 

 

 

DAFTAR GAMBAR 

 

 

 

Gambar  2. 1 Skema Kerangka Pikir ................................................................................... 27 

 

Gambar  4. 2 Hasil Uji Reliabilitas ..................................................................................... 43   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xiii 

 

 

DAFTAR LAMPIRAN 

 

 

Lampiran 1 Surat Izin Penelitian......................................................................................... 62 

 

Lampiran 2 Kuesioner Penelitian ........................................................................................ 63 

 

Lampiran  3 Hasil Kuesioner Penelitian  ............................................................................ 66 

 

Lampiran 4 Hasil Uji Validitas SPSS Versi 30 ................................................................... 72 

 

 



 

14 

 

 


