DAFTAR PUSTAKA

Assael, Henry. 2001. Customer Behavior and Marketing Action 6th edition. New
York:NYU Thomson Learning

Griffin, Jill. 2005. Costumer Loyalty :How to earn it, how to keep it. Jakarta
:Penerbit Yahya

Hurriyati, Ratih 2005. Bauran Pemasaran dan Loyalitas. Bandung. Alfabeta

Karsono. 2007. Peran, Citra Perusahaan, Kepercayaan dan Kualitas Pelayanan
terhadap Loyalitas Pelanggan, Jurnal Bisnis dan Manajemen Vol.1 no.1, hal 93-
110.

Kotler Philip dan Kevin Lane Keller. 2007. Manajemen Pemasaran Edisi kedua

belas jilid satu terjemahan Benyamin Molan. Jakarta : Penerbit Indeks.

Kottler Philip, dan Kevin Lane Keller. 2008, Manajemen Pemasaran, terjemahan

Hendra Teguh, edisi Ketiga belas, Jilid Satu dan Dua. Jakarta : Prenhalindo.
Lupiyoadi, Rambat. 2001. Prilaku Konsumen. Jakarta : Salemba Empat.
Nitisusastro, Mulyadi. 2013. Prilaku Konsumen. Bandung : Alfabeta.
Oliver, R 2010. Whence Consumer Loyality. Journal of Marketing, Vol 63.

Parasuraman. 2009. Service quality a conceptual framework for future research

and managerial practice. New York.

Rangkuti, Freddy. 2009. Strategi Promosi yang Kreatif, edisi pertama. Jakarta :

Gramedia Pustaka Utama.

Rohmad dan Supriyanto. 2015. Pengantar Statistika Panduan Praktis Bagi
Pengajar dan Mahasiswa. Y ogyakarta : Kalimedia.

Sangadji, 2015. Perilaku Konsumen dan kumpulan Riset pemasaran. Jakarta :

Penerbit Rajawali Pers.

UNIVERSITASMEDAN AREA



Sedarmayanti dan Hidayat, Syarifuddin. 2011. Metodolodi Penelitian. Bandung :
Mandar Maju.

Subagyo, J. 2006. Metode Penelitian Dalam Teori dan Praktek. Jakarta: Rineka
Cipta.

Sugiharto. 2001. Teknik Sampling. Jakarta ; Gramedia Pustaka Utama.
Sugiono. 2006. Metode Penelitian Bisnis. Bandung : Alfabeta.
Sugiyono. 2012. Metode Penelitian Bisnis. Bandung : Alfabeta.

Supranto, J. 2012. Metode Riset Aplikasi dalam Pemasaran. Jakarta : Rineka
Cipta.

Stanton, W.J dan Lamato. 2008. Prinsip-Prinsip Pemasaran Jilid Satu. Jakarta :
Erlangga.

Swasta, Basu. 2008. Manajemen Pemasaran Modern. Y ogyakarta : Liberty.

Swastha, Basu. 2008. Manajemen Pemasaran, edisi Pertama. Yogyakarta : BPFE
Yogyakarta.

Tjiptono,F. 2008. Strategi Pemasaran, Edisi Ketiga. Yogyakarta : Penerbit
Andi.

Thoifah, Panatut. 2015. Statistika Pendididikan dan Metode Penelitian
Kuantitatif. Malang : Madani.

www.m.okezone.com/read/2015/04/298/1138972/pemerintah-dukung-penuh-kopi-
lokal (diakses 30 Agustus 2015)

www.antaranews.com/print/200726/nongkrong-di-cafe-jadi-gaya-hidup (diakses
30 Agustus 2015)

www.medanbisnisdaily.com/news/read/2013/06/16/35006/berbagi_cerita_di_coff
ee shop/ (diakses 30 Agustus 2015)

UNIVERSITASMEDAN AREA


http://www.m.okezone.com/read/2015/04/298/1138972/pemerintah-dukung-penuh-kopi-lokal
http://www.m.okezone.com/read/2015/04/298/1138972/pemerintah-dukung-penuh-kopi-lokal
http://www.antaranews.com/print/200726/nongkrong-di-cafe-jadi-gaya-hidup
http://www.medanbisnisdaily.com/news/read/2013/06/16/35006/berbagi_cerita_di_coffee_shop/
http://www.medanbisnisdaily.com/news/read/2013/06/16/35006/berbagi_cerita_di_coffee_shop/

KUESIONER PENELITIAN

Kepada Yth,
Pelanggan Grand Keude Kupie Ulee Kareng dan Gayo
Medan

Bersama ini saya :

Nama . Thsan Sabri

Pekerjaan : Mahasiswa S1 Fakultas Ekonomi Universitas Medan Area (UMA)
NIM : 11.832.0140

Prodi : Manajemen

Judul Skripsi : Faktor — faktor yang Mempengaruhi Loyalitas Pelanggan pada Grand Keude
Kupie Ulee Kareng dan Gayo Medan

Memohon kesediaan Saudara/ Saudari untuk mengisi kuesioner dibawah ini. Penetitian
ini berfokus pada loyalitas pelanggan terhadap minuman kopi sanger panas maupun dingin.
Semoga partisipasi yang Bapak/ Ibu berikan dapat bermanfaat untuk kepentingan ilmu
pengetahuan serta dapat membantu upaya meningkatkan loyalitas pelanggan. Atas kerjasama dan
partisipasi yang diberikan. Saya ucapkan terima kasih.

Petunjuk pegisian :

1. Pilihlah jawaban yang sesuai dengan pendapat anda dengan member ceklist (\) pada
kotak yang tersedia.
2. Jawaban pertanyaan terdiri dari beberapa alternative pilihan :

Keterangan Bobot

SS : Sangat Setuju

S : Setuju

RR : Ragu—ragu

TS : Tidak Setuju

STS : Sangat Tidak Setuju

—_— N W A~ W
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Pada pertanyaan di bawah ini. Anda mohon untuk mengisi pertanyaan — pertanyaan tersebut

dengan keadaan / kondisi yang sebenarnya.

IDENTITAS RESPONDEN
1 Nama ...
2. Jenis Kelamin :a. Pria b. Wanita
3. Usia : ( Pilih salah satu dibawabh ini)
a. <20 thn d. 41 thn — 50thn
b. 20 thn — 30 thn e. >50 thn
c. 31 thn - 40 thn
3. Pekerjaan : (Pilih salah satu dibawah ini)
a. PNS d. TNI/POLRI
b. Peg. Swasta e. Lain- Lain....................
c. Wiraswasta
4. Frekuensi Berkunjung : (Pilih salah satu dibawah ini)
a. 1 kali c. 3 kali
b. 2 kali d. >3 kali
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No | Pernyataan Variabel Kualitas Produk SS | S TS | STS
Minuman sanger yang disajikan memiliki cita rasa yang unik
1 | dibandingkan dengan minuman sanger di kedai kopi lainnya
2 | Minuman sanger yang sesuai dengan selera pelanggan
3 | Porsi minuman sanger sesuai standar pelanggan
4 | Penyajian minuman sanger menarik pelanggan
No | Pernyataan Variabel Kualitas Pelayanan SS TS | STS
1 | Karyawan memberikan pelayanan yang dibutuhkan pelanggan
2 | Karyawan mampu menjawab pertanyaan pelanggan tentang produk
3 | Karyawan memberikan pesanan dengan cepat
4 | Karyawan menerima kritik dan saran dari pelanggan
No | Pernyataan Variabel Harga SS |S TS | STS
Harga minuman sanger sesuai dengan manfaat yang diterima
1 | pelanggan
2 | Harga minuman sanger relatif terjangkau bagi pelanggan
Harga minuman sanger sesuai dengan kualitas yang didapat
3 | pelanggan
Harga minuman sanger bersaing dengan harga minuman sanger di
4 | kedai kopi lainnya
No | Pernyataan Variabel Loyalitas Pelanggan SS RR | TS | STS

Saya tertarik untuk membeli ulang minuman sanger

Saya merekomendasikan orang lain agar berkunjung kesini

Saya puas dan memberikan pendapat positif atas menu dan pelayanannya

TERIMA KASIH
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Tabel Frekuensi
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KPRO1
Cumulative
Frequency Percent Valid Percent Percent
Valid  STS 9 8.3 8.3 8.3
TS 13 11.9 11.9 20.2
RR 2 1.8 1.8 22.0
S 39 35.8 35.8 57.8
SS 46 42.2 42.2 100.0
Total 109 100.0 100.0
KPRO2
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 5 4.6 4.6 4.6
TS 19 17.4 17.4 22.0
RR 9 8.3 8.3 30.3
S 50 45.9 45.9 76.1
SS 26 23.9 23.9 100.0
Total 109 100.0 100.0
KPRO3
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 4 3.7 3.7 3.7
TS 15 13.8 13.8 17.4
RR 16 14.7 14.7 321
S 57 52.3 52.3 84.4




SS 17 15.6 15.6 100.0
Total 109 100.0 100.0
KPRO4
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 7 6.4 6.4 6.4
TS 10 9.2 9.2 15.6
RR 18 16.5 16.5 321
S 59 54.1 54.1 86.2
SS 15 13.8 13.8 100.0
Total 109 100.0 100.0
KPEL1
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 6 55 55 55
TS 8 7.3 7.3 12.8
RR 9 8.3 8.3 21.1
S 63 57.8 57.8 78.9
SS 23 21.1 21.1 100.0
Total 109 100.0 100.0
KPEL2
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 5 4.6 4.6 4.6
TS 9 8.3 8.3 12.8
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RR 17 15.6 15.6 28.4
S 63 57.8 57.8 86.2
SS 15 13.8 13.8 100.0
Total 109 100.0 100.0
KPEL3
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 4 3.7 3.7 3.7
TS 3 2.8 2.8 6.4
RR 28 25.7 25.7 321
S 55 50.5 50.5 82.6
SS 19 17.4 17.4 100.0
Total 109 100.0 100.0
KPEL4
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 6 55 55 55
TS 11 10.1 10.1 15.6
RR 22 20.2 20.2 35.8
S 55 50.5 50.5 86.2
SS 15 13.8 13.8 100.0
Total 109 100.0 100.0
HARGA1
Cumulative
Frequency Percent Valid Percent Percent
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Valid  STS 9 8.3 8.3 8.3
TS 13 11.9 11.9 20.2
RR 2 1.8 1.8 22.0
S 39 35.8 35.8 57.8
SS 46 42.2 42.2 100.0
Total 109 100.0 100.0
HARGA?2
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 5 4.6 4.6 4.6
TS 19 17.4 17.4 22.0
RR 9 8.3 8.3 30.3
S 50 45.9 45.9 76.1
SS 26 23.9 23.9 100.0
Total 109 100.0 100.0
HARGA3
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 4 3.7 3.7 3.7
TS 15 13.8 13.8 17.4
RR 16 14.7 14.7 32.1
S 57 52.3 52.3 84.4
SS 17 15.6 15.6 100.0
Total 109 100.0 100.0
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HARGA4

Cumulative
Frequency Percent Valid Percent Percent
Valid STS 7 6.4 6.4 6.4
TS 10 9.2 9.2 15.6
RR 18 16.5 16.5 321
S 59 541 541 86.2
SS 15 13.8 13.8 100.0
Total 109 100.0 100.0
LOYAL1
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 6 55 55 55
TS 8 7.3 7.3 12.8
RR 9 8.3 8.3 211
S 63 57.8 57.8 78.9
SS 23 21.1 21.1 100.0
Total 109 100.0 100.0
LOYAL2
Cumulative
Frequency Percent Valid Percent Percent
Valid STS 5 4.6 4.6 4.6
TS 9 8.3 8.3 12.8
RR 17 15.6 15.6 28.4
S 63 57.8 57.8 86.2
SS 15 13.8 13.8 100.0
Total 109 100.0 100.0
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LOYAL3

Cumulative
Frequency Percent Valid Percent Percent
Valid  STS 4 3.7 3.7 3.7
TS 3 2.8 2.8 6.4
RR 28 25.7 25.7 32.1
S 55 50.5 50.5 82.6
Ss 19 17.4 17.4 100.0
Total 109 100.0 100.0
UJI Validitas dan Realibiltas
Correlations
KPRO1 | KPRO2 | KPRO3 | KPRO4 | KPEL1 | KPEL2 | KPEL3
KPRO1  Pearson Correlation 1 850" 682" 557" 156 .030 .038
Sig. (2-tailed) .000 .000 .000 .106 754 696
N 109 109 109 109 109 109 109
KPRO2  Pearson Correlation 850" 1 746" 517" 167 .020 .001
Sig. (2-tailed) .000 .000 .000 .083 .835 .994
N 109 109 109 109 109 109 109
KPRO3  Pearson Correlation 682" 746" 1 453" 101 .073 .018
Sig. (2-tailed) .000 .000 .000 297 451 .849
N 109 109 109 109 109 109 109
KPRO4  Pearson Correlation 557" 517" 453" 1 275" 272" 265"
Sig. (2-tailed) .000 .000 .000 .004 .004 .005
N 109 109 109 109 109 109 109
KPEL1  Pearson Correlation 156 167 .101 275" 1 691" 508"
Sig. (2-tailed) .106 .083 297 .004 .000 .000
N 109 109 109 109 109 109 109
KPEL2  Pearson Correlation .030 .020 073 2727 6917 1 447"
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Sig. (2-tailed) 754 835 451 .004 .000 .000
N 109 109 109 109 109 109 109
KPEL3  Pearson Correlation .038 .001 .018 265" 508" 447" 1
Sig. (2-tailed) 696 994 .849 .005 .000 .000
N 109 109 109 109 109 109 109
KPEL4  Pearson Correlation 279" 253" 152 309" 588" 573" 4517
Sig. (2-tailed) .003 .008 115 .001 .000 .000 .000
N 109 109 109 109 109 109 109
HARGA1 Pearson Correlation 1.000” 850" 682" 557" 156 .030 .038
Sig. (2-tailed) .000 .000 .000 .000 .106 754 696
N 109 109 109 109 109 109 109
HARGA2 Pearson Correlation .850°|  1.000" 746" 517" 167 .020 .001
Sig. (2-tailed) .000 .000 .000 .000 .083 .835 .994
N 109 109 109 109 109 109 109
HARGA3 Pearson Correlation 682" 7467 1.000” 453" 101 .073 .018
Sig. (2-tailed) .000 .000 .000 .000 297 451 849
N 109 109 109 109 109 109 109
HARGA4 Pearson Correlation 557" 517" 4537 1.000” 275" 272" 265"
Sig. (2-tailed) .000 .000 .000 .000 .004 .004 .005
N 109 109 109 109 109 109 109
LOYAL1 Pearson Correlation 156 167 .101 275"  1.0007 691" 508"
Sig. (2-tailed) .106 .083 297 .004 .000 .000 .000|
N 109 109 109 109 109 109 109
LOYAL2 Pearson Correlation .030 .020 .073 272" 6917 1.000" 447"
Sig. (2-tailed) 754 835 451 .004 .000 .000 .000
N 109 109 109 109 109 109 109
LOYAL3  Pearson Correlation .038 .001 .018 265" 508" 4477 1.0007]
Sig. (2-tailed) 696 994 .849 .005 .000 .000 .000
N 109 109 109 109 109 109 109
TOTAL  Pearson Correlation 755" 747" 675" 726" 625" 539" 469"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 109 109 109 109 109 109 109
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** Correlation is significant at the 0.01 level (2-tailed).

Correlations

KPEL4 | HARGAL | HARGA?2 | HARGA3 | HARGA4 | LOYALL | LOYAL2
KPRO1  Pearson Correlation 279"  1.000” 850" 682" 557" .156 .030
Sig. (2-tailed) .003 .000 .000 .000 .000 .106 754
N 109 109 109 109 109 109 109
KPRO2  Pearson Correlation 253" 8507  1.000" 746" 517" 167 .020
Sig. (2-tailed) .008 .000 .000 .000 .000 .083 835
N 109 109 109 109 109 109 109
KPRO3  Pearson Correlation 152 682" 7467 1.000” 453" 101 .073
Sig. (2-tailed) 115 .000 .000 .000 .000 297 451
N 109 109 109 109 109 109 109
KPRO4  Pearson Correlation 309" 557" 517" 4537 1.000” 275" 272"
Sig. (2-tailed) .001 .000 .000 .000 .000 .004 .004
N 109 109 109 109 109 109 109
KPEL1  Pearson Correlation 588" .156 167 .101 2757  1.000” 691"
Sig. (2-tailed) .000 .106 .083 297 .004 .000 .000
N 109 109 109 109 109 109 109
KPEL2  Pearson Correlation 573" .030 .020 073 272" 6917 1.000”
Sig. (2-tailed) .000 754 .835 451 .004 .000 .000
N 109 109 109 109 109 109 109
KPEL3  Pearson Correlation 4517 .038 .001 .018 265" 508" 447"
Sig. (2-tailed) .000 696 994 .849 .005 .000 .000
N 109 109 109 109 109 109 109
KPEL4  Pearson Correlation 1 279" 253" 152 309" 588" 573"
Sig. (2-tailed) .003 .008 115 .001 .000 .000
N 109 109 109 109 109 109 109
HARGA1 Pearson Correlation 279" 1 850" 682" 557" 156 .030
Sig. (2-tailed) .003 .000 .000 .000 .106 754
N 109 109 109 109 109 109 109
HARGA2 Pearson Correlation 253" 850" 1 746" 517" 167 .020
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Sig. (2-tailed) .008 .000 .000 .000 .083 835
N 109 109 109 109 109 109 109
HARGA3 Pearson Correlation 152 682" 746" 1 453" 101 .073
Sig. (2-tailed) 115 .000 .000 .000 297 451
N 109 109 109 109 109 109 109
HARGA4 Pearson Correlation 309" 557" 517" 453" 1 275" 272"
Sig. (2-tailed) .001 .000 .000 .000 .004 .004
N 109 109 109 109 109 109 109
LOYAL1 Pearson Correlation 588" 156 167 101 275" 1 6917
Sig. (2-tailed) .000 .106 .083 297 .004 .000
N 109 109 109 109 109 109 109
LOYAL2 Pearson Correlation 573" .030 .020 .073 272" 6917 1
Sig. (2-tailed) .000 754 835 451 .004 .000
N 109 109 109 109 109 109 109
LOYAL3 Pearson Correlation 4517 .038 .001 .018 265" 508" 447"
Sig. (2-tailed) .000 696 994 .849 .005 .000 .000
N 109 109 109 109 109 109 109
TOTAL  Pearson Correlation 619" 755" 747" 675" 726" 625" 539"
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 109 109 109 109 109 109 109

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

LOYAL3 TOTAL
KPRO1  Pearson Correlation .038 755"
Sig. (2-tailed) .696 .000
N 109 109
KPRO2 Pearson Correlation .001 747"
Sig. (2-tailed) .994 .000
N 109 109
KPRO3 Pearson Correlation .018 675"
Sig. (2-tailed) .849 .000
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N 109 109
KPRO4 Pearson Correlation 265" 726"
Sig. (2-tailed) .005 .000
N 109 109
KPEL1 Pearson Correlation 508" 625"
Sig. (2-tailed) .000 .000
N 109 109
KPEL2 Pearson Correlation 447" 539"
Sig. (2-tailed) .000 .000
N 109 109
KPEL3 Pearson Correlation 1.000" 469"
Sig. (2-tailed) .000 .000
N 109 109
KPEL4 Pearson Correlation 451" 6197
Sig. (2-tailed) .000 .000
N 109 109
HARGA1  Pearson Correlation .038 755"
Sig. (2-tailed) 696 .000
N 109 109
HARGA2  Pearson Correlation .001 747"
Sig. (2-tailed) 994 .000
N 109 109
HARGA3  Pearson Correlation 018 675"
Sig. (2-tailed) .849 .000
N 109 109
HARGA4  Pearson Correlation 265" 726"
Sig. (2-tailed) .005 .000
N 109 109
LOYAL1 Pearson Correlation 508" 625"
Sig. (2-tailed) .000 .000
N 109 109
LOYALZ2 Pearson Correlation 447" 539”7
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Sig. (2-tailed) 000 000

N 109 109
LOYAL3  Pearson Correlation 1 469"

Sig. (2-tailed) .000

N 109 109
TOTAL Pearson Correlation 469" 1

Sig. (2-tailed) .000

N 109 109

**_Correlation is significant at the 0.01 level (2-tailed).

Case Processing Summary

N

%

Cases

Valid
Excluded®

Total

109

0

109

100.0

.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.758

15
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Item-Total Statistics
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Cronbach's
Scale Mean if |Scale Variance if| Corrected Iltem- Alpha if Item
Item Deleted Item Deleted | Total Correlation Deleted
KPRO1 107.44 393.545 726 .735
KPRO2 107.69 397.902 .720 .738
KPRO3 107.73 404.679 .647 743
KPRO4 107.76 401.943 .701 741
KPEL1 107.54 406.769 .593 745
KPEL2 107.68 411.609 .505 748
KPEL3 107.61 415.611 434 751
KPEL4 107.79 406.983 .586 .745
HARGAL1 107.44 393.545 726 .735
HARGA2 107.69 397.902 720 .738
HARGA3 107.73 404.679 .647 743
HARGA4 107.76 401.943 .701 741
LOYAL1 107.54 406.769 .593 745
LOYAL2 107.68 411.609 .505 .748
LOYAL3 107.61 415.611 434 751




Coefficients®

Collinearity Statistics

Model Tolerance VIF
1 KUALITAS PRODUK 754 1.327
KUALITAS PELAYANAN 915 1.093
HARGA .735 1.360

a. Dependent Variable: LOYALITAS PELANGGAN

MNormal P-P Plot of Regression Standardized

Residual

Dependent Variable: LOYALITAS PELANGGAN
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Scatterplot

Dependent Variable: LOYALITAS PELANGGAN

-
[} o
=
wn
@
@ | o
o 2 o
o
@ o o
N o
N o o o o
3 @, 95 °
= Q5 %o o %0 ©
go- ° Q:'c>%0‘:’ @ ©
p o . © %0 o
2 o %Qjo -
wn ]
"] o o @ o}
2 o o
5 o
o2 o o
@
T T T T T T T
4 3 2 1 0 1 2

Regression Standardized Predicted Value

Coefficients®

Unstandardized Coefficients

Standardized

Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) .665 317 2.099 .385
KUALITAS PRODUK .220 .059 .320 3.730 .000]
KUALITAS 746 .018 .980 4.080 .002
PELAYANAN
HARGA .032 .015 .155 2.131 .003}

a. Dependent Variable: LOYALITAS PELANGGAN
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Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 .970% .942 941 .593

a. Predictors: (Constant), Harga, Kualitas Produk, Kualitas Pelayanan

ANOVA"®
Model Sum of Squares df Mean Square F Sig.
1 Regression 603.315 3 301.105 85.635 .000?
Residual 370.304 106 .983
Total 640.312 108

a. Predictors: (Constant), HARGA, KUALITAS PELAYANAN, KUALITAS PRODUK

b. Dependent Variable: LOYALITAS PELANGGAN
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