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ABSTRAK

PENGARUH KUALITAS PELAYANAN, HARGA DAN LOKASI
TERHADAP KEPUASAN KONSUMEN DI ANNA BAKERY AND
PASTRY CAFE SAMRAT KOTA MANADO

HELDA DELMINCE TABUNI [18042006]
Dibimbing oleh:
Teddy Tandaju, SE., MBA (Adv.) & Rafael H. Y, Sengkey, S.S., M.Pd.

Kepuasan konsumen merupakan perasaan bahagia ataupun kecewa yang
tiba perbandingan antara kesan mereka tentang keefektifan ataupun hasil produk
serta harapan mereka. Tujuan dari riset ini ialah untuk menganalisis serta
memandang pengaruh dari Variabel Mutu Pelayanan, Harga, serta Posisi terhadap
Kepuasan Konsumen di Anna Bakery and Pastry Cafe Samrat Kota Manado. Riset
ini memakai tata cara Kuantitatif dengan memakai informasi kuesioner yang
disebarkan kepada pelanggan di Anna Bakery and Pastry Cafe Samrat Kota
Manado. Buat metode analisis informasi yang dicoba dalam riset ini merupakan
Uji Validitas, Uji Reliabilitas, Uji Normalitas, Uji Multikolinearitas, Uji
Heteroskedasitas, Analis Regresi Linear Berganda, Uji t, Uji f, serta Koefisien
Korelasi serta Koefisien Determinasi serta segala pengelolaan informasi kuesioner
dengan memakai sistem SPSS 22. Hasil riset ini merupakan kalau Mutu
Pelayanan( X1), Harga( X2), Posisi( X3) memiliki pengaruh yang signifikan

terhadap Kepuasan Konsumen( Y)

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



ABSTRACT

THE EFFECT OF SERVICE QUALITY, PRICE AND LOCATION ON
CUSTOMER SATISFACTION AT ANNA BAKERY AND PASTRY CAFE
SAMRAT MANADO CITY

HELDA DELMINCE TABUNI [18042006]

Guided by:
Teddy Tandaju, SE., MBA (Adv.) & Rafael H. Y, Sengkey, S.S., M.Pd.

Consumer satisfaction is a feeling of happiness or disappointment that
arrives at a comparison between their impressions of the effectiveness or results of
the product and their expectations. The purpose of this research is to analyze and
view the influence of Service Quality Variables, Prices, and Positions on
Consumer Satisfaction at Anna Bakery and Pastry Cafe Samrat Kota Manado.
This research uses quantitative procedures by using guestionnaire information that
is distributed to customers at Anna Bakery and Pastry Cafe Samrat Kota Manado.
The information analysis methods tried in this research are Validity Test,
Reliability Test, Normality Test, Multicholinearity Test, Heteroskedasity Test,
Multiple Linear Regression Analyst, t Test, f Test, and Correlation Coefficient
and Determination Coefficient as well as all questionnaire information
management using the SPSS 22 system. The results of this research are that
Quality of Service ( X1), Price ( X2), Position ( X3) has a significant influence on

Consumer Satisfaction ( Y).

Keywords: Service Quality, Price, Location, Consumer Satisfaction
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