
XII 

LIST OF CONTENT 
 

 
DECLARATION .................................................................................................................................... IV 

CERTIFICATION ................................................................................................................................... V 

DECISION OF THE TEAM ................................................................................................................ VII 

PREFACE ............................................................................................................................................ VIII 

DEDICATION ......................................................................................................................................... X 

MOTTO ................................................................................................................................................... XI 

LIST OF CONTENT ............................................................................................................................ XII 

BAB I INTRODUCTION ......................................................................................................................... 1 

1.1 Research Background ....................................................................................................................... 1 

1.2 Research Question ............................................................................................................................ 6 

1.3 Research purposes ............................................................................................................................. 6 

1.4 Benefits of research ........................................................................................................................... 6 

BAB II LITERATURE REVIEW ........................................................................................................... 8 

2.1 Previous Research ............................................................................................................................. 8 

2.2 Theoretical basis ............................................................................................................................. 12 

2.2.1 Quality of Service .................................................................................................................... 12 

2.2.2 Product Quality ........................................................................................................................ 17 

2.2.3 Price ......................................................................................................................................... 20 

2.2.4 Customer Satisfaction .............................................................................................................. 23 

2.3 Research Framework ...................................................................................................................... 26 

2.4 Research Hypothesis ....................................................................................................................... 27 

BAB III RESEARCH METHODS ........................................................................................................ 28 

3.1 Types and Time of Research ........................................................................................................... 28 

3.1.1 Research Type .......................................................................................................................... 28 

3.1.2 Research Timeline .................................................................................................................... 28 

3.2 Operational Definition of Variables ................................................................................................ 28 

3.3 Sample And Population .................................................................................................................. 29 

3.3.1 Population ................................................................................................................................ 29 

3.3.2 Sample ..................................................................................................................................... 30 

3.4 Research Variables and Operational Definitions ............................................................................. 31 

3.4.1 Research Variables ................................................................................................................... 31 

3.4.2 Operational Definition of Variables ......................................................................................... 31 

3.5 Data collection technique ................................................................................................................ 32 



XIII 

3.6 Data and Data Sources .................................................................................................................... 32 

3.6.1 Data and Data Sources ............................................................................................................. 32 

3.7 Validity and Reliability Test ........................................................................................................... 33 

3.7.1 Validity Test ............................................................................................................................ 33 

3.7.2 Reliability Test ......................................................................................................................... 33 

3.8 Data Analysis Techniques ............................................................................................................... 33 

3.8.1 Classical Assumption Test ....................................................................................................... 33 

3.8.2 Hypothesis Testing ................................................................................................................... 36 

3.8.2.1 Regression Test .................................................................................................................. 36 

3.8.2.2 Simultaneous Significance Test (t-test) .............................................................................. 37 

3.8.2.3 Parameter Significance Test (F Statistic Test) .................................................................... 37 

3.8.2.4 Coefficient of Determination (R2)...................................................................................... 37 

BAB IV RESULTS AND DISCUSSION ............................................................................................... 38 

4.1 Research Overview ......................................................................................................................... 38 

4.1.1 La Tansa Laundry Profile ......................................................................................................... 38 

4.1.2 Functions and Duties ................................................................................................................ 39 

4.2 Respondent Characteristics ............................................................................................................. 40 

4.3 Respondents' Answers Overview .................................................................................................... 42 

4.4 Research Instrument Test ................................................................................................................ 45 

4.5 Classical Assumption Test .............................................................................................................. 49 

4.6 Hypothesis Test ............................................................................................................................... 53 

4.7 Interpretation of Research Results .................................................................................................. 58 

BAB V CONCLUSION AND SUGGESTION ...................................................................................... 62 

5.1 Conclusion ...................................................................................................................................... 62 

5.2 Suggestion....................................................................................................................................... 63 

BAB VI REFERENCES ......................................................................................................................... 64 

LAMPIRAN ............................................................................................................................................ 66 

 

 

 

 

 

 

 

 

 


