Daftar isi

lembar PENQESANAN ..........ccoiiii e i
lembar Pengesahan PEeNQUJI ..........cccooiiiiiiiiiic e I
lembar PErNYataan ...........ccccoveiiiie it iii
N ] £ - | PSP 1\
Kata PENQANTAL ......ooiiiiiiiiie et v
DoV 7 L ) [P PTPRRTRSTRRN vii
Daftar GAMDAN ........ccoiiiiiie e IX
Daftar Tabel..........oo s X
Daftar LaAmMPITan .......ccooveiiiiieieeese s s Xi
BaD L.ttt eres 1
1.1 Latar BelaKang ........ccccveieieiiieieie e 1
1.2 Identifikasi Masalah ..o 4
1.3 Tujuan Penelitian .........ccooiiiieiee e 4
1.4 Kegunaan Penelitian. ..o 4
1.5 Sistematika PENUIISAN ........ooveiiiiiiiiiiiiieiee e 5
B 2. et nre e 6
A I I g o s U T T OSSR PRRPR 6
2.1.1 Kepuasan KONSUMEN..........cciueiieieiieseeieseesreesesee e ee e sre e snnesnae e 6
2.1.2 Perilaku KONSUMEN .......ooiiiieiiieie ettt 8
2.1.3 Bauran Pemasaran 7P.........cccocueiiiiieeiieeniee e siee e 10
2.1.4 Teknik Sampling NON aCak ............ccccovveiieiieiic i 11
2.1.5 Indeks Kepuasan KONSUMEN .........ccooiiiiiiiiininiseieeee e 10

= 7= T USSR 16
3.1 Flow Chart Pemecehan Masalah ...........ccccoceviiiiiiiiiinincee e 16
3.2 Langkah-Langkah Pemecahan Masalah............c.ccoooiiiniinincniee, 17
2= o S 19
4.1 PengumpPUIAN data.........c.coeiieiieiiiie s 19
4.1.1 Data Umum UMKM ... 19
4.1.2. ANGKEE PENTIITIAN. ......oviiiiiiieeeeee e 20
4.1.3 TekniK SampPliNg .....ccooveiiiiiieie e 22
4.1.4 Hasil Jumlah Jawaban Responden (Kepentingan dan Kinerja) ........... 23

4.2 Pengolanan Data..........cccoeiereiiiiiinieiee e 24
A4.2. 1 UJE ValdItas .....c.ccoveeiiiiiieic st 24
4.2.2 Uji Reli@bilitas ......c.covevveiiiiiiice e 26
4.2.3 Metode Indeks Kepuasan KOonSUMEN ..........ccocevvririeieiieniene e 27

vii



5.1 ANALISIS. vttt et 35
5.1.1 Analisis Uji ValiditaS.........ccccveiieiiiiieiieiece e 35
5.1.2 Analisis Uji Relabilitas ..........ccccoviiiiiiiniiieeee e 35
5.1.3 Analisis Indeks Kepuasan KOonSUMEeN ...........ccocveviieiieiencnenese s 35
5.1.3 Usulan Perbaikan ...........ccooceiiriiininieiese e 35

BaD B e 39
6.1 KESTMPUIAN ... s 39
0.2 SAIAN......eeieteeiie et 39

Daftar PUSTAKA..........cociiiiiieiieie ettt Xii

Lampiran

viii



