
i 
 

DAFTAR ISI 

 

LEMBAR PENGESAHAN 

LEMBAR PERYATAAN.................................................................................i 

KATA PENGANTAR......................................................................................ii 

DAFTAR ISI.....................................................................................................iii 

DAFTAR TABEL...........................................................................................viii 

DAFTAR GAMBAR.......................................................................................ix 

DAFTAR LAMPIRAN....................................................................................x 

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

1.1  Latar Belakang Penelitian ............................................................. .1 

1.2  Perumusan  Permasalahan ..............................................................5 

1.3  Pembatasan Masalah.......................................................................5 

1.4  Tujuan..............................................................................................6 

1.5  Manfaat ...........................................................................................7 

a. Manfaat Penulis ........................................................................ ..7 

b. Manfaat Perusahaan.....................................................................7 

c. Manfaat Pembaca.........................................................................7 

1.6  Sistemiatika Penulisan .....................................................................8 

BAB II LANDASAN TEORI............................................................................8 

2.1 Pemasaran...............................................................................................8 

2.2 Konsep Inti Pemasara............................................................................ 9 

2.3 Menejemenpemasaran.......................................................................... 12 

2.4 Pemasaran Jasa......................................................................................12 

2.5 Pengertian Market Place ........................................................................13 

 2.6   Kepuasan Pelanggan ..........................................................................13 

       2.7 Metode PIECES  ...................................................................................18 

2.8 Minat Beli Ulang ...................................................................................19 



ii 
 

 2.9  Penelitian Terdahulu .........................................................................  20 

2.10 Kerangka Teoritis ..............................................................................  21    

BAB III METOLOGI PENELITIAN    

        3.1 Flow chat ............................................................................................  22 

   3.2 Langkah-Langkah Penelitan ...............................................................  23 

BAB IV PENGEMPULAN DAN PENGELOLAHAN ...............................  .... 33 

4.1 Pengumpulan Data .............................................................................  .... 33 

4.2 Pengolahan Data .................................................................................  44 

BAB V ANALISIS...............................................................................................115 

5.1 Analisis Uji Validatas.......................................................................115 

5.2 Analisis Uji Realibitas......................................................................115 

5.3 Analisis Uji Normalitas....................................................................116 

5.4 Analisis Determinan Kofesien..........................................................116 

5.4 Analisis Metode Pieces.....................................................................117 

BAB V1 KESIMPULAN SARAN......................................................................121 

DAFTAR PUSTAKA.........................................................................................123 

LAMPIRAN.........................................................................................................L1 

DAFTAR RIWAYAT HIDUP.......................................................................... 

 

 

 

 

 

 

 

 

 



iii 
 

DAFTAR GAMBAR 

Gambar 2.1 Kerangka Pemikiranan................................................................21 

Gambar 3.1 Diagram Metodologi Penelitian..................................................22 

Gambar 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin................34 

Gambar 4.2 Karakteristik Responden Berdasarkan Jenis Kelamin................34 

Gambar 4.3 Karakteristik Responden Berdasarkan Jenis Kelamin................35 

Gambar 4.4  Karakteristik Responden Berdasarkan Usia..............................36 

Gambar 4.5  Karakteristik Responden Berdasarkan Usia..............................36 

Gambar 4.6  Karakteristik Responden Berdasarkan Usia...............................37 

Gambar 4.7  Karakteristik Responden Berdasarkan Pendidikan....................37 

Gambar 4.8  Karakteristik Responden Berdasarkan Pendidikan....................38 

Gambar 4.9 Karakteristik Responden Berdasarkan Pendidikan.....................38 

Gambar 4.10  Karakteristik  Responden Berdasarkan Pendapatan.................39 

Gambar 4.11 Karakteristik  Responden Berdasarkan Pendapatan..................40 

Gambar 4.12  Karakteristik  Responden Berdasarkan Pendapatan..................40 

Gambar 4.13  Karakteristik  Responden berdasarkan Pekerjaan.....................41 

Gambar 4.14  Karakteristik  Responden berdasarkan Pekerjaan.....................42 

Gambar 4.15  Karakteristik  Responden berdasarkan Pekerjaan.....................42 

Gambar 4.16  Karakteristik Responden Berdasarkan Kelurahan....................43 

Gambar 4.17  Karakteristik Responden Berdasarkan Kelurahan.....................43 

Gambar 4.18  Karakteristik Responden Berdasarkan Kelurahan.....................45 

 

 

 

 

 

 

 



iv 
 

DAFTAR TABEL 

Tabel 2.1  Tabulasi Penelitan Terdulu..................................................................20 

Tabel 3.1 Oprasional Vabiarabel X Dan Operasional Variabel( Y)......................24 

Tabel 3.2 Karakteristik Penilain............................................................................31 

Tabel 4,1 Rincian Kuesioner ................................................................................33 

Tabel 4.2 Uji Validitas Performoce ......................................................................45 

Tabel 4.3  Uji Validitas Informasi.........................................................................46 

Tabel 4.4 Uji Validitas Economc ..........................................................................47 

Tabel 4.5 Uji Validitas Contol ..............................................................................48 

Tabel 4.6 Uji Validitas Eficiency ..........................................................................49 

Tabel 4.7 Uji Validitas Service .............................................................................50 

Tabel 4.8 Uji Validitas Minat Beli Ulang .............................................................51 

Tabel 4.9 Uji Validitas Performoce ......................................................................52 

Tabel 4.10  Uji Validitas Informasi........................................................................53 

Tabel 4.11 Uji Validitas Economc ........................................................................54 

Tabel 4.12 Uji Validitas Contol ............................................................................55 

Tabel 4.13 Uji Validitas Eficiency ........................................................................56 

Tabel 4.14 Uji Validitas Service ...........................................................................57 

Tabel 4.15 Uji Validitas Minat Beli Ulang ...........................................................58 

Tabel 4.16 Uji Validitas Performoce ....................................................................59 

Tabel 4.17  Uji Validitas Informasi........................................................................60 

Tabel 4.18 Uji Validitas Economc ........................................................................61 

Tabel 4.19 Uji Validitas Contol ............................................................................62 

Tabel 4.20 Uji Validitas Eficiency ........................................................................63 

Tabel 4.21 Uji Validitas Service ...........................................................................64 

Tabel 4.22 Uji Validitas Minat Beli Ulang ...........................................................65 

Tabel 4.23 Reliabilty Performoce .........................................................................66 

Tabel 4.24  Reliabilty Informasi............................................................................66 

Tabel 4.25 Reliabilty Economc .............................................................................67 

Tabel 4.26 Reliabilty Contol .................................................................................67 

Tabel 4.27 Reliabilty Eficiency .............................................................................67 

Tabel 4.28 Reliabilty  Service ...............................................................................68 



v 
 

Tabel 4.29 Reliabilty Minat Beli Ulang ............................................................69 

Tabel 4.30 Reliabilty Performoce .....................................................................69 

Tabel 4.31  Reliabilty Informasi........................................................................70 

Tabel 4.32 Reliabilty Economc .........................................................................70 

Tabel 4.33 Reliabilty Contol ..............................................................................70 

Tabel 4.34 Reliabilty Eficiency ..........................................................................71 

Tabel 4.35 Reliabilty  Service ............................................................................71 

Tabel 4.36 Reliabilty Minat Beli Ulang .............................................................72 

Tabel 4.37 Reliabilty Performoce .......................................................................72 

Tabel 4.38  Reliabilty Informasi..........................................................................73 

Tabel 4.39 Reliabilty Economc ...........................................................................73 

Tabel 4.40 Reliabilty Contol ................................................................................73 

Tabel 4.41 Reliabilty Eficiency ............................................................................74 

Tabel 4.42 Reliabilty  Service ...............................................................................74 

Tabel 4.43 Reliabilty Minat Beli Ulang ................................................................74 

Tabel 4.44 Uji Normalitas Tokopedia ...................................................................75 

Tabel 4.45 Uji Normalitas Lazada.........................................................................75 

Tabel 4.46 Uji Normalitas Bukalapak ...................................................................75 

Tabel 4.47 Uji Determinan Koefesien Tokopedia ................................................76 

Tabel 4.48 Uji  Determinan Koefesien Lazada....................................................76 

Tabel 4.49 Uji Determinan Koefesien Bukalapak ..............................................77 

Tabel 4.50 Metode Pieces ...................................................................................78 

Tabel 4.51 Tabulasi Kuesioner Domain Performoce ..........................................79 

Tabel 4.52 Tabulasi Kuesioner Domain Informasi..............................................81 

Tabel 4.53 Tabulasi Kuesioner Domain Economc .............................................83 

Tabel 4.54 Tabulasi Kuesioner Domain Contol ..................................................85 

Tabel 4.55 Tabulasi Kuesioner Domain Eficiency ..............................................87 

Tabel 4.56 Tabulasi Kuesioner Domain  Sarvice.................................................89 

Tabel 4.57 Tabulasi Kuesioner Domain Performoce ...........................................91 

Tabel 4.58 Tabulasi Kuesioner Domain Informasi...............................................93 

Tabel 4.59 Tabulasi Kuesioner Domain Economc ...............................................95 

Tabel 4.60 Tabulasi Kuesioner Domain Contol ...................................................97 



vi 
 

Tabel 4.61 Tabulasi Kuesioner Domain Eficiency ...............................................99 

Tabel 4.62 Tabulasi Kuesioner Domain  Sarvice................................................101 

Tabel 4.63 Tabulasi Kuesioner Domain Performoce ..........................................103 

Tabel 4.64 Tabulasi Kuesioner Domain Informasi..............................................105 

Tabel 4.65 Tabulasi Kuesioner Domain Economc .............................................107 

Tabel 4.67 Tabulasi Kuesioner Domain Contol ..................................................109 

Tabel 4.68 Tabulasi Kuesioner Domain Eficiency .............................................111 

Tabel 4.69 Tabulasi Kuesioner Domain  Sarvice.................................................130 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



vii 
 

DAFTAR LAMPIRAN 

Lampiran 1      Lembar Pengesahan ......................................................................  

Lampiran 2      Lembar Penyataan ........................................................................  

Lampiran 3      Agenda Penyusunan Skripsi............................................... 

Lampiran 4      Lampiran c kuesioner kepuasan konsumen.................................. 

Lampiran 5      Tabel Data Responden Lazada.................................................... 

Lampiran 6      Tabel Data Responden Tokopedia ................................................  

Lampiran 7      Tabel Data Responden Bukalapak ................................................   

Lampiran 8      Jawaban Responden Tokopedia.....................................................  

Lampiran 9      Jawaban Responden Lazada......................................................... 

Lampiran 10     Jawaban Responden Bukalapak....................................................... 

 



LEMBAR PERNYATAAN 

 

 

Yang bertanda tangan dibawah ini: 

Nama  : Sepia keki wahyuni 

NPM  : 2111161022 

Program Studi : s1 teknik industri 

E mail  : sepiawkeki08@gmail.com 

Menyatakan bahwa judul Analisis Kepuasan Konsumen Terhadap Minat Beli 

Ulang  Di Tokopedia,Lazada dan Bukalapak dengan Metode Pieces adalah 

naskah asli hasil karya sendiri bukan merupakan plagiat baik sebagian maupun 

seluruhnya dan belum pernah dipublikasikan di media manapun. 

 

Apabila dikemudian hari terbukti skripsi ini adalah hasil jiplakan dari karya tulis 

orang lain, maka saya bersedia menerima sanksi akademik berupa pencabutan gelar 

yang telah diperoleh dan sanksi lain sesuai peraturan yang berlaku. 

 

Demikian surat pernyataan ini, saya tulis sebagai bentuk tanggung jawab atas karya 

tulis yang saya buat. 

 

 

Bandung 24 Juli 2020 

Pembuat Pernyataan, 

 

 

 

                                                                                              Sepia Keki Wahyuni 

 

MATERAI 

Rp. 6000,- 



 
 

 

 

 

 

 

 

 

 



i 
 

                                                                       AGENDA PENYUSUNAN SKRIPSI 

PROGRAM STUDI TEKNIK INDUSTRI – FT USB YPKP 

 

NO KEGIATAN 
BULAN 

KETERANGAN 
1 2 3 4 5 6 

1 Kontrak TA/Skripsi saat perwalian        

2 Pengajuan Proposal TA/Skripsi       
2 minggu setelah kontrak 

perwalian 

3 Persetujuan Prodi untuk penunjukan Pembimbing        

4 Bimbingan sebelum seminar        

5 Seminar TA/Skripsi (BAB I sd BAB III)       Jadwal ditentukan prodi 

6 Bimbingan Setelah Seminar        

7 Pendaftaran Sidang TA/Skripsi        

8 Sidang TA/Skripsi (Laporan Akhir)       Jadwal ditentukan prodi 

 

Catatan: 

Keterlambatan pengajuan proposal, seminar dan siding mengakibatkan pengulangan di semester berikutnya 



2 
 

 


