
BAB II

LANDASAN TEORI

2.1 Tinjauan Teori

2.1.1 IQRYaVi PURdXk

PeQgeUWiaQ iQRYaVi SURdXk adaOah SURVeV SeQgePbaQgaQ aWaX

SeQ\ePSXUQaaQ VXaWX SURdXk \aQg beUWXjXaQ XQWXk PePbeUikaQ PaQfaaW

WaPbahaQ keSada kRQVXPeQ VekaOigXV PePSeUkXaW da\a VaiQg SeUXVahaaQ di

SaVaU (SheQ eW aO., 2000). DaOaP iQdXVWUi PakaQaQ, iQRYaVi VeUiQg kaOi PeQcakXS

YaUiaVi UaVa, deVaiQ kePaVaQ, aWaX SeQeUaSaQ WekQRORgi SURdXkVi \aQg Oebih

caQggih.

KRWOeU daQ KeOOeU (2020) PeQegaVkaQ bahZa kebeUhaViOaQ iQRYaVi

diWeQWXkaQ ROeh kePaPSXaQQ\a PePeQXhi kebXWXhaQ SeOaQggaQ, PePSeUROeh

SeQeUiPaaQ SaVaU, daQ PePbeUikaQ keXQggXOaQ kRPSeWiWif bagi SeUXVahaaQ.

TURWW (2017) jXga PeQekaQkaQ bahZa daOaP iQdXVWUi PakaQaQ, iQRYaVi

biaVaQ\a didRURQg ROeh SeUXbahaQ ga\a hidXS kRQVXPeQ, VeSeUWi PeQiQgkaWQ\a

SeUPiQWaaQ akaQ SURdXk \aQg VehaW, SUakWiV, daQ beUkeOaQjXWaQ. OOeh Vebab iWX,

iQRYaVi PeQjadi kXQci XWaPa XQWXk PePaVWikaQ keSXaVaQ SeOaQggaQ WeUXV WeUjaga.

7

Analisis Pengaruh InoYasi«, Benn\ SetiaZan Winata, UniYersitas Multimedia Nusantara



MeQXUXW KRWOeU daQ KeOOeU (2016), iQRYaVi SURdXk daSaW diXkXU PeOaOXi

iQdikaWRU, diaQWaUaQ\a adaOah 1) PeQiQgkaWaQ kXaOiWaV SURdXk, 2) PeQciSWaaQ QiOai

baUX, 3) AdaSWaVi WeUhadaS kebXWXhaQ SaVaU, daQ 4) SXVWDLQDELOLW\. SecaUa

keVeOXUXhaQ, iQRYaVi SURdXk PeQcakXS SeQgePbaQgaQ fiWXU baUX \aQg UeOeYaQ

deQgaQ kebXWXhaQ kRQVXPeQ XQWXk PeQiQgkaWkaQ da\a VaiQg. IQRYaVi jXga haUXV

beUfRkXV Sada aVSek \aQg PeQaUik SeUhaWiaQ kRQVXPeQ VeSeUWi kePaVaQ aWaX UaVa

baUX.

2.1.2 KXaliWaV Pela\aQaQ

KePaPSXaQ SeUXVahaaQ daOaP PeQ\ediakaQ Oa\aQaQ \aQg PePeQXhi

kebXWXhaQ kRQVXPeQ dikeQaO Vebagai kXaOiWaV SeOa\aQaQ. MeQXUXW GURQURRV

(2019), kXaOiWaV Oa\aQaQ PeOibaWkaQ SeUVeSVi kRQVXPeQ WeUhadaS aVSek-aVSek

VeSeUWi keaQdaOaQ, kePaPSXaQ PeUeVSRQV, daQ VikaS UaPah \aQg diVediakaQ ROeh

SeUXVahaaQ.

LRYeORck daQ WiUW] (2020) beUSeQdaSaW bahZa adRSVi WekQRORgi \aQg

diUaQcaQg XQWXk PePbXaW Oa\aQaQ Oebih PXdah diakVeV ROeh SeOaQggaQ

PeUXSakaQ aVSek SeQWiQg daOaP PeQiQgkaWkaQ kXaOiWaV Oa\aQaQ. CRQWRhQ\a,

Oa\aQaQ SePeVaQaQ RQOiQe aWaX keWeUVediaaQ SURdXk di beUbagai SOaWfRUP daSaW

PePbeUikaQ kePXdahaQ bagi SeOaQggaQ.

MeQXUXW ZeiWhaPO eW aO. (2018), kXaOiWaV Oa\aQaQ daSaW diQiOai PeOaOXi

diPeQVi VeSeUWi keaQdaOaQ, keceSaWaQ UeVSRQ, jaPiQaQ, SeUhaWiaQ WeUhadaS

SeOaQggaQ, VeUWa eOePeQ fiVik \aQg WeUOihaW (WaQgibiOiW\).
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DaOaP iQdXVWUi PakaQaQ, keOiPa diPeQVi iQi WeUOihaW Sada aVSek VeSeUWi

keWeUVediaaQ SURdXk, keUaPahaQ Oa\aQaQ, hiQgga WaPSiOaQ WRkR aWaX kePaVaQ

SURdXk.

MeQXUXW ZeiWhaPO (2018), kXaOiWaV Oa\aQaQ daSaW diXkXU PeQggXQakaQ

iQdikaWRU beUikXW, diaQWaUaQ\a 1) EfiVieQVi, 2) KeaQdaOaQ (RHOLDELOLW\), 3)

ReVSRQViYiWaV, daQ 4) PeUVRQaOiVaVi. SecaUa keVeOXUXhaQ, kXaOiWaV Oa\aQaQ PeOiSXWi

aVSek keceSaWaQ, UeVSRQViYiWaV, daQ keaQdaOaQ Oa\aQaQ \aQg dibeUikaQ ROeh

SeUXVahaaQ keSada kRQVXPeQ. PeQgaOaPaQ SRViWif daUi Oa\aQaQ daSaW PePbaQgXQ

hXbXQgaQ jaQgka SaQjaQg deQgaQ SeOaQggaQ.

2.1.3 KeSXaVaQ KRQVXPeQ

KeSXaVaQ kRQVXPeQ PeUXjXk Sada SeQiOaiaQ \aQg diOakXkaQ ROeh

SeOaQggaQ beUdaVaUkaQ SeQgaOaPaQ PeUeka daOaP PeQggXQakaQ SURdXk aWaX

Oa\aQaQ WeUWeQWX.

DaOaP SaQdaQgaQ KRWOeU daQ KeOOeU, SeOaQggaQ akaQ PeUaVa SXaV keWiak

haUaSaQ PeUeka WeUSeQXhi daOaP VXaWX SURdXk aWaX Oa\aQaQ \aQg Widak haQ\a

PePeQXhi WeWaSi jXga PeOaPSaXi haUaSaQ PeUeka.

DaOaP iQdXVWUi PakaQaQ, aVSek VeSeUWi kXaOiWaV UaVa, kePaVaQ, VeUWa

Oa\aQaQ \aQg Q\aPaQ PePiOiki SeQgaUXh VigQifikaQ WeUhadaS keSXaVaQ

kRQVXPeQ. OOiYeU (2015) PeQ\ebXWkaQ bahZa keSXaVaQ kRQVXPeQ adaOah kXQci

kebeUhaViOaQ daOaP PeQciSWakaQ OR\aOiWaV SeOaQggaQ, kaUeQa SeOaQggaQ \aQg SXaV

Oebih ceQdeUXQg PeOakXkaQ SePbeOiaQ XOaQg.
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TjiSWRQR (2019) PeQaPbahkaQ bahZa keSXaVaQ Widak haQ\a beUdaPSak

Sada SePbeOiaQ XOaQg WeWaSi jXga Sada SURPRVi daUi PXOXW ke PXOXW, \aQg

PeUXSakaQ aOaW SePaVaUaQ Widak OaQgVXQg QaPXQ VaQgaW efekWif.

SeOaiQ iWX, WeRUi Wiga kRPSRQeQ daUi KaQR (2018) PeQ\aWakaQ bahZa keSXaVaQ

kRQVXPeQ beUgaQWXQg Sada Wiga jeQiV aWUibXW: aWUibXW daVaU (PXVW-KDYH), aWUibXW

kiQeUja (SHUIRUPDQFH), daQ aWUibXW PeQaUik (H[FLWHPHQW).

MeQXUXW KRWOeU daQ KeOOeU (2016), KeSXaVaQ KRQVXPeQ daSaW diXkXU

PeOaOXi bebeUaSa iQdikaWRU, diaQWaUaQ\a adaOah 1) KeVeVXaiaQ haUaSaQ, 2)

PeQgaOaPaQ SRViWif, daQ 3) NiOai \aQg diUaVakaQ. SeOaiQ kXaOiWaV SURdXk daQ

Oa\aQaQ, keSXaVaQ kRQVXPeQ jXga didaVaUkaQ Sada SeUVeSVi (QiOai \aQg

diUaVakaQ).

2.1.4 LR\aliWaV PelaQggaQ

LR\aOiWaV SeOaQggaQ adaOah beQWXk keVeWiaaQ kRQVXPeQ WeUhadaS PeUek

WeUWeQWX \aQg diWXQjXkkaQ PeOaOXi SeUiOakX SePbeOiaQ beUXOaQg VeUWa UekRPeQdaVi

keSada RUaQg OaiQ. MeQXUXW KRWOeU & KeOOeU (2016), OR\aOiWaV SeOaQggaQ

diSeQgaUXhi ROeh kRPbiQaVi SeQgaOaPaQ SRViWif deQgaQ SURdXk daQ hXbXQgaQ

ePRViRQaO deQgaQ PeUek. Dick & BaVX (2018) PeQjeOaVkaQ bahZa OR\aOiWaV

adaOah haViO iQWeUakVi aQWaUa VikaS SRViWif SeOaQggaQ WeUhadaS PeUek daQ SeUiOakX

Q\aWa beUXSa SePbeOiaQ XOaQg.
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KRQVXPeQ \aQg PeUaVa SXaV daQ SeUca\a Sada PeUek Oebih ceQdeUXQg

VeWia, bahkaQ daOaP kRQdiVi SeUVaiQgaQ \aQg keWaW. MeQXUXW GUiffiQ (2015),

OR\aOiWaV SeOaQggaQ PeUXSakaQ aVeW SeQWiQg SeUXVahaaQ \aQg Widak haQ\a

PeQdXkXQg SeUWXPbXhaQ SeQdaSaWaQ WeWaSi jXga PeQjadi VaUaQa SURPRVi Widak

OaQgVXQg PeOaOXi UekRPeQdaVi. MeQjaga OR\aOiWaV SeOaQggaQ daSaW dicaSai

PeOaOXi kRPbiQaVi iQRYaVi SURdXk \aQg UeOeYaQ daQ kXaOiWaV SeOa\aQaQ \aQg

XQggXO.

MeQXUXW GUiffiQ (2002), OR\aOiWaV SeOaQggaQ daSaW diXkXU PeOaOXi bebeUaSa

iQdikaWRU, diaQWaUaQ\a adaOah 1) PePbeOiaQ XOaQg, 2) KeVediaaQ PePba\aU Oebih,

3) RekRPeQdaVi keSada RUaQg OaiQ, daQ 4) KeWahaQaQ WeUhadaS kRPSeWiWRU. SecaUa

keVeOXUXhaQ, OR\aOiWaV SeOaQggaQ adaOah kRPiWPeQ SeOaQggaQ XQWXk WeUXV

PePbeOi SURdXk WeUWeQWX VecaUa beUXOaQg.

2.2 Model Penelitian

BeUikXW adaOah PRdeO SeQeOiWiaQ \aQg akaQ digXQakaQ XQWXk PeOihaW aSakah

iQRYaVi SURdXk, kXaOiWaV Oa\aQaQ, daQ keSXaVaQ kRQVXPeQ PePiOiki SeQgaUXh WeUhadaS

OR\aOiWaV SeOaQggaQ.

a. Variabel Independen:

1. IQRYaVi PURdXk (X1)

2. KXaOiWaV PeOa\aQaQ (X2)

3. KeSXaVaQ KRQVXPeQ (X3)
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b. Variabel Dependen:

1. LR\aOiWaV PeOaQggaQ (Y)

GaPbaU 2.1 MRdeO PeQeOiWiaQ
BeUdaVaUkaQ PRdeO SeQeOiWiaQ WeUVebXW, didaSaW hiSRWeViV Vebagai beUikXW:

H1: IQRYaVi SURdXk (X1) PePiOiki daPSak SRViWif WeUhadaS OR\aOiWaV SeOaQggaQ

(Y).

H2: KXaOiWaV SeOa\aQaQ (X2) PePiOiki daPSak SRViWif WeUhadaS OR\aOiWaV

SeOaQggaQ (Y).

H3: KeSXaVaQ kRQVXPeQ (Y1) PePiOiki daPSak SRViWif WeUhadaS OR\aOiWaV

SeOaQggaQ (Y).

H4: IQRYaVi SURdXk (X1), kXaOiWaV SeOa\aQaQ (X2), daQ keSXaVaQ kRQVXPeQ (X3)

PePiOiki daPSak SRViWif WeUhadaS OR\aOiWaV SeOaQggaQ (Y).
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2.3 Hipotesis

a. H1: InoYasi produk (X1) memiliki dampak positif terhadap lo\alitas

pelanggan (Y).

PeQeOiWiaQ ROeh NaVXWiRQ daQ RRVVaQW\ (2018) PeQXQjXkkaQ bahZa

iQRYaVi SURdXk daSaW PeQiQgkaWkaQ OR\aOiWaV SeOaQggaQ deQgaQ PeQciSWakaQ QiOai

WaPbah \aQg XQik. HaO iQi didXkXQg ROeh WeRUi KRWOeU daQ KeOOeU (2016), \aQg

PeQ\aWakaQ bahZa iQRYaVi SURdXk daSaW PeQciSWakaQ keXQggXOaQ kRPSeWiWif

\aQg PeQdRURQg keWeUikaWaQ SeOaQggaQ deQgaQ PeUek aWaX SeUXVahaaQ WeUWeQWX.

b. H2: Kualitas pela\anan (X2) memiliki dampak positif terhadap lo\alitas

pelanggan (Y).

ZeiWhaPO, BiWQeU, daQ GUePOeU (2018) PeQekaQkaQ bahZa kXaOiWaV Oa\aQaQ

PeUXSakaQ VaOah VaWX fakWRU kXQci daOaP PePbaQgXQ OR\aOiWaV SeOaQggaQ.

MeQXUXW LRYeORck daQ WiUW] (2016), SeOaQggaQ \aQg PeQeUiPa Oa\aQaQ \aQg

VaQgaW baik ceQdeUXQg PePSeUWahaQkaQ hXbXQgaQ jaQgka SaQjaQg deQgaQ

SeUXVahaaQ.

c. H3: Kepuasan konsumen (Y1) memiliki dampak positif terhadap lo\alitas

pelanggan (Y).

MeQXUXW KRWOeU daQ KeOOeU (2016), keSXaVaQ kRQVXPeQ PeUXSakaQ daVaU

daUi OR\aOiWaV SeOaQggaQ. PeQeOiWiaQ OOiYeU (2010) Oebih OaQjXW PeQXQjXkkaQ

bahZa keSXaVaQ kRQVXPeQ PeQciSWakaQ ikaWaQ ePRViRQaO \aQg kXaW, \aQg Sada

akhiUQ\a PeQdRURQg OR\aOiWaV.
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d. H4: InoYasi produk (X1), kualitas pela\anan (X2), dan kepuasan konsumen

(X3) memiliki dampak positif terhadap lo\alitas pelanggan (Y).

SWXdi PaUaVXUaPaQ, ZeiWhaPO, daQ BeUU\ (1988) PeQXQjXkkaQ bahZa

gabXQgaQ SeQgaUXh iQRYaVi SURdXk, kXaOiWaV Oa\aQaQ, daQ keSXaVaaQ kRQVXPeQ

daSaW PeQciSWakaQ OR\aOiWaV \aQg Oebih kXaW. PeQeOiWiaQ Oebih OaQjXW \aQg

diOakXkaQ ROeh TjiSWRQR (2020) PeQXQjXkaQ bahZa kRPbiQaVi YaUiabeO-YaUiabeO

WeUVebXW daSaW PeQghadiUkaQ keXQggXOaQ kRPSeWiWif \aQg beUkeOaQjXWaQ Sada

biVQiV.

14

Analisis Pengaruh InoYasi«, Benn\ SetiaZan Winata, UniYersitas Multimedia Nusantara



2.4 Penelitian Terdahulu

NO Peneliti Judul Penelitian Tahun Temuan Inti
1 DZi RahPaZaWi daQ SiWi

NXUjaQah
PeQgaUXh IQRYaVi PURdXk
WeUhadaS LR\aOiWaV KRQVXPeQ
deQgaQ KeSXaVaQ KRQVXPeQ
Vebagai VaUiabeO MediaVi

2020 PeQeOiWiaQ iQi PeQgXji SeQgaUXh
iQRYaVi SURdXk WeUhadaS OR\aOiWaV
SeOaQggaQ, diPaQa keSXaVaQ
kRQVXPeQ PeQjadi YaUiabeO PediaVi
Sada iQdXVWUi PakaQaQ UiQgaQ KRWa
SePaUaQg. TePXaQ VWXdi PeQXQjXkkaQ
bahZa iQRYaVi SURdXk PePiOiki
daPSak VigQifikaQ Sada keSXaVaQ daQ
OR\aOiWaV kRQVXPeQ, deQgaQ keSXaVaQ
kRQVXPeQ PePaiQkaQ SeUaQ \aQg
VePakiQ beVaU daOaP PeQeQWXkaQ
OR\aOiWaV SeOaQggaQ.

2 PiQaU O]kaQ, Seda SXeU,
IVWeP KR\PeQ KeVeU aQd
ISek DeYeci KRcakRc

TKH HIIHFW RI VHUYLFH TXDOLW\ DQG
FXVWRPHU VDWLVIDFWLRQ RQ
FXVWRPHU OR\DOW\: TKH PHGLDWLRQ
RI SHUFHLYHG YDOXH RI VHUYLFHV,
FRUSRUDWH LPDJH, DQG FRUSRUDWH
UHSXWDWLRQ.

2019 HaViO SeQeOiWiaQ PeQXQjXkkaQ bahZa
keSXaVaQ SeOaQggaQ, kXaOiWaV Oa\aQaQ,
daQ QiOai \aQg diUaVakaQ VecaUa
VigQifikaQ PePeQgaUXhi OR\aOiWaV
SeOaQggaQ. SeOaiQ iWX, ciWUa daQ UeSXWaVi
SeUXVahaaQ jXga PePiOiki SeUaQ
SeQWiQg daOaP PePSeUkXaW OR\aOiWaV,
baik VecaUa OaQgVXQg PaXSXQ PeOaOXi
efek PediaVi. DeQgaQ PeQgeOROa ciWUa
daQ UeSXWaVi SeUXVahaaQ VecaUa
VWUaWegiV, baQk daSaW PeQiQgkaWkaQ
SeUVeSVi SRViWif SeOaQggaQ daQ
PeQciSWakaQ hXbXQgaQ jaQgka SaQjaQg
\aQg Oebih kXaW deQgaQ PeUeka.

3 SaQ]iQha dRV SaQWRV
BUaQca, LXh KRPaQg
ChaQdUa DeZi, AXgXVWR
da CRQceicaR SRaUeV

TKH HIIHFW RI LQQRYDWLRQ SURGXFW,
VHUYLFH TXDOLW\ WR FXVWRPHU
VDWLVIDFWLRQ DQG FXVWRPHU OR\DOW\
RI EDQFR QDFLRQDO GH FRPHUFLR
TLPRU-LHVWH/BNCTL DLOL

2020 HaViO SeQeOiWiaQ iQi PeQXQjXkkaQ
bahaZa iQRYaVi SURdXk daQ kXaOiWaV
Oa\aQaQ PePiOiki SeQgaUXh SRViWif daQ
VigQifikaQ WeUhadaS keSXaVaQ
SeOaQggaQ VeUWa OR\aOiWaV SeOaQggaQ di
BaQk BNCTL di DiOi. SeOaiQ iWX,
keSXaVaQ SeOaQggaQ jXga beUSeQgaUXh
SRViWif daQ VigQifikaQ WeUhadaS OR\aOiWaV
SeOaQggaQ. OOeh kaUeQa iWX, VePakiQ
baQ\ak BaQk BNCTL PeQaZaUkaQ
SURdXk iQRYaWif \aQg VeVXai deQgaQ
kebXWXhaQ daQ keiQgiQaQ SeOaQggaQ,
Paka keSXaVaQ daQ OR\aOiWaV SeOaQggaQ
jXga akaQ PeQiQgkaW.

15

Analisis Pengaruh InoYasi«, Benn\ SetiaZan Winata, UniYersitas Multimedia Nusantara



4 CiQd\ KaUWika SaUi PeQgaUXh IQRYaVi PURdXk daQ
KXaOiWaV PeOa\aQaQ TeUhadaS
LR\aOiWaV NaVabah BaQk BNI
KaQWRU CabaQg UGM
YRg\akaUWa deQgaQ KeSXaVaQ
NaVabah Vebagai VaUiabeO
MediaVi

2024 HaViO SeQeOiWiaQ PeQXQjXkkaQ bahZa
iQRYaVi SURdXk daQ kXaOiWaV SeOa\aQaQ
PePiOiki SeQgaUXh VigQifikaQ WeUhadaS
OR\aOiWaV QaVabah di BaQk BNI UGM
YRg\akaUWa, deQgaQ keSXaVaQ QaVabah
Vebagai YaUiabeO PediaVi. DaWa
dikXPSXOkaQ daUi 100 UeVSRQdeQ.

5 Ach\aU EiOdiQe PeQgaUXh IQRYaVi PURdXk
WeUhadaS LR\aOiWaV PeOaQggaQ
Sada TRkR SXSeUkXe Cake &
BakeU\

2021 PeQeOiWiaQ iQi PeQXQjXkkaQ bahZa
iQRYaVi SURdXk beUSeQgaUXh SRViWif
WeUhadaS keSXaVaQ kRQVXPeQ daQ
OR\aOiWaV SeOaQggaQ. HaViO aQaOiViV
PeQXQjXkkaQ bahZa iQRYaVi SURdXk
daSaW PeQjeOaVkaQ 44,7% YaUiaVi daOaP
OR\aOiWaV kRQVXPeQ daQ 35,6% daOaP
keSXaVaQ kRQVXPeQ

6 WeQdha A.A A\X AWika
PaUaPiWha

AQaOiViV PeQgaUXh IQRYaVi
La\aQaQ WeUhadaS KeSXaVaQ daQ
LR\aOiWaV PeOaQggaQ di SekWRU
TeOekRPXQikaVi

2013 PeQeOiWiaQ iQi PeQePXkaQ bahZa
iQRYaVi Oa\aQaQ beUSeQgaUXh SRViWif
WeUhadaS keSXaVaQ QaVabah daQ
OR\aOiWaV QaVabah. SePakiQ baik
iQRYaVi Oa\aQaQ \aQg dibeUikaQ,
VePakiQ WiQggi SXOa keSXaVaQ daQ
OR\aOiWaV QaVabah

7 RiYa FeUgiaQ daQ APaUXO PeQgaUXh KXaOiWaV PURdXk, CiWUa
MeUek, daQ DeVaiQ WeUhadaS
LR\aOiWaV KRQVXPeQ PeOaOXi
KeSXaVaQ KRQVXPeQ SWXdi
KaVXV di RRWi MaXOaQa
KecaPaWaQ GeQWeQg

2017 PeQeOiWiaQ iQi PeQXQjXkkaQ bahZa
kXaOiWaV SURdXk PePiOiki SeQgaUXh
VigQifikaQ WeUhadaS OR\aOiWaV SeOaQggaQ
di RRWi MaXOaQa. HaViO aQaOiViV
PeQXQjXkkaQ bahZa kXaOiWaV
SeOa\aQaQ daQ SeUVeSVi haUga jXga
beUkRQWUibXVi Sada OR\aOiWaV SeOaQggaQ
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