
BAB III

METODOLOGI PENELITIAN

3.1 Gambaran Umum Objek Penelitian

IQdXVWUi URWi di IQdRQeVia WeOah beUkePbaQg SeVaW Vejak bebeUaSa dekade WeUakhiU.

BaQ\ak SURdXVeQ URWi PXOai beUiQRYaVi XQWXk PePeQXhi kebXWXhaQ PaV\aUakaW \aQg

WeUXV beUXbah. RRWi WeOah PeQjadi VaOah VaWX PakaQaQ \aQg digePaUi XQWXk VaUaSaQ aWaX

caPiOaQ kaUeQa VifaWQ\a \aQg SUakWiV daQ daSaW PePeQXhi kebXWXhaQ gi]i VecaUa ceSaW.

PURdXk URWi di IQdRQeVia PeQcakXS beUbagai jeQiV, VeSeUWi URWi WaZaU, URWi PaQiV,

daQ URWi VRbek. PURdXk-SURdXk iQi diUaQcaQg XQWXk beUbagai VegPeQ kRQVXPeQ, PXOai

daUi aQak-aQak hiQgga RUaQg deZaVa, VeUWa XQWXk beUbagai kebXWXhaQ, baik Vebagai

PakaQaQ VehaUi-haUi PaXSXQ caPiOaQ. PURdXVeQ URWi WeUXV beUiQRYaVi deQgaQ

PeOXQcXUkaQ YaUiaQ baUX VeVXai deQgaQ WUeQ daQ VeOeUa kRQVXPeQ. IQRYaVi WeUVebXW aQWaUa

OaiQ SeQgePbaQgaQ UaVa baUX, SeQiQgkaWaQ kXaOiWaV URWi daQ kePaVaQ \aQg Oebih PRdeUQ.

BebeUaSa iQRYaVi WeUkiQi aQWaUa OaiQ diSeUkeQaOkaQQ\a SURdXk URWi beUkaORUi UeQdah daQ

SURdXk URWi beUVeUaW WiQggi. SeOaiQ iWX, WUeQ iQWeUQaViRQaO jXga PePSeQgaUXhi SaVaU ORkaO,

WeUOihaW daUi SRSXOaUiWaV SURdXk OXaU QegeUi VeSeUWi KRUeaQ GaUOic BUead daQ HRkkaidR

CKHHVHFDNH \aQg YiUaO di kaOaQgaQ kRQVXPeQ.

DiViVi OaiQ, WeUdaSaW SeQiQgkaWaQ SeUPiQWaaQ XQWXk SURdXk URWi \aQg Oebih VehaW,

VeSeUWi URWi \aQg PeQgaQdXQg Va\XUaQ aWaX bahaQ fXQgViRQaO OaiQQ\a. IQi PeQceUPiQkaQ

keVadaUaQ keVehaWaQ \aQg VePakiQ PeQiQgkaW di kaOaQgaQ kRQVXPeQ. PURdXk-SURdXk iQi

diUaQcaQg XQWXk PePeQXhi kebXWXhaQ beUbagai VegPeQ SaVaU, PXOai daUi aQak-aQak

hiQgga RUaQg deZaVa, baik Vebagai VaUaSaQ PaXSXQ caPiOaQ. DeQgaQ dePikiaQ, iQdXVWUi

URWi di IQdRQeVia Widak haQ\a WXPbXh daOaP haO YROXPe WeWaSi jXga daOaP iQRYaVi daQ

kXaOiWaV, deQgaQ fRkXV Sada kebeUOaQjXWaQ daQ keVehaWaQ \aQg VePakiQ PeQjadi SUiRUiWaV

bagi SURdXVeQ daQ kRQVXPeQ.
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3.2 Desain Penelitian

3.2.1 Metode Penelitian

MeQXUXW CUeVZeOO (2024) WeUdaSaW Wiga jeQiV SeQdekaWaQ daOaP PeOakXkaQ

SeQeOiWiaQ, diaQWaUaQ\a:

A. KXaQWiWaWif

MeWRde kXaQWiWaWif PeUXSakaQ SeQdekaWaQ \aQg beUfRkXV Sada

SeQgXPSXOaQ daWa QXPeUik XQWXk PeQgXji hiSRWeViV aWaX WeRUi WeUWeQWX,

deQgaQ aQaOiViV diOakXkaQ PeQggXQakaQ WekQik VWaWiVWik \aQg WeUVWUXkWXU.

B. KXaOiWaWif

MeWRde kXaOiWaWif didefiQiVikaQ Vebagai SeQdekaWaQ XQWXk PeQgekVSORUaVi

daQ PePahaPi PakQa VRViaO aWaX iQdiYidX WeUhadaS VXaWX feQRPeQa,

biaVaQ\a PeOaOXi SeQgXPSXOaQ daWa QRQ-QXPeUik VeSeUWi ZaZaQcaUa,

RbVeUYaVi, daQ dRkXPeQ.

C. Mi[-MeWhRd

MeWRde caPSXUaQ aWaX PL[HG PHWKRG adaOah SeQdekaWaQ \aQg

PeQgkRPbiQaVikaQ daWa kXaQWiWaWif daQ kXaOiWaWif daOaP VaWX SeQeOiWiaQ

gXQa PePbeUikaQ ZaZaVaQ \aQg Oebih kRPSUeheQVif WeUhadaS PaVaOah

\aQg diWeOiWi.
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3.2.2 Jenis Desain Penelitian

MeQXUXW MaOhRWUa (2010), WeUdaSaW 2 jeQiV deVaiQ SeQeOiWiaQ, diaQWaUaQ\a:

A. PeQeOiWiaQ EkVSORUaWRUi (E[SORUaWRU\ ReVeaUch)

MeQXUXW MaOhRWUa (2010), SeQeOiWiaQ ekVSORUaWRUi beUWXjXaQ XQWXk

PeQgXQgkaSkaQ ZaZaVaQ aZaO daQ PeQjadi daVaU bagi SeQeOiWiaQ OaQjXWaQ

B. PeQeOiWiaQ KRQkOXVif (CRQcOXViYe ReVeaUch)

PeQeOiWiaQ kRQkOXVif WeUdiUi daUi dXa jeQiV:

a. PeQeOiWiaQ DeVkUiSWif (DeVcUiSWiYe ReVeaUch)

PeQeOiWiaQ DeVkUiSWif beUWXjXaQ XQWXk PeQggaPbaUkaQ

kaUakWeUiVWik VXaWX SRSXOaVi aWaX feQRPeQa WeUWeQWX, WeUPaVXk

hXbXQgaQ aQWaU YaUiabeO.

b. PeQeOiWiaQ KaXVaO (CaXVaO ReVeaUch)

PeQeOiWiaQ KaXVaO beUWXjXaQ XQWXk PeQgaQaOiViV hXbXQgaQ

Vebab-akibaW aQWaUa YaUiabeO iQdeSeQdeQ daQ deSeQdeQ.

PeQdekaWaQ kXaQWiWaWif diWeUaSkaQ daOaP SeQeOiWiaQ iQi deQgaQ

PePaQfaaWkaQ kXeViRQeU Vebagai iQVWUXPeQ XWaPa XQWXk PePSeUROeh daWa.

KXeViRQeU didiVWUibXVikaQ keSada kRQVXPeQ URWi \aQg PePeQXhi kUiWeUia, \akQi

PeUeka \aQg WeOah PeOakXkaQ SePbeOiaQ SURdXk VeWidakQ\a dXa kaOi daOaP Wiga

bXOaQ WeUakhiU. MeWRde iQi diUaQcaQg XQWXk PeQgeYaOXaVi keWeUkaiWaQ aQWaUa

iQRYaVi SURdXk, kXaOiWaV Oa\aQaQ, keSXaVaQ kRQVXPeQ, daQ OR\aOiWaV SeOaQggaQ.

3.3 Populasi dan Sampel Penelitian
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3.3.1 PRSXOaVi

PRSXOaVi PeUXjXk Sada VekXPSXOaQ iQdiYidX, Rbjek, aWaX eOePeQ deQgaQ

kaUakWeUiVWik khXVXV \aQg PeQjadi VaVaUaQ SeQeOiWiaQ XQWXk diaQaOiViV VeVXai

WXjXaQ SeQeOiWiaQ. KRQVXPeQ URWi di IQdRQeVia PeQjadi fRkXV SeQeOiWiaQ iQi,

deQgaQ SeQekaQaQ khXVXV Sada PeUeka \aQg WeOah PePbeOi SURdXk URWi dXa kaOi

daOaP kXUXQ ZakWX Wiga bXOaQ WeUakhiU daQ beUdRPiViOi di JabRdeWabek.

3.3.2 SaPSOiQg FUaPe

SDPSOLQJ IUDPH adaOah dafWaU eOePeQ aWaX XQiW daUi SRSXOaVi \aQg

dijadikaQ daVaU XQWXk PePiOih VaPSeO SeQeOiWiaQ. RaQgkaiaQ iQi VebaikQ\a

PeQcakXS VePXa aQggRWa SRSXOaVi agaU haViO SeQeOiWiaQ YaOid daQ daSaW

digeQeUaOiVaVi. SaPSeO \aQg akaQ digXQakaQ daOaP SeQeOiWiaQ iQi diaPbiO deQgaQ

PeWRde SXUSRVLYH VDPSOLQJ. JXPOah VaPSeO \aQg diaPbiO diVeVXaikaQ deQgaQ

WekQik SORYiQ aWaX UXPXV VaPSOiQg OaiQQ\a XQWXk PePaVWikaQ jXPOah \aQg

UeSUeVeQWaWif daUi SRSXOaVi \aQg ada. PeUVeQWaVe WeUWeQWX daUi VaPSeO diSeUkiUakaQ

PeQggXQakaQ PeWRde SORYiQ, VaPbiO PeQ\iVakaQ PaUgiQ keVaOahaQ. RXPXV

SORYiQ adaOah Vebagai beUikXW:
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𝑛 =  𝑁

1 + 𝑁ഈ𝑒ഉ2

KeWeUaQgaQ:

Q = jXPOah VaPSeO

N = WRWaO SRSXOaVi

e = PaUgiQ Rf eUURU \aQg diWROeUaQVi (5% aWaX 0,05)

3.3.3 SaPSOiQg TechQiTXe

SDPSOLQJ THFKQLTXH PeUXSakaQ caUa aWaX VWUaWegi \aQg digXQakaQ XQWXk

PePiOih VejXPOah aQggRWa daUi SRSXOaVi agaU daSaW dijadikaQ VaPSeO SeQeOiWiaQ

\aQg UeSUeVeQWaWif WeUhadaS SRSXOaVi WeUVebXW.

3.3.4 SaPSOiQg Si]e

SDPSOLQJ SL]H PeQgacX Sada jXPOah aQggRWa SRSXOaVi \aQg diSiOih

Vebagai VaPSeO SeQeOiWiaQ. PeQeQWXaQ XkXUaQ VaPSeO diOakXkaQ XQWXk PePaVWikaQ

haViO SeQeOiWiaQ akXUaW daQ UeOeYaQ deQgaQ WXjXaQ SeQeOiWiaQ.

3.4 TekQik PeQgXPSXOaQ DaWa

PeQeOiWiaQ iQi PeQeUaSkaQ SeQdekaWaQ kXaQWiWaWif deQgaQ PeQgedeSaQkaQ

SeQgXPSXOaQ daWa PeOaOXi VXUYei. ReVSRQdeQ adaOah kRQVXPeQ URWi di ZiOa\ah

JabRdeWabek \aQg PePeQXhi kUiWeUia Vebagai SePbeOi akWif daOaP Wiga bXOaQ WeUakhiU.

DaWa \aQg dikXPSXOkaQ beUaVaO daUi dXa VXPbeU XWaPa:
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1. Data Primer

DaWa SUiPeU diSeUROeh OaQgVXQg daUi UeVSRQdeQ deQgaQ caUa PeQ\ebaUkaQ

kXeViRQeU keSada kRQVXPeQ URWi. KXeViRQeU iQi diUaQcaQg XQWXk PeQgXkXU

SeUVeSVi kRQVXPeQ WeUhadaS iQRYaVi SURdXk, kXaOiWaV Oa\aQaQ, keSXaVaQ

daQ OR\aOiWaV SeOaQggaQ. KXeViRQeU PeQggXQakaQ VkaOa OikeUW 1 VaPSai 5.

2. Data Sekunder

DaWa VekXQdeU diaPbiO daUi Sihak \aQg UeOeYaQ SXbOikaVi VeSeUWi PajaOah,

bXkX, OaSRUaQ WahXQaQ daQ aUWikeO iOPiah WeUkaiW iQRYaVi SURdXk, kXaOiWaV

SeOa\aQaQ, keSXaVaQ kRQVXPeQ daQ OR\aOiWaV SeOaQggaQ. DaWa iQi

digXQakaQ XQWXk PeQdXkXQg aQaOiViV WeRUiWiV daQ WiQjaXaQ OiWeUaWXU.

3.5 Definisi Operasionalisasi Variabel

MeQXUXW KeUOiQgeU (1986), RSeUaViRQaOiVaVi YaUiabeO adaOah OaQgkah XQWXk

PeQeUjePahkaQ kRQVeS abVWUak ke daOaP iQdikaWRU kRQkUeW \aQg daSaW diXkXU, VehiQgga

YaUiabeO SeQeOiWiaQ PeQjadi Oebih WeUaUah daQ daSaW diaPaWi VecaUa ePSiUiV. PeQeOiWiaQ iQi

PeOakXkaQ SeQgXjiaQ Sada 4 YaUiabeO, \aQg WeUdiUi daUi 3 YaUiabeO iQdeSeQdeQ (IQRYaVi

PURdXk, KXaOiWaV La\aQaQ,KeSXaVaQ KRQVXPeQ) daQ 1 YaUiabeO deSeQdeQ (LR\aOiWaV

PeOaQggaQ).

A. Variabel Bebas (Independen)

1. InoYasi Produk (X1)
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Tabel Definition Code Measurement Source
IQRYaVi PURdXk IQRYaVi SURdXk

PeQcakXS
SeQgePbaQgaQ fiWXU baUX
\aQg UeOeYaQ deQgaQ
kebXWXhaQ kRQVXPeQ
XQWXk PeQiQgkaWkaQ
da\a VaiQg.

IP1 PeQiQgkaWaQ
kXaOiWaV SURdXk

Kotler dan
Keller
(2016)

IP2 PeQciSWaaQ QiOai
baUX

IP3 AdaSWaVi
WeUhadaS

kebXWXhaQ SaVaU
IP4 SXVWDLQDELOLW\

TabeO 3.1 OSeUaViRQaOiVaVi YaUiabeO iQRYaVi SURdXk

2. Kualitas Pela\anan (X2)

Tabel Definition Code Measurement Source
KXaOiWaV La\aQaQ KXaOiWaV Oa\aQaQ

PeQcakXS aVSek
keceSaWaQ, UeVSRQViYiWaV,
daQ keaQdaOaQ Oa\aQaQ
\aQg dibeUikaQ ROeh
SeUXVahaaQ keSada
kRQVXPeQ.

KL1 EfiVieQVi Zeithaml
(2018)

KL2 KeaQdaOaQ
KL3 ReVSRQViYiWaV
KL4 PeUVRQaOiVaVi

TabeO 3.2 OSeUaViRQaOiVaVi YaUiabeO kXaOiWaV Oa\aQaQ
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3. Kepuasan Konsumen (X3).

Tabel Definition Code Measurement Source
KeSXaVaQ
KRQVXPeQ

KeSXaVaQ kRQVXPeQ
PeUXSakaQ haViO daUi
SePeQXhaQ ekVSekWaVi
SeOaQggaQ WeUhadaS
SURdXk aWaX Oa\aQaQ.

KK1 KeVeVXaiaQ
haUaSaQ

Kotler dan
Keller
(2016)

KK2 PeQgaOaPaQ
SRViWif

KK3 NiOai \aQg
diUaVakaQ

TabeO 3.3 OSeUaViRQaOiVaVi YaUiabeO keSXaVaQ kRQVXPeQ

B. Variabel Terikat (Dependen)

1. Lo\alitas Pelanggan (Y)

Tabel Definition Code Measurement Source
LR\aOiWaV
PeOaQggaQ

LR\aOiWaV SeOaQggaQ
adaOah kRPiWPeQ
SeOaQggaQ XQWXk WeUXV
PePbeOi SURdXk WeUWeQWX
VecaUa beUXOaQg.

LP1 PePbeOiaQ XOaQg Griffin
(2002)

LP2 KeVediaaQ
PePba\aU Oebih

LP3 RekRPeQdaVi
keSada RUaQg OaiQ

LP4 KeWahaQaQ
WeUhadaS

kRPSeWiWRU

TabeO 3.4 OSeUaViRQaOiVaVi YaUiabeO OR\aOiWaV SeOaQggaQ
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3.6 Teknik Analisis Data

DaWa \aQg WeUkXPSXO akaQ diaQaOiViV PeQggXQakaQ VRfWZaUe SPSS VWaWiVWik XQWXk

PeOakXkaQ bebeUaSa aQaOiViV beUikXW:

3.6.1 Uji VaOidiWaV

Uji YaOidiWaV diOakXkaQ XQWXk PePaVWikaQ bahZa SeUWaQ\aaQ daOaP

kXeViRQeU PePaQg PeQgXkXU aSa \aQg VehaUXVQ\a diXkXU. DeQgaQ kaWa OaiQ, Va\a

iQgiQ WahX aSakah VeWiaS SeUWaQ\aaQ VeVXai deQgaQ WRSik \aQg Va\a WeOiWi. Uji iQi

diOakXkaQ deQgaQ PeOihaW kRUeOaVi aQWaUa SeUWaQ\aaQ WeUVebXW deQgaQ WRSik \aQg

diXkXU. Jika haViOQ\a VigQifikaQ (QiOai S < 0,05), beUaUWi SeUWaQ\aaQ WeUVebXW YaOid

daQ biVa digXQakaQ.

3.6.2 Uji ReOiabiOiWaV

Uji UeOiabiOiWaV diOakXkaQ XQWXk PePaVWikaQ bahZa jaZabaQ daUi kXeViRQeU

kRQViVWeQ di beUbagai kRQdiVi aWaX ZakWX, PeVkiSXQ digXQakaQ daOaP kRQdiVi

beUbeda. MiVaOQ\a, jika SeUWaQ\aaQQ\a dijaZab ROeh RUaQg \aQg beUbeda aWaX di

ZakWX \aQg beUbeda, haViOQ\a WeWaS VeUXSa. Uji iQi PeQggXQakaQ CURQbach¶V

AOSha, deQgaQ QiOai diaWaV 0,7 diaQggaS VXdah cXkXS UeOiabeO. AUWiQ\a, kXeViRQeU

iQi VWabiO daQ biVa diaQdaOkaQ.

3.6.3 AQaOiViV DaWa PeQeOiWiaQ

AQaOiViV daWa SeQeOiWiaQ PeUXjXk Sada SURVeV ViVWePaWiV \aQg diOakXkaQ

XQWXk PeQgROah daQ PeQafViUkaQ daWa \aQg WeOah dikXPSXOkaQ. TXjXaQQ\a adaOah

XQWXk PeQgideQWifikaVikaQ SROa, hXbXQgaQ, aWaX WUeQ \aQg UeOeYaQ deQgaQ

SeUWaQ\aaQ SeQeOiWiaQ. HaViO daUi aQaOiViV iQi akaQ PePbeUikaQ SePahaPaQ \aQg

Oebih PeQdaOaP WeQWaQg feQRPeQa \aQg diWeOiWi daQ PeQdXkXQg aUgXPeQ aWaX

keViPSXOaQ \aQg diaPbiO.
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3.6.4 Uji HiSRWeViV

UQWXk PePeUikVa aSakah WeUdaSaW VigQifikaQVi kRUeOaVi aQWaUa

YaUiabeO-YaUiabeO WeUVebXW, Xji W, Xji F, Xji kRefiVieQ deWeUPiQaVi daQ Xji

UegUeVi OiQeaU beUgaQda digXQakaQ XQWXk PeQeQWXkaQ aSakah VeWiaS

YaUiabeO WeUVebXW PePiOiki SeQgaUXh Q\aWa WeUhadaS OR\aOiWaV SeOaQggaQ.

Jika haViOQ\a Sig < 0,05, haO iQi beUaUWi SeQgaUXhQ\a VigQifikaQ daQ

hiSRWeViV diWeUiPa.

3.6.4.1 Uji Signifikansi ANOVA (F-Test)

Uji VigQifikaQVi ANOVA (Uji F) adaOah PeWRde \aQg digXQakaQ

XQWXk PeQeQWXkaQ aSakah WeUdaSaW SeQgaUXh \aQg VigQifikaQ daUi YaUiabeO

iQdeSeQdeQ VecaUa ViPXOWaQ WeUhadaS YaUiabeO deSeQdeQ. MeQXUXW GhR]aOi

(2021), WXjXaQ daUi Uji F adaOah XQWXk PeQgXji PRdeO UegUeVi daQ PeOihaW

aSakah YaUiabeO iQdeSeQdeQ beUkRQWUibXVi VecaUa beUVaPa-VaPa daOaP

PeQjeOaVkaQ YaUiaVi Sada YaUiabeO deSeQdeQ. Jika QiOai VigQifikaQVi (Sig F)

kXUaQg daUi 0,05 PakaQ PRdeO diaQggaS VigQifikaQ daQ hiSRWeViV diWeUiPa.

3.6.4.2 Uji Signifikansi Parameter IndiYidual (T-Test)

Uji VigQifikaQVi SaUaPeWeU iQdiYidXaO (Uji W) beUfXQgVi XQWXk

PeQiOai SeQgaUXh PaViQg-PaViQg YaUiabeO iQdeSeQdeQ WeUhadaS YaUiabeO

deSeQdeQ. GhR]aOi (2021) PeQjeOaVkaQ bahZa Xji iQi PePbaQWX daOaP

PeQeQWXkaQ VebeUaSa beVaU kRQWUibXVi VaWX YaUiabeO iQdeSeQdeQ daOaP

PeQjeOaVkaQ YaUiaVi Sada YaUiabeO deSeQdeQ VecaUa iQdiYidXaO.
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3.6.4.3 Uji Koefisien Determinasi (R2)

Uji kRefiVieQ deWeUPiQaVi (R2) digXQakaQ XQWXk PeQgXkXU

VebeUaSa beVaU SURSRUVi YaUiaVi Sada YaUiabeO deSeQdeQ \aQg daSaW

dijeOaVkaQ ROeh YaUiabeO iQdeSeQdeQ. MeQXUXW SXjaUZeQi (2015), VePakiQ

WiQggi QiOai R2, VePakiQ beVaU SeUVeQWaVe SeUXbahaQ Sada YaUiabeO

deSeQdeQ \aQg diVebabkaQ ROeh YaUiabeO iQdeSeQdeQ. Uji iQi PePbeUikaQ

gaPbaUaQ WeQWaQg kekXaWaQ hXbXQgaQ aQWaUa kedXa YaUiabeO.

3.6.4.4 Uji Regresi Linear Berganda

Uji UegUeVi OiQeaU beUgaQda adaOah aQaOiViV \aQg digXQakaQ XQWXk

PeQgeYaOXaVi hXbXQgaQ aQWaUa VaWX YaUiabeO deSeQdeQ deQgaQ dXa aWaX

Oebih YaUiabeO iQdeSeQdeQ. MeQXUXW GhR]aOi (2018), Xji iQi beUWXjXaQ

XQWXk PePahaPi SeQgaUXh gabXQgaQ daUi bebeUaSa YaUiabeO bebaV

WeUhadaS VaWX YaUiabeO WeUikaW, VeUWa XQWXk PeQeQWXkaQ aSakah PRdeO

UegUeVi \aQg dibaQgXQ Oa\ak digXQakaQ beUdaVaUkaQ haViO SeQgXjiaQ

hiSRWeViV.

UQWXk PePeUikVa aSakah WeUdaSaW VigQifikaQVi kRUeOaVi aQWaUa

YaUiabeO-YaUiabeO WeUVebXW, Xji W, Xji F, Xji kRefiVieQ deWeUPiQaVi daQ Xji UegUeVi

OiQeaU beUgaQda digXQakaQ XQWXk PeQeQWXkaQ aSakah VeWiaS YaUiabeO WeUVebXW

PePiOiki SeQgaUXh Q\aWa WeUhadaS OR\aOiWaV SeOaQggaQ. Jika haViOQ\a Sig < 0,05,

haO iQi beUaUWi SeQgaUXhQ\a VigQifikaQ daQ hiSRWeViV diWeUiPa.
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