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RINGKASAN

Widya Kartika, 2025. Judul skripsi “ Pengaruh Kualitas Produk Dan Harga
Serta Bukti Fisik Terhadap Kepuasan Konsumen Pada Usaha Kuliner Warung
Mbok Endang Di Tenggarong Seberang “. Program Studi Manajemen Fakultas
Ekonomi Dan Bisnis Universitas Kutai Kartanegara Di Bawah Bimingan Bapak
Prof, Dr. Iskandar, SE, M.Si Dan Bapak Heru Suprapto, SE, M.Si.

Tujuan dari Penelitian ini bertujuan untuk menganalisis pengaruh variabel
kualitas produk, harga, dan bukti fisik terhadap tingkat kepuasan konsumen pada
usaha kuliner Warung Mbok Endang Di Tenggarong Seberang. Populasi dalam
penelitian ini diambil dari konsumen pembeli pada Warung Mbok Endang Di
Tenggarong Seberang. Populasi dalam penelitian ini diambil dari konsumen
pembeli Pada Warung Mbok Endang Di Tenggarong Seberang selama seminggu
sebanyak 280 orang. Sampel penelitian ini adalah 74 orang. Teknik pengambilan
sampel yang digunakan adalah populasi terbatas. Penelitian ini menggunakan alat
analisis data regresi linear berganda yang menggunakan software SPPS.

Hasil penelitian ini hipotesis pertama “variabel kualitas produk, harga dan
bukti fisik berpengaruh secara simultan terhadap kepuasan konsumen* diterima.
hipotesis kedua bahwa “ variabel kualitas produk secara parsial berpengaruh
terhadap kepuasan konsumen” diterima. hipotesis ketiga * variabel harga secara
parsial berpengaruh terhadap kepuasan konsumen” diterima. hipotesis keempat
bahwa “ variabel bukti fisik secara parsial berpengaruh terhadap kepuasan
konsumen” diterima. Pada penelitian ini, terlihat nilai koefisien b variabel harga
berpengaruh paling dominan terhadap kepuasan konsumen sehingga hipotesis
kelima “ kualitas produk berpengaruh paling dominan terhadap kepuasan
konsumen” ditolak.

Kata Kunci : Kualitas Produk, Harga, Bukti Fisik dan Kepuasan Konsumen



ABSTRACT

Widya Kartika, 2025. Thesis title “The Effect of Product Quality and Price
and Physical Evidence on Consumer Satisfaction at Warung Mbok Endang
Culinary Business in Tenggarong Seberang”. Management Study Program, Faculty
of Economics and Business, Kutai Kartanegara University Under the Guidance of
Prof. Dr. Iskandar, SE, M.Si and Mr. Heru Suprapto, SE, M.Si.

The purpose of this study was to examine the influence of product quality,
price, and physical evidence variables on customer satisfaction at Warung Mbok
Endang’s culinary business in Tenggarong Seberang. The population in this
research consisted of consumers who made purchases at Warung Mbok Endang in
Tenggarong Seberang. was taken from consumer buyers at Warung Mbok Endang
in Tenggarong Seberang for a week as many as 280 people. The sample of this
study was 74 people. The sampling technique used is limited population. This study
uses multiple linear regression data analysis tools using spps software.

The results of this study show that the first hypothesis, "the variables of
product quality, price, and physical evidence simultaneously affect consumer
satisfaction,” is accepted. The second hypothesis, that "the product quality variable
partially affects consumer satisfaction," is accepted. The third hypothesis, "the price
variable partially affects consumer satisfaction," is accepted. The fourth hypothesis,
that "the physical evidence variable partially affects consumer satisfaction,"” is
accepted. In this study, it was observed that the coefficient value of the price
variable has the most dominant effect on consumer satisfaction, so the fifth
hypothesis, "product quality has the most dominant effect on consumer
satisfaction," is rejected.

Keywords: Product Quality, Price, Physical Evidence, and Consumer Satisfaction
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