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MOTTO 

 

“Menuntut ilmu adalah takwa. Menyampaikan ilmu adalah ibadah.  

Mengulang-ulang ilmu adalah zikir. Mencari ilmu adalah jihad.” 

(Abu Hamid Al Ghazali) 

 

“Permata tidak bisa berkilau tanpa gesekan.  

Begitu juga manusia, tidak ada manusia yang luar biasa tanpa cobaan.” 

(Konfucius) 

 

"Rintangan bukan untuk menghentikanmu. Jika Anda bertemu tembok, jangan berbalik dan menyerah. 

Cari cara untuk memanjatnya, menembusnya atau memutarinya." 

(Michael Jordan) 

 



 

viii 
 

KATA PENGANTAR 

 

Segala puji dan syukur atas kehadirat Allah Tuhan yang Maha Pengasih dan Penyayang atas 

segala rahmat serta hidayah-Nya, sehingga penulis dapat menyelesaikan penyusunan skripsi dengan 

judul “Pengaruh Gaya Hidup, Citra Merek, Dan Kualitas Pelayanan Terhadap Kepuasan Pelanggan Pada 

Den Bagoes Barbershop Tanggul Jember”. Skripsi ini disusun guna memperoleh Gelar Sarjana 

Manajemen Fakultas Ekonomi dan Bisnis Universitas Muhammadiyah Jember.  

Terselesaikannya penyusunan skripsi ini tidak lepas dari bantuan berbagai pihak. Untuk itu 

dengan segala kerendahan hati, penulis mengucapkan terimakasih yang sebesar-besarnya kepada:  

1. Bapak Rektor Universitas Muhammadiyah Jember Dr. Hanafi M.Pd.  

2. Ibu Maheni Ika Sari, SE., MM selaku Dekan Fakultas Ekonomi dan Bisnis Universitas 

Muhammadiyah Jember.  

3. Bapak Achmad Hasan Hafidzi, SE., MM selaku ketua Program Studi Manajemen Fakultas 

Ekonomi dan Bisnis Universitas Muhammadiyah Jember.  

4. Ibu Maheni Ika Sari, SE., MM, Ibu Feti Fatimah SE., MM, dan Ibu Jekti Rahayu SE, M.Si 

selaku dosen penguji dan pembimbing yang telah berkenan meluangkan waktu dan arahan 

untuk menyelesaikan skripsi ini.  

5. Seluruh staf pengajaran prodi Manajemen dan dosen Fakultas Ekonomi dan Bisnis 

Universitas Muhammadiyah Jember yang telah memberikan segenap ilmunya kepada 

penulis.  

Penulis mohon maaf atas segala kesalahan yang pernah dilakukan baik secara sengaja maupun tidak 

sengaja. Semoga skripsi ini dapat bermanfaat bagi kita semua dan menjadi bahan masukan dalam dunia 

Pendidikan.  

  

  

  

Jember, 22 Desember 2022 

 

  

  

  

Bagus Yurico 

  



 

ix 
 

DAFTAR ISI 

 

PERNYATAAN ...................................................................................................................................... I 

PERSETUJUAN SKRIPSI .................................................................................................................. II 

PENGESAHAN ................................................................................................................................... III 

PERSEMBAHAN ................................................................................................................................ IV 

MOTTO ................................................................................................................................................. V 

ABSTRAK ........................................................................................................................................... VI 

KATA PENGANTAR ...................................................................................................................... VIII 

DAFTAR ISI ........................................................................................................................................ IX 

DAFTAR TABEL ...............................................................................................................................XII 

DAFTAR GAMBAR ........................................................................................................................ XIII 

DAFTAR LAMPIRAN .................................................................................................................... XIV 

 ...................................................................................................................... 1 

1.1 LATAR BELAKANG ........................................................................................................................ 1 

1.2 RUMUSAN MASALAH .................................................................................................................... 4 

1.3 TUJUAN PENELITIAN ..................................................................................................................... 5 

1.4 MANFAAT PENELITIAN .................................................................................................................. 5 

 ........................................................................................................... 6 

2.1 TINJAUAN TEORI ........................................................................................................................... 6 

 Jasa ......................................................................................................................................... 6 

Gaya Hidup ............................................................................................................................ 6 

 Citra Merek ............................................................................................................................ 8 

 Kualitas Pelayanan ................................................................................................................. 9 

 Kepuasan Pelanggan .............................................................................................................10 

2.2 TINJAUAN PENELITIAN TERDAHULU ............................................................................................12 

2.3 KERANGKA KONSEPTIONAL .........................................................................................................16 

2.4 HIPOTESIS PENELITIAN .................................................................................................................16 

 Pengaruh Gaya Hidup terhadap Kepuasan Pelanggan ..........................................................16 

 Pengaruh Citra Merek terhadap Kepuasan Pelanggan ..........................................................17 

 Pengaruh Kualitas Pelayanan terhadap Kepuasan Pelanggan ...............................................17 



 

x 
 

 .....................................................................................................18 

3.1 IDENTIFIKASI VARIABEL ..............................................................................................................18 

Variabel Independen/Bebas ...................................................................................................18 

 Variabel Dependen/Terikat ...................................................................................................18 

3.2 DEFINISI OPERASIONAL VARIABEL ..............................................................................................18 

 Gaya Hidup (X1) ....................................................................................................................18 

 Citra Merek (X₂) ....................................................................................................................18 

 Kualitas Pelayanan (X3) ........................................................................................................19 

 Kepuasan Pelanggan (Y) .......................................................................................................19 

3.3 DESAIN PENELITIAN .....................................................................................................................19 

3.4 JENIS DATA DAN SUMBER DATA ..................................................................................................19 

3.5 POPULASI, SAMPEL DAN TEKNIK PENGAMBILAN SAMPEL ..........................................................20 

 Populasi .................................................................................................................................20 

 Sampel ...................................................................................................................................20 

 Teknik Pengambilan Sampel .................................................................................................20 

3.6 TEKNIK PENGUMPULAN DATA .....................................................................................................20 

3.7 UJI STATISTIK DESKRIPTIF ...........................................................................................................21 

3.8 UJI INSTRUMEN DATA ..................................................................................................................21 

 Uji Validitas ..........................................................................................................................21 

 Uji Reliabilitas.......................................................................................................................21 

3.9 ANALISIS DATA ............................................................................................................................22 

 Analisis Regresi Linier Berganda..........................................................................................22 

 Uji Asumsi Klasik .................................................................................................................22 

 Uji Hipotesis ..........................................................................................................................22 

 ..............................................................................................24 

4.1 GAMBARAN UMUM OBJEK PENELITIAN .......................................................................................24 

 Gambaran Umum Den Bagoes Barbershop Tanggul Jember ................................................24 

 Visi dan Misi Den Bagoes Barbershop Tanggul Jember .......................................................24 

 Struktur Organisasi ................................................................................................................25 

4.2 HASIL ANALISIS DATA .................................................................................................................25 

 Hasil Statistik Deskriptif .......................................................................................................26 

 Hasil Uji Instrumen Data .......................................................................................................33 

 Analisis Regresi Linear Berganda .........................................................................................35 

 Uji Asumsi Klasik .................................................................................................................35 

 Hasil Uji Hipotesis ................................................................................................................38 



 

xi 
 

 Uji Koefisien Determinasi (R2) .............................................................................................38 

4.3 PEMBAHASAN ...............................................................................................................................39 

 Pengaruh Gaya Hidup Terhadap Kepuasan Pelanggan .........................................................39 

 Pengaruh Citra Merek Terhadap Kepuasan Pelanggan .........................................................40 

 Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan ..............................................41 

 ...............................................................................................42 

5.1 KESIMPULAN ................................................................................................................................42 

5.2 SARAN ..........................................................................................................................................42 

DAFTAR PUSTAKA ...........................................................................................................................43 

KUISIONER PENELITIAN ...............................................................................................................46 

LAMPIRAN ..........................................................................................................................................49 

  



 

xii 
 

DAFTAR TABEL 

 

Tabel 1. 1  Daftar Barbershop di Daerah Jember ............................................................................... 3 

Tabel 2. 1 Penelitian Terdahulu ..........................................................................................................13 

Tabel 4. 1 Karakteristik Berdasarkan Jenis Kelamin ......................................................................26 

Tabel 4. 2 Karakteristik Berdasarkan Umur ....................................................................................26 

Tabel 4. 3 Gaya Hidup (X1.1) ..............................................................................................................27 

Tabel 4. 4 Gaya Hidup (X1.2) ..............................................................................................................27 

Tabel 4. 5 Gaya Hidup (X1.3) ..............................................................................................................28 

Tabel 4. 6 Citra Merek (X2.1) .............................................................................................................28 

Tabel 4. 7 Citra Merek (X2.2) .............................................................................................................29 

Tabel 4. 8 Citra Merek (X2.3) .............................................................................................................29 

Tabel 4. 9 Kualitas Pelayanan (X3.1) .................................................................................................30 

Tabel 4. 10 Kualitas Pelayanan (X3.2) ...............................................................................................30 

Tabel 4. 11 Kualitas Pelayanan (X3.3) ...............................................................................................31 

Tabel 4. 12 Kualitas Pelayanan (X3.4) ...............................................................................................31 

Tabel 4. 13 Kualitas Pelayanan (X3.5) ...............................................................................................32 

Tabel 4. 14 Kualitas Pelayanan (Y.1) .................................................................................................32 

Tabel 4. 15 Kualitas Pelayanan (Y.2) .................................................................................................33 

Tabel 4. 16 Kualitas Pelayanan (Y.3) .................................................................................................33 

Tabel 4. 17 Hasil Uji Validitas .............................................................................................................34 

Tabel 4. 18 Hasil Uji Reliabilitas .........................................................................................................34 

Tabel 4. 19 Hasil Analisis Regresi Linear Berganda .........................................................................35 

Tabel 4. 20 Hasil Uji  Multikolinieritas ..............................................................................................37 

Tabel 4.21 Hasil Uji  t ..........................................................................................................................38 

Tabel 4. 22 Hasil Uji Koefisien Determinasi ......................................................................................39 

 

  



 

xiii 
 

DAFTAR GAMBAR 

 

Gambar 2. 1 Konsep Kepuasan Pelanggan ........................................................................................11 

Gambar 2. 2 Kerangka Konseptional Penelitian ...............................................................................16 

Gambar 4. 1 Logo Den Bagoes Barbershop .......................................................................................24 

Gambar 4. 2 Struktur Organisasi Den Bagoes Barbershop Tanggul ..............................................25 

Gambar 4. 3 Hasil Uji Normalitas ......................................................................................................36 

Gambar 4. 4 Hasil Uji Heteroskedastisitas ........................................................................................37 

 

  



 

xiv 
 

DAFTAR LAMPIRAN 

 

Lampiran 1. Tabulasi Hasil Responden .............................................................................................49 

Lampiran 2. Bentuk Kuisioner Google Form ....................................................................................52 

Lampiran 3. Hasil Distribusi Jawaban Responden ...........................................................................54 

Lampiran 4. Hasil Uji Validitas ..........................................................................................................56 

Lampiran 5. Hasil Uji Reliabilitas ......................................................................................................58 

Lampiran 6. Hasil Uji Normalitas ......................................................................................................60 

Lampiran 7. Hasil Uji Multikolinieritas ............................................................................................61 

Lampiran 8. Hasil Uji Heteroskadisitas .............................................................................................61 

Lampiran 9. Hasil Uji Regresi Linear Berganda ..............................................................................61 

Lampiran 10. Hasil Uji t ......................................................................................................................62 

Lampiran 11. Hasil Uji R2 ..................................................................................................................62 

Lampiran 12. Surat Keterangan Penelitian .......................................................................................63 

Lampiran 13. Dokumentasi Penelitian ...............................................................................................64 

 


