LAMPIRAN
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Lampiran 1 : Lembar Kuesioner
LEMBAR KUESIONER

Perihal : Permohonan Pengisian Kuesioner
Kepada Yth.
Bapak/Ibu sebagai Responden
Di -

Tempat
Dengan hormat,

Sehubungan dengan penelitian untuk skripsi pada strata 1 (S1) Fakultas
Ekonomi dan Bisnis Universitas Muhammadiyah Palopo di bidang Manajemen
Pemasaran yang berjudul:>> Pengaruh Kualitas Pelayanan Terhadap
Kepuasan pelanggan Pada Bengkel Yamaha Jaya Baru Motor di Kota
Palopo’’. Saya memohon kesediaan Bapak/Ibu untuk meluangkan waktu 10-15
menit untuk mengisi kuesioner ini.

Bapak/Ibu dimohon membaca petunjuk pengisian kuesioner dan
menjawab pertanyaan yang sesuai dengan yang dirasakan selama ini. Tidak ada
jawaban yang benar atau salah dalam pengisian kuesioner ini karena hanya
menanyakan persepsi yang dirasakan. Jawaban dan identitas responden hanya
digunakan untuk kepentingan penelitian dan pendidikan yang akan dijaga
kerahasiannya. Keberhasilan penelitian ini sangat bergantung pada perhatian dan
kesungguhan. Bapak/lbu dalam mengisi kuesioner ini.

Atas bantuan dan kesediaan Bapak/Ibu dalam mengisi kuesioner
penelitian ini, dengan rendah hati saya ucapkan terima kasih

Hormat Saya,

Anita

A. ldentitas Responden
Pada pertanyaan di bawabh ini, anda dimohon untuk mengisi pertanyaan-
Spertanyaan dengan keadaan/kondisi yang sebenarnya.

1. Nama ST RO P TSPV PPR PR
2. Jenis kelamin : oLaki-Laki oPerempuan
3. Usia saat ini . (pilih salah satu dibawah ini)

o< 17 thn 0 41 thn - 50 thn



63

o 17 thn - 30 thn o> 50 thn
o 31 thn - 40 thn
6. Alamat/Domisili

7. Tanggal Pengisian
B. Pertanyaan Screening

1. Apakah anda pernah ke Bengkel Yamaha Jaya Baru Motor di Kota Palopo?
oYa oTidak

2. Sudah berapa kali anda mendatangi Bengkel Yamaha Jaya Baru Motor di
Kota Palopo?

ol 02 o3 o4 ol
C. Petunjuk Pengisian Kuesioner

Isilah pertanyaan di bawah ini dengan memberi tanda centang (V) atau
tanda silang (x) pada salah satu kolom jawaban yang tersedia, adapun makna
dari jawaban

Alternative yang ada pada kuesioner ini adalah:

Tanda Keterangan Skor
SS Sangat Setuju 5
S Setuju 4
KS Kurang Setuju 3
TS Tidak Setuju 2
STS Sangat Setuju 1

Variabel Kualitas Pelayanan (X)

No Pernyataan Jawaban

SS|S |KS |TS |STS

Indikator Keandalan (Reliabilty)

1. | Karyawan Bengkel Yamaha Jaya Baru
Motor cepat dalam melayani masyarakat

2. | Pelayanan yang diberikan Bengkel Yamaha
Jaya Baru  Motor sudah  sesuai
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harapan/memuaskan

Karyawan Bengkel Yamaha Jaya Baru
Motor dalam memberikan pelayanan
memiliki tingkat akurasi ketepatan yang
sesuai dengan prosedur pelayanan

Karyawan Bengkel Yamaha Jaya Baru
Motor  memiliki  kemampuan  dalam
menyelesaikan setiap masalah atau keluhan
pelanggan

No

Pernyataan

Jawaban

SS

S

KS

TS

STS

Indikator Dimensi Jaminan dan Kepastian (Assu

rance)

1.

Karyawan Bengkel Yamaha Jaya Baru
Motor rama melayani tamu/pelanggan

Karyawan Bengkel Yamaha Jaya Baru
Motor berpenampilan sopan terhadap
pelanggan

Pelayanan yang diberikan sesuai dengan
jaminan yang dijanjikan dan  diterima
pelanggan

No

Pernyataan

Jawaban

SS

KS

TS

STS

Indikator Empati (Emphaty)

1. | Memberikan perhatian dengan tulus hati
dalam melayani pelanggan
2. | Memberikan perhatian dan kesungguhan

dalam melayani keluhan pelanggan
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3. | Kejujuran dan kesabaran karyawan dalam
memberikan pelayanan
No Pernyataan Jawaban
SS|S |KS|TS |STS
Indikator Berwujud (Tangibles)
1. | Kelengkapan formulir aplikasi dan alat tulis
untuk pelanggan
2. | Sealu tersedianya permen di meja karyawan
3. | Kebersihan dan kerapihan ruangan
4. | Penataan interior dan eksterior ruangan
No Pernyataan Jawaban
SS|S |KS|TS |STS
Indikator Ketanggapan atau Daya Tanggap (Responsiveness)

1. | Kemampuan karyawan cepat tanggap dalam
menyelesaikan keluhan pelanggan

2. | Memberikan informasi yang jelas dan
mudah dipahami oleh pelanggan

3. | Karyawan selalu menunjukkan rasa percaya
diri dan sikap siap melayani pelanggan

4. | Kecepatan dan ketepatan dalam memberikan

informasi yang dibutuhkan pelanggan




Variabel Kepuasan Pelanggan(Y)
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No Pernyataan Jawaban
SS KS | TS | STS
Indikator Kualitas Produk
1. | Setiap keluhan pelanggan ditangani dengan
cepat oleh karyawan dengan cara
memperbaiki kualitas produk
2. | Karyawan selalu meningkatkan kualitas
hasil pruduksi untuk memenuhi kebutuhan
pelanggan
3. | Adanya kualitas produk sesuai dengan harga
4. | Produk yang dihasilkan nyaman dipakai
No Pernyataan Jawaban
SS KS | TS | STS

Indikator Harga

1. | Kesesuaian harga dengan kualitas produk
2. | Harga tiap produk bervariasi
3. | Harga produk termasuk biaya pengiriman

sampai ke tempat tujuan pemesan
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No Pernyataan Jawaban
SS KS | TS | STS
Indikator Kualitas Pelayanan
1. | Pelayanan karyawan bengkel yamaha sangat
baik
2. | Tersedianya garansi terhadap beberapa
produk bengkel yamaha
3. | Tersedianya ruang tunggu bagi pelanggan
No Pernyataan Jawaban
SS KS | TS | STS
Indikator Faktor Emosional
1. | Merasa marah ketika dibentak
2. | Merasa kecewa jika hasil kerja tidak sesuai
dengan yang saya inginkan
3. | Dapat mengendalikan emosi diri dalam
situasi apapun
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Lampiran 2 : Rekapitulasi Jawaban Responden

FOR <C4

YY) VY

YYYYMYYYYYL111

FOF

XAARAXAARAKAXL

HAANARANX XL L1111 111

12/ 3456/ 78901112 3/4/5/6] 78 X 12 3456 78090123Y

4 4] 4| 4| 4] 4| 4] 4] 4 4] 4| 5| 4] 5] 4| 5| 5| 5| 7| 3| 5| 3| 5| 3| 2| 4 4] 4| 4] 4] 4] 4|9

4 4l 4| 2| 4] 4| 4] 4| 4| 2| 4| 1| 3| 4] 4] 4| 4| 4| 4] 4| 4] 4] 2| 4] 4| 4] 4] 4| 4| 4] 4| 4|0

41 5] 4] 3| 44444453 4,5 45556445 55 445545459

5/ 4] 4/ 4] 4 4 4]5 45 5/5/5 555 55 3|45 5 4 4 4,5 44 45 457

41 4] 3] 5/ 3| 54354 5[4 435443 2[4335 35 43444440

45/ 4] 4] 44/ 444/ 434,442,345/ 0][5 5|55 5|55 5|55 4 543

314/ 33142 43334 4343 44313333333 3443432

4 4 4| 3| 3| 3| 4 4] 4| 4| 4| 4343|344 6|5 45|44 a4 alaasasle

40 4 4] 4] 4 4] 4 4 444445545 455555555 5 55 5555

31313/ 3[ 344344 432 444 4[4 3[4 4444344454543

4] 4[ 3/ 4335/ 4] 4343445/ 55 4 1[5 4 4 44344455556

4 40 4] 4] 4 4] 4] 4 4] 44445555575 555 4 4 45 545450

4 40 4] 4] 4] 4] 4] 440314 4] 45 44543444 44344444441

4313/ 21223 4/4/3/3/1]1/2/2/3/3/3/8[3 2414253231314

3124[ 232 432332342323 0]3/4/233 234232326

20314/ 2323242324323 2[40[32432342323236

2041312433/ 2232432432312/ 3 243243232325

20312/ 4[33/2[ 4233243232302 4324323423237

20413123/ 2[4 312324323/ 2/4/3/1]3/2 423243232325

2041323232432/ 3233423 0]3243233 2423236

112/ 2] 1] 3] 345 44/ 23134333 5/2/4342313332323
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2041223144232 42322 4/33/1]4/234223 2434340

20312/ 4[3/ 23243232 4/3/2 3292342324332 42438

312 3[4 432 33234343 433/6[34/22 3453344445

204/ 3/2[3/4/23/23/2]3]2 4323292 3[2[43]323 432326

5023/ 2[43/4[2 24 42322342 341 3243342223236

45123114/ 1413523134 3432244331124 4 4438

433/ 424243454253/ 43/32[34223132421210

31214231232 4/3/2]3]2 43234 1]2 4323243223235

204/ 2( 43142 1 4/4]14[33[35/ 1552 4/4[2332 42 44442

1/3[3/ 4/ 23344 2[4 3342233 3]4/2 232 443343431

21412/ 4] 2 42425 5[2 2425 2[4 73231232242 4244

4314/ 312/ 4/4 2442 4/3]43]2[12]5/42 342143235351

4) 313/ 4| 4/2/3 3234324233244 3434332 442 42?2

2110 4/ 2[ 452554 232 43424841232 445253533
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Statistics

Lampiran 3 : Hasil Uji Deskripstif
Kualitas Pelayanan (X)
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Frequencies



Frequency Table

X1
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 2 5.7 5.7 5.7
2 3 8.6 8.6 143
3 3 8.6 8.6 22.9
4 3 8.6 8.6 314
5 24 68.6 68.6 100.0
Total 35 100.0 100.0
X2
Valid Cumulative
Freguency Percent Percent Percent
Valid 1 8.6 8.6 8.6
2 3 8.6 8.6 171
3 3 8.6 8.6 25.7
4 12 34.3 34.3 60.0
5 14 40.0 40.0 100.0
Total 35 100.0 100.0
X3
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 4 114 114 114
2 4 114 114 22.9
3 4 114 114 34.3
4 9 25.7 25.7 60.0
5 14 40.0 40.0 100.0
Total 35 100.0 100.0

X4




Valid Cumulative
Frequency Percent Percent Percent
Valid 1 7 20.0 20.0 20.0
2 3 8.6 8.6 28.6
3 1 2.9 2.9 314
4 8 22.9 22.9 54.3
5 16 45.7 45.7 100.0
Total 35 100.0 100.0
X5
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 1 2.9 2.9 114
3 3 8.6 8.6 20.0
4 4 114 114 314
5 24 68.6 68.6 100.0
Total 35 100.0 100.0
X6
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 2 5.7 5.7 5.7
3 3 8.6 8.6 143
4 11 314 314 45.7
5 19 54.3 54.3 100.0
Total 35 100.0 100.0

X7




Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 5 14.3 14.3 22.9
3 2 5.7 5.7 28.6
4 10 28.6 28.6 57.1
5 15 42.9 42.9 100.0
Total 35 100.0 100.0
X8
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 4 114 114 114
2 2 5.7 5.7 171
3 2 5.7 5.7 229
4 5 14.3 14.3 37.1
5 22 62.9 62.9 100.0
Total 35 100.0 100.0
X9
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
3 8 22.9 22.9 314
4 8 22.9 22.9 54.3
5 16 45.7 45.7 100.0
Total 35 100.0 100.0




X10

Valid Cumulative
Frequency Percent Percent Percent
Valid 1 7 20.0 20.0 20.0
2 4 114 114 314
3 3 8.6 8.6 40.0
4 4 114 114 51.4
5 17 48.6 48.6 100.0
Total 35 100.0 100.0
X11
Valid Cumulative
Freguency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 1 2.9 2.9 114
4 6 171 171 28.6
5 25 71.4 71.4 100.0
Total 35 100.0 100.0
X12
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 4 114 114 20.0
3 5 14.3 14.3 34.3
4 8 22.9 22.9 57.1
5 15 42.9 42.9 100.0
Total 35 100.0 100.0




X13

Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 2.9 2.9 2.9
2 11 314 314 34.3
4 7 20.0 20.0 54.3
5 16 45.7 45.7 100.0
Total 35 100.0 100.0
X14
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 5 14.3 14.3 14.3
2 3 8.6 8.6 229
3 3 8.6 8.6 314
4 10 28.6 28.6 60.0
5 14 40.0 40.0 100.0
Total 35 100.0 100.0
X15
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 8.6 8.6 8.6
4 5 14.3 14.3 229
5 27 77.1 77.1 100.0
Total 35 100.0 100.0
X16
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 3 8.6 8.6 17.1
3 4 114 114 28.6
4 9 25.7 25.7 54.3
5 16 45.7 45.7 100.0
Total 35 100.0 100.0




X17

Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 1 2.9 2.9 114
3 8 22.9 22.9 34.3
4 5 14.3 14.3 48.6
5 18 51.4 51.4 100.0
Total 35 100.0 100.0
X18
Valid Cumulative
Freguency Percent Percent Percent
Valid 1 6 171 171 171
2 4 114 114 28.6
3 1 2.9 2.9 314
4 4 114 114 429
5 20 57.1 57.1 100.0
Total 35 100.0 100.0




Y1

Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 2.9 29 29
3 1 2.9 2.9 5.7
4 5 14.3 14.3 20.0
5 28 80.0 80.0 100.0
Total 35 100.0 100.0
Y2
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 2.9 2.9 29
2 2 5.7 5.7 8.6
3 5 14.3 14.3 22.9
4 10 28.6 28.6 51.4
5 17 48.6 48.6 100.0
Total 35 100.0 100.0
Y3
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 29 29 2.9
2 7 20.0 20.0 22.9
3 3 8.6 8.6 314
4 4 114 114 42.9
5 20 57.1 57.1 100.0
Total 35 100.0 100.0
Y4
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 6 17.1 17.1 17.1
2 3 8.6 8.6 25.7
3 1 2.9 2.9 28.6
4 5 14.3 14.3 42.9
5 20 57.1 57.1 100.0
Total 35 100.0 100.0
Y5
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 29 29 2.9
4 6 17.1 17.1 20.0
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5 28 80.0 80.0 100.0
Total 35 100.0 100.0
Y6
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 1 2.9 2.9 114
3 4 114 114 22.9
4 8 22.9 22.9 457
5 19 54.3 54.3 100.0
Total 35 100.0 100.0
Y7
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 5 14.3 14.3 14.3
2 5 143 143 28.6
3 1 2.9 2.9 31.4
4 5 14.3 14.3 457
5 19 54.3 54.3 100.0
Total 35 100.0 100.0
Y8
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 5 14.3 14.3 14.3
3 1 2.9 2.9 17.1
4 6 17.1 17.1 34.3
5 23 65.7 65.7 100.0
Total 35 100.0 100.0




Y9

Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 2.9 2.9 2.9
2 2 5.7 5.7 8.6
3 3 8.6 8.6 171
4 12 34.3 34.3 51.4
5 17 48.6 48.6 100.0
Total 35 100.0 100.0
Y10
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 5 14.3 14.3 14.3
2 6 171 171 31.4
4 6 17.1 17.1 48.6
5 18 51.4 51.4 100.0
Total 35 100.0 100.0
Y11
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 2 5.7 5.7 5.7
3 2 5.7 5.7 114
4 5 14.3 14.3 25.7
5 26 74.3 74.3 100.0
Total 35 100.0 100.0
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Y12
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 2 5.7 5.7 5.7
2 5 14.3 14.3 20.0
3 6 17.1 17.1 37.1
4 6 17.1 17.1 54.3
5 16 45.7 45.7 100.0
Total 35 100.0 100.0
Y13
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 8 22.9 22.9 22.9
2 4 114 114 34.3
3 3 8.6 8.6 42.9
4 7 20.0 20.0 62.9
5 13 37.1 37.1 100.0
Total 35 100.0 100.0
Kepuasan Pelanggan ()
1x
Y1 |YLl|Yl|Yl]| Tota
YL|Y2| Y3 |YA|Y5|Y6|Y7|Y8|Y9| O 1 2 3 Y
N Vali | 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35 35
d
Mis 0 0 0 0 0 0 0 0 0 0 0 0 0 0
sing
Mea 4641|4038 |47|41|38|42(42|37|45|38|33]531
n 9 4 0 6 1 1 0 0 0 4 1 3 7 7
Std. 01/101/02(02{01{02|02|02(01]02|01|02]|0.2] 202
Error 35| 79| 25| 69| 27| 12| 65| 38| 73| 67| 76| 23| 75 4
of
Mea
n
Medi 50|40|50|50|50|50|50|50|40|50|50|40]|4.0]570
XX 0 0 0 0 0 0 0 0 0 0 0 0 0 0
an
Std. 07)10|1315|{07(12|15|14({10|15|10|13|16] 119
Devi 96| 61| 28| 93| 50| 55| 68| 10| 23| 78| 40| 17| 29 72
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ation
Varia 06(11|17]|25]05(15|24|19|10|24|10]|17]| 26| 143.
nce 34| 26| 65| 38| 63| 75| 59| 83| 47| 91| 81| 34| 52| 323
Sum 16 | 14| 14| 13| 16| 14| 13| 14| 14| 13| 15| 13| 11| 186
4 5 0 5 5 4 3 7 7 1 8 4 8 1
FrequenciesFrequency Table
Y1l
Valid | Cumulative
Frequency Percent Percent Percent
Valid 1 1 2.9 2.9 2.9
3 1 2.9 2.9 5.7
4 5 14.3 14.3 20.0
5 28 80.0 80.0 100.0
Total 35 100.0 100.0
Y2
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 29 29 29
2 2 5.7 5.7 8.6
3 5 14.3 14.3 229
4 10 28.6 28.6 51.4
5 17 48.6 48.6 100.0
Total 35 100.0 100.0
Y3
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 2.9 2.9 2.9
2 7 20.0 20.0 229
3 3 8.6 8.6 314




4 4 11.4 11.4 429
5 20 57.1 57.1 100.0
Total 35 100.0 100.0
Y4
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 6 17.1 17.1 17.1
2 3 8.6 8.6 25.7
3 1 2.9 2.9 28.6
4 5 14.3 14.3 429
5 20 57.1 57.1 100.0
Total 35 100.0 100.0
Y5
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 1 2.9 2.9 2.9
4 6 17.1 17.1 20.0
5 28 80.0 80.0 100.0
Total 35 100.0 100.0
Y6
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 3 8.6 8.6 8.6
2 1 2.9 2.9 11.4
3 4 11.4 11.4 22.9
4 8 22.9 22.9 457
5 19 54.3 54.3 100.0
Total 35 100.0 100.0
Y7
Valid Cumulative
Frequency Percent Percent Percent




Valid 1 5 14.3 14.3 14.3
2 5 14.3 14.3 28.6
3 1 2.9 2.9 314
4 5 14.3 14.3 45.7
5 19 54.3 54.3 100.0
Total 35 100.0 100.0
Y8
Valid Cumulative
Freguency Percent Percent Percent
Valid 1 5 14.3 14.3 14.3
3 1 2.9 2.9 171
4 6 171 171 34.3
5 23 65.7 65.7 100.0
Total 35 100.0 100.0
Y9
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 2.9 2.9 2.9
2 2 5.7 5.7 8.6
3 3 8.6 8.6 171
4 12 34.3 34.3 514
5 17 48.6 48.6 100.0
Total 35 100.0 100.0
Y10
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 5 14.3 14.3 14.3
2 6 171 171 314
4 6 171 171 48.6
5 18 51.4 51.4 100.0




Total 35 100.0 100.0
Y11
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 2 5.7 5.7 5.7
3 2 5.7 5.7 114
4 5 14.3 14.3 25.7
5 26 74.3 74.3 100.0
Total 35 100.0 100.0
Y12
Valid Cumulative
Freguency Percent Percent Percent
Valid 1 2 5.7 5.7 5.7
2 5 14.3 14.3 20.0
3 6 171 171 371
4 6 171 171 54.3
5 16 45.7 45.7 100.0
Total 35 100.0 100.0
Y13
Valid Cumulative
Frequency Percent Percent Percent
Valid 1 8 22.9 22.9 22.9
2 4 114 114 34.3
3 3 8.6 8.6 42.9
4 7 20.0 20.0 62.9
5 13 37.1 37.1 100.0
Total 35 100.0 100.0
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Lampiran 4 : Hasil Uji Validitas

Kualitas Pelayanan (X)
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Sig|0/0]0]0]0(0]0]0]0(0.]0]0.]0/(0]0.1]0.]0.]0O0.
. 2/ 0/ 0|0/0O0|O0|]O|O|]O|O|O]O]JO|O]O]O|O]|O
(2- 6/0/0|0|/O0O|O0|]O|lO|]O|JO|O]O]JO|O]O]O|O]|O
tail 61,0} 0|2|0|]0]0|0|0|]0O0]O0|O0|0]2|0l0]0O0
ed)
N 31333313333, 3|3|3|3|3|3|3|3| 3] 3
5/ 5| 5|5|5|5|5|5|5|5|5|5|5|5|5|5|5]|5]65
**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Kepuasan Pelanggan ()
Correlations
Correlations
To
Y1|Y1l|Yl]|Y1l] tal
Y1|Y2|VY3|Y4|Y5]|Y6]|Y7]|Y8]|Y9 0 1 2 3 Y
Y | Pears 1150|03|02|.83|03[03| .47| .44| 02| .69| .39|0.2| .56
1 |on 7701 06| 42|07 | 31 02| 77| 17| 38|97 6| 29| 4"
Corre
lation
Sig. 00|/00|01{00|00(00|00|00|O01]00]|00|01]|0.0
(2- 02| 74| 62| 00| 52| 78| 04| 08| 68| 00| 19| 86| 00
tailed
)
N 35| 35| 3| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y | Pears | .50 1| .75| .74 | 57| 47| 60| 00| .73| 63| 02| .60 | .51 | .78
2 |on 7 173707 | 37| 17| 98| 17| 77| 25| 77| 37|37
Corre
lation
Sig. 0.0 00|/ 00|00|00|00|05[{00|00|01|00]0.0]0.0
(2- 02 00| OO| OO| 04| O0O| 74| 00| O0O| 94| 00| 02| 0O
tailed
)
N 35| 35| 3| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y | Pears | 0.3 | .75 1| 93| .35| 61| .84 -| 84| 82| 01| .67 | .69 | .87
3 |on 06| 17 17 4|87 | 770047 8| 0627|3717
Corre 63
lation
Sig. 0.0 0.0 00(00|00|00|07|00|00|05({00]00]0.0
(2- 74 | 00 00| 37| 00| OO| 20| OO| OO | 43| 00| OO | OO
tailed
)
N 35| 35| 3| 35| 35| 35| 35| 35| 35| 35| 35| 3| 35| 35
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Y | Pears | 0.2] .74 | .93 1103 55| .84 -] 81| 86|00 .67|.70]| .84
4 |on 42| 37| 17 0937870127 27| 105 |17|6"

Corre 18

lation

Sig. 0.1]00] 00 00[00[00]l05]00[]00[09]|]00]00]00

(2- 62| 00| 00 71| 01| 00| 00| 0OO| OO| 54| 00| 00| 00

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y |Pears | 83| 57| 35| 03| 1| .3|02| 41| .49]| 02| 64| .42] 02| 57
5 | on 0" | 0™ | 47| 09 8| 00| 77|8"| 3a|67| 5| 58|27

Corre

lation

Sig. 00[00[ 00 00 00[02]00/l00]|01]00[00]01]0.0

(2- 00| 00| 37| 71 40 | 49| 13| 02| 76| 00| 11| 35| 00

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y |Pears [03] 47| 61| 55| 34| 1| 52| 46| 60| 43 01| 54| .36 .68
6 | on 3137 87| 37| & 0"l 9" | 0" | 17| 34| 67| 7|67

Corre

lation

Sig. 000000 00]00 00/ 00[00|00[04][00]00]00

(2- 52| 04| 00| 01| 40 01| 05| 00| 10| 43| 01| 30| 00O

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y |Pears [03]| 60| 84| 84]02] 52| 1l00].74] 77] 03| .72| 80| .87
7 | on 02 17| 77| 8| 00| 0" 98 | 17| 57| 00| 47| 27| 0"

Corre

lation

Sig. 00[00[ 00| 00]02]00 05[/00[00[00][00]00]00

(2- 78| 00| 00| 00| 49| 01 74| 00| 00| 80| 00| 0O | 0O

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y | Pears | .47 ] 0.0 - -l .41 46 ] 0.0 1]01 -1 67] 4701 .35
8 | on 771 981 00|01 7] 97| 98 55001 07| 87| 84| 2"

Corre 63| 18 61

lation

Sig. 00[05[07]|05[00]00]05 03] 03[00[00]02]00

(2- 04| 74| 20| 00| 13| 05| 74 74| 55| 00| 04| 89| 38

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y |[Pears | 44] 73| 84| 81| 49| 60| .74 01| 1| .76] 03] .72 .67 .89
9 |on 1717 47 27|87 07| 17| 55 1] 15| 57| 8| 0™

Corre

lation

Sig. 00[00|[00|00]00[00]00] 03 00[00]00]00]00

(2- 08| 00| 00| 00| 02| 00| 00| 74 00| 65| 00| 00| 00

tailed




)
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N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y |Pears |02 63| 82| 86| 02] .43] .77 -1 .76 100 53] .61].76
10 | on 3|77 8| 27| 34| 17|57 01|17 1110707 17

Corre 61

lation

Sig. 01/00[00|00]01][00]00]03]00 09]00|00]00

(2- 68| 00| 00| 00| 76| 10| 00| 55| 00 49 | 01| 00| 00

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y |Pears [ 69|02 01]00] . 64[01[03| 6703 00| 1| .49] .37 47
11 | on 9" | 25| 06| 10| 67| 34| 00| 0| 15| 11 67| 0| 27

Corre

lation

Sig. 00[01|]05|09]|00]04][00]00]|00] 09 00[00] 0.0

(2- 00| 94| 43| 54| 00| 43| 80| 00| 65| 49 02| 29| 04

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y |Pears | 39| 60| 67| 67| 42| 54| .72| 47| 72| 53| 49| 1| .71 .86
12 | on 6 | 77| 27| 57| 5|6 |47 85076 6 | 27

Corre

lation

Sig. 00[00[00|00|00][00[00]O00]00]00]O00 0.0] 0.0

(2- 19| 00| 00| 00| 11| 01| 00| 04| 00| 01| 02 00 | 00

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
Y [Pears |02 51| 69| .70 02] 36| 80|01 67| 61| 37| .70 1] .79
13 | on 29 37| 37| 17| 58| 77| 27| 84| 8| 07| 0|6 8"

Corre

lation

Sig. 01[00[00|00]01][00][/00|02]|00]00]00]0.0 0.0

(2- 86| 02| 00| 00| 35| 30| 00| 89| 00| 00| 29| 0O 00

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35
To | Pears | 56| .78 | 87| 84| 57| 68| 87| 35| 89| 76| 47| 86| 79| 1
tal | on 473" 1T e 27607 2707 1T 27| 27| 8"

Y Corre

lation

Sig. 00[00|[00|00]00][00[00|00]00]00]00][00]00

(2- 00| 00| 00| 0OO| OO| OO | 00| 38| OO| OO| 04| 00| 00

tailed

)

N 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35| 35

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).




Lampiran 5 : Hasil Uji Reliabilitas

Kualitas Pelayanan (X)
Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 35| 100.0
Excluded? 0 0.0
Total 35| 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

0.764

19

Kepuasan Pelanggan (YY)

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 35| 100.0
Excluded? 0 0.0
Total 35| 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

0.767

14

93



Lampiran 6 : Hasil Uji Regresi Linier Sederhana

94

Regression
Descriptive Statistics
Std.
Mean Deviation N
Total Y 53.17 11.972 35
Total X 71.43 17.891 35
Correlations
Total Y Total X
Pearson Correlation Total Y 1.000 0.814
Total X 0.814 1.000
Sig. (1-tailed) Total Y 0.000
Total X 0.000
N Total Y 35 35
Total X 35 35
Variables Entered/Removed?
Variables
Model Variables Entered Removed Method
1 Total X" Enter
a. Dependent Variable: Total Y
b. All requested variables entered.
Model Summary®
Std.
Error Durbi
R Adjuste | ofthe | Change n-
Mod Squar dR Estimat | Statisti Watso
el R e Square e cs n
R F Sig. F
Square | Chang df | Chang
Change e dfl 2 e
1 .814 | 0.662 0.652 7.066 0.662 | 64.59 | 14447 | 33| 0.000 | 1.492
a
3

a. Predictors: (Constant), Total X

b. Dependent Variable: Total Y
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ANOVA?
Mode Sum of Mean
I Squares df Square F Sig.
1 Regressio 3225.235 1 3225.235 | 64.59 | .000°
n 3
Residual 1647.736 33 49.931
Total 4872.971 34
a. Dependent Variable: Total Y
b. Predictors: (Constant), Total X
Coefficients?
Standardize
d
Mode Unstandardize Coefficient Collinearit
| d Coefficients S t Sig. | y Statistics
Std.
Erro
B r Beta Tolerance | VIF
1 (Constant 14.286 | 4.98 2.867 | 0.00
) 4 7
Total X 0.544 | 0.06 0.814 | 8.037 | 0.00 1.000 | 1.00
8 0 0

a. Dependent Variable: Total Y
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