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Lampiran 2. Surat Balasan Penelitian 
  



Lampiran 3. Daftar Hadir Seminar Proposal 



 
 

  



Lampiran 4. Kuesioner Penelitian 
 

KUESIONER 

 
PENGARUH HOME DELIVERY SERVICE DAN INOVASI 
PRODUK TERHADAP KEPUASAN KONSUMEN TOKO 

KUE DHILA PASTRY AND CAKE GRESIK 

 
 Sehubungan dengan penyusunan riset pasar 
dengan judul yang telah disebutkan diatas, maka dengan 
hormat kami :  
 
 Nama  : UMMI FADHILATUL UMMAH 
NIM  : 151500157 
 
 Memohon kesediaan Saudara/i untuk mengisi 
kuesioner ( daftar pernyataan ) yang kami ajukan ini secara 
jujur dan terbuka. Daftar pernyataan ini saya ajukan 
semata-mata untuk keperluan penelitian dalam 
menyelesaikan tugas skripsi. Sehubungan dengan hal 
tersebut, maka kebenaran dan kelengkapan jawaban yang 
Saudara/i berikan akan sangat membantu saya sebagai 
penulis, dan selanjutnya akan menjadi masukan yang 
bermanfaat sebagai hasil penelitian yang penulis lakukan.  
 Atas partisipasi Saudara/i dalam mengisi daftar 
pernyataan atau kuesioner ini, kami ucapkan terima kasih.  
 

 Hormat Saya, 
 
 
 
 

Ummi Fadhilatul Ummah 



KUESIONER 

 
PENGARUH HOME DELIVERY SERVICE DAN INOVASI 
PRODUK TERHADAP KEPUASAN KONSUMEN TOKO 

KUE DHILA PASTRY AND CAKE GRESIK 

 
Petunjuk pengisian kuesioner :  

1. Isilah data diri anda sesuai dengan keadaan yang 
sebenarnya pada identitas responden.  

2. Pilih salah satu jawaban yang tersedia dengan 
memberi tanda (  ) sesuai dengan pengalaman 
yang anda dapatkan sebagai konsumen Toko Kue 
Dhila Pastry and Cake Gresik pada komponen-
komponen variabel. Masing-masing jawaban 
memiliki makna sebagai berikut:  
 SS : Sangat Setuju     nilainya 5  
 S  : Setuju      nilainya 4  
 N  : Netral      nilainya 3  
 TS  : Tidak Setuju   nilainya 2  
 STS  : Sangat Tidak Setuju  nilainya 1  

 
3. Diharapkan untuk tidak menjawab lebih dari satu 

pilihan jawaban.  
4. IDENTITAS RESPONDEN  

a. Nama Responden :               (Boleh tidak diisi) 
 

b. Usia :  

 17-25 Tahun                      46-55 Tahun  
 
 26-35 Tahun             >55 Tahun  
     
 36-45 Tahun 
 



c. Jenis kelamin :  

Laki – laki   Perempuan  
 
d. Pendidikan terakhir :  

SD     Diploma   
     
 SMP         S1   
  
 SMA         S2    
 
e. Pekerjaan :  

PNS       Wiraswasta  
      
  Swasta             Pelajar  
      
  Mahasiswa             Lainnya...  

     
 TNI/POLRI   
 
f. Pendapatan :  
 <Rp 500.000 
 
 Rp 500.000 – Rp 1.000.000 
 
 Rp 1.000.000 – Rp 3.000.000 
 
 Rp 3.000.000 – Rp 4.000.000 
 
 >Rp 4.000.000  

 
 
 
 



Home Service Delivery (X1) 
NO PERTANYAAN KETERANGAN  

Delivey Time SS S N TS STS 
5 4 3 2 1 

1 Menurut saya proses pengiriman 
produk kue Dhila Pastry and Cake 
cepat 

     

2 Estimasi pengiriman tidak sesuai 
dengan kesepakatan awal 

     

Delivey Flexsibel SS S N TS STS 
5 4 3 2 1 

3 Bisa melakukan delivery tanpa 
harus melakukan pemesanan 
sebelumnya 

     

4 Kurangnya update jadwal dari 
pemesanan kue 

     

Stock Service SS S N TS STS 

5 4 3 2 1 

5 Produk yang di kirim sesuai 
dengan yang di pesan 

     

6 Stock kue Dhila Pastry and Cake 
sedikit hingga tidak memenuhi 
permintaan konsumen 

     

After-Sales Service SS S N TS STS 
5 4 3 2 1 

7 Selalu ada reward untuk pelanggan 
yang loyal 

     

8 Menurut saya kurangnya 
hubungan after sales terhadap 
pelanggan 

     

Order Management SS S N TS STS 
5 4 3 2 1 

9 Informasi untuk produk kue selalu 
update 

     

10 Tidak adanya komunikasi 
perubahan pemesanan 

     

Marketing and Comunication SS S N TS STS 
5 4 3 2 1 

11 Spesifikasi Produk yang diberikan      



cukup jelas 

12 Menurut saya respon balasan 
pemesanan kue lambat 

     

E-information  SS S N TS STS 

5 4 3 2 1 

13 Saya merasa mudah melakukan 
pemesanan kue di Dhila Pastry and 
Cake 

     

14 Pemesanan dalam jumlah banyak 
tidak bisa di lakukan lewat sosial 
media 

     

Delivery Accuracy SS S N TS STS 

5 4 3 2 1 

15 Dalam proses pengiriman kue 
aman sampai tujuan 

     

16 Saat pengiriman kue rawan rusak      

 

Inovasi Produk (X2) 
NO PERTANYAAN KETERANGAN  

Kualitas Produk SS S N TS STS 

5 4 3 2 1 

1 Menurut saya kualitas produk dhila 
pastry and cake baik 

     

2 Saya merasa ualitas produk dhila 
pastry and cake kurang frash 

     

Varian produk SS S N TS STS 

5 4 3 2 1 

3 Inovasi produk yang di berikan 
banyak pilihannya 

     

4 Menurut saya Inovasi produk kurang 
update 

     

Gaya dan desain SS S N TS STS 

5 4 3 2 1 

5 Menurut sayaDesain kemasan 
produk menarik 

     

6 Saya merasa desain kue yang di 
inginkan tidak sesuai yang di pesan 

     

 



Kepuasan Konsumen (X3) 
NO PERTANYAAN KETERANGAN  
Pengalaman masa lalu SS S N TS STS 

5 4 3 2 1 

1 Saya merasa puas dengan 
layanan dhila pastry and cake 

     

2 Kurang ramahnya pegawai 
dhila pastry and cake 

     

Rekomendasi SS S N TS STS 

5 4 3 2 1 

3 Saya akan merekomendasikan 
Dhila Pastry and cake ke 
teman-teman saya 

     

4 Produk dhila pastry and cake 
tidak pantas untuk di 
rekomendasikan 

     

Iklan SS S N TS STS 

5 4 3 2 1 

5 Iklan promosi dhila pastry and 
cake menarik 

     

6 Iklan promosi kurang unik 
dan menarik 

     

kebutuhan SS S N TS STS 
5 4 3 2 1 

7 Produk yang di jual sesuai 
kebutuhan saya 

     

8 Produk yang di jual tidak 
sesuai kebutuhan saya 

     

 
  



Lampiran 5. Berita Acara Bimbingan Skripsi 
  



  



Lampiran 6. Lembar Persetujuan 
  



Lampiran 7. Tabulasi 
 
HOME SERVICE DELIVERY (X1) 

Responden 
HOME SERVICE DELIVERY 

 
X1.1_1 X1.1_2 X1.2_1 X1.2_2 X1.3_1 X1.3_2 X1.4_1 X1.4_2 X1.5_1 X1.5_2 X1.6_1 X1.6_2 X1.7_1 X1.7_2 X1.8_1 X1.8_2 Total 

Resp1 4 4 3 3 2 3 5 4 4 4 5 4 5 4 5 4 63 

Resp2 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 79 

Resp3 5 5 4 4 4 4 4 4 4 4 4 5 4 4 4 4 67 

Resp4 5 5 3 3 3 3 5 3 3 3 4 5 1 5 2 4 57 

Resp5 3 3 3 3 3 3 3 4 3 3 3 3 3 4 3 3 50 

Resp6 2 4 4 3 4 3 4 4 3 4 4 2 4 4 4 4 57 

Resp7 4 5 4 4 4 4 4 5 4 4 3 4 4 4 2 2 61 

Resp8 4 4 3 4 4 5 4 4 3 4 4 4 4 4 4 4 63 

Resp9 4 4 4 4 4 4 4 2 4 4 3 4 2 4 4 4 59 

Resp10 3 5 3 3 3 5 3 4 3 3 3 3 3 4 3 4 55 

Resp11 5 5 5 5 5 5 5 3 5 5 5 5 5 5 5 5 78 

Resp12 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 63 

Resp13 4 4 4 4 4 4 5 4 4 4 3 4 4 5 4 4 65 

Resp14 5 5 4 5 5 3 5 5 5 5 5 5 5 5 5 4 76 

Resp15 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 48 

Resp16 5 4 5 5 5 4 5 5 5 5 5 5 2 4 4 4 72 

Resp17 2 5 5 2 5 2 2 4 3 2 5 2 5 2 5 5 56 

Resp18 5 3 4 5 5 4 5 5 4 5 4 5 5 5 5 5 74 

Resp19 3 4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 62 



Resp20 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 80 

Resp21 5 5 4 4 5 5 5 3 5 5 3 5 5 5 5 5 74 

Resp22 5 5 3 5 5 3 3 4 3 5 5 5 3 3 4 4 65 

Resp23 3 3 3 4 5 5 5 3 5 3 2 3 5 4 3 3 59 

Resp24 4 5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 78 

Resp25 3 3 3 3 3 3 4 3 3 3 4 3 4 4 3 3 52 

Resp26 4 4 4 4 4 4 5 3 4 4 4 4 4 5 4 4 65 

Resp27 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 64 

Resp28 5 2 5 5 2 2 2 2 2 5 2 5 2 4 2 4 51 

Resp29 3 3 4 3 3 4 3 3 4 3 4 3 3 4 3 3 53 

Resp30 3 3 3 4 3 3 3 3 3 3 3 3 3 3 4 4 51 

Resp31 4 5 4 2 2 4 5 3 2 2 4 4 1 5 2 2 51 

Resp32 4 3 3 3 5 3 4 3 5 4 2 4 3 4 5 5 60 

Resp33 4 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 65 

Resp34 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 64 

Resp35 3 3 4 4 3 3 5 3 3 3 3 3 3 5 3 4 55 

Resp36 4 4 4 4 4 4 4 4 4 4 3 5 4 4 4 4 64 

Resp37 4 4 4 4 5 4 5 4 4 4 4 4 4 5 4 4 67 

Resp38 5 5 5 4 5 5 5 5 5 4 5 5 5 4 5 5 77 

Resp39 4 5 3 4 2 2 4 4 2 5 4 4 4 4 4 4 59 

Resp40 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 4 78 

Resp41 4 4 4 4 4 3 5 4 4 4 4 4 2 5 4 4 63 

Resp42 4 3 4 4 4 4 4 3 5 4 4 4 4 4 4 4 63 

Resp43 5 5 4 5 5 5 4 5 5 2 5 5 5 4 5 5 74 



Resp44 5 2 5 4 2 5 2 5 4 4 3 5 5 2 2 4 59 

Resp45 4 5 3 4 4 4 4 4 4 4 4 3 4 4 4 4 63 

Resp46 4 5 5 5 5 5 4 5 5 5 5 2 5 4 5 5 74 

Resp47 3 3 3 5 3 3 5 3 5 3 5 3 5 5 5 5 64 

Resp48 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 65 

Resp49 4 4 4 4 5 4 4 4 4 4 5 4 4 4 5 5 68 

Resp50 2 5 2 4 2 2 3 2 2 2 2 2 2 3 3 3 41 

Resp51 3 3 3 3 3 3 3 3 3 3 3 3 3 4 3 3 49 

Resp52 3 3 3 3 3 5 3 3 3 3 3 3 3 3 3 3 50 

Resp53 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 79 

Resp54 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 5 79 

Resp55 5 5 5 4 5 5 5 5 5 4 5 5 5 5 5 5 78 

Resp56 4 4 3 4 3 3 3 3 4 3 3 4 4 4 3 3 55 

Resp57 3 3 5 5 3 3 3 3 5 3 3 3 3 3 3 3 54 

Resp58 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 3 77 

Resp59 4 5 5 5 5 3 5 5 5 5 5 4 5 5 5 3 74 

Resp60 5 4 4 3 4 5 4 4 4 4 4 5 4 4 4 4 66 

Resp61 4 4 4 4 5 4 3 4 4 4 4 4 4 4 4 4 64 

Resp62 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 79 

Resp63 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 48 

Resp64 4 4 4 4 5 5 4 4 4 4 4 4 4 4 4 4 66 

Resp65 3 3 3 3 4 3 3 4 3 3 3 3 3 3 3 3 50 

Resp66 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 4 50 

Resp67 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 63 



Resp68 5 5 5 5 5 5 5 5 5 5 5 4 4 4 5 5 77 

Resp69 3 5 5 4 5 5 5 5 4 5 5 3 5 5 5 5 74 

Resp70 5 5 5 5 5 5 3 5 5 5 4 5 5 4 5 5 76 

Resp71 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 48 

Resp72 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 78 

Resp73 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 64 

Resp74 5 5 5 5 5 5 5 5 5 5 5 5 3 5 5 3 76 

Resp75 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 48 

Resp76 5 5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 79 

Resp77 5 5 5 5 5 5 3 3 5 5 4 5 5 4 5 5 74 

Resp78 5 3 5 5 5 5 5 5 5 5 4 5 5 5 5 5 77 

Resp79 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 62 

Resp80 5 4 4 4 4 4 5 4 4 4 4 5 5 5 4 4 69 

Resp81 4 4 4 4 4 4 4 4 3 4 3 4 4 4 4 4 62 

Resp82 5 5 5 5 5 5 3 5 5 5 5 5 3 3 3 3 70 

Resp83 5 5 5 5 5 5 5 4 5 5 4 4 4 4 4 4 73 

Resp84 5 5 5 3 5 5 3 3 3 5 5 5 3 4 5 5 69 

Resp85 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 64 

Resp86 5 5 5 5 5 5 5 5 5 3 5 4 5 5 5 5 77 

Resp87 4 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 65 

Resp88 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 48 

Resp89 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 64 

Resp90 4 4 4 4 5 4 4 4 4 4 5 4 4 4 5 5 68 

Resp91 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 64 



Resp92 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 80 

Resp93 4 4 4 5 4 4 4 4 5 5 4 4 4 4 4 4 67 

Resp94 5 5 5 5 5 5 5 5 5 5 5 5 5 3 5 5 78 

Resp95 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 80 

Resp96 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 65 

Resp97 5 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 78 

Resp98 4 4 4 5 4 3 4 4 3 5 4 4 4 4 4 4 64 

Resp99 4 4 5 4 5 4 4 5 4 4 5 4 4 4 5 5 70 

Resp100 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 48 

Resp101 4 4 4 5 4 4 4 4 4 3 4 4 4 4 4 4 64 

Resp102 4 3 3 3 4 3 3 3 3 3 3 3 3 5 3 3 52 

Resp103 5 5 4 5 5 5 5 3 5 5 5 5 5 5 5 5 77 

Resp104 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 80 

Resp105 5 5 5 5 5 5 5 5 5 3 5 5 5 5 5 5 78 

Resp106 5 5 3 5 5 3 5 5 3 4 5 5 5 5 5 4 72 

Resp107 5 4 4 4 4 3 4 4 4 4 4 4 4 4 3 3 62 

Resp108 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 48 

Resp109 4 3 4 5 4 4 4 4 4 4 4 4 4 4 4 4 64 

Resp110 4 4 4 5 4 4 4 4 5 3 4 4 4 4 4 4 65 

Resp111 4 4 5 5 4 4 4 4 3 4 3 4 4 4 4 4 64 

Resp112 5 4 4 5 5 4 3 5 5 4 5 5 5 3 5 5 72 

Resp113 4 4 3 5 4 4 4 4 5 5 4 4 4 4 4 4 66 

Resp114 4 3 5 5 3 3 3 5 5 5 5 4 5 4 3 3 65 

Resp115 4 5 5 5 5 5 4 3 5 4 5 4 5 4 5 4 72 



Resp116 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 64 

Resp117 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 80 

Resp118 4 4 4 5 4 3 4 4 3 5 4 4 4 4 4 4 64 

Resp119 4 4 5 4 5 4 4 4 4 4 5 4 4 4 4 4 67 

Resp120 3 5 4 4 4 4 3 3 4 4 3 3 3 3 4 4 58 

 
 



INOVASI PRODUK (X2) 
Responden INOVASI PRODUK (X2)  

X2.1_1 X2.1_2 X2.2_1 X2.2_2 X2.3_1 X2.3_2 Total  

Resp1 3 5 5 4 4 3 24 

Resp2 5 5 4 5 5 3 27 

Resp3 4 4 4 4 4 4 24 

Resp4 3 3 3 3 3 3 18 

Resp5 3 3 4 3 3 5 21 

Resp6 3 3 3 3 3 3 18 

Resp7 4 4 4 4 4 4 24 

Resp8 3 3 4 3 3 3 19 

Resp9 4 4 4 4 4 4 24 

Resp10 3 3 3 3 3 3 18 

Resp11 5 5 5 5 5 5 30 

Resp12 3 3 4 3 3 3 19 

Resp13 4 4 4 4 4 4 24 

Resp14 4 4 4 4 4 4 24 

Resp15 3 3 3 3 3 3 18 

Resp16 5 5 5 5 5 5 30 

Resp17 3 3 4 3 3 4 20 

Resp18 4 4 4 4 4 4 24 

Resp19 4 4 4 4 4 5 25 

Resp20 5 5 5 5 5 5 30 

Resp21 5 5 5 5 5 5 30 

Resp22 3 3 4 3 3 5 21 

Resp23 3 3 3 3 3 3 18 

Resp24 5 5 5 5 5 5 30 

Resp25 3 3 3 3 3 5 20 

Resp26 4 4 4 4 4 4 24 

Resp27 4 4 4 4 4 4 24 

Resp28 4 5 4 4 4 4 25 

Resp29 4 4 4 4 4 4 24 

Resp30 3 3 3 3 3 5 20 

Resp31 4 4 5 4 4 4 25 

Resp32 3 3 3 3 3 3 18 

Resp33 4 4 4 4 4 5 25 

Resp34 4 5 4 4 4 4 25 

Resp35 4 4 5 4 4 4 25 



Resp36 4 4 4 4 4 4 24 

Resp37 4 4 2 4 4 4 22 

Resp38 5 5 5 5 5 5 30 

Resp39 2 5 3 4 2 2 18 

Resp40 5 5 4 5 5 5 29 

Resp41 4 4 4 4 4 4 24 

Resp42 5 5 5 5 5 5 30 

Resp43 5 5 2 5 5 5 27 

Resp44 4 4 4 4 4 5 25 

Resp45 5 3 4 4 4 4 24 

Resp46 5 5 5 5 5 5 30 

Resp47 5 5 5 5 5 5 30 

Resp48 4 4 4 4 4 4 24 

Resp49 4 4 4 4 4 4 24 

Resp50 2 2 4 2 4 2 16 

Resp51 3 3 3 3 3 3 18 

Resp52 3 3 4 3 3 4 20 

Resp53 5 5 5 5 5 5 30 

Resp54 4 2 5 5 5 5 26 

Resp55 5 5 5 5 5 5 30 

Resp56 4 4 4 4 4 4 24 

Resp57 4 4 4 4 4 4 24 

Resp58 4 5 4 5 5 5 28 

Resp59 5 5 4 5 5 5 29 

Resp60 4 4 4 4 4 4 24 

Resp61 4 4 5 4 4 3 24 

Resp62 4 4 4 5 5 5 27 

Resp63 3 3 4 3 3 3 19 

Resp64 4 4 4 4 4 4 24 

Resp65 3 3 5 3 3 3 20 

Resp66 4 3 3 3 3 3 19 

Resp67 4 4 4 4 4 4 24 

Resp68 4 4 4 4 4 5 25 

Resp69 4 4 4 4 4 5 25 

Resp70 5 5 5 5 5 5 30 

Resp71 3 3 3 3 3 3 18 

Resp72 5 5 5 5 5 5 30 



Resp73 5 5 5 5 5 5 30 

Resp74 5 5 5 5 5 5 30 

Resp75 4 4 4 4 4 4 24 

Resp76 5 5 5 5 5 5 30 

Resp77 4 4 4 4 4 4 24 

Resp78 5 5 5 5 5 5 30 

Resp79 3 3 3 3 3 3 18 

Resp80 4 4 5 4 4 4 25 

Resp81 3 3 3 3 3 3 18 

Resp82 5 5 5 5 5 5 30 

Resp83 5 5 5 5 5 5 30 

Resp84 3 3 3 3 3 3 18 

Resp85 4 4 4 4 4 4 24 

Resp86 5 5 5 5 5 5 30 

Resp87 3 4 4 4 4 4 23 

Resp88 5 3 5 3 3 3 22 

Resp89 4 4 4 4 4 4 24 

Resp90 4 4 4 4 4 4 24 

Resp91 4 4 4 4 4 4 24 

Resp92 5 5 5 5 5 5 30 

Resp93 5 5 5 5 5 5 30 

Resp94 5 5 5 5 5 5 30 

Resp95 4 5 4 4 4 4 25 

Resp96 3 3 3 3 3 3 18 

Resp97 5 5 5 5 5 5 30 

Resp98 3 3 3 3 3 3 18 

Resp99 4 4 4 4 4 4 24 

Resp100 3 3 3 3 3 3 18 

Resp101 4 4 4 4 4 4 24 

Resp102 4 3 3 3 3 3 19 

Resp103 5 4 5 5 5 5 29 

Resp104 4 4 4 4 4 4 24 

Resp105 4 4 4 4 4 4 24 

Resp106 3 3 3 3 3 3 18 

Resp107 4 4 4 4 4 4 24 

Resp108 4 4 4 4 4 4 24 

Resp109 4 4 4 4 4 4 24 



Resp110 5 4 5 5 5 5 29 

Resp111 3 3 3 3 3 3 18 

Resp112 5 5 5 5 5 5 30 

Resp113 4 5 5 5 5 5 29 

Resp114 3 4 3 3 3 3 19 

Resp115 5 5 5 5 5 5 30 

Resp116 3 3 3 3 3 3 18 

Resp117 5 5 5 5 5 5 30 

Resp118 3 3 3 3 3 3 18 

Resp119 4 4 4 4 4 4 24 

Resp120 4 3 4 4 4 4 23 

 
 
KEPUASAN KONSUMEN (Y1) 

Responden INOVASI PRODUK (X2)  

Y.1_1 Y.1_2 Y.2_1 Y.2_2 Y.3_1 Y.3_2 Y.4_1 Y.4_2 Total  

Resp1 4 3 4 4 5 4 4 5 33 

Resp2 4 5 5 4 4 5 5 5 37 

Resp3 2 4 4 4 4 4 4 3 29 

Resp4 3 4 4 5 3 3 5 3 30 

Resp5 3 4 4 3 3 3 4 4 28 

Resp6 4 4 4 5 4 3 4 3 31 

Resp7 4 4 4 4 4 4 3 4 31 

Resp8 3 3 3 3 3 3 3 3 24 

Resp9 4 3 3 4 4 4 3 4 29 

Resp10 3 3 4 3 4 3 3 4 27 

Resp11 3 4 4 3 5 5 5 5 34 

Resp12 4 4 4 4 3 3 4 3 29 

Resp13 4 4 4 4 4 4 4 4 32 

Resp14 5 3 3 5 5 5 3 5 34 

Resp15 3 3 3 3 4 3 4 4 27 

Resp16 5 5 3 5 5 5 5 5 38 

Resp17 2 4 4 2 3 3 4 3 25 

Resp18 5 5 5 5 4 4 5 4 37 

Resp19 3 4 4 3 4 4 4 4 30 

Resp20 4 5 5 4 5 5 5 5 38 

Resp21 5 3 3 5 4 5 5 4 34 



Resp22 3 5 5 3 3 3 5 3 30 

Resp23 3 3 3 3 5 5 3 5 30 

Resp24 3 5 5 3 5 5 5 5 36 

Resp25 3 3 3 3 3 3 3 3 24 

Resp26 3 4 4 3 4 4 4 4 30 

Resp27 4 4 4 4 4 4 4 4 32 

Resp28 2 5 5 2 4 4 5 4 31 

Resp29 3 4 4 4 4 4 5 4 32 

Resp30 3 5 5 3 3 3 5 4 31 

Resp31 2 4 4 2 4 4 4 4 28 

Resp32 3 4 4 3 5 5 4 3 31 

Resp33 4 4 4 4 4 4 4 4 32 

Resp34 4 3 3 4 4 4 3 4 29 

Resp35 3 5 5 3 4 4 4 4 32 

Resp36 4 4 4 4 4 4 4 4 32 

Resp37 4 4 4 4 4 4 4 4 32 

Resp38 2 5 5 2 5 5 5 5 34 

Resp39 1 5 5 4 4 2 5 3 29 

Resp40 5 5 5 5 5 5 5 5 40 

Resp41 4 4 4 4 4 4 4 4 32 

Resp42 4 4 4 4 5 5 4 3 33 

Resp43 4 5 5 4 5 5 5 5 38 

Resp44 2 3 3 4 4 4 5 4 29 

Resp45 4 5 5 4 4 4 5 4 35 

Resp46 3 3 3 3 5 5 4 5 31 

Resp47 3 3 3 3 5 5 3 5 30 

Resp48 4 4 4 4 4 4 4 4 32 

Resp49 4 4 4 4 4 4 4 4 32 

Resp50 3 3 3 3 3 3 4 3 25 

Resp51 3 3 3 3 3 3 3 3 24 

Resp52 3 3 3 3 3 3 3 3 24 

Resp53 5 5 5 4 5 5 5 5 39 

Resp54 2 5 5 2 4 5 5 5 33 

Resp55 5 5 5 5 5 5 5 5 40 

Resp56 3 3 3 3 4 4 3 4 27 

Resp57 3 3 3 3 3 3 3 5 26 

Resp58 5 5 5 5 5 5 5 5 40 



Resp59 4 4 4 4 4 5 4 5 34 

Resp60 4 4 4 4 4 4 4 4 32 

Resp61 4 4 4 4 4 4 4 4 32 

Resp62 5 5 5 5 5 5 5 5 40 

Resp63 3 3 3 3 3 3 3 3 24 

Resp64 4 4 4 4 4 4 4 4 32 

Resp65 3 3 3 3 3 3 4 3 25 

Resp66 3 3 3 3 3 3 3 3 24 

Resp67 4 4 4 4 4 4 4 4 32 

Resp68 5 4 4 5 5 5 5 5 38 

Resp69 5 5 5 5 4 4 5 4 37 

Resp70 5 5 5 5 5 5 5 5 40 

Resp71 4 4 4 4 3 3 4 3 29 

Resp72 5 5 5 5 5 5 5 5 40 

Resp73 4 4 4 4 5 5 4 5 35 

Resp74 5 5 4 5 5 5 5 5 39 

Resp75 4 4 4 4 4 4 4 4 32 

Resp76 3 4 4 3 5 5 4 5 33 

Resp77 5 4 4 5 5 5 4 5 37 

Resp78 5 5 5 5 5 5 5 5 40 

Resp79 4 4 4 4 3 3 4 3 29 

Resp80 4 4 4 4 4 4 5 4 33 

Resp81 4 5 5 4 3 3 4 3 31 

Resp82 5 5 5 5 4 5 4 5 38 

Resp83 4 5 4 4 5 5 5 5 37 

Resp84 4 5 5 4 3 3 5 3 32 

Resp85 4 5 4 4 5 5 5 5 37 

Resp86 4 4 4 4 4 4 4 5 33 

Resp87 4 4 4 3 5 4 4 4 32 

Resp88 3 3 3 3 3 3 3 3 24 

Resp89 4 5 5 4 4 4 5 4 35 

Resp90 4 4 4 4 4 4 4 4 32 

Resp91 4 4 4 4 4 4 4 4 32 

Resp92 5 5 5 5 5 5 5 5 40 

Resp93 4 5 5 4 5 5 5 5 38 

Resp94 4 5 3 4 5 5 5 5 36 

Resp95 5 5 5 5 5 5 5 5 40 



Resp96 4 3 3 4 3 3 3 3 26 

Resp97 5 5 4 5 5 5 5 5 39 

Resp98 3 3 3 3 4 3 3 3 25 

Resp99 4 4 4 4 4 4 4 4 32 

Resp100 3 5 4 4 3 3 3 3 28 

Resp101 4 4 4 4 4 4 4 4 32 

Resp102 3 3 3 3 3 3 3 3 24 

Resp103 5 5 5 5 5 5 5 5 40 

Resp104 5 5 5 5 5 5 5 5 40 

Resp105 5 5 5 5 5 5 5 5 40 

Resp106 4 5 5 4 3 3 5 3 32 

Resp107 4 4 4 4 4 4 4 4 32 

Resp108 3 5 4 3 4 3 5 3 30 

Resp109 3 5 5 3 4 4 5 4 33 

Resp110 4 3 3 4 5 5 3 5 32 

Resp111 4 4 4 4 3 3 4 3 29 

Resp112 5 5 5 4 4 5 5 5 38 

Resp113 4 5 5 4 5 5 5 5 38 

Resp114 4 5 4 4 5 5 5 5 37 

Resp115 5 5 5 5 5 5 5 5 40 

Resp116 4 3 3 4 3 3 3 3 26 

Resp117 5 5 5 5 5 5 5 5 40 

Resp118 3 4 4 3 4 3 4 3 28 

Resp119 4 4 4 4 4 4 4 4 32 

Resp120 3 4 4 5 5 4 4 4 33 

  



Lampiran 8. Hasil Olah Data SPSS 
Uji Validitas Home Service Delivery 

Correlations 

 X1.1_1 X1.1_2 X1.2_1 X1.2_2 X1.3_1 X1.3_2 X1.4_1 X1.4_2 X1.5_1 X1.5_2 X1.6_1 X1._2 X1.7_1 X1.7_2 X1.8_1 X1.8_2 

Home 

Service 
Delivery 

X1.1_1 Pearson 

Correlation 

1 .439** .537** .591** .528** .533** .463** .502** .527** .606** .517** .894** .389** .456** .438** .455** .751** 

Sig. (2-
tailed) 

 
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.1_2 Pearson 
Correlation 

.439** 1 .416** .375** .556** .462** .474** .442** .374** .384** .600** .400** .348** .382** .545** .402** .645** 

Sig. (2-

tailed) 

.000 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.2_1 Pearson 
Correlation 

.537** .416** 1 .572** .596** .588** .363** .571** .607** .574** .598** .517** .483** .338** .505** .499** .744** 

Sig. (2-
tailed) 

.000 .000 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.2_2 Pearson 
Correlation 

.591** .375** .572** 1 .537** .426** .445** .524** .659** .648** .502** .563** .541** .396** .531** .465** .744** 

Sig. (2-
tailed) 

.000 .000 .000 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.3_1 Pearson 
Correlation 

.528** .556** .596** .537** 1 .617** .500** .580** .673** .542** .625** .490** .571** .409** .761** .612** .820** 



Sig. (2-
tailed) 

.000 .000 .000 .000 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.3_2 Pearson 
Correlation 

.533** .462** .588** .426** .617** 1 .456** .485** .644** .434** .459** .511** .503** .365** .490** .487** .722** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.4_1 Pearson 

Correlation 

.463** .474** .363** .445** .500** .456** 1 .445** .520** .415** .522** .457** .428** .804** .553** .412** .698** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.4_2 Pearson 
Correlation 

.502** .442** .571** .524** .580** .485** .445** 1 .530** .492** .667** .477** .607** .317** .521** .446** .733** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.5_1 Pearson 

Correlation 

.527** .374** .607** .659** .673** .644** .520** .530** 1 .511** .556** .495** .634** .398** .620** .495** .790** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 
 

.000 .000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.5_2 Pearson 
Correlation 

.606** .384** .574** .648** .542** .434** .415** .492** .511** 1 .490** .593** .449** .395** .523** .455** .722** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 
 

.000 .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.6_1 Pearson 

Correlation 

.517** .600** .598** .502** .625** .459** .522** .667** .556** .490** 1 .485** .568** .421** .706** .548** .789** 



Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 
 

.000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.6_2 Pearson 
Correlation 

.894** .400** .517** .563** .490** .511** .457** .477** .495** .593** .485** 1 .381** .454** .434** .448** .727** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 
 

.000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.7_1 Pearson 

Correlation 

.389** .348** .483** .541** .571** .503** .428** .607** .634** .449** .568** .381** 1 .346** .693** .575** .731** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 
 

.000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.7_2 Pearson 
Correlation 

.456** .382** .338** .396** .409** .365** .804** .317** .398** .395** .421** .454** .346** 1 .442** .350** .611** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 
 

.000 .000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.8_1 Pearson 

Correlation 

.438** .545** .505** .531** .761** .490** .553** .521** .620** .523** .706** .434** .693** .442** 1 .801** .816** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 
 

.000 .000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

X1.8_2 Pearson 
Correlation 

.455** .402** .499** .465** .612** .487** .412** .446** .495** .455** .548** .448** .575** .350** .801** 1 .718** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 
 

.000 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

Home 

Service 

Pearson 

Correlation 

.751** .645** .744** .744** .820** .722** .698** .733** .790** .722** .789** .727** .731** .611** .816** .718** 1 



Delivery Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 
 

N 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

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



Uji Validitas Inovasi Produk 
Correlations 

 X2.1_1 X2.1_2 X2.2_1 X2.2_2 X2.3_1 X2.3_2 
Inovasi 
Produk 

X2.1_1 Pearson 
Correlation 

1 .759** .685** .885** .885** .750** .924** 

Sig. (2-tailed)  .000 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 

X2.1_2 Pearson 
Correlation 

.759** 1 .594** .869** .790** .637** .867** 

Sig. (2-tailed) .000  .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 

X2.2_1 Pearson 
Correlation 

.685** .594** 1 .700** .729** .602** .799** 

Sig. (2-tailed) .000 .000  .000 .000 .000 .000 

N 120 120 120 120 120 120 120 

X2.2_2 Pearson 

Correlation 

.885** .869** .700** 1 .945** .791** .967** 

Sig. (2-tailed) .000 .000 .000  .000 .000 .000 

N 120 120 120 120 120 120 120 

X2.3_1 Pearson 
Correlation 

.885** .790** .729** .945** 1 .791** .957** 

Sig. (2-tailed) .000 .000 .000 .000  .000 .000 

N 120 120 120 120 120 120 120 

X2.3_2 Pearson 
Correlation 

.750** .637** .602** .791** .791** 1 .854** 

Sig. (2-tailed) .000 .000 .000 .000 .000  .000 

N 120 120 120 120 120 120 120 

Inovasi 
Produk 

Pearson 
Correlation 

.924** .867** .799** .967** .957** .854** 1 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000  

N 120 120 120 120 120 120 120 

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

 
Uji Validitas Kepuasan Konsumen 

Correlations 

 Y.1_1 Y.1_2 Y.2_1 Y.2_2 Y.3_1 Y.3_2 Y.4_1 Y.4_2 
Kepuasan 
Konsumen 

Y.1_1 Pearson 
Correlation 

1 .351** .304** .826** .417** .516** .309** .471** .719** 

Sig. (2-
tailed) 

 
.000 .001 .000 .000 .000 .001 .000 .000 

N 120 120 120 120 120 120 120 120 120 

Y.1_2 Pearson 
Correlation 

.351** 1 .880** .359** .381** .410** .814** .391** .755** 

Sig. (2-
tailed) 

.000 
 

.000 .000 .000 .000 .000 .000 .000 



N 120 120 120 120 120 120 120 120 120 

Y.2_1 Pearson 
Correlation 

.304** .880** 1 .304** .313** .332** .733** .341** .690** 

Sig. (2-

tailed) 

.001 .000 
 

.001 .000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 

Y.2_2 Pearson 

Correlation 

.826** .359** .304** 1 .392** .399** .373** .353** .683** 

Sig. (2-
tailed) 

.000 .000 .001 
 

.000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 

Y.3_1 Pearson 
Correlation 

.417** .381** .313** .392** 1 .877** .440** .804** .774** 

Sig. (2-

tailed) 

.000 .000 .000 .000 
 

.000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 

Y.3_2 Pearson 

Correlation 

.516** .410** .332** .399** .877** 1 .456** .866** .817** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 
 

.000 .000 .000 

N 120 120 120 120 120 120 120 120 120 

Y.4_1 Pearson 
Correlation 

.309** .814** .733** .373** .440** .456** 1 .435** .751** 

Sig. (2-

tailed) 

.001 .000 .000 .000 .000 .000 
 

.000 .000 

N 120 120 120 120 120 120 120 120 120 

Y.4_2 Pearson 
Correlation 

.471** .391** .341** .353** .804** .866** .435** 1 .783** 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .000 
 

.000 

N 120 120 120 120 120 120 120 120 120 

Kepuasan 
Konsumen 

Pearson 
Correlation 

.719** .755** .690** .683** .774** .817** .751** .783** 1 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 
 

N 120 120 120 120 120 120 120 120 120 

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

 
 
 
 
 
 
 
 



Uji Reliability Home Service Delivery 

Case Processing Summary 

 N % 

Cases Valid 120 100.0 

Excludeda 0 .0 

Total 120 100.0 

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

 
Reliability Statistics 

Cronbach's Alpha N of Items 

.943 16 

 
 
Uji Reliability Inovasi Produk 

Case Processing Summary 

 N % 

Cases Valid 120 100.0 

Excludeda 0 .0 

Total 120 100.0 

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

 
 

Reliability Statistics 

Cronbach's Alpha N of Items 

.950 6 

 
 
 
 
 
 
 
 
 



Uji Reliability Kepuasan Konsumen 

Case Processing Summary 

 N % 

Cases Valid 120 100.0 

Excludeda 0 .0 

Total 120 100.0 

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

 
Reliability Statistics 

Cronbach's Alpha N of Items 

.886 8 

 

  

Uji Normalitas 

 
One-Sample Kolmogorov-Smirnov Test 

 
Unstandardized 

Residual 

N 120 

Normal Parametersa,b Mean ,0000000 

Std. Deviation 2,55792359 

Most Extreme Differences Absolute ,071 

Positive ,038 

Negative -,071 

Test Statistic ,071 

Asymp. Sig. (2-tailed) ,200c,d 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

d. This is a lower bound of the true significance. 

 

 



Tests of Normality 

 
Kolmogorov-Smirnova Shapiro-Wilk 

Statistic df Sig. Statistic df Sig. 

Unstandardized 
Residual 

.071 120 .200* .986 120 .263 

*. This is a lower bound of the true significance. 

a. Lilliefors Significance Correction 

 
Unstandardized Residual 

 

 
 
Uji Multikolinearitas 

Coefficientsa 

Model 

Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. 

Collinearity 
Statistics 

B 
Std. 

Error Beta Tolerance VIF 

1 (Constant) 5.439 1.643  3.311 .001   

Home 
Service 
Delivery 

.276 .033 .574 8.435 .000 .546 1.830 

Inovasi 

Produk 

.373 .075 .338 4.964 .000 .546 1.830 

a. Dependent Variable: Kepuasan Konsumen 

 



Uji Heteroskedatisitas 

 

 
Uji Autokorelasi 

Model Summaryb 

Model R R Square 
Adjusted R 

Square 
Std. Error of 
the Estimate 

Durbin-
Watson 

1 .839a .704 .699 2.57969 2.025 

a. Predictors: (Constant), Total_X2, Total_X1 

b. Dependent Variable: Total_3 

 
Coefficientsa 

Model Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. 

B Std. 
Error 

Beta 

1 (Constant) 1.914 .934  2.048 .043 



Home 
Service 
Delivery 

-.002 .019 -.014 -.115 .909 

Inovasi 
Produk 

.013 .043 .039 .309 .758 

a. Dependent Variable: ABS1 

 
 
Uji Regression Linier Berganda 
 

Model Summaryb 

Model R 
R 

Square 
Adjusted R 

Square 

Std. Error 
of the 

Estimate 
Durbin-
Watson 

1 ,839a ,704 ,699 2,57969 2,025 

a. Predictors: (Constant), INOVASI PRODUK, HOME SERVICE 
DELIVERY 

b. Dependent Variable: KEPUASAN KONSUMEN 

 
ANOVAa 

Model 
Sum of 
Squares df 

Mean 
Square F Sig. 

1 Regression 1853,353 2 926,676 139,249 ,000b 

Residual 778,614 117 6,655   

Total 2631,967 119    

a. Dependent Variable: KEPUASAN KONSUMEN 

b. Predictors: (Constant), INOVASI PRODUK, HOME SERVICE 
DELIVERY 

 
Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity 

Statistics 

B 

Std. 

Error Beta Tolerance VIF 

1 (Constant) 5,439 1,643  3,311 ,001   



HOME 

SERVICE 
DELIVERY 

,276 ,033 ,574 8,435 ,000 ,546 1,830 

INOVASI 
PRODUK 

,373 ,075 ,338 4,964 ,000 ,546 1,830 

a. Dependent Variable: KEPUASAN KONSUMEN 

 
Collinearity Diagnosticsa 

Model Dimension Eigenvalue 
Condition 

Index 

Variance Proportions 

(Constant) 

HOME 

SERVICE 
DELIVERY 

INOVASI 
PRODUK 

1 1 2,977 1,000 ,00 ,00 ,00 

2 ,015 14,003 ,80 ,02 ,41 

3 ,008 19,553 ,19 ,98 ,59 

a. Dependent Variable: KEPUASAN KONSUMEN 

 
Residuals Statisticsa 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 22,7225 38,7078 32,5167 3,94644 120 

Std. Predicted Value -2,482 1,569 ,000 1,000 120 

Standard Error of 

Predicted Value 

,236 ,679 ,395 ,104 120 

Adjusted Predicted Value 22,5734 38,7289 32,5136 3,95027 120 

Residual -6,05238 6,53626 ,00000 2,55792 120 

Std. Residual -2,346 2,534 ,000 ,992 120 

Stud. Residual -2,375 2,574 ,001 1,006 120 

Deleted Residual -6,19955 6,74385 ,00309 2,63101 120 

Stud. Deleted Residual -2,423 2,638 ,000 1,012 120 

Mahal. Distance ,003 7,244 1,983 1,492 120 

Cook's Distance ,000 ,070 ,010 ,013 120 

Centered Leverage Value ,000 ,061 ,017 ,013 120 

a. Dependent Variable: KEPUASAN KONSUMEN 

  



Frequencies Home Service Delivery 

 
Statistics 

 X1.1_1 X1.1_2 X1.2_1 X1.2_2 X1.3_1 X1.3_2 X1.4_1 X1.4_2 X1.5_1 X1.5_2 X1.6_1 X1.6_2 X1.7_1 X1.7_2 X1.8_1 X1.8_2 

HOME 
SERVICE 

DELIVERY 

N Valid 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 120 

Missing 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

Mean 4,1000 4,1333 4,0917 4,1917 4,1667 4,0417 4,0833 3,9917 4,0667 4,0333 4,0750 4,0583 4,0167 4,1333 4,1000 4,0667 65,3500 

Median 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 65,0000 

Mode 4,00 5,00 4,00 5,00 5,00 5,00 4,00 4,00 5,00 4,00 4,00 4,00 4,00 4,00 4,00 4,00 64,00 

Std. 
Deviation 

,80335 ,81924 ,77780 ,79172 ,89192 ,87347 ,83599 ,81474 ,87671 ,83950 ,85172 ,82295 ,93470 ,72103 ,85406 ,76404 9,78049 

Minimum 2,00 2,00 2,00 2,00 2,00 2,00 2,00 2,00 2,00 2,00 2,00 2,00 1,00 2,00 2,00 2,00 41,00 

Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 80,00 

Sum 492,00 496,00 491,00 503,00 500,00 485,00 490,00 479,00 488,00 484,00 489,00 487,00 482,00 496,00 492,00 488,00 7842,00 

 



Frequency Table 

 
 

X1.1_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 3 2,5 2,5 2,5 

3,00 24 20,0 20,0 22,5 

4,00 51 42,5 42,5 65,0 

5,00 42 35,0 35,0 100,0 

Total 120 100,0 100,0  

 
 

X1.1_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 27 22,5 22,5 24,2 

4,00 44 36,7 36,7 60,8 

5,00 47 39,2 39,2 100,0 

Total 120 100,0 100,0  

 
 

X1.2_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 1 ,8 ,8 ,8 

3,00 28 23,3 23,3 24,2 

4,00 50 41,7 41,7 65,8 

5,00 41 34,2 34,2 100,0 

Total 120 100,0 100,0  

 

 



X1.2_2 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 22 18,3 18,3 20,0 

4,00 47 39,2 39,2 59,2 

5,00 49 40,8 40,8 100,0 

Total 120 100,0 100,0  

 
 

X1.3_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 6 5,0 5,0 5,0 

3,00 21 17,5 17,5 22,5 

4,00 40 33,3 33,3 55,8 

5,00 53 44,2 44,2 100,0 

Total 120 100,0 100,0  

 
 

X1.3_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 4 3,3 3,3 3,3 

3,00 31 25,8 25,8 29,2 

4,00 41 34,2 34,2 63,3 

5,00 44 36,7 36,7 100,0 

Total 120 100,0 100,0  

 
 
 
 
 



 
X1.4_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 3 2,5 2,5 2,5 

3,00 28 23,3 23,3 25,8 

4,00 45 37,5 37,5 63,3 

5,00 44 36,7 36,7 100,0 

Total 120 100,0 100,0  

 
 

X1.4_2 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2,00 3 2,5 2,5 2,5 

3,00 31 25,8 25,8 28,3 

4,00 50 41,7 41,7 70,0 

5,00 36 30,0 30,0 100,0 

Total 120 100,0 100,0  

 
 

X1.5_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 4 3,3 3,3 3,3 

3,00 30 25,0 25,0 28,3 

4,00 40 33,3 33,3 61,7 

5,00 46 38,3 38,3 100,0 

Total 120 100,0 100,0  

 
 
 
 



 
X1.5_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 4 3,3 3,3 3,3 

3,00 28 23,3 23,3 26,7 

4,00 48 40,0 40,0 66,7 

5,00 40 33,3 33,3 100,0 

Total 120 100,0 100,0  

 
 

X1.6_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 4 3,3 3,3 3,3 

3,00 27 22,5 22,5 25,8 

4,00 45 37,5 37,5 63,3 

5,00 44 36,7 36,7 100,0 

Total 120 100,0 100,0  

 
 

X1.6_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 4 3,3 3,3 3,3 

3,00 25 20,8 20,8 24,2 

4,00 51 42,5 42,5 66,7 

5,00 40 33,3 33,3 100,0 

Total 120 100,0 100,0  

 
 
 

 



X1.7_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 1,00 2 1,7 1,7 1,7 

2,00 5 4,2 4,2 5,8 

3,00 24 20,0 20,0 25,8 

4,00 47 39,2 39,2 65,0 

5,00 42 35,0 35,0 100,0 

Total 120 100,0 100,0  

 
 

X1.7_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 18 15,0 15,0 16,7 

4,00 62 51,7 51,7 68,3 

5,00 38 31,7 31,7 100,0 

Total 120 100,0 100,0  

 
 

X1.8_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 5 4,2 4,2 4,2 

3,00 23 19,2 19,2 23,3 

4,00 47 39,2 39,2 62,5 

5,00 45 37,5 37,5 100,0 

Total 120 100,0 100,0  

 
 
 
 



X1.8_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 25 20,8 20,8 22,5 

4,00 56 46,7 46,7 69,2 

5,00 37 30,8 30,8 100,0 

Total 120 100,0 100,0  

 
 

HOME SERVICE DELIVERY 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 41,00 1 ,8 ,8 ,8 

48,00 7 5,8 5,8 6,7 

49,00 1 ,8 ,8 7,5 

50,00 4 3,3 3,3 10,8 

51,00 3 2,5 2,5 13,3 

52,00 2 1,7 1,7 15,0 

53,00 1 ,8 ,8 15,8 

54,00 1 ,8 ,8 16,7 

55,00 3 2,5 2,5 19,2 

56,00 1 ,8 ,8 20,0 

57,00 2 1,7 1,7 21,7 

58,00 1 ,8 ,8 22,5 

59,00 4 3,3 3,3 25,8 

60,00 1 ,8 ,8 26,7 

61,00 1 ,8 ,8 27,5 

62,00 4 3,3 3,3 30,8 

63,00 7 5,8 5,8 36,7 

64,00 15 12,5 12,5 49,2 

65,00 9 7,5 7,5 56,7 

66,00 3 2,5 2,5 59,2 

67,00 4 3,3 3,3 62,5 



68,00 2 1,7 1,7 64,2 

69,00 2 1,7 1,7 65,8 

70,00 2 1,7 1,7 67,5 

72,00 4 3,3 3,3 70,8 

73,00 1 ,8 ,8 71,7 

74,00 7 5,8 5,8 77,5 

76,00 3 2,5 2,5 80,0 

77,00 6 5,0 5,0 85,0 

78,00 8 6,7 6,7 91,7 

79,00 5 4,2 4,2 95,8 

80,00 5 4,2 4,2 100,0 

Total 120 100,0 100,0  

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Frequencies Inovasi Produk 
 

Statistics 

 X2.1_1 X2.1_2 X2.2_1 X2.2_2 X2.3_1 X2.3_2 
INOVASI 
PRODUK 

N Valid 120 120 120 120 120 120 120 

Missing 0 0 0 0 0 0 0 

Mean 4,0000 4,0083 4,0833 4,0250 4,0250 4,1000 24,2417 

Median 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 24,0000 

Mode 4,00 4,00 4,00 4,00 4,00 5,00 24,00 

Std. Deviation ,78857 ,81474 ,76239 ,78283 ,78283 ,82401 4,25450 

Minimum 2,00 2,00 2,00 2,00 2,00 2,00 16,00 

Maximum 5,00 5,00 5,00 5,00 5,00 5,00 30,00 

Sum 480,00 481,00 490,00 483,00 483,00 492,00 2909,00 

  



Frequency Table 

 

X2.1_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 31 25,8 25,8 27,5 

4,00 52 43,3 43,3 70,8 

5,00 35 29,2 29,2 100,0 

Total 120 100,0 100,0  

 
 

X2.1_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 33 27,5 27,5 29,2 

4,00 47 39,2 39,2 68,3 

5,00 38 31,7 31,7 100,0 

Total 120 100,0 100,0  

 
 

X2.2_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 24 20,0 20,0 21,7 

4,00 56 46,7 46,7 68,3 

5,00 38 31,7 31,7 100,0 

Total 120 100,0 100,0  

 
 
 
 
 



X2.2_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 1 ,8 ,8 ,8 

3,00 32 26,7 26,7 27,5 

4,00 50 41,7 41,7 69,2 

5,00 37 30,8 30,8 100,0 

Total 120 100,0 100,0  

 
 

X2.3_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 1 ,8 ,8 ,8 

3,00 32 26,7 26,7 27,5 

4,00 50 41,7 41,7 69,2 

5,00 37 30,8 30,8 100,0 

Total 120 100,0 100,0  

 
 

X2.3_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 2 1,7 1,7 1,7 

3,00 29 24,2 24,2 25,8 

4,00 44 36,7 36,7 62,5 

5,00 45 37,5 37,5 100,0 

Total 120 100,0 100,0  

 
 

INOVASI PRODUK 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 16,00 1 ,8 ,8 ,8 

18,00 19 15,8 15,8 16,7 



19,00 6 5,0 5,0 21,7 

20,00 5 4,2 4,2 25,8 

21,00 2 1,7 1,7 27,5 

22,00 2 1,7 1,7 29,2 

23,00 2 1,7 1,7 30,8 

24,00 35 29,2 29,2 60,0 

25,00 11 9,2 9,2 69,2 

26,00 1 ,8 ,8 70,0 

27,00 3 2,5 2,5 72,5 

28,00 1 ,8 ,8 73,3 

29,00 5 4,2 4,2 77,5 

30,00 27 22,5 22,5 100,0 

Total 120 100,0 100,0  

 
 
 
 
 
 
 
 
 
 
  



Frequencies Kepuasan Konsumen 
 

Statistics 

 Y.1_1 Y.1_2 Y.2_1 Y.2_2 Y.3_1 Y.3_2 Y.4_1 Y.4_2 
KEPUASAN 
KONSUMEN 

N Valid 120 120 120 120 120 120 120 120 120 

Missing 0 0 0 0 0 0 0 0 0 

Mean 3,7833 4,1667 4,0917 3,8750 4,1417 4,1000 4,2333 4,1250 32,5167 

Median 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 32,0000 

Mode 4,00 5,00 4,00 4,00 4,00 5,00 5,00 5,00 32,00 

Std. Deviation ,88102 ,77061 ,73331 ,80505 ,74806 ,82401 ,74171 ,79455 4,70291 

Minimum 1,00 3,00 3,00 2,00 3,00 2,00 3,00 3,00 24,00 

Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00 40,00 

Sum 454,00 500,00 491,00 465,00 497,00 492,00 508,00 495,00 3902,00 

  



Frequency Table 

 

Y.1_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 1,00 1 ,8 ,8 ,8 

2,00 7 5,8 5,8 6,7 

3,00 35 29,2 29,2 35,8 

4,00 51 42,5 42,5 78,3 

5,00 26 21,7 21,7 100,0 

Total 120 100,0 100,0  

 
Y.1_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3,00 27 22,5 22,5 22,5 

4,00 46 38,3 38,3 60,8 

5,00 47 39,2 39,2 100,0 

Total 120 100,0 100,0  

 
 

Y.2_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3,00 27 22,5 22,5 22,5 

4,00 55 45,8 45,8 68,3 

5,00 38 31,7 31,7 100,0 

Total 120 100,0 100,0  

 
 

Y.2_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 5 4,2 4,2 4,2 

3,00 32 26,7 26,7 30,8 



4,00 56 46,7 46,7 77,5 

5,00 27 22,5 22,5 100,0 

Total 120 100,0 100,0  

 
 

Y.3_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3,00 26 21,7 21,7 21,7 

4,00 51 42,5 42,5 64,2 

5,00 43 35,8 35,8 100,0 

Total 120 100,0 100,0  

 
 

Y.3_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2,00 1 ,8 ,8 ,8 

3,00 32 26,7 26,7 27,5 

4,00 41 34,2 34,2 61,7 

5,00 46 38,3 38,3 100,0 

Total 120 100,0 100,0  

 
 

Y.4_1 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3,00 22 18,3 18,3 18,3 

4,00 48 40,0 40,0 58,3 

5,00 50 41,7 41,7 100,0 

Total 120 100,0 100,0  

 
 
 
 



Y.4_2 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3,00 31 25,8 25,8 25,8 

4,00 43 35,8 35,8 61,7 

5,00 46 38,3 38,3 100,0 

Total 120 100,0 100,0  

 
 

KEPUASAN KONSUMEN 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 24,00 8 6,7 6,7 6,7 

25,00 4 3,3 3,3 10,0 

26,00 3 2,5 2,5 12,5 

27,00 3 2,5 2,5 15,0 

28,00 4 3,3 3,3 18,3 

29,00 9 7,5 7,5 25,8 

30,00 7 5,8 5,8 31,7 

31,00 7 5,8 5,8 37,5 

32,00 25 20,8 20,8 58,3 

33,00 8 6,7 6,7 65,0 

34,00 5 4,2 4,2 69,2 

35,00 3 2,5 2,5 71,7 

36,00 2 1,7 1,7 73,3 

37,00 7 5,8 5,8 79,2 

38,00 8 6,7 6,7 85,8 

39,00 3 2,5 2,5 88,3 

40,00 14 11,7 11,7 100,0 

Total 120 100,0 100,0  

 
 
 

 
 



Lampiran 9. Berita Acara  Bimbingan Revisi Skripsi 

 
 


