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DATA RESPONDEN :  

Sebelum menjawab pertanyaan dalam 

kuesioner ini, mohon Saudara mengisi data berikut 

terlebih dahulu. (Jawaban yang saudara berikan 

akan diperlakukan secara rahasia).  

Lingkari untuk jawaban pilihan saudara.  

 

A. Jenis Kelamin :  

1. Laki-laki  2. Perempuan  

 

B. Berapa usia anda saat ini ?  

 

PETUNJUK PENGISIAN KUESIONER  

Responden dapat memberikan jawaban 

dengan memberikan tanda centang (  ) pada salah 

satu pilihan jawaban yang tersedia. Hanya satu 

jawaban saja yang dimungkinkan untuk setiap 

pertanyaan. Pada masing-masing pertanyaan 

terdapat lima alternative jawaban yang mengacu 

pada teknik skala Likert, yaitu:  

Sangat Setuju (SS)   = 5  

Setuju (S)    = 4  

Cukup Setuju  (CS)  = 3  

Tidak Setuju (TS)   = 2  

Sangat Tidak Setuju (STS)  = 1  

Data responden dan semua informasi yang 

diberikan akan dijamin kerahasiaannya,oleh sebab 

itu dimohon untuk mengisi kuesioner dengan 

sebenarnya dan seobjektif mungkin. 



 

 



 

 



 

 



 

 



 



 

LAMPIRAN OUTPUT SPSS UJI VALIDITAS 

1. Service Recovery (X1) 



 

 



 

3. Loyalty Program (X3) 
 

Correlations 

 X3.1_1 X3.1_2 X3.2_1 X3.2_2 X3.3_1 X3.3_2 X3.4_1 X3.4_2 X3.5_1 X3.5_2 X3_Total 

X3.1_1 

Pearson 

Correlation 
1 ,332** ,451** ,390** ,528** ,641** ,254** ,418** ,425** ,324** ,684** 

Sig. (2-tailed)  ,001 ,000 ,000 ,000 ,000 ,009 ,000 ,000 ,001 ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3.1_2 

Pearson 

Correlation 
,332** 1 ,288** ,445** ,745** ,831** ,773** ,301** ,292** ,463** ,580** 

Sig. (2-tailed) ,001  ,003 ,000 ,000 ,000 ,000 ,002 ,003 ,000 ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3.2_1 

Pearson 

Correlation 
,451** ,288** 1 ,479** ,597** ,483** ,261** ,812** ,833** ,454** ,803** 

Sig. (2-tailed) ,000 ,003  ,000 ,000 ,000 ,007 ,000 ,000 ,000 ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3.2_2 

Pearson 

Correlation 
,390** ,445** ,479** 1 ,423** ,342** ,365** ,294** ,313** ,745** ,685** 

Sig. (2-tailed) ,000 ,000 ,000  ,000 ,000 ,000 ,002 ,001 ,000 ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3.3_1 Pearson 

Correlation 
,528** ,435** ,597** ,423** 1 ,677** ,687** ,401** ,422** ,612** ,665** 

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

N 105 105 105 105 105 105 105 105 105 105 105 



 

 

Correlations 

 X3.1_1 X3.1_2 X3.2_1 X3.2_2 X3.3_1 X3.3_2 X3.4_1 X3.4_2 X3.5_1 X3.5_2 X3_Total 

X3.3_2 

Pearson 

Correlation 
,641** ,712** ,483** ,342** ,677** 1 ,497** ,499** ,520** ,335** ,705** 

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

N 105 105 105 105 105 105 105 105 105 105 105 

X3.4_1 

Pearson 

Correlation 
,254** ,773** ,261** ,365** ,498** ,452** 1 ,347** ,336** ,394** ,554** 

Sig. (2-tailed) ,009 ,000 ,007 ,000 ,000 ,000  ,000 ,000 ,000 ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3.4_2 

Pearson 

Correlation 
,418** ,301** ,812** ,294** ,401** ,499** ,347** 1 ,993** ,362** ,802** 

Sig. (2-tailed) ,000 ,002 ,000 ,002 ,000 ,000 ,000  ,000 ,000 ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3.5_1 

Pearson 

Correlation 
,425** ,292** ,833** ,313** ,422** ,520** ,336** ,993** 1 ,351** ,810** 

Sig. (2-tailed) ,000 ,003 ,000 ,001 ,000 ,000 ,000 ,000  ,000 ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3.5_2 Pearson 

Correlation 
,324** ,463** ,612** ,745** ,723** ,335** ,394** ,362** ,351** 1 ,634** 

Sig. (2-tailed) ,001 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000  ,000 

N 105 105 105 105 105 105 105 105 105 105 105 

X3_Total 
Pearson 

Correlation 
,684** ,580** ,803** ,685** ,665** ,705** ,554** ,802** ,810** ,634** 1 



 

 

Correlations 

 X3.1_1 X3.1_2 X3.2_1 X3.2_2 X3.3_1 X3.3_2 X3.4_1 X3.4_2 X3.5_1 X3.5_2 X3_Total 

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

N 105 105 105 105 105 105 105 105 105 105 105 

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

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

 

 

 

 

 

 

 

 



 

4. Kepuasan Konsumen (Y) 

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 Y_Total 

Y.1_1 

Pearson 

Correlation 
1 ,264** ,449** ,418** ,445** ,644** ,276** ,412** ,633** 

Sig. (2-tailed)  ,007 ,000 ,000 ,000 ,000 ,004 ,000 ,000 

N 105 105 105 105 105 105 105 105 105 

Y.1_2 

Pearson 

Correlation 
,264** 1 ,501** ,566** ,481** ,272** ,817** ,299** ,734** 

Sig. (2-tailed) ,007  ,000 ,000 ,000 ,005 ,000 ,002 ,000 

N 105 105 105 105 105 105 105 105 105 

Y.2_1 

Pearson 

Correlation 
,449** ,501** 1 ,582** ,600** ,370** ,528** ,578** ,795** 

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

N 105 105 105 105 105 105 105 105 105 

Y.2_2 
Pearson 

Correlation 
,418** ,566** ,582** 1 ,707** ,435** ,615** ,462** ,816** 

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

N 105 105 105 105 105 105 105 105 105 



 

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 Y_Total 

Y.3_1 

Pearson 

Correlation 
,445** ,481** ,600** ,707** 1 ,437** ,484** ,513** ,793** 

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

N 105 105 105 105 105 105 105 105 105 

Y.3_2 

Pearson 

Correlation 
,644** ,272** ,370** ,435** ,437** 1 ,355** ,325** ,647** 

Sig. (2-tailed) ,000 ,005 ,000 ,000 ,000  ,000 ,001 ,000 

N 105 105 105 105 105 105 105 105 105 

Y.4_1 

Pearson 

Correlation 
,276** ,817** ,528** ,615** ,484** ,355** 1 ,320** ,765** 

Sig. (2-tailed) ,004 ,000 ,000 ,000 ,000 ,000  ,001 ,000 

N 105 105 105 105 105 105 105 105 105 

Y.4_2 Pearson 

Correlation 
,643** ,299** ,578** ,462** ,513** ,325** ,320** 1 ,640** 

Sig. (2-tailed) ,000 ,002 ,000 ,000 ,000 ,001 ,001  ,000 

N 105 105 105 105 105 105 105 105 105 

Y_Total 
Pearson 

Correlation 
,633** ,734** ,795** ,816** ,793** ,647** ,765** ,640** 1 



 

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 Y_Total 

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

N 105 105 105 105 105 105 105 105 105 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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LAMPIRAN OUTPUT SPSS UJI ASUMSI KLASIK 
 

1. UJI Normalitas 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized 

Residual 

N 105 

Normal Parametersa,b 
Mean 0E-7 

Std. Deviation 3,18195161 

Most Extreme Differences 

Absolute ,065 

Positive ,039 

Negative -,065 

Kolmogorov-Smirnov Z ,669 

Asymp. Sig. (2-tailed) ,763 

a. Test distribution is Normal. 

b. Calculated from data. 

Model Gambar Uji Normalitas 
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2. Uji Multikolonieritas 
 

Coefficientsa 

Model Collinearity Statistics 

Tolerance VIF 

 

Service Recovery ,990 1,010 

Price Discount ,993 1,007 

Loyalty Program ,995 1,005 

a. Dependent Variable: Kepuasan Konsumen 

 
3. Uji Autokorelasi 

 

Model Summaryb 

Model R R 

Square 

Adjusted R 

Square 

Std. Error 

of the 

Estimate 

Durbin-

Watson 

1 ,471a ,222 ,199 3,22886 1,708 

a. Predictors: (Constant), Loyalty Program, Price Discount, 

Service Recovery 

b. Dependent Variable: Kepuasan Konsumen 
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4. Uji Heteroskedastisitas 
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LAMPIRAN 6 OUTPUT SPSS UJI REGRESI LINIER BERGANDA 
 
 

Model Summary 

 

Model R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 ,471a ,222 ,199 3,22886 

a. Predictors: (Constant), Loyalty Program, Price Discount, 

Service Recovery 

 
 

ANOVAa 

 

Model 
Sum of 

Squares 
Df 

Mean 

Square 
F Sig. 

 

Regression 300,867 3 100,289 9,620 ,000b 

Residual 1052,981 101 10,426   

Total 1353,848 104    

a. Dependent Variable: Kepuasan Konsumen 

b. Predictors: (Constant), Loyalty Program, Price Discount, 

Service Recovery 
 



 

i 
 

 
 
 
 
 
 

Coefficientsa 

 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 
t Sig. 

B Std. 

Error 

Beta 

 

(Constant) 21,684 4,228  5,129 ,000 

Service 

Recovery 
,347 ,111 ,275 3,118 ,002 

Price Discount ,477 ,120 ,349 3,961 ,000 

Loyalty 

Program 
,131 ,060 ,191 2,177 ,032 

a. Dependent Variable: Kepuasan Konsumen 

 
 

 

 


