
 
 

 
 

Lampiran 1 : Kuesioner 

Kuesioner Penelitian  

 

Sehubungan dengan penyelesaian tugas akhir atau skripsi yang 

sedang saya lakukan di Jurusan Manajemen Fakultas Ekonomi 

Universitas PGRI Adi Buana Surabaya, maka saya melakukan 

penelitian dengan judul : “PENGARUH HARGA, KUALITAS PRODUK 

DAN KUALITAS PELAYANAN TERHADAP KEPUASAN 

PELANGGAN PRODUK INDIHOME PT. TELKOM WITEL 

SURABAYA.” 

Adapun salah satu cara untuk mendapatkan data adalah 

dengan menyebarkan kuesioner kepada responden. Untuk itu saya 

mengharapkan kesediaan Bapak/Ibu dan Saudara/i sekalian untuk 

mengisi kuesioner ini sebagai data yang dipergunakan dalam 

penelitian. Atas ketersediaan dan kerjasamanya, saya ucapkan 

terimakasih. 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 



 

PENGARUH HARGA, KUALITAS PRODUK DAN KUALITAS 

PELAYANAN TERHADAP KEPUASAN PELANGGAN PRODUK 

INDIHOME PT. TELKOM  

WITEL SURABAYA 

 

1. Data Responden 

 Berilah tanda (x) pada kolom yang sudah disediakan 

sesuai dengan jawaban anda. 

 Setiap pertanyaan hanya membutuhkan satu jawaban. 

1) Jenis Kelamin : 

o Laki-laki 

o Perempuan 

2) Usia : 

o 18 - 30 tahun 

o 31 – 40 tahun 

o 41 – 50 tahun 

o > 50 tahun 

3) Tingkat pendidikan terakhir : 

o SMP 

o SMA 

o S1 

o S2 

4) Jenis Pekerjaan : 

o Pelajar / mahasiswa 

o PNS 

o Karyawan 

o Wiraswasta 

 

 

 

 

 

 



 
 

 
 

Keterangan : 

SS  : Sangat Setuju 

S  : Setuju 

R  : Ragu-ragu 

TS  : Tidak Setuju 

STS  : Sangat Tidak Setuju 

A. Harga (X1) 

No Pernyataan 
Jawaban 

SS S R TS STS 

Keterjangkauan harga      

1. Harga produk INDIHOME 

terjangkau 

     

2. Harga biaya pemasangan 

INDIHOME terjangkau 

     

Kesesuaian harga dengan kualitas 

produk 

     

3. Harga produk INDIHOME 

sesuai dengan kualitas 

produknya 

     

4. Harga produk INDIHOME 

sesuai dengan peralatan yang 

diberikan dengan teknologi 

baru 

     

Daya saing harga      

5. Harga produk INDIHOME lebih 

murah dibanding produk dari 

provider lainnya 

     

 

6. Harga pemasangan INDIHOME      



 

lebih murah dibanding produk 

dari provider lainnya 

Kesesuaian harga dengan manfaat      

7. Harga produk INDIHOME 

sesuai dengan manfaat yang 

dibutuhkan 

     

8. Harga produk INDIHOME lebih 

praktis untuk penggunaan 

sehari-hari 

     

 

B. Kualitas Produk (X2) 

No Pernyataan 
Jawaban 

SS S R TS STS 

Kinerja       

1. Produk INDIHOME memiliki 

kecepatan tinggi dibanding 

provider lainnya 

     

2. Produk INDIHOME tahan 

dengan user pemakaian yang 

banyak 

     

Ciri-ciri      

3. Produk INDIHOME sangat 

mudah dipahami dalam 

penggunaannya 

     

4. Produk INDIHOME memiliki 

ciri-ciri jaringan yang sangat 

kecil/tipis 

     

 

 

 

 

 

Kehandalan      

5. Produk INDIHOME tidak 

pernah bermasalah dengan 

     



 
 

 
 

kualitas jaringan 

6. Produk INDIHOME handal 

dalam kecepatan download dan 

upload 

     

Kesesuaian dengan spesifikasi      

7. Produk INDIHOME sesuai 

dengan spesifikasi iklan yang 

ditawarkan 

     

8. Produk INDIHOME memiliki 

peralatan spesifikasi yang 

canggih 

     

Daya tahan      

9. Produk INDIHOME dapat 

bertahan lebih lama dari 

provider lain 

     

10

. 

Produk INDIHOME memiliki 

daya tahan lebih lama untuk 

bercakap melalui telepon 

     

Kemudahan perbaikan      

11

. 

Produk INDIHOME memiliki 

service yang cepat dan mudah 

     

12

. 

Produk INDIHOME memiliki 

service yang bisa dipandu lewat 

CS tanpa mendatangkan 

petugas 

     

 

 

 

 

 

 

Estetika      

13

. 

Produk INDIHOME tahan 

terhadap cuaca buruk 

     

14 Produk INDIHOME      



 

. mempunyai estetika yang bagus 

 

 

C. Kualitas Pelayanan (X3) 

No Pernyataan 
Jawaban 

SS S R TS STS 

Bukti fisik      

1. Perangkat produk INDIHOME 

yang diberikan dalam keadaan 

baik dan baru 

     

2. Jaringan produk INDIHOME 

yang diberikan dalam keadaan 

baik dan baru 

     

Empati      

3. Pelayanan service yang ramah 

dan selalu tanggap 

     

4. Plasa TELKOM memberikan 

informasi jika terdapat 

pelayanan baru 

     

Kehandalan      

5. ProdukINDIHOME memberikan 

kestabilan dan kekuatan jaringan 

     

6. Karyawan menginformasikan 

mengenai fasilitas dengan jelas 

     

 

 

 

 

Cepat tanggap      

7. Bertindak dengan cepat dan 

tanggap dalam menindaklanjuti 

keluhan pelanggan 

     

8. Memberikan kemudahan dalam 

pengajuan keluhan pelanggan 

     



 
 

 
 

Jaminan      

9. Memberikan kepastian proses 

service dengan waktu yang telah 

dijanjikan 

     

10. Memberikan keamanan dan 

kenyamanan saat bertransaksi / 

melakukan pembayaran 

     

 

D. Kepuasan Pelanggan (Y) 

No Pernyataan 
Jawaban 

SS S R TS STS 

Re-purchase      

1. Saya menunggu kembali 

produk terbaik lainnya dari PT 

Telkom Indonesia 

     

2. Saya membeli aplikasi pintar 

dari produk INDIHOME 

     

Menciptakan Word-of-Mouth      

3. Saya akan merekomendasikan 

kepada teman dan keluarga 

untuk mempergunakan layanan 

produk INDIHOME 

     

4. Saya akan merekomendasikan 

pengalamn dalam berlangganan 

produk INDIHOME 

     

Menciptakan citra merek      

5. Saya tidak tertarik untuk 

menggunakan layanan internet 

selain INDIHOME 

     

 

 

 



 

6. Saya tertarik dengan aplikasi 

fasilitas pintar yang membantu 

produk INDIHOME 

     

Menciptakan kepuasan pembelian 

pada perusahaan yang sama 

     

7. Saya akan membeli produk lain 

yang dijual oleh PT Telkom 

Indonesia 

     

8. Saya akan bersedia membayar 

denda apabila terlambat dalam 

pembayaran 

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

 
 

Lampiran 2 : Tabulasi Data 

Variabel Harga 

RESPONDEN 

VARIABEL HARGA (X1) 

SOAL ITEM SKOR 
TOTAL H1 H2 H3 H4 H5 H6 H7 H8 

Resp_1 2 2 2 2 2 2 3 3 18 

Resp_2 2 2 2 2 2 2 2 2 16 

Resp_3 5 4 5 5 5 5 5 5 39 

Resp_4 5 4 5 5 5 5 5 5 39 

Resp_5 2 2 2 2 2 2 2 2 16 

Resp_6 2 2 2 2 2 2 2 2 16 

Resp_7 5 4 5 5 5 5 4 5 38 

Resp_8 3 2 2 2 2 2 2 2 17 

Resp_9 2 2 2 2 2 2 2 2 16 

Resp_10 5 5 5 5 5 5 5 5 40 

Resp_11 5 5 5 5 5 5 5 5 40 

Resp_12 2 3 2 2 2 2 2 2 17 

Resp_13 5 4 5 5 5 5 5 5 39 

Resp_14 4 4 4 4 4 4 4 4 32 

Resp_15 2 2 2 2 2 2 2 2 16 

Resp_16 5 4 5 5 5 5 5 5 39 

Resp_17 3 3 3 4 3 3 3 3 25 

Resp_18 4 4 4 4 4 4 4 4 32 

Resp_19 3 3 4 3 3 4 3 4 27 

Resp_20 4 4 4 4 4 4 4 4 32 

Resp_21 4 4 4 4 4 4 4 4 32 

Resp_22 5 5 4 4 4 4 5 4 35 

Resp_23 4 4 4 4 4 4 4 4 32 

Resp_24 3 3 3 3 3 3 3 3 24 

Resp_25 4 4 4 4 3 4 4 4 31 



 

Resp_26 4 4 4 4 4 4 4 4 32 

Resp_27 3 3 3 3 3 3 3 3 24 

Resp_28 4 4 4 4 4 4 4 4 32 

Resp_29 3 3 3 3 3 3 3 3 24 

Resp_30 4 4 3 4 3 3 4 3 28 

Resp_31 4 4 3 3 3 3 4 3 27 

Resp_32 3 3 3 4 4 3 3 3 26 

Resp_33 4 4 3 4 4 3 4 3 29 

Resp_34 4 4 4 4 4 4 4 4 32 

Resp_35 4 4 4 4 4 4 4 4 32 

Resp_36 2 2 2 3 2 2 4 3 20 

Resp_37 4 4 4 4 4 2 4 4 30 

Resp_38 3 3 3 3 3 3 3 3 24 

Resp_39 3 3 3 4 3 3 3 3 25 

Resp_40 4 4 4 4 4 4 4 4 32 

Resp_41 5 5 4 4 4 4 5 4 35 

Resp_42 3 3 3 4 4 3 3 3 26 

Resp_43 4 4 3 4 4 3 4 3 29 

Resp_44 4 4 4 4 4 4 4 4 32 

Resp_45 4 4 4 4 4 2 4 4 30 

Resp_46 3 3 3 3 3 3 3 3 24 

Resp_47 3 3 3 4 3 3 3 3 25 

Resp_48 4 4 4 4 4 4 4 4 32 

Resp_49 5 5 4 4 4 4 5 4 35 

Resp_50 3 3 4 3 3 4 3 4 27 

Resp_51 4 4 4 4 4 4 4 4 32 

Resp_52 4 4 4 4 4 4 4 4 32 

Resp_53 3 3 3 4 4 3 3 3 26 

Resp_54 4 4 3 4 4 3 4 3 29 

Resp_55 4 4 4 4 4 4 4 4 32 

Resp_56 4 4 4 4 4 4 4 4 32 

Resp_57 2 2 2 3 2 2 4 3 20 



 
 

 
 

Resp_58 4 4 4 4 4 2 4 4 30 

Resp_59 3 3 3 3 3 3 3 3 24 

Resp_60 3 3 3 4 3 3 3 3 25 

Resp_61 5 5 4 4 4 4 5 4 35 

Resp_62 4 4 4 4 4 4 4 4 32 

Resp_63 5 5 4 4 4 4 5 4 35 

Resp_64 4 4 4 4 4 4 4 4 32 

Resp_65 3 3 3 3 3 3 3 3 24 

Resp_66 4 4 4 4 3 4 4 4 31 

Resp_67 4 4 4 4 4 4 4 4 32 

Resp_68 3 3 3 3 3 3 3 3 24 

Resp_69 4 4 4 4 4 4 4 4 32 

Resp_70 3 3 3 3 3 3 3 3 24 

Resp_71 4 4 4 4 3 4 4 4 31 

Resp_72 4 4 4 4 4 4 4 4 32 

Resp_73 3 3 3 3 3 3 3 3 24 

Resp_74 4 4 4 4 4 4 4 4 32 

Resp_75 3 3 3 3 3 3 3 3 24 

Resp_76 4 4 3 4 3 3 4 3 28 

Resp_77 4 4 3 3 3 3 4 3 27 

Resp_78 3 3 3 4 4 3 3 3 26 

Resp_79 4 4 3 4 4 3 4 3 29 

Resp_80 4 4 4 4 4 4 4 4 32 

Resp_81 5 5 4 4 4 4 5 4 35 

Resp_82 3 3 3 4 4 3 3 3 26 

Resp_83 5 4 3 4 4 3 4 3 30 

Resp_84 4 4 4 4 4 4 4 4 32 

Resp_85 4 4 4 4 4 2 4 4 30 

Resp_86 5 3 3 3 3 3 3 3 26 

Resp_87 3 3 3 4 3 3 3 3 25 

Resp_88 4 4 4 4 4 4 4 4 32 



 

Resp_89 5 5 4 4 4 4 5 4 35 

Resp_90 3 5 4 3 3 4 3 4 29 

Resp_91 4 4 4 4 4 4 4 4 32 

Resp_92 4 4 4 4 4 4 4 4 32 

Resp_93 3 5 3 4 4 3 3 3 28 

Resp_94 4 4 3 4 4 3 4 3 29 

Resp_95 4 4 4 4 4 4 4 4 32 

Resp_96 4 4 4 4 4 4 4 4 32 

Resp_97 5 2 2 5 2 4 4 5 29 

Resp_98 4 4 4 4 4 2 4 4 30 

Resp_99 5 4 3 5 3 5 4 3 32 

Resp_100 3 3 3 4 5 3 3 3 27 

 

Variabel Kualitas Produk 

RESPONDEN 

VARIABEL KUALITAS PRODUK (X2)   

SOAL ITEM 
SKOR 

TOTAL 
KP_1 KP_2 KP_3 KP_4 KP_5 KP_6 KP_7 KP_8 KP_9 KP_10 KP_11 KP_12 KP_13 KP_14 

Resp_1 
4 5 4 5 4 5 5 4 5 4 5 5 5 5 

65 

Resp_2 
5 5 5 5 5 5 5 5 5 5 5 5 5 5 

70 

Resp_3 
5 5 5 5 5 5 5 5 5 5 5 5 5 5 

70 

Resp_4 
1 1 1 2 1 1 1 1 1 2 1 1 1 1 

16 

Resp_5 
5 5 5 5 5 5 5 5 5 5 5 5 5 5 

70 

Resp_6 
4 5 5 5 4 4 5 5 5 4 5 5 4 5 

65 

Resp_7 
3 3 3 3 3 3 3 3 4 3 3 3 4 4 

45 

Resp_8 
2 2 2 2 2 2 2 2 1 2 2 2 2 2 

27 

Resp_9 
2 2 2 2 2 2 2 2 2 2 2 2 2 2 

28 

Resp_10 
4 5 4 5 5 5 5 5 5 5 5 5 5 4 

67 

Resp_11 
5 5 5 5 5 4 5 5 5 5 5 5 5 5 

69 

Resp_12 
3 2 4 4 2 3 4 4 2 3 2 3 4 3 

43 

Resp_13 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 



 
 

 
 

Resp_14 
2 1 1 2 1 2 2 1 2 1 2 2 2 1 

22 

Resp_15 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_16 
5 4 5 4 5 4 5 5 4 5 5 5 4 5 

65 

Resp_17 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_18 
3 3 3 3 3 3 3 3 3 3 3 4 3 3 

43 

Resp_19 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_20 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_21 
1 2 1 1 2 2 1 2 1 2 1 2 1 1 

20 

Resp_22 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_23 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_24 
5 5 5 5 5 5 5 5 5 5 5 5 5 5 

70 

Resp_25 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_26 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_27 
5 5 4 4 5 4 5 5 5 5 4 5 4 5 

65 

Resp_28 
3 3 4 4 3 4 3 3 3 3 4 3 4 3 

47 

Resp_29 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_30 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_31 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_32 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_33 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_34 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_35 
2 2 2 2 2 2 2 2 2 2 2 2 2 2 

28 

Resp_36 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_37 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_38 
1 1 1 1 1 1 2 1 1 2 1 1 1 1 

16 

Resp_39 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_40 
5 5 4 4 5 4 5 5 5 5 4 5 4 5 

65 

Resp_41 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_42 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_43 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 



 

Resp_44 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_45 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_46 
4 4 4 4 4 4 4 5 4 5 4 4 4 4 

58 

Resp_47 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_48 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_49 
2 2 2 2 2 2 2 2 2 2 2 2 2 2 

28 

Resp_50 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_51 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_52 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_53 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_54 
5 5 4 4 5 4 5 5 5 5 4 5 4 5 

65 

Resp_55 
3 3 4 4 3 4 3 3 3 3 4 3 4 3 

47 

Resp_56 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_57 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_58 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_59 
3 3 3 3 3 3 4 3 3 4 3 4 3 3 

45 

Resp_60 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_61 
4 5 5 5 5 5 4 5 4 5 5 4 5 5 

66 

Resp_62 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_63 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_64 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_65 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_66 
2 2 2 2 2 2 2 2 2 2 2 2 2 2 

28 

Resp_67 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_68 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_69 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_70 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_71 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_72 
5 5 4 4 5 4 5 5 5 5 4 5 4 5 

65 

Resp_73 
3 3 4 4 3 4 3 3 3 3 4 3 4 3 

47 

Resp_74 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 



 
 

 
 

Resp_75 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_76 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_77 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_78 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_79 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_80 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_81 
5 4 3 3 4 3 4 4 4 4 3 4 3 5 

53 

Resp_82 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_83 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_84 
5 4 4 4 4 4 4 4 4 4 4 4 4 5 

58 

Resp_85 
5 5 5 5 5 5 5 5 5 5 5 5 5 5 

70 

Resp_86 
5 4 4 4 4 4 4 4 4 4 4 4 4 5 

58 

Resp_87 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_88 
2 3 2 3 2 3 2 3 2 3 2 3 2 2 

34 

Resp_89 
5 4 4 4 4 4 4 4 4 4 4 4 4 5 

58 

Resp_90 
5 5 4 4 5 4 5 5 5 5 4 5 4 5 

65 

Resp_91 
5 4 4 4 4 4 4 4 4 4 4 4 4 5 

58 

Resp_92 
3 3 3 3 3 3 3 3 3 3 3 3 3 3 

42 

Resp_93 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_94 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_95 
5 3 3 3 3 3 3 3 3 3 3 3 3 5 

46 

Resp_96 
4 4 3 3 4 3 4 4 4 4 3 4 3 4 

51 

Resp_97 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_98 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

Resp_99 
5 4 4 4 4 4 4 4 4 4 4 4 4 5 

58 

Resp_100 
4 4 4 4 4 4 4 4 4 4 4 4 4 4 

56 

 

 

 



 

 

 

Variabel Kualitas Pelayanan 

RESPONDEN 

VARIABEL KUALITAS PELAYANAN (X3) 

SOAL ITEM     SKOR 
TOTAL KPL_1 KPL_2 KPL_3 KPL_4 KPL_5 KPL_6 KPL_7 KPL_8 KP_9 KP_10 

Resp_1 
5 5 5 5 5 5 5 5 5 5 50 

Resp_2 2 2 2 2 2 2 2 2 2 2 20 

Resp_3 
5 5 5 5 5 5 5 5 5 5 50 

Resp_4 
5 5 5 5 5 5 5 5 5 5 50 

Resp_5 
5 5 5 5 5 5 5 5 5 5 50 

Resp_6 2 2 2 2 2 2 2 2 2 2 20 

Resp_7 
2 2 2 2 2 2 2 2 2 2 20 

Resp_8 
5 5 5 5 5 5 5 5 5 5 50 

Resp_9 
5 5 5 5 5 5 5 5 5 5 50 

Resp_10 4 4 4 4 4 4 4 4 4 4 40 

Resp_11 
2 4 2 2 4 2 2 2 4 4 28 

Resp_12 
5 5 5 5 5 5 5 5 5 5 50 

Resp_13 
2 4 2 2 2 2 3 2 4 2 25 

Resp_14 5 5 4 4 4 4 5 4 5 4 44 

Resp_15 
4 4 4 4 4 4 4 4 4 4 40 

Resp_16 
3 3 3 3 3 3 3 3 3 3 30 

Resp_17 
4 4 4 4 3 4 4 4 4 3 38 

Resp_18 4 4 4 4 4 4 4 4 4 4 40 

Resp_19 
3 3 3 3 3 3 3 3 3 3 30 

Resp_20 
4 4 4 4 4 4 4 4 4 4 40 

Resp_21 
3 3 3 3 3 3 3 3 3 3 30 

Resp_22 4 4 3 3 3 3 4 3 4 3 34 

Resp_23 
3 3 3 4 4 3 3 4 3 4 34 

Resp_24 
4 4 4 4 4 4 4 4 4 4 40 



 
 

 
 

Resp_25 
4 4 4 4 4 4 4 4 4 4 40 

Resp_26 
2 2 2 3 2 2 4 3 2 2 24 

Resp_27 
4 4 4 4 4 2 4 4 4 4 38 

Resp_28 3 3 3 3 3 3 3 3 3 3 30 

Resp_29 
3 3 3 4 3 3 3 4 3 3 32 

Resp_30 
4 4 4 4 4 4 4 4 4 4 40 

Resp_31 
5 5 4 4 4 4 5 4 5 4 44 

Resp_32 3 3 4 3 3 4 3 3 3 3 32 

Resp_33 
3 3 3 4 4 3 3 4 3 4 34 

Resp_34 
4 4 3 4 4 3 4 4 4 4 38 

Resp_35 
4 4 4 4 4 4 4 4 4 4 40 

Resp_36 4 4 4 4 4 4 4 4 4 4 40 

Resp_37 
2 2 2 3 2 2 4 3 2 2 24 

Resp_38 
4 4 4 4 4 2 4 4 4 4 38 

Resp_39 
3 3 3 3 3 3 3 3 3 3 30 

Resp_40 3 3 3 4 3 3 3 4 3 3 32 

Resp_41 
5 5 4 4 4 4 5 4 5 4 44 

Resp_42 
3 3 4 3 3 4 3 3 3 3 32 

Resp_43 
4 4 4 4 4 4 4 4 4 4 40 

Resp_44 4 4 4 4 4 4 4 4 4 4 40 

Resp_45 
4 4 3 4 4 3 4 4 4 4 38 

Resp_46 
4 4 4 4 4 4 4 4 4 4 40 

Resp_47 
4 4 4 4 4 4 4 4 4 4 40 

Resp_48 4 4 3 4 3 3 4 4 4 3 36 

Resp_49 
4 4 3 3 3 3 4 3 4 3 34 

Resp_50 
3 3 3 4 4 3 3 4 3 4 34 

Resp_51 
4 4 3 4 4 3 4 4 4 4 38 

Resp_52 4 4 4 4 4 4 4 4 4 4 40 

Resp_53 
4 4 4 4 4 4 4 4 4 4 40 

Resp_54 
2 2 2 3 2 2 4 3 2 2 24 

Resp_55 
4 4 4 4 4 2 4 4 4 4 38 



 

Resp_56 3 3 3 3 3 3 3 3 3 3 30 

Resp_57 
3 3 3 4 3 3 3 4 3 3 32 

Resp_58 
4 4 4 4 4 4 4 4 4 4 40 

Resp_59 
5 5 4 4 4 4 5 4 5 4 44 

Resp_60 3 3 4 3 3 4 3 3 3 3 32 

Resp_61 
3 3 3 4 4 3 3 4 3 4 34 

Resp_62 
4 4 3 4 4 3 4 4 4 4 38 

Resp_63 
4 4 4 4 4 4 4 4 4 4 40 

Resp_64 4 4 4 4 4 4 4 4 4 4 40 

Resp_65 
2 2 2 3 2 2 4 3 2 2 24 

Resp_66 
4 4 4 4 4 2 4 4 4 4 38 

Resp_67 
3 3 3 3 3 3 3 3 3 3 30 

Resp_68 3 3 3 4 3 3 3 4 3 3 32 

Resp_69 
3 3 3 3 3 3 3 3 3 3 30 

Resp_70 
4 4 3 4 3 3 4 4 4 3 36 

Resp_71 
4 4 3 3 3 3 4 3 4 3 34 

Resp_72 3 3 3 4 4 3 3 4 3 4 34 

Resp_73 
4 4 3 4 4 3 4 4 4 4 38 

Resp_74 
4 4 4 4 4 4 4 4 4 4 40 

Resp_75 
4 4 4 4 4 4 4 4 4 4 40 

Resp_76 2 2 2 3 2 2 4 3 2 2 24 

Resp_77 
4 4 4 4 4 2 4 4 4 4 38 

Resp_78 
3 3 3 3 3 3 3 3 3 3 30 

Resp_79 
3 3 3 4 3 3 3 4 3 3 32 

Resp_80 4 4 4 4 4 4 4 4 4 4 40 

Resp_81 
5 3 3 3 3 3 3 3 3 3 32 

Resp_82 
5 4 3 3 3 3 4 3 4 3 35 

Resp_83 
3 3 3 4 4 3 3 4 3 4 34 

Resp_84 4 4 4 4 4 4 4 4 4 4 40 

Resp_85 
5 4 4 4 4 4 4 4 4 4 41 

Resp_86 
5 2 2 3 2 2 4 3 2 2 27 

Resp_87 
4 4 4 4 4 2 4 4 4 4 38 



 
 

 
 

Resp_88 
5 3 3 3 3 3 3 3 3 3 32 

Resp_89 
3 3 3 4 3 3 3 4 3 3 32 

Resp_90 
4 4 4 4 4 4 4 4 4 4 40 

Resp_91 5 5 4 4 4 4 5 4 5 4 44 

Resp_92 
3 3 4 3 3 4 3 3 3 3 32 

Resp_93 
3 3 3 4 4 3 3 4 3 4 34 

Resp_94 
4 4 3 4 4 3 4 4 4 4 38 

Resp_95 5 4 5 5 4 4 4 4 4 4 43 

Resp_96 
5 4 4 5 4 4 4 4 4 4 42 

Resp_97 
5 2 5 3 2 2 4 3 2 2 30 

Resp_98 
4 4 5 5 4 2 4 5 4 4 41 

Resp_99 3 3 5 5 3 3 3 5 3 3 36 

Resp_100 
3 3 5 4 5 3 3 4 3 5 38 

 

Variabel Kepuasan Pelanggan 

RESPONDEN 

VARIABEL KEPUASAN PELANGGAN (Y) 

SOAL ITEM     SKOR 
TOTAL Y1 Y2 Y3 Y4 Y5 Y6 Y7 Y8 

Resp_1 5 5 5 5 5 5 5 5 40 

Resp_2 5 5 5 5 5 5 5 5 40 

Resp_3 3 3 3 4 4 3 4 4 28 

Resp_4 4 4 2 4 4 3 2 4 27 

Resp_5 4 4 4 4 4 4 4 4 32 

Resp_6 4 4 4 4 4 4 4 4 32 

Resp_7 4 2 4 4 2 2 4 3 25 

Resp_8 5 5 5 5 5 5 5 5 40 

Resp_9 5 5 5 5 5 5 5 5 40 

Resp_10 4 5 4 5 4 5 5 4 36 

Resp_11 2 2 4 2 2 2 3 4 21 

Resp_12 5 5 5 5 5 5 5 5 40 



 

Resp_13 2 4 2 2 4 2 4 2 22 

Resp_14 2 2 3 4 4 4 4 4 27 

Resp_15 4 4 4 4 4 4 4 4 32 

Resp_16 2 2 2 3 2 2 3 3 19 

Resp_17 3 3 3 3 3 3 3 3 24 

Resp_18 3 3 3 4 3 3 4 4 27 

Resp_19 4 4 4 4 4 4 4 4 32 

Resp_20 5 5 4 4 4 4 5 4 35 

Resp_21 3 3 4 3 3 4 3 3 26 

Resp_22 4 4 4 4 4 4 4 4 32 

Resp_23 4 4 4 4 4 4 4 4 32 

Resp_24 5 5 4 4 4 4 5 4 35 

Resp_25 4 4 4 4 4 4 4 4 32 

Resp_26 3 3 3 3 3 3 3 3 24 

Resp_27 4 4 4 4 3 4 4 4 31 

Resp_28 4 4 4 4 4 4 4 4 32 

Resp_29 3 3 3 3 3 3 3 3 24 

Resp_30 4 4 3 4 3 3 4 4 29 

Resp_31 4 4 3 3 3 3 4 3 27 

Resp_32 3 3 3 4 4 3 3 4 27 

Resp_33 4 4 3 4 4 3 4 4 30 

Resp_34 4 4 4 4 4 4 4 4 32 

Resp_35 4 4 4 4 4 4 4 4 32 

Resp_36 2 2 2 3 2 2 4 3 20 

Resp_37 4 4 4 4 4 2 4 4 30 

Resp_38 3 3 3 3 3 3 3 3 24 

Resp_39 3 3 3 4 3 3 3 4 26 

Resp_40 4 4 4 4 4 4 4 4 32 

Resp_41 5 5 4 4 4 4 5 4 35 

Resp_42 3 3 4 3 3 4 3 3 26 

Resp_43 3 3 3 4 4 3 3 4 27 

Resp_44 4 4 3 4 4 3 4 4 30 



 
 

 
 

Resp_45 4 4 4 4 4 4 4 4 32 

Resp_46 4 4 4 4 4 4 4 4 32 

Resp_47 5 4 5 5 4 4 4 5 36 

Resp_48 4 4 4 4 4 2 4 4 30 

Resp_49 4 4 4 4 4 4 4 4 32 

Resp_50 5 5 4 4 4 4 5 4 35 

Resp_51 3 3 4 3 3 4 3 3 26 

Resp_52 4 4 4 4 4 4 4 4 32 

Resp_53 4 4 4 4 4 4 4 4 32 

Resp_54 3 3 3 4 4 3 3 4 27 

Resp_55 4 4 3 4 4 3 4 4 30 

Resp_56 4 4 4 4 4 4 4 4 32 

Resp_57 4 4 4 4 4 4 4 4 32 

Resp_58 4 4 3 4 3 3 4 4 29 

Resp_59 4 4 3 3 3 3 4 3 27 

Resp_60 3 3 3 4 4 3 3 4 27 

Resp_61 4 4 3 4 4 3 4 4 30 

Resp_62 4 4 4 4 4 4 4 4 32 

Resp_63 4 4 4 4 4 4 4 4 32 

Resp_64 2 2 2 3 2 2 4 3 20 

Resp_65 4 4 4 4 4 2 4 4 30 

Resp_66 3 3 3 3 3 3 3 3 24 

Resp_67 3 3 3 4 3 3 3 4 26 

Resp_68 4 4 4 4 4 4 4 4 32 

Resp_69 5 5 4 4 4 4 5 4 35 

Resp_70 3 3 4 3 3 4 3 3 26 

Resp_71 3 3 3 4 4 3 3 4 27 

Resp_72 4 4 3 4 4 3 4 4 30 

Resp_73 4 4 4 4 4 4 4 4 32 

Resp_74 4 4 4 4 4 4 4 4 32 

Resp_75 2 2 2 3 2 2 4 3 20 



 

Resp_76 4 4 4 4 4 2 4 4 30 

Resp_77 3 3 3 3 3 3 3 3 24 

Resp_78 3 3 3 4 3 3 3 4 26 

Resp_79 3 3 3 3 3 3 3 3 24 

Resp_80 4 4 3 4 3 3 4 4 29 

Resp_81 5 2 2 3 2 2 4 3 23 

Resp_82 5 4 4 4 4 2 4 4 31 

Resp_83 3 3 3 3 3 3 3 3 24 

Resp_84 3 3 3 4 3 3 3 4 26 

Resp_85 4 4 4 4 4 4 4 4 32 

Resp_86 5 5 4 4 4 4 5 4 35 

Resp_87 5 3 4 3 3 4 3 3 28 

Resp_88 3 3 3 3 3 3 3 4 25 

Resp_89 4 4 3 4 4 3 4 4 30 

Resp_90 5 4 4 4 4 4 4 4 33 

Resp_91 4 4 4 4 4 4 4 4 32 

Resp_92 2 2 2 2 2 2 2 2 16 

Resp_93 4 4 5 5 4 2 4 4 32 

Resp_94 5 4 5 5 4 4 4 4 35 

Resp_95 5 5 5 4 4 4 5 4 36 

Resp_96 3 5 5 5 3 4 3 3 31 

Resp_97 5 5 4 5 4 4 4 4 35 

Resp_98 4 4 4 5 4 4 4 4 33 

Resp_99 5 5 5 5 5 5 5 5 40 

Resp_100 5 5 5 5 5 5 5 5 40 

 

 

 

 

 



 
 

 
 

Lampiran 3 : Hasil Pengujian Data Penelitian 
 
LAMPIRAN KARAKTERISTIK RESPONDEN 
 

a. Berdasarkan Jenis Kelamin 
 

JENIS KELAMIN 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid Lakilaki 40 40.0 40.0 40.0 

perempua
n 

60 60.0 60.0 100.0 

Total 100 100.0 100.0  

 
b. Berdasarkan Usia 

USIA 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 18 s/d 30 
tahun 

30 30.0 30.0 30.0 

31 s/d 40 41 41.0 41.0 71.0 

41 s/d 50 
tahun 

15 15.0 15.0 86.0 

> 50 tahun 14 14.0 14.0 100.0 

Total 100 100.0 100.0  

 

 
 
 
 
 
 
 



 

c.  Berdasarkan Pendidikan 
 

PENDIDIKAN 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid smp 5 5.0 5.0 5.0 

SMA 76 76.0 76.0 81.0 

S1 15 15.0 15.0 96.0 

S2 4 4.0 4.0 100.0 

Total 100 100.0 100.0  

 
d.  Berdasarkan Pekerjaan 
 

JENIS PEKERJAAN 

 Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid MAHASISWA 11 11.0 11.0 11.0 

KARYAWAN 27 27.0 27.0 38.0 

WIRASWAST
A 

57 57.0 57.0 95.0 

pns 5 5.0 5.0 100.0 

Total 100 100.0 100.0  

 
 
 

 
 

 
 
 
 
 
 
 

 



 
 

 
 

LAMPIRAN  FREKUENSI  JAWABAN  RESPONDEN 
 

a. Variabel   Harga  
 

H_1 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 9 9.0 9.0 9.0 

3.00 27 27.0 27.0 36.0 

4.00 46 46.0 46.0 82.0 

5.00 18 18.0 18.0 100.0 

Total 100 100.0 100.0  

 
H_2 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 10 10.0 10.0 10.0 

3.00 26 26.0 26.0 36.0 

4.00 53 53.0 53.0 89.0 

5.00 11 11.0 11.0 100.0 

Total 100 100.0 100.0  

 
H_3 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 11 11.0 11.0 11.0 

3.00 35 35.0 35.0 46.0 

4.00 47 47.0 47.0 93.0 

5.00 7 7.0 7.0 100.0 

Total 100 100.0 100.0  

 
 
 
 



 

 
H_4 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 8 8.0 8.0 8.0 

3.00 19 19.0 19.0 27.0 

4.00 64 64.0 64.0 91.0 

5.00 9 9.0 9.0 100.0 

Total 100 100.0 100.0  

 
H_5 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 11 11.0 11.0 11.0 

3.00 28 28.0 28.0 39.0 

4.00 53 53.0 53.0 92.0 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
H_6 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 15 15.0 15.0 15.0 

3.00 34 34.0 34.0 49.0 

4.00 43 43.0 43.0 92.0 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
 
 
 
 
 
 
 



 
 

 
 

 
H_7 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 7 7.0 7.0 7.0 

3.00 28 28.0 28.0 35.0 

4.00 52 52.0 52.0 87.0 

5.00 13 13.0 13.0 100.0 

Total 100 100.0 100.0  

 
H_8 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 7 7.0 7.0 7.0 

3.00 38 38.0 38.0 45.0 

4.00 47 47.0 47.0 92.0 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
 

b. Variabel   Kualitas produk 
 

KP_1 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 3 3.0 3.0 3.0 

2.00 7 7.0 7.0 10.0 

3.00 21 21.0 21.0 31.0 

4.00 50 50.0 50.0 81.0 

5.00 19 19.0 19.0 100.0 

Total 100 100.0 100.0  

 



 

 
 
 
 

KP_2 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 3 3.0 3.0 3.0 

2.00 7 7.0 7.0 10.0 

3.00 22 22.0 22.0 32.0 

4.00 53 53.0 53.0 85.0 

5.00 15 15.0 15.0 100.0 

Total 100 100.0 100.0  

 
KP_3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1.00 4 4.0 4.0 4.0 

2.00 6 6.0 6.0 10.0 

3.00 30 30.0 30.0 40.0 

4.00 51 51.0 51.0 91.0 

5.00 9 9.0 9.0 100.0 

Total 100 100.0 100.0  

 
KP_4 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 2 2.0 2.0 2.0 

2.00 7 7.0 7.0 9.0 

3.00 31 31.0 31.0 40.0 

4.00 50 50.0 50.0 90.0 

5.00 10 10.0 10.0 100.0 

Total 100 100.0 100.0  

 
 



 
 

 
 

KP_5 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 3 3.0 3.0 3.0 

2.00 8 8.0 8.0 11.0 

3.00 21 21.0 21.0 32.0 

4.00 54 54.0 54.0 86.0 

5.00 14 14.0 14.0 100.0 

Total 100 100.0 100.0  

 
KP_6 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 2 2.0 2.0 2.0 

2.00 7 7.0 7.0 9.0 

3.00 32 32.0 32.0 41.0 

4.00 51 51.0 51.0 92.0 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
KP_7 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 2 2.0 2.0 2.0 

2.00 8 8.0 8.0 10.0 

3.00 20 20.0 20.0 30.0 

4.00 55 55.0 55.0 85.0 

5.00 15 15.0 15.0 100.0 

Total 100 100.0 100.0  

 
 
 
 
 



 

 
KP_8 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 3 3.0 3.0 3.0 

2.00 6 6.0 6.0 9.0 

3.00 22 22.0 22.0 31.0 

4.00 53 53.0 53.0 84.0 

5.00 16 16.0 16.0 100.0 

Total 100 100.0 100.0  

 
KP_9 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 4 4.0 4.0 4.0 

2.00 7 7.0 7.0 11.0 

3.00 20 20.0 20.0 31.0 

4.00 55 55.0 55.0 86.0 

5.00 14 14.0 14.0 100.0 

Total 100 100.0 100.0  

 
KP_10 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 1 1.0 1.0 1.0 

2.00 8 8.0 8.0 9.0 

3.00 22 22.0 22.0 31.0 

4.00 54 54.0 54.0 85.0 

5.00 15 15.0 15.0 100.0 

Total 100 100.0 100.0  

 
 
 
 
 



 
 

 
 

 
KP_11 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 3 3.0 3.0 3.0 

2.00 8 8.0 8.0 11.0 

3.00 30 30.0 30.0 41.0 

4.00 48 48.0 48.0 89.0 

5.00 11 11.0 11.0 100.0 

Total 100 100.0 100.0  

 
KP_12 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 2 2.0 2.0 2.0 

2.00 7 7.0 7.0 9.0 

3.00 21 21.0 21.0 30.0 

4.00 55 55.0 55.0 85.0 

5.00 15 15.0 15.0 100.0 

Total 100 100.0 100.0  

 
KP_13 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 3 3.0 3.0 3.0 

2.00 7 7.0 7.0 10.0 

3.00 29 29.0 29.0 39.0 

4.00 52 52.0 52.0 91.0 

5.00 9 9.0 9.0 100.0 

Total 100 100.0 100.0  

 



 

 
 
 
 
 

KP_14 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1.00 4 4.0 4.0 4.0 

2.00 6 6.0 6.0 10.0 

3.00 20 20.0 20.0 30.0 

4.00 48 48.0 48.0 78.0 

5.00 22 22.0 22.0 100.0 

Total 100 100.0 100.0  

 
c. Variabel   Kualitas Pelayanan 

 
KPL_1 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 10 10.0 10.0 10.0 

3.00 28 28.0 28.0 38.0 

4.00 42 42.0 42.0 80.0 

5.00 20 20.0 20.0 100.0 

Total 100 100.0 100.0  

 
KPL_2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2.00 10 10.0 10.0 10.0 

3.00 30 30.0 30.0 40.0 

4.00 48 48.0 48.0 88.0 

5.00 12 12.0 12.0 100.0 

Total 100 100.0 100.0  

 



 
 

 
 

 
KPL_3 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 11 11.0 11.0 11.0 

3.00 36 36.0 36.0 47.0 

4.00 41 41.0 41.0 88.0 

5.00 12 12.0 12.0 100.0 

Total 100 100.0 100.0  

 
KPL_4 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 5 5.0 5.0 5.0 

3.00 26 26.0 26.0 31.0 

4.00 58 58.0 58.0 89.0 

5.00 11 11.0 11.0 100.0 

Total 100 100.0 100.0  

 
KPL_5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2.00 11 11.0 11.0 11.0 

3.00 29 29.0 29.0 40.0 

4.00 52 52.0 52.0 92.0 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
 
 
 
 
 
 



 

 
KPL_6 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 19 19.0 19.0 19.0 

3.00 38 38.0 38.0 57.0 

4.00 36 36.0 36.0 93.0 

5.00 7 7.0 7.0 100.0 

Total 100 100.0 100.0  

 
KPL_7 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 4 4.0 4.0 4.0 

3.00 31 31.0 31.0 35.0 

4.00 53 53.0 53.0 88.0 

5.00 12 12.0 12.0 100.0 

Total 100 100.0 100.0  

 
KPL_8 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 5 5.0 5.0 5.0 

3.00 26 26.0 26.0 31.0 

4.00 60 60.0 60.0 91.0 

5.00 9 9.0 9.0 100.0 

Total 100 100.0 100.0  

KPL_9 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 10 10.0 10.0 10.0 

3.00 30 30.0 30.0 40.0 

4.00 48 48.0 48.0 88.0 

5.00 12 12.0 12.0 100.0 



 
 

 
 

Total 100 100.0 100.0  

 
 

KPL_10 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 11 11.0 11.0 11.0 

3.00 29 29.0 29.0 40.0 

4.00 52 52.0 52.0 92.0 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
d. Variabel   Kepuasan Pelanggan  

 
Y_1 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 8 8.0 8.0 8.0 

3.00 25 25.0 25.0 33.0 

4.00 46 46.0 46.0 79.0 

5.00 21 21.0 21.0 100.0 

Total 100 100.0 100.0  

 
Y_2 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 9 9.0 9.0 9.0 

3.00 25 25.0 25.0 34.0 

4.00 49 49.0 49.0 83.0 

5.00 17 17.0 17.0 100.0 

Total 100 100.0 100.0  

 
 
 



 

 
 

Y_3 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 8 8.0 8.0 8.0 

3.00 32 32.0 32.0 40.0 

4.00 48 48.0 48.0 88.0 

5.00 12 12.0 12.0 100.0 

Total 100 100.0 100.0  

 
Y_4 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 3 3.0 3.0 3.0 

3.00 21 21.0 21.0 24.0 

4.00 62 62.0 62.0 86.0 

5.00 14 14.0 14.0 100.0 

Total 100 100.0 100.0  

 
Y_5 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 8 8.0 8.0 8.0 

3.00 26 26.0 26.0 34.0 

4.00 59 59.0 59.0 93.0 

5.00 7 7.0 7.0 100.0 

Total 100 100.0 100.0  

Y_6 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 15 15.0 15.0 15.0 

3.00 32 32.0 32.0 47.0 

4.00 45 45.0 45.0 92.0 



 
 

 
 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
Y_7 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2.00 2 2.0 2.0 2.0 

3.00 26 26.0 26.0 28.0 

4.00 57 57.0 57.0 85.0 

5.00 15 15.0 15.0 100.0 

Total 100 100.0 100.0  

 
 

Y_8 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2.00 2 2.0 2.0 2.0 

3.00 22 22.0 22.0 24.0 

4.00 68 68.0 68.0 92.0 

5.00 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
 
 
 
 
 
 
 
 
 
 

 
 



 
LAMPIRAN UJI VALIDITAS 

a. Variabel   Harga  

 
Correlations 

 H_1 H_2 H_3 H_4 H_5 H_6 H_7 H_8 H_TOTAL 

H_1 Pearson 
Correlation 

1 .790** .738** .782** .703** .719** .870** .758** .903** 

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

N 100 100 100 100 100 100 100 100 100 

H_2 Pearson 
Correlation 

.790** 1 .772** .646** .729** .627** .796** .649** .853** 

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

N 100 100 100 100 100 100 100 100 100 

H_3 Pearson 
Correlation 

.738** .772** 1 .719** .827** .792** .748** .901** .919** 

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

N 100 100 100 100 100 100 100 100 100 

H_4 Pearson 
Correlation 

.782** .646** .719** 1 .800** .708** .765** .771** .874** 

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

N 100 100 100 100 100 100 100 100 100 

H_5 Pearson 
Correlation 

.703** .729** .827** .800** 1 .640** .697** .711** .863** 

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

N 100 100 100 100 100 100 100 100 100 



 
 

 
 

H_6 Pearson 
Correlation 

.719** .627** .792** .708** .640** 1 .669** .795** .845** 

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

N 100 100 100 100 100 100 100 100 100 

H_7 Pearson 
Correlation 

.870** .796** .748** .765** .697** .669** 1 .804** .899** 

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

N 100 100 100 100 100 100 100 100 100 

H_8 Pearson 
Correlation 

.758** .649** .901** .771** .711** .795** .804** 1 .902** 

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

N 100 100 100 100 100 100 100 100 100 

H_TOT
AL 

Pearson 
Correlation 

.903** .853** .919** .874** .863** .845** .899** .902** 1 

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

N 100 100 100 100 100 100 100 100 100 

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

 
 
 
 
 
 



 
 
 

b. Variabel   Kualitas produk 
Correlations 

 KP_1 KP_2 KP_3 KP_4 KP_5 KP_6 KP_7 KP_8 KP_9 KP_10 KP_11 KP_12 KP_13 KP_14 
KP_T
OTAL 

KP_1 Pearson 
Correlation 

1 .891** .810** .770** .916** .780** .906** .895** .906** .887** .804** .899** .790** .975** .926** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_2 Pearson 
Correlation 

.891** 1 .835** .835** .976** .858** .933** .958** .965** .952** .865** .964** .828** .918** .966** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_3 Pearson 
Correlation 

.810** .835** 1 .962** .845** .941** .855** .871** .825** .832** .956** .835** .961** .836** .932** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_4 Pearson 
Correlation 

.770** .835** .962** 1 .807** .964** .839** .844** .827** .811** .956** .830** .973** .799** .920** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_5 Pearson 
Correlation 

.916** .976** .845** .807** 1 .842** .934** .959** .954** .967** .863** .953** .826** .920** .965** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_6 Pearson 
Correlation 

.780** .858** .941** .964** .842** 1 .822** .842** .836** .821** .964** .841** .966** .799** .925** 



 
 

 
 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_7 Pearson 
Correlation 

.906** .933** .855** .839** .934** .822** 1 .950** .949** .941** .848** .968** .846** .910** .960** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_8 Pearson 
Correlation 

.895** .958** .871** .844** .959** .842** .950** 1 .925** .970** .839** .956** .838** .910** .964** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_9 Pearson 
Correlation 

.906** .965** .825** .827** .954** .836** .949** .925** 1 .919** .867** .956** .844** .920** .960** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_10 Pearson 
Correlation 

.887** .952** .832** .811** .967** .821** .941** .970** .919** 1 .825** .946** .807** .893** .950** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_11 Pearson 
Correlation 

.804** .865** .956** .956** .863** .964** .848** .839** .867** .825** 1 .855** .956** .828** .937** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_12 Pearson 
Correlation 

.899** .964** .835** .830** .953** .841** .968** .956** .956** .946** .855** 1 .826** .904** .963** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 



 
KP_13 Pearson 

Correlation 
.790** .828** .961** .973** .826** .966** .846** .838** .844** .807** .956** .826** 1 .817** .925** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_14 Pearson 
Correlation 

.975** .918** .836** .799** .920** .799** .910** .910** .920** .893** .828** .904** .817** 1 .941** 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

KP_T
OTAL 

Pearson 
Correlation 

.926** .966** .932** .920** .965** .925** .960** .964** .960** .950** .937** .963** .925** .941** 1 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

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

 
c. Variabel  Kualitas Pelayanan 

 
Correlations 

 
KPL_

1 
KPL_

2 
KPL_

3 KPL_4 KPL_5 KPL_6 KPL_7 KPL_8 KPL_9 KPL_10 KPL_TOTAL 

KPL_
1 

Pearson 
Correlation 

1 .752** .678** .611** .607** .583** .752** .589** .752** .607** .818** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
2 

Pearson 
Correlation 

.752** 1 .658** .640** .795** .664** .740** .647** 1.000** .795** .905** 

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



 
 

 
 

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
3 

Pearson 
Correlation 

.678** .658** 1 .742** .725** .683** .571** .732** .658** .725** .842** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
4 

Pearson 
Correlation 

.611** .640** .742** 1 .786** .586** .630** .981** .640** .786** .857** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
5 

Pearson 
Correlation 

.607** .795** .725** .786** 1 .654** .535** .795** .795** 1.000** .899** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
6 

Pearson 
Correlation 

.583** .664** .683** .586** .654** 1 .525** .581** .664** .654** .778** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
7 

Pearson 
Correlation 

.752** .740** .571** .630** .535** .525** 1 .638** .740** .535** .778** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
8 

Pearson 
Correlation 

.589** .647** .732** .981** .795** .581** .638** 1 .647** .795** .857** 

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



 
N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
9 

Pearson 
Correlation 

.752** 
1.000*

* 
.658** .640** .795** .664** .740** .647** 1 .795** .905** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
10 

Pearson 
Correlation 

.607** .795** .725** .786** 1.000** .654** .535** .795** .795** 1 .899** 

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

N 100 100 100 100 100 100 100 100 100 100 100 

KPL_
TOT
AL 

Pearson 
Correlation 

.818** .905** .842** .857** .899** .778** .778** .857** .905** .899** 1 

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

N 100 100 100 100 100 100 100 100 100 100 100 

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

 

d. Variabel   Kepuasan Kerja  
 

Correlations 

 Y_1 Y_2 Y_3 Y_4 Y_5 Y_6 Y_7 Y_8 Y_TOTAL 

Y_1 Pearson 
Correlation 

1 .796** .671** .646** .640** .555** .697** .619** .853** 

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

N 100 100 100 100 100 100 100 100 100 

Y_2 Pearson 
Correlation 

.796** 1 .681** .680** .781** .647** .712** .609** .896** 



 
 

 
 

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

N 100 100 100 100 100 100 100 100 100 

Y_3 Pearson 
Correlation 

.671** .681** 1 .661** .631** .697** .545** .609** .832** 

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

N 100 100 100 100 100 100 100 100 100 

Y_4 Pearson 
Correlation 

.646** .680** .661** 1 .725** .564** .566** .823** .839** 

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

N 100 100 100 100 100 100 100 100 100 

Y_5 Pearson 
Correlation 

.640** .781** .631** .725** 1 .640** .579** .764** .861** 

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

N 100 100 100 100 100 100 100 100 100 

Y_6 Pearson 
Correlation 

.555** .647** .697** .564** .640** 1 .485** .550** .782** 

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

N 100 100 100 100 100 100 100 100 100 

Y_7 Pearson 
Correlation 

.697** .712** .545** .566** .579** .485** 1 .578** .772** 

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

N 100 100 100 100 100 100 100 100 100 

Y_8 Pearson 
Correlation 

.619** .609** .609** .823** .764** .550** .578** 1 .816** 



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

N 100 100 100 100 100 100 100 100 100 

Y_TO
TAL 

Pearson 
Correlation 

.853** .896** .832** .839** .861** .782** .772** .816** 1 

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

N 100 100 100 100 100 100 100 100 100 

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



 
 

LAMPIRAN  UJI  RELIABILITAS 

 
a. Variabel   Harga  

 
Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

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

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.959 8 

 
b. Variabel   Kualitas produk 

 
Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

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

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.991 14 

 
 
 



 

 
c. Variabel   Kualitas Pelayanan 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

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

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.958 10 

 
d. Variabel   Kepuasan Pelanggan  

 
Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

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

Reliability Statistics 

Cronbach's 
Alpha N of Items 

.934 8 

 
 
 
 

 
 



 
 

 
 

 
LAMPIRAN UJI ASUMSI KLASIK 

a. Uji Normalitas 
 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardized 

Residual 

N 100 

Normal Parameters
a,b

 Mean .0000000 

Std. Deviation 4.55671815 

Most Extreme Differences Absolute .076 

Positive .029 

Negative -.076 

Test Statistic .076 

Asymp. Sig. (2-tailed) .160
c
 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

 



 

b. Uji Multikoloieritas 

Coefficients
a
 

Model 

Collinearity Statistics 

Tolerance VIF 

1 Harga .982 1.018 

Kualitas Produk .965 1.036 

Kualitas Pelayanan .950 1.053 

a. Dependent Variable: Kepuasan Pelanggan 

 
c. Uji Autokorelasi 

Model Summary
b
 

Model Durbin-Watson 

1 1.805
a
 

a. Predictors: (Constant), 

Kualitas Pelayanan, Harga, 

Kualitas Produk 

b. Dependent Variable: 

Kepuasan Pelanggan 

 
 
 
 
 
 

 
 
 
 
 
 
 



 
 

 
 

d. Uji Heterokedastisitas 

 
 
LAMPIRAN ANALISIS REGRESI LINIER BERGANDA 

Model Summaryb 

Model R R Square 
Adjusted R 

Square 
Std. Error of 
the Estimate 

1 .425a .180 .155 4.62737 

a. Predictors: (Constant), Kualitas Pelayanan, Harga, Kualitas 
Produk 
b. Dependent Variable: Kepuasan Pelanggan 
 
 
 
 
 
 
 
 
 



 

ANOVAa 

Model 
Sum of 
Squares df 

Mean 
Square F Sig. 

1 Regressio
n 

452.506 3 150.835 7.044 .000b 

Residual 2055.604 96 21.413   

Total 2508.110 99    

a. Dependent Variable: Kepuasan Pelanggan 

b. Predictors: (Constant), Kualitas Pelayanan, Harga, Kualitas Produk 

 
Coefficientsa 

Model 

Unstandardized 
Coefficients 

Standardiz
ed 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 25.375 4.536  5.594 .000 

Harga -.239 .084 -.267 -2.860 .005 

Kualitas 
Produk 

.084 .040 .197 2.096 .039 

Kualitas 
Pelayanan 

.196 .070 .265 2.797 .006 

a. Dependent Variable: Kepuasan Pelanggan 

 
 
 
 
 

 
 
 
 
 
 
 



 
 

 



 

 



 
 





 
 

 
 
 



 

 
 
 
 



 
 

 
 

 
 



 

 
 
 



 
 

 
 

Lampiran 7 : Surat Keterangan Perizinan Perusahaan 
 

Surat Keterangan Perizinan Perusahaan 
 

 
 



 

 

 
 

 

 

Lampiran 8 : Surat Pernyataan Bebas Plagiat 



 
 

 
 

 

 



 

 


