
 





 
 

LAMPIRAN 1 : Surat Keterangan Izin Penelitian  

 



 
 

 

  



 
 

 
 

LAMPIRAN 2 : Kuisioner 

Kepada  

Bapak / Ibu yang terhormat 

Saya adalah mahasiswa program studi manajemen, 

Universitas PGRI AdiBuana Surabaya yang sedang melakukan 

penelitian pada layanan bus Sinar Mandiri Jurusan Surabaya-

Semarang dengan judul “Pengaruh Customer Value terhadap 

Customer Satisfaction dengan Customer Experience sebagai Variabel 

Intervening”. Untuk menyelesaikan tugas akhir ini, saya 

melakukan penyebaran kuisioner secara bertahap. Oleh karena 

itu, peneliti mengharapkan bantuan kerjasama dan meluangkan 

waktunya untuk berpartisipasi dalam pengisian kuisioner ini. 

Tujuannya, untuk kepentingan akademis dalam upaya 

penyelesaian skripsi.  

Atas perhatian bapak/ibu dalam pengisian kuisioner ini, saya 

mengucapkan terima kasih.    

 

 

Hormat saya 

 

Muhamad Ramadhan 

 

 



 
 

 

DATA RESPONDEN :  

 Sebelum menjawab pertanyaan dalam kuisioner ini, 

mohon Saudara mengisi data berikut terlebih dahulu. (Jawaban 

yang saudara berikan, akan diperlakukan secara rahasia). Isilah 

sesuai dengan kriteria jawaban saudara. 

 

 

 

 

 

Petunjuk Pengisian  

Silahkan anda pilih jawaban yang menurut anda paling sesuai 

dengan kondisi yang ada dengan memberikan Silang / Centang 

(X / √) pada pilihan jawaban yang tersedia.  

Keterangan :  

SS: Sangat Setuju (5) S: Setuju (4) KS: Kurang Setuju (3) 

TS: Tidak Setuju (2)        STS: Sangat Tidak Setuju (1) 

 

 

 

 

Identitas Responden  

Nama Responden   :  

Usia    :  

Jenis Pekerjaan   :  

 



 
 

 
 

Customer Value  

No. 
PERNYATAAN SS S KS TS STS 

            Biaya (Cost) 

1 Tarif bus Sinar 

Mandiri jurusan 

Surabaya-Semarang 

sangat terjangkau   

     

2  Tarif bus Sinar 

Mandiri lebih murah 

daripada bus Patas   

     

            Nilai Pertukaran (Exchange Value)  

3 Sebagai penumpang 

bus, Nama bus Sinar 

Mandiri mudah di 

ingat 

     

4 Lebih tertarik memilih 

bus Sinar Mandiri 

karena mudah 

ditemukan dan cepat 

     

            Estetika  

5 Sangat nyaman dan 

aman saat 

menggunakan layanan 

bus Sinar Mandiri 

jurusan Surabaya – 

Semarang   

     

6 Crew bus Sinar 

Mandiri memberikan 

kenyamanan saat 

melayani berkendara 

     

            Fungsi secara relatif  



 
 

 

7 Fasilitas yang ada 

didalam bus Sinar 

Mandiri dapat 

digunakan dengan baik  

     

8 Secara umum, di 

dalam bus Sinar 

Mandiri terdapat 

fasilitas yang lumayan 

lengkap  

     

 

Customer Experience  

 

 Accessibility      

9 Bus Sinar Mandiri 

jurusan Surabaya-

Semarang dapat 

dijumpai di rute trayek 

Surabaya - Semarang 

     

10 Pemesanan tiket bus 

Sinar Mandiri jurusan 

Surabaya-Semarang, 

bisa dilakukan secara 

online 

     

           Competence 

11 PO. Sinar Mandiri 

memberikan pelayanan 

terbaik untuk 

konsumen, selain itu, 

memberikan armada 

bus yang baru dan 

berAC setiap tahunnya   

     



 
 

 
 

12 Bus Bumel Sinar 

Mandiri dengan tarif 

ekonomi yang 

terjangkau bagi 

konsumen dan 

memiliki fasilitas 

berupa seat, audio dan 

bagasi yang memadai  

 

     

           Customer Recognition 

13 Bus Sinar Mandiri dapat 

diketahui melalui warna 

hijaunya dan design bus 

yang khas 

     

14  Saat menggunakan 

layanan bus Sinar 

Mandiri, merasa aman, 

nyaman dan tepat waktu di 

tujuan  

     

           Helpfulness 

15 Merasa tidak mabuk saat 

menggunakan layanan bus 

Sinar Mandiri karena sopir 

tidak ugal-ugalan saat 

berkendara   

     

16 Saat menggunakan 

layanan bus Sinar 

Mandiri, merasa nyaman 

dan safety  

     

           Personalization 

17 Mendapat perlakuan 

pelayanan yang baik dari 

     



 
 

 

crew bus Sinar Mandiri  

18 Crew Sinar Mandiri 

membawakan barang 

bawaan penumpang dan 

menatanya di bagasi, 

penumpang di arahkan ke 

tempat duduk yang masih 

kosong   

     

           Problem solving 

19 Saat memberikan kritik 

untuk pelayanan yang 

tidak baik, crew bus sinar 

mandiri mengatasinya 

segera 

     

20 Bilamana bus mengalami 

masalah, teknisi segera 

memperbaiki bus agar bus 

tepat tujuan   

     

           Promise fulfillment 

21 Sinar Mandiri selalu 

memberikan pelayanan 

yang prima dan baik bagi 

setiap penumpang  

     

22 Berusaha mengantar 

penumpang sesuai tujuan 

dengan tempo waktu yang 

singkat   

     

Value For Time 

23 Memilih layanan bus Sinar 

Mandiri karena harga tiket 

murah dan tepat waktu 

     

24 Durasi waktu yang      



 
 

 
 

digunakan sopir bus Sinar 

Mandiri sesuai dengan 

jadwal trayek yang ada 

 

 

Customer Satisfaction  

          Overall Satisfaction 

25 Merasa puas saat 

menggunakan layanan bus 

Sinar Mandiri jurusan 

Surabaya-Semarang  

 

     

 

26 

Mendapatkan pelayanan 

yang sesuai dengan 

harapan yang ada  

     

           Confirmation Of Expectation 

27 Merasa tidak rugi saat 

menggunakan jasa layanan 

Bus Sinar Mandiri jurusan 

Surabaya-Semarang   

     

28 Mendapatkan perlakuan 

yang tak diharapkan saat 

menggunakan layanan bus 

Sinar Mandiri  

     

           Comparison To Ideal 

29 Sangat senang setelah 

menggunakan layanan bus 

Sinar Mandiri jurusan 

Surabaya-Semarang  

     

30 Menceritakan kembali, 

ketika terjadi kendala atau 

masalah saat perjalanan.   

     



 
 

 

LAMPIRAN 3 : Tabulasi Data 

Variabel X1 Nilai Pelanggan 

Responden NP1 NP2 NP3 NP4 NP5 NP6 NP7 NP8 Jumlah  

1 5 5 5 5 5 5 5 5 40 

2 5 5 5 5 5 5 5 5 40 

3 5 5 5 5 5 5 5 5 40 

4 5 5 5 5 5 5 5 5 40 

5 5 5 5 5 5 5 5 5 40 

6 4 4 5 4 4 4 4 4 33 

7 4 4 4 4 4 4 4 4 32 

8 4 4 4 4 4 4 4 4 32 

9 4 4 4 4 4 4 4 4 32 

10 3 4 3 3 3 3 5 5 29 

11 4 4 4 4 4 4 4 4 32 

12 4 4 4 4 4 4 4 4 32 

13 4 4 4 4 4 4 4 4 32 

14 4 4 4 4 4 4 4 4 32 

15 4 4 4 4 4 4 4 4 32 

16 5 5 5 5 5 5 5 5 40 

17 4 4 4 4 4 4 4 5 33 

18 4 4 4 4 4 4 4 4 32 

19 3 3 3 3 3 3 3 3 24 

20 4 4 4 4 4 4 4 4 32 

21 4 4 4 4 4 4 4 4 32 

22 3 3 3 3 3 3 3 3 24 

23 3 3 3 3 3 3 3 3 24 

24 4 4 4 4 4 4 4 4 32 



 
 

 
 

25 4 4 4 4 4 4 4 4 32 

26 3 3 5 3 3 3 3 3 26 

27 4 4 4 4 4 4 4 4 32 

28 3 3 3 3 3 3 3 4 25 

29 5 5 5 5 5 5 5 5 40 

30 3 5 4 3 3 3 3 3 27 

31 2 3 3 2 4 3 4 3 24 

32 4 4 4 4 3 4 2 3 28 

33 5 4 4 4 5 3 4 3 32 

34 4 3 4 3 3 4 4 3 28 

35 3 4 3 2 5 4 3 4 28 

36 2 3 4 4 3 4 2 5 27 

37 2 3 4 3 2 4 4 3 25 

38 4 4 4 5 3 3 4 4 31 

39 2 3 2 4 3 3 4 3 24 

40 4 5 4 4 5 3 3 5 33 

41 4 4 3 5 2 4 2 3 27 

42 3 4 3 2 4 5 3 1 25 

43 3 4 4 2 3 4 4 3 27 

44 4 4 4 4 4 4 4 4 32 

45 2 3 4 3 5 2 1 2 22 

46 3 3 5 5 4 2 3 4 29 

47 4 3 4 4 5 4 2 3 29 

48 4 4 4 4 5 5 4 4 34 

49 2 4 3 4 2 3 4 3 25 

50 2 4 4 3 4 3 5 4 29 

51 5 5 5 5 5 5 5 5 40 

52 5 5 5 5 5 5 5 5 40 

53 5 5 5 5 5 5 5 5 40 



 
 

 

54 5 5 5 5 5 5 5 5 40 

55 5 5 5 5 5 5 5 5 40 

56 4 4 5 4 4 4 4 4 33 

57 4 4 4 4 4 4 4 4 32 

58 4 4 4 4 4 4 4 4 32 

59 4 4 4 4 4 4 4 4 32 

60 3 4 3 3 3 3 5 5 29 

61 4 4 4 3 3 3 3 3 27 

62 4 4 4 3 4 4 4 3 30 

63 5 5 5 4 4 4 1 1 29 

64 3 3 2 2 2 2 2 2 18 

65 4 4 4 4 4 4 3 3 30 

66 5 5 5 4 5 3 4 5 36 

67 5 4 5 3 3 4 4 4 32 

68 5 5 5 5 5 5 5 5 40 

69 5 5 5 5 5 5 5 4 39 

70 5 5 5 4 4 4 4 4 35 

71 5 4 4 4 3 4 4 4 32 

72 5 5 5 5 5 5 4 4 38 

73 5 5 5 5 5 5 5 5 40 

74 5 4 4 5 4 5 5 5 37 

75 5 4 4 5 5 5 5 4 37 

76 5 5 5 4 4 4 4 4 35 

77 5 5 5 5 5 5 5 5 40 

78 4 4 4 4 4 4 4 4 32 

79 4 4 4 4 3 4 4 4 31 

80 4 4 4 4 4 4 4 4 32 

81 4 4 4 4 4 4 4 4 32 

82 4 4 4 4 4 4 4 4 32 



 
 

 
 

83 4 4 4 4 4 4 4 4 32 

84 4 4 4 4 4 4 4 4 32 

85 5 5 5 5 5 5 5 5 40 

86 4 4 4 4 4 4 4 5 33 

87 4 4 4 4 4 4 4 4 32 

88 3 3 3 3 3 3 3 3 24 

89 4 4 4 4 4 4 4 4 32 

90 4 4 4 4 4 4 4 4 32 

91 3 3 3 3 3 3 3 3 24 

92 3 3 3 3 3 3 3 3 24 

93 4 4 4 4 4 4 4 4 32 

94 4 4 4 4 4 4 4 4 32 

95 4 4 4 4 4 4 4 4 32 

96 4 4 4 4 4 4 4 4 32 

97 4 4 4 4 4 4 4 4 32 

98 4 4 4 4 4 4 4 4 32 

99 4 4 4 4 4 4 4 4 32 

100 5 5 5 5 5 5 5 5 40 

101 4 4 4 4 4 4 4 5 33 

102 4 4 4 4 4 4 4 4 32 

103 3 3 3 3 3 3 3 3 24 

104 4 4 4 4 4 4 4 4 32 

105 4 4 4 4 4 4 4 4 32 

106 3 3 3 3 3 3 3 3 24 

107 3 3 3 3 3 3 3 3 24 

108 4 4 4 4 4 4 4 4 32 

109 4 4 4 4 4 4 4 4 32 

110 4 4 4 4 4 4 4 4 32 

111 4 4 4 4 4 4 4 4 32 



 
 

 

112 4 4 4 4 4 4 4 4 32 

113 4 4 4 4 4 4 4 4 32 

114 4 4 4 4 4 4 4 4 32 

115 5 5 5 5 5 5 5 5 40 

116 4 4 4 4 4 4 4 5 33 

117 4 4 4 4 4 4 4 4 32 

118 3 3 3 3 3 3 3 3 24 

119 4 4 4 4 4 4 4 4 32 

120 4 4 4 4 4 4 4 4 32 
 

 Variabel Y1 Pengalaman Konsumen 

Responden PK1 PK2 PK3 PK4 PK5 PK6 PK7 PK8 

1 5 5 5 5 5 5 5 5 

2 4 4 4 4 5 4 4 4 

3 4 4 5 5 5 4 4 4 

4 4 4 4 4 5 4 4 4 

5 4 4 4 4 5 4 4 4 

6 4 4 4 4 4 4 4 4 

7 4 4 4 4 4 4 4 4 

8 4 4 4 4 4 4 4 4 

9 4 4 4 4 4 4 4 4 

10 5 4 3 3 3 5 5 5 

11 4 4 4 4 4 4 4 4 

12 4 4 5 5 4 4 5 4 

13 5 5 5 5 4 5 4 5 

14 5 5 4 4 4 5 4 5 

15 4 4 4 4 4 4 4 4 



 
 

 
 

16 5 5 5 5 5 5 5 5 

17 4 4 4 4 4 4 4 4 

18 4 4 4 4 4 4 4 4 

19 3 3 3 3 3 3 3 3 

20 4 4 4 4 5 4 4 4 

21 3 4 4 4 4 3 4 3 

22 4 4 4 4 4 4 4 4 

23 3 3 3 3 3 3 3 3 

24 4 4 4 4 4 4 4 3 

25 4 4 4 4 4 4 4 4 

26 3 3 3 3 3 3 3 3 

27 4 4 4 4 4 4 4 4 

28 4 4 3 3 3 4 4 4 

29 5 5 5 5 5 5 5 5 

30 3 3 3 3 3 3 3 4 

31 2 4 3 3 3 2 3 2 

32 3 4 4 4 4 3 3 4 

33 4 4 4 4 4 4 4 4 

34 4 3 3 3 3 4 4 4 

35 3 4 4 4 4 3 3 3 

36 3 4 2 2 4 3 4 3 

37 3 4 3 3 3 3 4 4 

38 4 3 3 3 3 4 4 4 

39 3 5 3 3 4 3 4 5 

40 3 3 5 5 5 3 4 5 

41 3 5 3 3 4 3 4 3 

42 4 3 4 4 4 4 4 2 

43 4 4 4 4 5 4 4 4 

44 4 4 4 4 4 4 4 4 



 
 

 

45 3 3 4 4 4 3 4 3 

46 5 3 4 4 4 5 5 4 

47 3 3 2 2 2 3 4 3 

48 4 4 3 3 3 4 4 3 

49 4 3 4 4 4 4 4 3 

50 2 3 3 3 4 2 4 3 

51 5 5 5 5 5 5 5 5 

52 4 5 4 4 5 4 4 4 

53 4 5 5 5 5 4 4 4 

54 4 5 4 4 5 4 4 4 

55 4 5 4 4 5 4 4 4 

56 4 4 4 4 4 4 4 4 

57 4 4 4 4 4 4 4 4 

58 4 4 4 4 4 4 4 4 

59 4 4 4 4 4 4 4 4 

60 5 5 3 3 3 5 3 5 

61 3 3 4 4 4 3 3 4 

62 5 5 3 3 5 5 4 4 

63 4 4 3 3 5 4 3 3 

64 2 2 4 4 4 2 2 2 

65 5 5 3 3 5 5 4 4 

66 5 5 5 5 5 5 5 5 

67 4 5 4 4 5 4 4 4 

68 4 5 5 5 5 4 4 4 

69 4 5 4 4 5 4 4 4 

70 4 5 4 4 5 4 4 4 

71 4 4 4 4 4 4 4 4 

72 4 4 4 4 4 4 4 4 

73 4 4 4 4 4 4 4 4 



 
 

 
 

74 4 4 4 4 4 4 4 4 

75 5 4 3 3 3 5 3 5 

76 4 4 4 4 4 4 4 4 

77 4 4 5 5 4 4 5 4 

78 5 5 5 5 4 5 4 5 

79 5 5 4 4 4 5 4 5 

80 4 4 4 4 4 4 4 4 

81 5 5 5 5 5 5 5 5 

82 4 4 4 4 4 4 4 4 

83 4 4 4 4 4 4 4 4 

84 3 3 3 3 3 3 3 3 

85 4 4 4 4 5 4 4 4 

86 3 4 4 4 4 3 4 3 

87 4 4 4 4 4 4 3 4 

88 3 3 3 3 3 3 3 3 

89 4 4 4 4 4 4 4 3 

90 4 4 4 4 4 4 4 4 

91 3 3 3 3 3 3 3 3 

92 4 4 4 4 4 4 4 4 

93 4 3 3 3 3 4 4 4 

94 5 5 5 5 5 5 5 5 

95 3 3 3 3 3 3 3 4 

96 2 4 3 3 4 2 3 2 

97 3 4 4 4 4 3 3 4 

98 4 4 4 4 4 4 4 4 

99 4 4 3 3 3 4 4 4 

100 3 3 4 4 4 3 3 3 

101 3 3 2 2 3 3 3 3 

102 3 3 3 3 3 3 4 4 



 
 

 

103 4 4 3 3 3 4 4 4 

104 3 4 3 3 4 3 4 5 

105 3 3 5 5 5 3 4 5 

106 5 5 5 5 5 5 5 5 

107 4 4 4 4 5 4 4 4 

108 4 4 5 5 5 4 4 4 

109 4 4 4 4 5 4 4 4 

110 4 4 4 4 5 4 4 4 

111 4 4 4 4 4 4 4 4 

112 4 4 4 4 4 4 4 4 

113 4 4 4 4 4 4 4 4 

114 4 4 4 4 4 4 4 4 

115 5 3 3 3 3 5 5 5 

116 4 4 4 4 4 4 4 4 

117 4 4 5 5 4 4 4 4 

118 5 4 5 5 4 5 5 5 

119 5 4 4 4 4 5 5 5 

120 4 4 4 4 4 4 4 4 
 

PK9 PK10 PK11 PK12 PK13 PK14 PK15 PK16 Jumlah  

5 5 5 5 5 5 5 5 200 

4 5 4 5 5 5 5 5 180 

4 5 4 5 5 4 5 5 181 

4 5 4 5 5 4 5 5 177 

4 5 4 5 5 4 5 5 177 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

5 4 5 4 4 4 4 4 166 



 
 

 
 

4 4 4 4 4 4 4 4 160 

5 3 5 3 3 5 3 3 156 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 166 

5 4 5 4 4 4 4 4 178 

5 4 5 4 4 4 4 4 174 

5 4 5 4 4 4 4 4 166 

5 5 5 5 5 5 5 5 200 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

3 3 3 3 3 3 3 3 120 

4 5 4 5 5 4 4 5 174 

4 4 4 4 4 4 4 4 154 

4 4 4 4 4 4 3 4 157 

3 3 3 3 3 3 3 3 120 

3 4 3 4 4 4 4 4 152 

4 4 4 4 4 4 4 4 160 

4 3 4 3 3 3 3 3 126 

4 4 4 4 4 4 4 4 160 

4 3 4 3 3 3 3 3 136 

5 5 5 5 5 5 5 5 200 

3 3 3 3 3 3 3 3 122 

3 3 3 3 3 3 2 3 113 

4 4 4 4 4 3 4 4 151 

3 4 3 4 4 2 2 4 142 

4 3 4 3 3 3 4 3 137 

4 4 4 4 4 3 5 4 152 

4 4 4 4 4 4 1 4 137 

3 3 3 3 3 4 4 3 132 



 
 

 

3 3 3 3 3 3 3 3 128 

2 4 2 4 4 3 4 4 141 

5 5 5 5 5 5 3 5 180 

4 4 4 4 4 3 5 4 152 

4 4 4 4 4 5 3 4 154 

4 5 4 5 5 5 4 5 177 

4 4 4 4 4 4 4 4 160 

3 4 3 4 4 3 4 4 143 

4 4 4 4 4 3 5 4 164 

3 2 3 2 2 3 2 2 101 

2 3 2 3 3 2 4 3 122 

3 4 3 4 4 3 4 4 147 

4 4 4 4 4 4 4 4 144 

5 5 5 5 5 5 5 5 200 

4 5 4 5 5 4 5 5 179 

4 5 4 5 5 4 5 5 183 

4 5 4 5 5 4 5 5 179 

4 5 4 5 5 4 5 5 179 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

5 3 5 3 3 5 3 3 154 

4 4 4 4 4 4 4 4 152 

4 5 4 5 5 4 5 5 179 

4 5 4 5 5 4 5 5 169 

2 4 2 4 4 4 4 4 128 

4 5 4 5 5 2 4 5 170 

5 5 5 5 5 5 5 5 200 



 
 

 
 

4 5 4 5 5 5 5 5 182 

4 5 4 5 5 4 5 5 183 

4 5 4 5 5 4 5 5 179 

4 5 4 5 5 4 5 5 179 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

5 4 5 4 4 4 4 4 166 

4 4 4 4 4 4 4 4 160 

5 3 5 3 3 5 3 3 152 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 166 

5 4 5 4 4 4 4 4 178 

5 4 5 4 4 4 4 4 174 

5 4 5 4 4 4 4 4 166 

5 5 5 5 5 5 5 5 200 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

3 3 3 3 3 3 3 3 120 

4 5 4 5 5 4 4 5 174 

4 4 4 4 4 4 4 4 154 

4 4 4 4 4 4 3 4 155 

3 3 3 3 3 3 3 3 120 

3 4 3 4 4 4 4 4 152 

4 4 4 4 4 4 4 4 160 

4 3 4 3 3 3 3 3 126 

4 4 4 4 4 4 4 4 160 

4 3 4 3 3 3 3 3 134 

5 5 5 5 5 5 5 5 200 

3 3 3 3 3 3 3 3 122 



 
 

 

3 4 3 4 4 3 2 4 127 

4 4 4 4 4 3 4 4 151 

3 4 3 4 4 2 2 4 142 

4 3 4 3 3 3 4 3 139 

4 4 4 4 4 3 5 4 150 

4 3 4 3 3 4 1 3 119 

3 3 3 3 3 4 4 3 130 

3 3 3 3 3 3 3 3 130 

2 4 2 4 4 3 4 4 139 

5 5 5 5 5 5 3 5 180 

5 5 5 5 5 5 5 5 200 

4 5 4 5 5 5 5 5 180 

4 5 4 5 5 4 5 5 181 

4 5 4 5 5 4 5 5 177 

4 5 4 5 5 4 5 5 177 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 160 

5 4 5 4 4 4 4 4 166 

4 4 4 4 4 4 4 4 160 

5 3 5 3 3 5 3 3 154 

4 4 4 4 4 4 4 4 160 

4 4 4 4 4 4 4 4 164 

5 4 5 4 4 4 4 4 178 

5 4 5 4 4 4 4 4 174 

5 4 5 4 4 4 4 4 166 
  



 
 

 
 

Variabel Y2 Kepuasan Konsumen  

Responden KP1 KP2 KP3 KP4 KP5 KP6 Jumlah  

1 4 4 4 4 4 5 25 

2 5 5 5 5 5 4 29 

3 4 4 4 4 4 3 23 

4 4 4 4 4 4 4 24 

5 4 4 4 4 4 5 25 

6 4 4 4 4 4 4 24 

7 4 4 4 4 4 3 23 

8 4 4 4 4 4 4 24 

9 3 3 4 3 3 2 18 

10 4 4 4 4 4 3 23 

11 4 4 4 4 4 4 24 

12 4 4 4 4 4 4 24 

13 4 4 4 4 4 4 24 

14 4 3 3 3 3 3 19 

15 4 4 4 4 4 4 24 

16 4 4 4 4 4 4 24 

17 4 4 4 4 4 4 24 

18 4 4 4 4 4 4 24 

19 4 4 4 4 4 4 24 

20 5 4 4 4 4 3 24 

21 4 4 4 4 4 3 23 

22 4 4 4 4 4 3 23 

23 4 4 4 4 4 3 23 

24 3 3 3 3 3 3 18 

25 4 4 4 4 4 4 24 

26 2 2 3 2 2 4 15 



 
 

 

27 4 4 4 4 4 4 24 

28 3 2 2 2 2 1 12 

29 4 4 4 4 4 4 24 

30 4 3 3 3 3 3 19 

31 2 2 3 3 4 3 17 

32 3 2 4 4 4 3 20 

33 5 3 4 3 4 3 22 

34 2 4 2 2 2 2 14 

35 5 5 5 5 3 4 27 

36 3 2 4 3 1 2 15 

37 3 2 4 3 2 2 16 

38 5 5 2 2 4 4 22 

39 4 5 5 4 3 4 25 

40 5 4 4 3 5 4 25 

41 4 3 4 3 5 4 23 

42 2 4 4 3 5 4 22 

43 4 4 4 4 5 4 25 

44 4 4 4 4 4 4 24 

45 4 4 2 3 4 3 20 

46 5 5 5 5 5 4 29 

47 3 2 3 3 2 3 16 

48 3 3 4 4 4 4 22 

49 2 2 3 2 4 1 14 

50 3 4 4 4 3 3 21 

51 4 4 4 4 4 5 25 

52 5 5 5 5 5 4 29 

53 4 4 4 4 4 3 23 

54 4 4 4 4 4 4 24 

55 4 4 4 4 4 5 25 



 
 

 
 

56 4 4 4 4 4 4 24 

57 4 4 4 4 4 3 23 

58 4 4 4 4 4 4 24 

59 3 3 4 3 3 2 18 

60 4 4 4 4 4 3 23 

61 4 3 4 3 4 4 22 

62 4 4 4 3 4 4 23 

63 4 3 3 1 4 4 19 

64 3 4 4 3 4 4 22 

65 4 4 4 3 4 2 21 

66 4 4 4 4 4 5 25 

67 5 5 5 5 5 4 29 

68 4 4 4 4 4 3 23 

69 4 4 4 4 4 4 24 

70 4 4 4 4 4 5 25 

71 4 4 4 4 4 4 24 

72 4 4 4 4 4 3 23 

73 4 4 4 4 4 4 24 

74 3 3 4 3 3 2 18 

75 4 4 4 4 4 3 23 

76 4 4 4 4 4 4 24 

77 4 4 4 4 4 4 24 

78 4 4 4 4 4 4 24 

79 4 3 3 3 3 3 19 

80 4 4 4 4 4 4 24 

81 4 4 4 4 4 4 24 

82 4 4 4 4 4 4 24 

83 4 4 4 4 4 4 24 

84 4 4 4 4 4 4 24 



 
 

 

85 5 4 4 4 4 3 24 

86 4 4 4 4 4 3 23 

87 4 4 4 4 4 3 23 

88 4 4 4 4 4 3 23 

89 3 3 3 3 3 3 18 

90 4 4 4 4 4 4 24 

91 2 2 3 2 2 4 15 

92 4 4 4 4 4 4 24 

93 3 2 2 2 2 1 12 

94 4 4 4 4 4 4 24 

95 4 3 3 3 3 3 19 

96 2 2 3 3 4 3 17 

97 3 2 4 4 4 3 20 

98 5 3 4 3 4 3 22 

99 2 4 2 2 2 2 14 

100 5 5 5 5 3 4 27 

101 3 2 4 3 1 2 15 

102 3 2 4 3 2 2 16 

103 5 5 2 2 4 4 22 

104 4 5 5 4 3 4 25 

105 5 4 4 3 5 4 25 

106 4 3 4 3 5 4 23 

107 2 4 4 3 5 4 22 

108 4 4 4 4 5 4 25 

109 4 4 4 4 4 4 24 

110 4 4 2 3 4 3 20 

111 5 5 5 5 5 4 29 

112 3 2 3 3 2 3 16 

113 3 3 4 4 4 4 22 



 
 

 
 

114 2 2 3 2 4 1 14 

115 3 4 4 4 3 3 21 

116 4 4 4 4 4 5 25 

117 5 5 5 5 5 4 29 

118 4 4 4 4 4 3 23 

119 4 4 4 4 4 4 24 

120 4 4 4 4 4 5 25 
 

 

 

  



 
 

 

LAMPIRAN 4 : Hasil Output Pengolahan Data SPSS 

Validitas dan Reliabilitas  

Variabel X1 (Customer Value)  

Correlations 

 ITEM

1 

ITEM

2 

ITEM

3 

ITEM

4 

ITEM

5 

ITEM

6 

ITEM

7 

ITEM

8 

TOTAL 

ITE

M1 

Pearson 

Correlation 
1 .788

**
 .746

**
 .737

**
 .658

**
 .735

**
 .530

**
 .537

**
 .866

**
 

Sig. (2-

tailed) 

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

N 120 120 120 120 120 120 120 120 120 

ITE

M2 

Pearson 

Correlation 
.788

**
 1 .746

**
 .668

**
 .673

**
 .705

**
 .596

**
 .582

**
 .865

**
 

Sig. (2-

tailed) 
.000 

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

N 120 120 120 120 120 120 120 120 120 

ITE

M3 

Pearson 

Correlation 
.746

**
 .746

**
 1 .687

**
 .674

**
 .637

**
 .479

**
 .541

**
 .827

**
 

Sig. (2-

tailed) 
.000 .000 

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

N 120 120 120 120 120 120 120 120 120 

ITE

M4 

Pearson 

Correlation 
.737

**
 .668

**
 .687

**
 1 .601

**
 .661

**
 .539

**
 .658

**
 .842

**
 

Sig. (2-

tailed) 
.000 .000 .000 

 
.000 .000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 



 
 

 
 

ITE

M5 

Pearson 

Correlation 
.658

**
 .673

**
 .674

**
 .601

**
 1 .636

**
 .493

**
 .540

**
 .798

**
 

Sig. (2-

tailed) 
.000 .000 .000 .000 

 
.000 .000 .000 .000 

N 120 120 120 120 120 120 120 120 120 

ITE

M6 

Pearson 

Correlation 
.735

**
 .705

**
 .637

**
 .661

**
 .636

**
 1 .629

**
 .535

**
 .837

**
 

Sig. (2-

tailed) 
.000 .000 .000 .000 .000 

 
.000 .000 .000 

N 120 120 120 120 120 120 120 120 120 

ITE
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Correlation 
.530

**
 .596

**
 .479

**
 .539

**
 .493

**
 .629

**
 1 .749

**
 .770

**
 

Sig. (2-

tailed) 
.000 .000 .000 .000 .000 .000 

 
.000 .000 

N 120 120 120 120 120 120 120 120 120 

ITE

M8 

Pearson 

Correlation 
.537

**
 .582

**
 .541

**
 .658

**
 .540

**
 .535

**
 .749

**
 1 .790

**
 

Sig. (2-

tailed) 
.000 .000 .000 .000 .000 .000 .000 

 
.000 

N 120 120 120 120 120 120 120 120 120 

TOT

AL 

Pearson 

Correlation 
.866

**
 .865

**
 .827

**
 .842

**
 .798

**
 .837

**
 .770

**
 .790

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

 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.947 16 

 

 
  



 
 

 

Variabel Y2 (Customer Satisfaction)  

 

Correlations 

 ITEM1 ITEM2 ITEM3 ITEM4 ITEM5 ITEM6 TOTAL 

ITEM

1 

Pearson 

Correlation 
1 .677

**
 .451

**
 .548

**
 .495

**
 .450

**
 .775

**
 

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

N 120 120 120 120 120 120 120 

ITEM

2 

Pearson 

Correlation 
.677

**
 1 .463

**
 .618

**
 .550

**
 .554

**
 .833

**
 

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

N 120 120 120 120 120 120 120 

ITEM

3 

Pearson 

Correlation 
.451

**
 .463

**
 1 .799

**
 .415

**
 .426

**
 .740

**
 

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

N 120 120 120 120 120 120 120 

ITEM

4 

Pearson 

Correlation 
.548

**
 .618

**
 .799

**
 1 .459

**
 .490

**
 .826

**
 

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

N 120 120 120 120 120 120 120 

ITEM

5 

Pearson 

Correlation 
.495

**
 .550

**
 .415

**
 .459

**
 1 .521

**
 .745

**
 

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

N 120 120 120 120 120 120 120 

ITEM

6 

Pearson 

Correlation 
.450

**
 .554

**
 .426

**
 .490

**
 .521

**
 1 .751

**
 

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



 
 

 
 

N 120 120 120 120 120 120 120 

TOTA

L 

Pearson 

Correlation 
.775

**
 .833

**
 .740

**
 .826

**
 .745

**
 .751

**
 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). 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.868 6 

 
 

 

 

 

 

 
  

 

 

 

 

   

 

 



 
 

 

Normalitas  

 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized 

Residual 

Unstandardized 

Residual 

Unstandardized 

Residual 

N 120 120 120 

Normal Parameters
a,b

 

Mean 0E-7 0E-7 0E-7 

Std. 

Deviation 
2.07278207 5.53843567 2.01226656 

Most Extreme Differences 

Absolute .118 .108 .110 

Positive .118 .108 .110 

Negative -.075 -.044 -.070 

Kolmogorov-Smirnov Z 1.290 1.180 1.203 

Asymp. Sig. (2-tailed) .072 .123 .111 

a. Test distribution is Normal. 

b. Calculated from data. 

 
  



 
 

 
 

 

Homogenitas  

 

Test of Homogeneity of Variances 

Customer Value 

Levene Statistic df1 df2 Sig. 

.622 5 112 .683 

 
 

ANOVA 

Customer Value 

 Sum of 

Squares 

df Mean Square F Sig. 

Between Groups 499.826 7 71.404 3.391 .003 

Within Groups 2358.166 112 21.055   

Total 2857.992 119    

 
 

 

Test of Homogeneity of Variances 

Customer Value 

Levene Statistic df1 df2 Sig. 

1.556 16 99 .095 

 
 



 
 

 

ANOVA 

Customer Value 

 Sum of 

Squares 

df Mean Square F Sig. 

Between Groups 1017.832 20 50.892 2.738 .001 

Within Groups 1840.160 99 18.587   

Total 2857.992 119    

 
 

Test of Homogeneity of Variances 

Customer Experience 

Levene Statistic df1 df2 Sig. 

1.962 5 112 .090 

 
 

ANOVA 

Customer Experience 

 Sum of 

Squares 

df Mean Square F Sig. 

Between Groups 1418.050 7 202.579 6.838 .000 

Within Groups 3318.275 112 29.627   

Total 4736.325 119    

 
 

 



 
 

 
 

Signifikansi dan Linieritas 

 

ANOVA Table 

 Sum of 

Squares 

df Mean 

Squar

e 

F Sig. 

Customer 

Satisfaction * 

Customer Value 

Between 

Groups 

(Combined) 116.863 18 6.492 1.456 .123 

Linearity 56.025 1 56.025 12.562 .001 

Deviation 

from 

Linearity 

60.837 17 3.579 .802 .687 

Within Groups 450.437 101 4.460   

Total 567.300 119    

 
 

Measures of Association 

 R R Squared Eta Eta Squared 

Customer Satisfaction * 

Customer Value 
.314 .099 .454 .206 

 
 

 

 

 

 

 

 



 
 

 

 

Case Processing Summary 

 Cases 

Included Excluded Total 

N Percent N Percent N Percent 

Customer Satisfaction  

* Customer Value 
120 100.0% 0 0.0% 120 100.0% 

 

ANOVA Table 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Customer 

Experience * 

Customer 

Value 

Between 

Groups 

(Combined) 1716.338 18 95.352 3.189 .000 

Linearity 1086.087 1 1086.087 36.323 .000 

Deviation 

from 

Linearity 

630.251 17 37.074 1.240 .248 

Within Groups 3019.987 101 29.901   

Total 4736.325 119    

 
 

Measures of Association 

 R R Squared Eta Eta Squared 

Customer Satisfaction * 

Customer Value 
.314 .099 .454 .206 

 
 



 
 

 
 

Case Processing Summary 

 Cases 

Included Excluded Total 

N Percent N Percent N Percent 

Customer Experience  * 

Customer Value 
120 100.0% 0 0.0% 120 100.0% 

 

ANOVA Table 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Customer 

Satisfaction * 

Customer 

Experience 

Between 

Groups 

(Combined) 166.074 20 8.304 2.049 .011 

Linearity 85.443 1 85.443 21.083 .000 

Deviation 

from 

Linearity 

80.631 19 4.244 1.047 .417 

Within Groups 401.226 99 4.053   

Total 567.300 119    

 
 

Measures of Association 

 R R Squared Eta Eta Squared 

Customer Satisfaction * 

Customer Experience 
.388 .151 .541 .293 

 
 

 



 
 

 

Case Processing Summary 

 Cases 

Included Excluded Total 

N Percent N Percent N Percent 

Customer Satisfaction  

* Customer Experience 
120 100.0% 0 0.0% 120 100.0% 

 
Korelasi  

 

Correlations 

 Customer 

Value 

Customer 

Experience 

Customer 

Satisfaction 

Customer Value 

Pearson 

Correlation 
1 .479

**
 .314

**
 

Sig. (2-tailed)  .000 .000 

N 120 120 120 

Customer 

Experience 

Pearson 

Correlation 
.479

**
 1 .388

**
 

Sig. (2-tailed) .000  .000 

N 120 120 120 

Customer 

Satisfaction 

Pearson 

Correlation 
.314

**
 .388

**
 1 

Sig. (2-tailed) .000 .000  

N 120 120 120 

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

 



 
 

 
 

Perhitungan Model Sub-Struktur 1 

 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .479
a
 .229 .223 5.562 

a. Predictors: (Constant), Customer Value 

 

ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 

Regression 1086.087 1 1086.087 35.110 .000
b
 

Residual 3650.238 118 30.934   

Total 4736.325 119    

a. Dependent Variable: Customer Experience 

b. Predictors: (Constant), Customer Value 

 
 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 46.347 3.343  13.865 .000 

Customer 

Value 
.616 .104 .479 5.925 .000 

a. Dependent Variable: Customer Experience 

 



 
 

 

Perhitungan Model 1 Sub-Struktur 2  

 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .415
a
 .172 .158 2.004 

a. Predictors: (Constant), Customer Experience, Customer Value 

 

ANOVA
a
 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 

Regression 97.582 2 48.791 12.153 .000
b
 

Residual 469.718 117 4.015   

Total 567.300 119    

a. Dependent Variable: Customer Satisfaction 

b. Predictors: (Constant), Customer Experience, Customer Value 

 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 13.958 1.953  7.148 .000 

Customer Value .074 .043 .167 1.739 .085 

Customer 

Experience 
.107 .033 .308 3.217 .002 

a. Dependent Variable: Customer Satisfaction 



 



  



 


