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Lampiran 5 : Kuesioner  

KUESIONER PENELITIAAN 
 
 
 

No. Responden : 

Kepada Yth  : 

Bapak/ Ibu/Sdr/i. …………….. 

di – 

Tempat. – 

Saya mohon dengan kesediaan Bapak/Ibu/Saudara 

dalam memberi respon atas pernyataan yang ada dalam 

kuesioner ini. Penelitian ini digunakan untuk menyusun 

laporan penelitian dengan judul: “Pengaruh Ketersediaan 

Fasilitas, Profesionalisme Karyawan, dan Kualitas Jasa 

Pelayanan Terhadap Kepuasan Pelanggan PT. Wiratama 

Superintending”. Penelitian ini merupakan salah satu syarat 

kelulusan di jenjang S1. Berkaitan dengan hal tersebut, saya 

mohon kesediaan Bapak/Ibu/Saudara meluangkan waktu 

untuk mengisi kuesioner ini. 

Hormat Saya, 

      

 

Andrianta Oddie Primaditya 

 



I. Identitas Responden 

Nama   : ................................ 

Usia   : ............ tahun 

Perusahaan   : ............................... 

Jenis Kelamin  : Laki-laki/Perempuan  

(coret yang tidak perlu) 

 

II. Petunjuk 

1. Baca dan pahamilah pernyataan-pernyataan yang 

tersedia, pernyataan diikuti lima jawaban. Bapak/Ibu 

sendiri cukup memilih satu jawaban yang tersedia 

dengan memberi tanda (). 

2. Bapak/Ibu diharapkan memberi tanggapan / jawaban 

terhadap pernyataan yang terdapat dibawah ini sesuai 

dengan apa yang dirasakan dan pengalaman saudara. 

3. Alternatif jawaban adalah: 

STS : Sangat Tidak Setuju 

TS : Tidak Setuju 

N : Netral 

S : Setuju 

SS : Sangat Setuju 

 

 

 



A Ketersediaan Fasilitas SS S N STS STS 

 Pertimbangan/perencanaan spasial      

1. 
Inspektur melakukan kegiatan sesuai 

dengan Standart Operasional Prosedur. 

     

2. 

Inspektur kurang peduli terhadap 

fasilitas pendukung yang telah di 

siapkan perusahaan. 

     

 
Perencanaan ruang 

     

3. 
Inspektur mematuhi peraturan yang 

telah ada di perusahaan. 

     

4. 

Inspektur tidak memperhatikan 

ruangan yang digunakan untuk 

inspeksi agar sesuai dengan standart. 

     

 
Perlengkapan/perabotan 

     

5. 
Inspektur membawa dokumen yang 

diperlukan untuk kegiatan inspeksi. 

     

6. 

Peralatan yang digunakan untuk 

inspeksi harus tidak memiliki 

keterangan cara pemakaian dan 

kalibrasi. 

     

 
Tata cahaya dan warna 

     

7. 

Inspektur memperhatikan ruangan 

yang digunakan untuk inspeksi agar 

sesuai dengan standart (cahaya, 

sirkulasi udara, dsb.) 

     

8. 

Inspektur tidak memberi masukan 

terhadap lingkungan sekitar untuk 

masalah penerangan pada saat proses 

inspeksi 

     



 Pesan–pesan yang disampaikan secara 

grafis. 

     

9. 

Inspektur memiliki ijin untuk 

melakukan kegiattan inspeksi selama 

berada di perusahaan 

     

10. 

Inspektur tidak memberikan 

pernyataan untuk ijin mengambil 

gambar atau foto selama di perusahaan, 

     

 Unsur pendukung      

11. 

Inspektur membawa dokumen 

tambahan yang dibutuhkan untuk 

inspeksi. 

     

12. 

Perusahaan tidak memberikan fasilitas 

yang sesui standar untuk inspector 

pada saat melakukan inspeksi. 

     

 

B Profesionalisme Karyawan SS S N STS STS 

 Equality      

1. 

Inspektur memberikan pelayanan yang 

sama terhadap seluruh produk yang 

diinspeksi 

     

2. 

Inspektur tidak melakukan sesuai 

dengan standar operasional yang telah 

di tetapkan pada saat inspeksi. 

     

 
Equity 

     

3. 

Inspektur tidak membandingkan 

kualitas produk  yang diinspeksi 

dengan kualitas produk perusahaan 

lain. 

     



4. 

Inspektur kurang bijak dalam 

memberikan contoh kualitas dengan 

perusahaan lain.  

     

 
Loyality 

     

5. 

Inspektur menyelesaikan tugasnya 

sampai selesai sesuai dengan surat tugas 

yang didapat. 

     

6. 

Inspektur terburu-buru dalam 

melakukan inspeksi sehingga tidak 

sesuai dengan standar operasional yang 

ada. 

     

 
Accountability 

     

7. 

Inspektur dapat bertanggung jawab atas 

hasil inspeksi terhadap perusahaan 

sesuai dengan temuan yang didapat. 

     

8. 
Inspektur kurang memperhatikan resiko 

temuan yang telah di dapat 

     

 

C Kualitas Jasa Pelayanan SS S N STS STS 

 Wujud Fisik (Tangibles)      

1. 
Inspektur membawa seluruh peralatan 

yang dibutuhkan untuk inspeksi. 

     

2. 

Inspektur tidak menguasai dengan 

dokumen –dokumen pendukung yang 

telah ada. 

     

 Kehandalan (Reliability)      

3. 

Inspektur mampu memberikan 

pelayanan tepat waktu sesuai dengan 

standart yang telah ditentukan 

     



4. 
Inspektur kurang mampu menguasai 

permasalahan pada saat inspeksi 

     

 
Daya Tanggap (Responsiveness) 

     

5. 
Inspektur cekatan dalam melakukan 

inspeksi 

     

6. 
Inspektur tidak mudah berinteraksi 

selama melakukan inspeksi 

     

 
Jaminan (Assurance) 

     

7. 
Inspektur memiliki pengetahuan 

terhadap produk yang akan diinspeksi 

     

8. 

Inspektur tidak memiliki pedoman 

standar operasional untuk melakukan 

kegiatan inspeksi 

     

 Empati (Empathy)      

9. 

Inspektur mempunyai komunikasi yang 

baik terhadap perusahaan yang akan 

diinspeksi 

     

10. 
Inspektur kurang dalam menerima 

masukan pendapat dari perusahaan. 

     

 

D Kepuasan Pelanggan SS S N STS STS 

 Kesesuaian harapan      

1. 
Perusahaan dapat memberikan saran 

dan kritik terhadap Inspector. 

     

2. 

Perusahaan tidak mendapatkan 

profesional kerja terhadap pelayanan 

yang diberikan Inspector. 

     

 Minat penggunaan ulang      



3. 
Perusahaan menyukai profesionalisme 

kerja yang telah di berikan inspector. 

     

4. 
Perusahaan kurang menerima atas hasil 

inspeksi dari Inspector 

     

 Kesediaan untuk merekomendasikan       

5. 
Perusahaan memperoleh pelayanan 

yang baik dari Inspector 

     

6. 
Inspektur kurang profesional dalam 

melakukan kegiatan inspeksi 

     

 
Loyalitas Pelanggan 

     

7. 

Perusahaan memperoleh pelayanan 

sampai selesai dari Inspector sesuai 

surat tugas yang ada. 

     

8. 

Perusahaan tidak membantu inpector 

selama kegiatan proses kegiatan 

inspeksi berlangsung. 

     

 

 

 



Lampiran 7 : Tabulasi Data 

Ketersediaan Fasilitas (X1) 

Responde
n 

Ketersediaan Fasilitas (X1)     
X1_ 

Total 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 

Resp_1 4 4 4 4 4 4 5 5 5 4 4 4 51 

Resp_2 3 3 2 3 4 3 3 3 3 3 4 4 38 

Resp_3 3 2 3 2 2 3 3 3 3 3 3 3 33 

Resp_4 4 3 3 3 4 4 3 3 3 4 4 4 42 

Resp_5 4 4 4 4 4 3 4 3 4 3 4 4 45 

Resp_6 4 4 4 3 3 4 3 4 3 4 4 3 43 

Resp_7 4 4 4 3 4 5 4 4 4 4 4 4 48 

Resp_8 4 4 4 4 4 4 3 5 4 3 3 4 46 

Resp_9 3 4 4 4 4 4 4 4 4 3 4 4 46 

Resp_10 4 4 4 4 4 3 3 4 3 4 4 4 45 

Resp_11 4 3 2 3 4 3 2 2 4 3 4 3 37 

Resp_12 5 4 4 2 4 4 4 2 4 4 4 4 45 

Resp_13 3 3 3 2 3 2 3 3 2 3 3 3 33 



Resp_14 4 4 3 4 3 4 3 3 4 3 4 3 42 

Resp_15 4 3 3 4 3 3 4 4 4 4 3 4 43 

Resp_16 4 3 4 4 4 3 4 4 4 4 4 3 45 

Resp_17 5 5 5 4 5 4 4 5 5 4 5 4 55 

Resp_18 4 4 3 5 4 4 5 4 4 5 4 3 49 

Resp_19 4 4 4 4 4 3 4 5 4 4 3 4 47 

Resp_20 4 4 4 3 4 4 4 5 4 3 4 3 46 

Resp_21 3 3 4 3 3 3 3 4 5 3 4 3 41 

Resp_22 2 3 3 2 3 2 2 3 3 2 3 2 30 

Resp_23 4 4 4 4 5 4 5 4 4 4 5 4 51 

Resp_24 3 3 3 3 2 3 3 3 4 3 4 3 37 

Resp_25 4 3 4 4 4 3 4 4 4 4 4 4 46 

Resp_26 4 3 4 4 4 4 4 4 5 4 4 4 48 

Resp_27 4 4 4 5 4 5 4 5 5 5 4 5 54 

Resp_28 2 3 3 3 2 3 2 3 3 3 2 2 31 

Resp_29 2 2 3 2 3 3 3 2 3 2 3 3 31 

Resp_30 4 3 2 2 2 3 3 4 3 4 4 3 37 

Resp_31 4 2 4 4 3 3 4 4 3 4 3 3 41 

Resp_32 5 4 4 4 4 5 3 4 5 4 3 3 48 



Resp_33 3 4 3 3 3 4 3 3 3 4 4 4 41 

Resp_34 3 3 3 4 3 3 3 4 3 3 3 4 39 

Resp_35 3 3 3 3 3 3 3 3 3 3 3 3 36 

Resp_36 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_37 3 3 3 3 3 3 4 4 3 3 4 3 39 

Resp_38 3 3 3 3 3 3 3 3 3 3 3 3 36 

Resp_39 4 3 4 3 4 4 4 4 3 4 4 3 44 

Resp_40 4 3 3 3 4 4 3 3 3 3 4 4 41 

Resp_41 4 4 4 4 4 4 4 4 3 4 3 4 46 

Resp_42 3 3 4 4 3 3 4 4 4 3 3 3 41 

Resp_43 4 3 4 4 4 4 4 4 3 4 4 4 46 

Resp_44 4 4 4 4 4 4 4 4 4 3 4 4 47 

Resp_45 4 4 4 4 4 4 4 4 4 3 3 3 45 

Resp_46 4 4 4 4 4 4 4 4 4 4 4 3 47 

Resp_47 2 2 3 2 2 2 3 3 2 3 4 4 32 

Resp_48 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_49 4 4 4 3 4 4 4 4 3 4 3 4 45 

Resp_50 3 3 3 3 3 3 3 3 3 3 4 4 38 

Resp_51 3 3 4 3 3 3 3 4 3 3 4 4 40 



Resp_52 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_53 5 4 4 4 5 5 4 4 4 5 5 4 53 

Resp_54 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_55 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_56 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_57 3 2 2 4 3 3 2 4 4 3 4 4 38 

Resp_58 4 4 2 4 4 4 4 2 4 4 4 4 44 

Resp_59 4 3 3 4 4 3 3 3 4 4 3 3 41 

Resp_60 3 3 3 3 3 3 3 3 3 3 4 4 38 

Resp_61 3 3 3 3 3 3 3 3 3 4 3 4 38 

Resp_62 4 4 3 4 4 4 4 3 4 4 4 4 46 

Resp_63 4 4 4 4 4 4 4 4 4 4 4 3 47 

Resp_64 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_65 5 4 4 4 5 5 3 4 4 5 4 5 52 

Resp_66 3 4 3 3 3 3 4 3 3 3 4 4 40 

Resp_67 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_68 4 4 4 4 4 4 4 4 4 4 4 4 48 

Resp_69 3 3 3 3 3 3 3 3 3 3 3 3 36 

Resp_70 4 4 4 4 4 4 4 4 4 4 4 4 48 



Resp_71 4 5 4 4 4 4 5 4 4 4 5 4 51 

Resp_72 4 3 4 3 3 4 3 4 3 3 4 4 42 

Resp_73 4 4 4 4 4 4 4 4 4 4 5 4 49 

Resp_74 4 4 4 4 4 3 4 4 4 4 4 4 47 

Resp_75 3 3 3 3 3 3 3 3 3 4 4 4 39 

Resp_76 4 4 4 4 3 4 4 4 4 3 4 4 46 

Resp_77 4 4 4 4 4 4 4 4 4 4 5 5 50 

Resp_78 4 4 4 4 4 3 4 4 4 4 4 4 47 

Resp_79 2 4 3 3 3 2 4 3 3 3 3 4 37 

Resp_80 2 4 4 4 4 2 3 3 3 4 4 3 40 

Resp_81 4 3 4 4 4 4 5 3 4 3 4 4 46 

Resp_82 5 5 5 5 5 5 4 4 4 5 4 5 56 

Resp_83 4 3 5 4 5 4 5 5 4 3 4 5 51 

Resp_84 3 3 4 3 4 3 4 4 3 3 3 4 41 

Resp_85 3 4 4 3 4 4 4 4 4 4 3 4 45 

Resp_86 3 5 3 3 4 3 3 4 3 5 3 3 42 

Resp_87 4 3 4 4 4 4 4 4 4 3 4 3 45 

Resp_88 5 3 5 5 5 5 5 5 5 3 3 3 52 

Resp_89 5 5 5 5 5 5 5 5 5 5 4 4 58 



Resp_90 3 4 3 4 3 4 4 3 3 4 5 5 45 

Resp_91 5 3 5 5 5 2 3 5 4 3 4 3 47 

Resp_92 3 5 3 3 3 3 5 5 3 5 4 4 46 

Resp_93 4 5 4 4 4 4 4 4 4 5 5 5 52 

Resp_94 5 5 5 5 5 4 4 3 4 5 4 3 52 

Resp_95 5 5 4 5 4 3 4 4 3 5 5 5 52 

Resp_96 4 3 4 4 4 4 4 4 4 3 4 5 47 

Resp_97 5 5 5 5 5 5 3 5 4 3 4 3 52 

Resp_98 4 3 4 4 4 3 4 4 3 3 4 3 43 

Resp_99 3 3 4 3 5 3 5 4 3 4 5 3 45 

Resp_100 5 5 4 5 4 5 4 4 5 5 3 5 54 

Resp_101 3 4 4 3 4 3 4 4 3 4 4 3 43 

Resp_102 4 5 4 4 4 3 4 4 3 5 5 5 50 

Resp_103 5 4 5 5 5 3 5 5 3 4 4 4 52 

Resp_104 5 4 3 5 3 5 3 3 5 4 4 4 48 

Resp_105 4 4 4 4 4 3 4 4 3 4 4 5 47 

Resp_106 5 4 5 5 5 5 5 5 5 4 5 3 56 

Resp_107 4 3 4 4 4 4 4 4 4 3 5 5 48 

Resp_108 5 5 4 5 4 3 4 4 3 5 5 3 50 



 

 

 

Profesionalisme Karyawan  (X2) 

 

Responden 
Profesionalisme Karyawan  (X2) X2_ 

Total X2.1_1 X2.1_2 X2.2_1 X2.2_2 X2.3_1 X2.3_2 X2.4_1 X2.4_2 

Resp_1 5 4 4 4 4 3 4 4 32 

Resp_2 4 3 4 3 4 3 4 4 29 

Resp_3 3 4 4 4 5 4 4 4 32 

Resp_4 3 4 4 3 3 3 3 3 26 

Resp_5 4 3 5 3 5 3 3 5 31 

Resp_6 3 5 3 4 4 5 4 4 32 

Resp_7 4 4 4 4 4 4 4 5 33 

Resp_8 4 5 5 3 5 4 5 3 34 

Resp_9 4 3 3 3 3 3 4 3 26 

Resp_10 3 4 4 4 4 4 4 4 31 

Resp_11 4 4 4 4 4 4 4 4 32 

Resp_12 3 3 3 3 3 3 3 3 24 



Resp_13 3 4 4 4 4 4 4 4 31 

Resp_14 4 4 4 4 4 4 4 4 32 

Resp_15 4 3 3 3 3 3 3 5 27 

Resp_16 3 3 3 3 3 3 3 3 24 

Resp_17 4 3 4 4 4 4 4 4 31 

Resp_18 3 3 3 3 3 3 3 3 24 

Resp_19 3 3 3 3 3 3 3 3 24 

Resp_20 3 4 4 4 4 3 4 4 30 

Resp_21 3 4 4 4 4 3 4 4 30 

Resp_22 4 4 4 4 4 3 4 4 31 

Resp_23 4 3 3 3 3 3 3 3 25 

Resp_24 3 4 4 5 4 3 4 4 31 

Resp_25 4 4 4 4 4 4 4 4 32 

Resp_26 4 4 4 4 4 4 4 4 32 

Resp_27 4 4 4 4 4 4 4 4 32 

Resp_28 2 2 2 2 2 2 4 2 18 

Resp_29 4 4 4 4 4 4 4 4 32 

Resp_30 3 4 4 4 4 4 4 4 31 

Resp_31 3 3 3 3 3 3 3 5 26 



Resp_32 4 3 3 3 3 3 3 3 25 

Resp_33 4 4 4 4 4 4 4 4 32 

Resp_34 4 5 5 5 5 4 5 5 38 

Resp_35 3 3 3 3 3 4 3 3 25 

Resp_36 4 4 4 4 4 4 4 4 32 

Resp_37 4 4 4 4 4 5 4 4 33 

Resp_38 3 3 3 3 3 3 3 3 24 

Resp_39 3 4 4 4 4 4 4 4 31 

Resp_40 4 4 4 4 4 4 4 4 32 

Resp_41 4 3 4 3 4 4 5 3 30 

Resp_42 3 3 5 3 5 4 3 3 29 

Resp_43 4 4 3 4 3 4 4 4 30 

Resp_44 4 4 3 4 3 4 4 4 30 

Resp_45 3 3 3 3 3 3 3 3 24 

Resp_46 3 3 3 4 3 3 4 4 27 

Resp_47 4 4 4 5 4 4 4 4 33 

Resp_48 4 4 4 4 4 4 4 4 32 

Resp_49 4 3 3 3 3 4 3 3 26 

Resp_50 4 4 4 4 4 4 4 4 32 



Resp_51 4 4 4 4 4 5 4 4 33 

Resp_52 3 3 3 3 3 3 3 3 24 

Resp_53 4 4 3 4 3 4 4 4 30 

Resp_54 5 4 4 4 4 4 4 4 33 

Resp_55 3 3 4 3 4 3 3 3 26 

Resp_56 3 3 3 3 3 3 3 3 24 

Resp_57 4 4 4 4 4 4 4 4 32 

Resp_58 3 3 3 5 3 3 3 3 26 

Resp_59 3 3 3 3 3 3 3 3 24 

Resp_60 3 4 3 4 3 3 4 4 28 

Resp_61 4 3 3 3 3 3 3 3 25 

Resp_62 4 4 4 4 4 4 4 4 32 

Resp_63 5 4 4 4 4 3 4 4 32 

Resp_64 3 4 4 4 4 3 4 4 30 

Resp_65 4 4 4 4 4 4 4 5 33 

Resp_66 4 3 4 4 4 4 4 4 31 

Resp_67 4 4 4 4 4 4 4 4 32 

Resp_68 2 3 3 3 3 4 3 3 24 

Resp_69 2 4 4 4 4 4 4 4 30 



Resp_70 3 4 4 4 4 4 4 4 31 

Resp_71 3 3 3 3 3 5 3 3 26 

Resp_72 5 4 3 4 3 3 4 4 30 

Resp_73 4 4 4 4 4 4 4 4 32 

Resp_74 3 3 4 4 4 4 4 4 30 

Resp_75 4 4 4 3 4 3 3 5 30 

Resp_76 4 4 4 4 5 4 4 4 33 

Resp_77 4 4 3 3 3 5 4 5 31 

Resp_78 4 4 4 4 4 5 3 4 32 

Resp_79 3 3 5 5 4 5 4 5 34 

Resp_80 4 3 5 5 5 3 4 4 33 

Resp_81 3 4 4 4 5 3 4 4 31 

Resp_82 4 3 5 5 5 5 3 3 33 

Resp_83 4 3 4 4 4 4 3 4 30 

Resp_84 3 4 5 5 4 3 3 5 32 

Resp_85 4 3 4 4 3 3 3 5 29 

Resp_86 4 3 4 4 4 4 4 3 30 

Resp_87 4 3 3 4 3 5 3 5 30 

Resp_88 4 3 4 4 4 3 3 3 28 



Resp_89 3 3 5 5 5 3 4 4 32 

Resp_90 4 4 5 5 5 5 3 5 36 

Resp_91 4 3 3 3 3 3 4 4 27 

Resp_92 4 4 5 5 5 3 3 4 33 

Resp_93 4 4 3 3 3 5 4 5 31 

Resp_94 4 4 4 4 4 5 4 4 33 

Resp_95 3 3 5 5 5 5 3 5 34 

Resp_96 3 4 4 4 3 5 3 4 30 

Resp_97 4 4 4 4 4 3 4 4 31 

Resp_98 3 3 5 5 5 5 4 4 34 

Resp_99 3 3 4 4 3 3 4 5 29 

Resp_100 4 3 5 5 5 4 3 3 32 

Resp_101 5 3 4 4 5 5 3 4 33 

Resp_102 3 3 4 4 3 4 5 5 31 

Resp_103 5 3 4 4 3 5 4 4 32 

Resp_104 5 4 5 5 3 4 4 4 34 

Resp_105 3 3 3 3 5 4 5 4 30 

Resp_106 5 5 4 4 3 4 3 5 33 

Resp_107 3 5 5 5 5 4 5 5 37 



Resp_108 3 4 4 4 4 3 3 5 30 
 

 

 

Kualitas Jasa Pelayanan (X3) 

Responden 

Kualitas Jasa Pelayanan (X3)     

X3_Total 
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 

Resp_1 4 4 4 4 4 4 4 5 5 5 43 

Resp_2 4 5 4 3 3 5 3 5 3 5 40 

Resp_3 3 4 3 3 5 3 4 3 4 3 35 

Resp_4 3 4 3 4 2 3 3 3 3 4 32 

Resp_5 4 4 4 4 3 3 4 3 3 4 36 

Resp_6 4 3 3 4 3 4 4 4 4 3 36 

Resp_7 4 4 4 4 4 4 4 3 4 4 39 

Resp_8 4 4 4 4 4 4 4 3 3 4 38 

Resp_9 3 4 3 4 4 3 4 5 5 5 40 

Resp_10 4 4 4 3 4 4 4 3 4 3 37 



Resp_11 4 3 4 2 3 3 2 3 3 4 31 

Resp_12 5 3 4 4 4 5 3 4 4 3 39 

Resp_13 3 3 5 4 3 3 4 3 4 4 36 

Resp_14 4 4 3 4 3 4 3 3 4 3 35 

Resp_15 4 4 3 4 4 4 4 3 4 4 38 

Resp_16 3 3 3 3 3 3 3 3 4 4 32 

Resp_17 3 4 3 3 3 3 4 3 4 3 33 

Resp_18 4 4 4 4 4 4 3 4 3 3 37 

Resp_19 4 4 4 4 5 4 4 4 4 4 41 

Resp_20 4 3 3 4 3 4 3 4 3 4 35 

Resp_21 4 4 4 4 4 4 4 4 5 5 42 

Resp_22 4 4 4 4 4 4 4 4 4 4 40 

Resp_23 3 3 3 3 3 3 3 3 4 4 32 

Resp_24 4 5 4 5 4 4 4 4 4 5 43 

Resp_25 5 5 5 3 3 2 3 4 4 5 39 

Resp_26 5 5 4 4 4 5 4 4 4 3 42 

Resp_27 3 4 3 5 4 3 3 5 3 5 38 

Resp_28 3 3 3 4 4 3 4 4 5 5 38 

Resp_29 4 4 4 4 4 4 4 4 5 5 42 



Resp_30 4 4 4 4 4 4 3 4 4 4 39 

Resp_31 3 3 4 3 3 5 3 5 4 5 38 

Resp_32 4 4 4 3 4 4 4 4 4 4 39 

Resp_33 4 4 4 4 4 4 3 4 4 5 40 

Resp_34 3 3 3 4 3 3 3 4 4 3 33 

Resp_35 4 4 3 3 4 3 4 5 3 4 37 

Resp_36 4 4 4 4 4 4 4 4 3 4 39 

Resp_37 3 3 3 3 3 3 4 4 4 4 34 

Resp_38 3 4 3 4 5 3 5 5 4 3 39 

Resp_39 4 3 4 3 4 4 4 4 4 3 37 

Resp_40 4 3 3 3 4 4 3 3 3 4 34 

Resp_41 4 4 4 4 4 4 4 4 4 4 40 

Resp_42 3 3 4 4 3 3 4 4 4 5 37 

Resp_43 4 3 4 4 4 4 4 4 3 4 38 

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

Resp_45 4 4 4 4 4 4 4 4 4 4 40 

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

Resp_47 2 3 4 3 4 3 4 4 4 4 35 

Resp_48 4 4 4 4 4 4 4 4 3 4 39 



Resp_49 4 4 4 3 4 4 4 4 4 4 39 

Resp_50 3 3 3 3 3 3 3 3 4 4 32 

Resp_51 3 3 4 3 3 3 3 4 4 4 34 

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

Resp_53 5 4 4 4 5 5 4 4 4 4 43 

Resp_54 3 4 3 3 3 3 3 4 4 4 34 

Resp_55 4 4 4 4 4 4 4 4 4 4 32 

Resp_56 4 4 4 4 4 4 4 4 4 4 40 

Resp_57 3 3 3 3 3 3 4 4 4 4 34 

Resp_58 4 3 3 4 4 4 4 3 4 4 37 

Resp_59 4 4 4 4 4 4 4 4 4 4 40 

Resp_60 4 4 4 4 4 4 4 4 4 4 40 

Resp_61 3 3 3 3 3 3 4 3 4 4 33 

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

Resp_63 4 4 4 4 4 4 3 4 4 4 39 

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

Resp_65 5 4 4 4 5 5 3 4 4 5 43 

Resp_66 3 4 3 3 3 3 4 4 4 4 35 

Resp_67 4 4 4 4 4 4 4 4 4 4 40 



Resp_68 4 4 4 4 4 4 4 4 5 5 42 

Resp_69 3 3 3 3 3 4 4 4 4 4 35 

Resp_70 4 4 4 3 4 4 3 4 4 3 37 

Resp_71 4 4 4 4 4 4 4 4 3 3 38 

Resp_72 3 3 3 4 3 4 4 4 4 4 36 

Resp_73 3 3 3 3 3 3 4 3 4 4 33 

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

Resp_75 3 3 3 3 3 4 4 4 4 4 35 

Resp_76 3 3 3 3 3 3 4 3 4 4 33 

Resp_77 4 4 4 4 4 4 4 4 4 4 40 

Resp_78 4 4 4 4 4 4 4 3 3 3 37 

Resp_79 3 3 3 3 3 4 3 5 3 3 33 

Resp_80 4 4 4 3 4 4 4 4 4 4 39 

Resp_81 5 4 4 3 4 4 4 4 4 4 40 

Resp_82 4 5 4 4 4 3 4 4 4 4 40 

Resp_83 5 3 5 4 5 5 4 4 4 4 43 

Resp_84 4 4 3 3 3 3 3 4 4 4 35 

Resp_85 5 5 5 5 4 4 4 4 4 4 44 

Resp_86 5 3 5 4 5 2 3 3 4 4 38 



Resp_87 5 5 3 3 4 3 4 3 4 3 37 

Resp_88 4 5 4 5 4 3 4 3 4 3 39 

Resp_89 5 4 4 4 4 5 3 5 4 4 42 

Resp_90 5 5 5 4 4 4 4 3 3 3 40 

Resp_91 3 3 3 4 3 3 2 3 4 4 32 

Resp_92 5 5 5 5 5 5 5 5 5 5 50 

Resp_93 3 5 3 4 3 4 4 4 4 4 38 

Resp_94 4 5 4 5 5 2 5 4 4 4 42 

Resp_95 4 5 4 3 4 5 5 5 3 4 42 

Resp_96 5 4 4 5 4 5 4 5 4 4 44 

Resp_97 5 4 4 5 4 5 4 5 4 4 44 

Resp_98 4 5 2 3 3 5 4 4 4 4 38 

Resp_99 4 4 3 4 4 5 4 3 4 4 39 

Resp_100 4 5 5 4 4 4 4 5 5 4 44 

Resp_101 3 3 3 3 4 4 4 5 4 4 37 

Resp_102 5 4 4 4 4 5 5 5 4 5 45 

Resp_103 5 5 5 5 4 4 4 4 4 4 44 

Resp_104 5 3 5 4 5 2 3 3 4 3 37 

Resp_105 4 5 5 5 4 4 2 4 4 4 41 



Resp_106 5 5 5 5 4 5 4 5 5 4 47 

Resp_107 5 4 4 4 4 5 5 4 4 5 44 

Resp_108 4 4 4 5 5 4 2 4 4 4 40 
 

 

Kepuasan Pelanggan (Y) 

Responden 
Kepuasan Pelanggan (Y) 

Y_Total 
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.5_1 Y.5_2 

Resp_1 4 2 4 3 5 3 4 5 4 4 38 

Resp_2 3 3 3 3 3 3 3 3 3 3 30 

Resp_3 4 4 2 4 2 3 3 3 4 3 32 

Resp_4 3 3 3 4 4 3 3 3 3 3 32 

Resp_5 4 4 4 4 4 4 3 3 4 3 37 

Resp_6 4 4 3 3 4 3 4 3 4 4 36 

Resp_7 4 4 5 4 5 4 4 4 4 4 42 

Resp_8 4 4 4 4 4 3 5 4 4 5 41 

Resp_9 4 4 4 4 4 4 4 4 4 4 40 

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



Resp_11 3 2 2 4 3 4 3 4 3 3 31 

Resp_12 4 4 2 4 4 4 2 4 4 2 34 

Resp_13 4 3 3 4 3 3 4 4 4 4 36 

Resp_14 4 3 4 4 4 3 4 4 4 4 38 

Resp_15 3 3 3 3 3 3 3 3 3 3 30 

Resp_16 4 3 3 3 3 4 3 3 4 3 33 

Resp_17 4 4 4 4 4 3 4 5 4 4 40 

Resp_18 4 4 4 5 4 4 4 5 4 4 42 

Resp_19 3 3 4 3 3 3 3 4 3 3 32 

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

Resp_21 4 4 4 4 4 4 4 4 4 4 40 

Resp_22 3 3 3 3 3 3 3 3 3 3 30 

Resp_23 4 3 4 4 4 3 4 4 4 4 38 

Resp_24 4 3 4 4 4 3 4 4 4 4 38 

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

Resp_26 4 4 4 4 4 4 4 4 4 4 40 

Resp_27 4 4 4 4 4 4 4 4 4 4 40 

Resp_28 4 3 2 5 4 3 4 5 4 4 38 

Resp_29 4 2 4 4 3 3 4 4 4 4 36 



Resp_30 3 3 4 4 4 3 3 4 3 3 34 

Resp_31 3 4 3 3 3 4 3 3 3 3 32 

Resp_32 4 4 4 4 4 4 4 4 4 4 40 

Resp_33 4 4 4 4 4 4 4 4 4 4 40 

Resp_34 3 3 3 3 4 3 3 2 3 3 30 

Resp_35 3 4 4 4 3 4 4 4 3 4 37 

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

Resp_37 4 4 4 4 4 4 4 4 4 4 40 

Resp_38 3 3 3 3 3 3 3 3 3 3 30 

Resp_39 4 4 4 3 4 4 4 3 4 4 38 

Resp_40 4 3 4 4 4 3 4 4 4 4 38 

Resp_41 3 3 3 3 3 3 3 3 3 3 30 

Resp_42 4 3 3 3 4 3 3 3 4 3 33 

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

Resp_44 4 4 4 5 4 4 4 5 4 4 42 

Resp_45 3 3 4 3 3 3 3 4 3 3 32 

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 3 3 3 3 3 3 3 3 3 3 30 



Resp_49 4 3 4 4 4 4 4 3 4 4 38 

Resp_50 4 4 4 4 4 4 4 4 4 4 40 

Resp_51 3 4 3 3 3 4 3 3 3 3 32 

Resp_52 3 3 3 3 3 3 3 3 3 3 30 

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

Resp_54 3 3 3 3 3 3 3 3 3 3 30 

Resp_55 3 3 3 3 3 3 3 3 3 3 30 

Resp_56 4 3 3 4 4 3 3 4 4 3 35 

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

Resp_58 3 3 3 3 3 3 3 3 3 3 30 

Resp_59 3 4 3 3 3 4 3 3 3 3 32 

Resp_60 4 4 4 4 4 4 4 4 4 4 40 

Resp_61 4 4 4 4 4 4 4 4 4 4 40 

Resp_62 3 3 3 3 3 3 3 3 3 3 30 

Resp_63 3 4 4 4 3 4 4 4 3 4 37 

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

Resp_65 4 3 3 3 4 3 3 3 4 3 33 

Resp_66 3 3 3 3 3 3 3 3 3 3 30 

Resp_67 4 4 4 4 4 4 4 4 4 4 40 



Resp_68 3 3 3 3 3 3 3 3 3 3 30 

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

Resp_70 3 3 4 4 3 3 4 4 3 4 35 

Resp_71 3 3 4 4 4 3 4 3 3 4 35 

Resp_72 4 4 4 4 4 4 4 4 4 4 40 

Resp_73 4 3 3 3 3 4 3 3 4 3 33 

Resp_74 4 3 4 4 4 4 4 3 4 4 38 

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

Resp_76 4 4 4 4 4 4 4 4 4 4 40 

Resp_77 4 4 4 4 4 4 4 4 4 4 40 

Resp_78 2 2 2 2 2 2 2 2 2 2 20 

Resp_79 4 2 4 4 4 2 4 4 4 4 36 

Resp_80 3 3 4 4 4 4 3 3 3 3 34 

Resp_81 5 3 4 5 4 5 4 4 5 4 43 

Resp_82 5 5 5 5 5 5 5 5 5 5 50 

Resp_83 4 4 4 4 4 4 4 4 4 4 40 

Resp_84 4 3 5 4 5 4 5 5 4 5 44 

Resp_85 3 3 4 3 4 3 4 4 3 4 35 

Resp_86 3 4 4 3 4 4 4 4 3 4 37 



Resp_87 3 5 3 3 4 3 3 4 3 3 34 

Resp_88 4 3 4 4 4 4 4 4 4 4 39 

Resp_89 5 3 5 5 5 5 5 5 5 5 48 

Resp_90 5 5 5 5 5 5 5 5 5 5 50 

Resp_91 3 3 3 3 3 3 3 3 3 3 30 

Resp_92 5 3 5 5 5 5 5 5 5 5 48 

Resp_93 3 5 3 3 3 3 3 3 3 3 32 

Resp_94 4 5 4 4 4 4 4 4 4 4 41 

Resp_95 5 5 5 5 5 5 5 5 5 5 50 

Resp_96 5 5 4 5 4 3 4 4 5 4 43 

Resp_97 4 3 4 4 4 4 4 4 4 4 39 

Resp_98 5 5 5 5 5 5 5 5 5 5 50 

Resp_99 4 3 4 4 4 3 4 4 4 4 38 

Resp_100 5 4 5 5 5 5 5 5 5 5 49 

Resp_101 5 5 4 5 4 5 4 4 5 4 45 

Resp_102 3 4 4 3 4 3 4 4 3 4 36 

Resp_103 4 5 4 4 4 3 4 4 4 4 40 

Resp_104 5 4 5 5 5 3 5 5 5 5 47 

Resp_105 5 4 3 5 3 5 3 3 5 3 39 



Resp_106 4 4 4 4 4 3 4 4 4 4 39 

Resp_107 5 4 5 5 5 5 5 5 5 5 49 

Resp_108 4 3 4 4 4 4 4 4 4 4 39 
  



Lampiran 8 : Rekapitulasi Jawaban Responden 

 

X1_Total 
X2_ 

Total 
X3_Total Y_Total 

51 32 43 38 

38 29 40 30 

33 32 35 32 

42 26 32 32 

45 31 36 37 

43 32 36 36 

48 33 39 42 

46 34 38 41 

46 26 40 40 

45 31 37 40 

37 32 31 31 

45 24 39 34 

33 31 36 36 

42 32 35 38 

43 27 38 30 

45 24 32 33 

55 31 33 40 

49 24 37 42 

47 24 41 32 

46 30 35 40 

41 30 42 40 

30 31 40 30 

51 25 32 38 

37 31 43 38 

46 32 39 40 



48 32 42 40 

54 32 38 40 

31 18 38 38 

31 32 42 36 

37 31 39 34 

41 26 38 32 

48 25 39 40 

41 32 40 40 

39 38 33 30 

36 25 37 37 

48 32 39 40 

39 33 34 40 

36 24 39 30 

44 31 37 38 

41 32 34 38 

46 30 40 30 

41 29 37 33 

46 30 38 40 

47 30 40 42 

45 24 40 32 

47 27 40 40 

32 33 35 40 

48 32 39 30 

45 26 39 38 

38 32 32 40 

40 33 34 32 

48 24 40 30 

53 30 43 40 



48 33 34 30 

48 26 32 30 

48 24 40 35 

38 32 34 32 

44 26 37 30 

41 24 40 32 

38 28 40 40 

38 25 33 40 

46 32 38 30 

47 32 39 37 

48 30 40 40 

52 33 43 33 

40 31 35 30 

48 32 40 40 

48 24 42 30 

36 30 35 30 

48 31 37 35 

51 26 38 35 

42 30 36 40 

49 32 33 33 

47 30 40 38 

39 30 35 40 

46 33 33 40 

50 31 40 40 

47 32 37 20 

37 34 33 36 

40 33 39 34 

46 31 40 43 



56 33 40 50 

51 30 43 40 

41 32 35 44 

45 29 44 35 

42 30 38 37 

45 30 37 34 

52 28 39 39 

58 32 42 48 

45 36 40 50 

47 27 32 30 

46 33 50 48 

52 31 38 32 

52 33 42 41 

52 34 42 50 

47 30 44 43 

52 31 44 39 

43 34 38 50 

45 29 39 38 

54 32 44 49 

43 33 37 45 

50 31 45 36 

52 32 44 40 

48 34 37 47 

47 30 41 39 

56 33 47 39 

48 37 44 49 

50 30 40 39 
 

 



Lampiran 9 : Hasil Olah Data SPSS 

X1.1_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 6 5,6 5,6 5,6 

N 27 25 25 30,6 

S 58 53,7 53,7 84,3 

SS 17 15,7 15,7 100 

Total 108 100 100   

 

X1.1_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 5 4,6 4,6 4,6 

N 39 36,1 36,1 40,7 

S 51 47,2 47,2 88 

SS 13 12 12 100 

Total 108 100 100   

 

X1.2_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 5 4,6 4,6 4,6 

N 30 27,8 27,8 32,4 

S 63 58,3 58,3 90,7 

SS 10 9,3 9,3 100 

Total 108 100 100   



X1.2_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 7 6,5 6,5 6,5 

N 31 28,7 28,7 35,2 

S 56 51,9 51,9 87 

SS 14 13 13 100 

Total 108 100 100   

 

X1.3_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 5 4,6 4,6 4,6 

N 28 25,9 25,9 30,6 

S 61 56,5 56,5 87 

SS 14 13 13 100 

Total 108 100 100   

 

X1.3_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 6 5,6 5,6 5,6 

N 42 38,9 38,9 44,4 

S 48 44,4 44,4 88,9 

SS 12 11,1 11,1 100 

Total 108 100 100   

 



X1.4_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 4 3,7 3,7 3,7 

N 33 30,6 30,6 34,3 

S 59 54,6 54,6 88,9 

SS 12 11,1 11,1 100 

Total 108 100 100   

 

X1.4_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 4 3,7 3,7 3,7 

N 28 25,9 25,9 29,6 

S 62 57,4 57,4 87 

SS 14 13 13 100 

Total 108 100 100   

 

X1.5_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 42 38,9 38,9 40,7 

S 53 49,1 49,1 89,8 

SS 11 10,2 10,2 100 

Total 108 100 100   

 



X1.5_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 40 37 37 38,9 

S 52 48,1 48,1 87 

SS 14 13 13 100 

Total 108 100 100   

 

X1.6_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 25 23,1 23,1 24,1 

S 68 63 63 87 

SS 14 13 13 100 

Total 108 100 100   

 

X1.6_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 36 33,3 33,3 35,2 

S 57 52,8 52,8 88 

SS 13 12 12 100 

Total 108 100 100   

 



X2.1_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 3 2,8 2,8 2,8 

N 42 38,9 38,9 41,7 

S 55 50,9 50,9 92,6 

SS 8 7,4 7,4 100 

Total 108 100 100   

 

X2.1_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 47 43,5 43,5 44,4 

S 55 50,9 50,9 95,4 

SS 5 4,6 4,6 100 

Total 108 100 100   

 

X2.2_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 32 29,6 29,6 30,6 

S 59 54,6 54,6 85,2 

SS 16 14,8 14,8 100 

Total 108 100 100   

 



X2.2_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 31 28,7 28,7 29,6 

S 60 55,6 55,6 85,2 

SS 16 14,8 14,8 100 

Total 108 100 100   

 

X2.3_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 38 35,2 35,2 36,1 

S 51 47,2 47,2 83,3 

SS 18 16,7 16,7 100 

Total 108 100 100   

 

X2.3_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 42 38,9 38,9 39,8 

S 48 44,4 44,4 84,3 

SS 17 15,7 15,7 100 

Total 108 100 100   

 



X2.4_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid N 39 36,1 36,1 36,1 

S 63 58,3 58,3 94,4 

SS 6 5,6 5,6 100 

Total 108 100 100 
  

 

X2.4_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 27 25 25 25,9 

S 60 55,6 55,6 81,5 

SS 20 18,5 18,5 100 

Total 108 100 100 
  

 

X3.1_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 29 26,9 26,9 27,8 

S 58 53,7 53,7 81,5 

SS 20 18,5 18,5 100 

Total 108 100 100 
  

 



X3.1_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid N 32 29,6 29,6 29,6 

S 58 53,7 53,7 83,3 

SS 18 16,7 16,7 100 

Total 108 100 100 
  

 

X3.2_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 36 33,3 33,3 34,3 

S 59 54,6 54,6 88,9 

SS 12 11,1 11,1 100 

Total 108 100 100 
  

 

X3.2_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 34 31,5 31,5 32,4 

S 61 56,5 56,5 88,9 

SS 12 11,1 11,1 100 

Total 108 100 100 
  

 



X3.3_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 31 28,7 28,7 29,6 

S 65 60,2 60,2 89,8 

SS 11 10,2 10,2 100 

Total 108 100 100   

 

X3.3_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 4 3,7 3,7 3,7 

N 30 27,8 27,8 31,5 

S 57 52,8 52,8 84,3 

SS 17 15,7 15,7 100 

Total 108 100 100   

 

X3.4_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 4 3,7 3,7 3,7 

N 26 24,1 24,1 27,8 

S 72 66,7 66,7 94,4 

SS 6 5,6 5,6 100 

Total 108 100 100   

 



X3.4_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid N 28 25,9 25,9 25,9 

S 63 58,3 58,3 84,3 

SS 17 15,7 15,7 100 

Total 108 100 100 
  

 

X3.5_1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid N 18 16,7 16,7 16,7 

S 81 75 75 91,7 

SS 9 8,3 8,3 100 

Total 108 100 100 
  

 

X3.5_2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid N 19 17,6 17,6 17,6 

S 72 66,7 66,7 84,3 

SS 17 15,7 15,7 100 

Total 108 100 100   

 

 

 



Y1.1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 35 32,4 32,4 33,3 

S 59 54,6 54,6 88 

SS 13 12 12 100 

Total 108 100 100   

 

Y1.2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 5 4,6 4,6 4,6 

N 46 42,6 42,6 47,2 

S 47 43,5 43,5 90,7 

SS 10 9,3 9,3 100 

Total 108 100 100   

 

Y2.1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 5 4,6 4,6 4,6 

N 31 28,7 28,7 33,3 

S 61 56,5 56,5 89,8 

SS 11 10,2 10,2 100 

Total 108 100 100   

 



Y2.2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 33 30,6 30,6 31,5 

S 58 53,7 53,7 85,2 

SS 16 14,8 14,8 100 

Total 108 100 100   

 

Y3.1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 31 28,7 28,7 30,6 

S 63 58,3 58,3 88,9 

SS 12 11,1 11,1 100 

Total 108 100 100   

 

Y3.2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 47 43,5 43,5 45,4 

S 48 44,4 44,4 89,8 

SS 11 10,2 10,2 100 

Total 108 100 100   

 



Y4.1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 36 33,3 33,3 35,2 

S 59 54,6 54,6 89,8 

SS 11 10,2 10,2 100 

Total 108 100 100   

 

Y4.2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 33 30,6 30,6 32,4 

S 58 53,7 53,7 86,1 

SS 15 13,9 13,9 100 

Total 108 100 100   

 

Y5.1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 1 0,9 0,9 0,9 

N 35 32,4 32,4 33,3 

S 59 54,6 54,6 88 

SS 13 12 12 100 

Total 108 100 100   

 



Y5.2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid TS 2 1,9 1,9 1,9 

N 36 33,3 33,3 35,2 

S 59 54,6 54,6 89,8 

SS 11 10,2 10,2 100 

Total 108 100 100   

 

I Instrumen Penelitian 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



1 Instrumen Penelitian 

a. Uji Validitas 

Ketersediaan Fasilitas (X1) 

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 

X1.6_

2 

TOTAL_

X1 

X1.1_1 Pearson 

Correlation 

1 ,481
**
 ,574

**
 ,685

**
 ,669

**
 ,646

**
 ,397

**
 ,438

**
 ,567

**
 ,495

**
 ,358

**
 ,257

**
 ,812

**
 

Sig. (2-

tailed) 
 

,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,007 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.1_2 Pearson 

Correlation 

,481
*

*
 

1 ,413
**
 ,494

**
 ,480

**
 ,427

**
 ,395

**
 ,329

**
 ,318

**
 ,652

**
 ,354

**
 ,310

**
 ,697

**
 

Sig. (2-

tailed) 

,000 
 

,000 ,000 ,000 ,000 ,000 ,000 ,001 ,000 ,000 ,001 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 



X1.2_1 Pearson 

Correlation 

,574
*

*
 

,413
**
 1 ,563

**
 ,690

**
 ,413

**
 ,552

**
 ,663

**
 ,420

**
 ,260

**
 ,246

*
 ,167 ,733

**
 

Sig. (2-

tailed) 

,000 ,000 
 

,000 ,000 ,000 ,000 ,000 ,000 ,007 ,010 ,084 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.2_2 Pearson 

Correlation 

,685
*

*
 

,494
**
 ,563

**
 1 ,616

**
 ,476

**
 ,457

**
 ,507

**
 ,584

**
 ,450

**
 ,296

**
 ,286

**
 ,793

**
 

Sig. (2-

tailed) 

,000 ,000 ,000 
 

,000 ,000 ,000 ,000 ,000 ,000 ,002 ,003 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.3_1 Pearson 

Correlation 

,669
*

*
 

,480
**
 ,690

**
 ,616

**
 1 ,485

**
 ,538

**
 ,474

**
 ,457

**
 ,405

**
 ,374

**
 ,244

*
 ,791

**
 

Sig. (2-

tailed) 

,000 ,000 ,000 ,000 
 

,000 ,000 ,000 ,000 ,000 ,000 ,011 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.3_2 Pearson 

Correlation 

,646
*

*
 

,427
**
 ,413

**
 ,476

**
 ,485

**
 1 ,362

**
 ,321

**
 ,640

**
 ,371

**
 ,236

*
 ,314

**
 ,704

**
 



Sig. (2-

tailed) 

,000 ,000 ,000 ,000 ,000 
 

,000 ,001 ,000 ,000 ,014 ,001 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.4_1 Pearson 

Correlation 

,397
*

*
 

,395
**
 ,552

**
 ,457

**
 ,538

**
 ,362

**
 1 ,489

**
 ,342

**
 ,392

**
 ,373

**
 ,305

**
 ,684

**
 

Sig. (2-

tailed) 

,000 ,000 ,000 ,000 ,000 ,000 
 

,000 ,000 ,000 ,000 ,001 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.4_2 Pearson 

Correlation 

,438
*

*
 

,329
**
 ,663

**
 ,507

**
 ,474

**
 ,321

**
 ,489

**
 1 ,385

**
 ,278

**
 ,177 ,164 ,641

**
 

Sig. (2-

tailed) 

,000 ,000 ,000 ,000 ,000 ,001 ,000 
 

,000 ,004 ,066 ,090 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.5_1 Pearson 

Correlation 

,567
*

*
 

,318
**
 ,420

**
 ,584

**
 ,457

**
 ,640

**
 ,342

**
 ,385

**
 1 ,218

*
 ,172 ,145 ,647

**
 

Sig. (2-

tailed) 

,000 ,001 ,000 ,000 ,000 ,000 ,000 ,000 
 

,023 ,076 ,134 ,000 



N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.5_2 Pearson 

Correlation 

,495
*

*
 

,652
**
 ,260

**
 ,450

**
 ,405

**
 ,371

**
 ,392

**
 ,278

**
 ,218

*
 1 ,348

**
 ,356

**
 ,642

**
 

Sig. (2-

tailed) 

,000 ,000 ,007 ,000 ,000 ,000 ,000 ,004 ,023 
 

,000 ,000 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.6_1 Pearson 

Correlation 

,358
*

*
 

,354
**
 ,246

*
 ,296

**
 ,374

**
 ,236

*
 ,373

**
 ,177 ,172 ,348

**
 1 ,389

**
 ,517

**
 

Sig. (2-

tailed) 

,000 ,000 ,010 ,002 ,000 ,014 ,000 ,066 ,076 ,000 
 

,000 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

X1.6_2 Pearson 

Correlation 

,257
*

*
 

,310
**
 ,167 ,286

**
 ,244

*
 ,314

**
 ,305

**
 ,164 ,145 ,356

**
 ,389

**
 1 ,476

**
 

Sig. (2-

tailed) 

,007 ,001 ,084 ,003 ,011 ,001 ,001 ,090 ,134 ,000 ,000 
 

,000 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 



TOTAL

_X1 

Pearson 

Correlation 

,812
*

*
 

,697
**
 ,733

**
 ,793

**
 ,791

**
 ,704

**
 ,684

**
 ,641

**
 ,647

**
 ,642

**
 ,517

**
 ,476

**
 1 

Sig. (2-

tailed) 

,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 
 

N 108 108 108 108 108 108 108 108 108 108 108 108 108 

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

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

 

 

 

 

 

 

 

 

 

 

 

 

 



Profesionalisme Karyawan (X2) 

Correlations 

 

X2.1

_1 

X2.1_

2 

X2.2_

1 

X2.2_

2 

X2.3_

1 

X2.3_

2 

X2.4_

1 

X2.4_

2 

TOTA

L_X2 

X2.1_1 Pearson 

Correlation 

1 ,253
**
 ,194

*
 ,182 ,114 ,214

*
 ,118 ,219

*
 ,453

**
 

Sig. (2-tailed)  ,008 ,044 ,059 ,239 ,027 ,225 ,023 ,000 

N 108 108 108 108 108 108 108 108 108 

X2.1_2 Pearson 

Correlation 

,253
*

*
 

1 ,316
**
 ,375

**
 ,305

**
 ,259

**
 ,427

**
 ,419

**
 ,645

**
 

Sig. (2-tailed) ,008  ,001 ,000 ,001 ,007 ,000 ,000 ,000 

N 108 108 108 108 108 108 108 108 108 

X2.2_1 Pearson 

Correlation 

,194
*
 ,316

**
 1 ,682

**
 ,792

**
 ,276

**
 ,205

*
 ,373

**
 ,772

**
 

Sig. (2-tailed) ,044 ,001  ,000 ,000 ,004 ,033 ,000 ,000 

N 108 108 108 108 108 108 108 108 108 

X2.2_2 Pearson 

Correlation 

,182 ,375
**
 ,682

**
 1 ,532

**
 ,321

**
 ,239

*
 ,438

**
 ,752

**
 



Sig. (2-tailed) ,059 ,000 ,000  ,000 ,001 ,013 ,000 ,000 

N 108 108 108 108 108 108 108 108 108 

X2.3_1 Pearson 

Correlation 

,114 ,305
**
 ,792

**
 ,532

**
 1 ,277

**
 ,279

**
 ,249

**
 ,714

**
 

Sig. (2-tailed) ,239 ,001 ,000 ,000  ,004 ,003 ,009 ,000 

N 108 108 108 108 108 108 108 108 108 

X2.3_2 Pearson 

Correlation 

,214
*
 ,259

**
 ,276

**
 ,321

**
 ,277

**
 1 ,175 ,277

**
 ,569

**
 

Sig. (2-tailed) ,027 ,007 ,004 ,001 ,004  ,070 ,004 ,000 

N 108 108 108 108 108 108 108 108 108 

X2.4_1 Pearson 

Correlation 

,118 ,427
**
 ,205

*
 ,239

*
 ,279

**
 ,175 1 ,245

*
 ,505

**
 

Sig. (2-tailed) ,225 ,000 ,033 ,013 ,003 ,070  ,011 ,000 

N 108 108 108 108 108 108 108 108 108 

X2.4_2 Pearson 

Correlation 

,219
*
 ,419

**
 ,373

**
 ,438

**
 ,249

**
 ,277

**
 ,245

*
 1 ,638

**
 

Sig. (2-tailed) ,023 ,000 ,000 ,000 ,009 ,004 ,011  ,000 



N 108 108 108 108 108 108 108 108 108 

TOTAL

_X2 

Pearson 

Correlation 

,453
*

*
 

,645
**
 ,772

**
 ,752

**
 ,714

**
 ,569

**
 ,505

**
 ,638

**
 1 

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

N 108 108 108 108 108 108 108 108 108 

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

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

 

 

 

 

 

 

 

 

 

 

 

 

 



Kualitas Jasa Pelayanan (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 TOTAL_X3 

X3.1_1 Pearson 

Correlation 

1 ,471
**
 ,603

**
 ,406

**
 ,533

**
 ,468

**
 ,112 ,123 ,029 -,005 ,686

**
 

Sig. (2-tailed)  ,000 ,000 ,000 ,000 ,000 ,249 ,204 ,763 ,961 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.1_2 Pearson 

Correlation 

,471
**
 1 ,354

**
 ,407

**
 ,294

**
 ,249

**
 ,257

**
 ,230

*
 ,080 ,066 ,613

**
 

Sig. (2-tailed) ,000  ,000 ,000 ,002 ,009 ,007 ,017 ,412 ,498 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.2_1 Pearson 

Correlation 

,603
**
 ,354

**
 1 ,425

**
 ,475

**
 ,192

*
 ,052 ,164 ,111 ,111 ,619

**
 

Sig. (2-tailed) ,000 ,000  ,000 ,000 ,047 ,591 ,090 ,254 ,251 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.2_2 Pearson 

Correlation 

,406
**
 ,407

**
 ,425

**
 1 ,444

**
 ,240

*
 ,135 ,193

*
 ,175 ,139 ,628

**
 



Sig. (2-tailed) ,000 ,000 ,000  ,000 ,012 ,162 ,045 ,070 ,153 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.3_1 Pearson 

Correlation 

,533
**
 ,294

**
 ,475

**
 ,444

**
 1 ,237

*
 ,275

**
 ,182 ,187 -,011 ,635

**
 

Sig. (2-tailed) ,000 ,002 ,000 ,000  ,014 ,004 ,060 ,053 ,914 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.3_2 Pearson 

Correlation 

,468
**
 ,249

**
 ,192

*
 ,240

*
 ,237

*
 1 ,195

*
 ,410

**
 ,032 ,122 ,581

**
 

Sig. (2-tailed) ,000 ,009 ,047 ,012 ,014  ,043 ,000 ,744 ,209 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.4_1 Pearson 

Correlation 

,112 ,257
**
 ,052 ,135 ,275

**
 ,195

*
 1 ,193

*
 ,204

*
 ,065 ,422

**
 

Sig. (2-tailed) ,249 ,007 ,591 ,162 ,004 ,043  ,046 ,034 ,505 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.4_2 Pearson 

Correlation 

,123 ,230
*
 ,164 ,193

*
 ,182 ,410

**
 ,193

*
 1 ,179 ,347

**
 ,530

**
 

Sig. (2-tailed) ,204 ,017 ,090 ,045 ,060 ,000 ,046  ,063 ,000 ,000 



N 108 108 108 108 108 108 108 108 108 108 108 

X3.5_1 Pearson 

Correlation 

,029 ,080 ,111 ,175 ,187 ,032 ,204
*
 ,179 1 ,320

**
 ,359

**
 

Sig. (2-tailed) ,763 ,412 ,254 ,070 ,053 ,744 ,034 ,063  ,001 ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

X3.5_2 Pearson 

Correlation 

-,005 ,066 ,111 ,139 -,011 ,122 ,065 ,347
**
 ,320

**
 1 ,353

**
 

Sig. (2-tailed) ,961 ,498 ,251 ,153 ,914 ,209 ,505 ,000 ,001  ,000 

N 108 108 108 108 108 108 108 108 108 108 108 

TOTAL

_X3 

Pearson 

Correlation 

,686
**
 ,613

**
 ,619

**
 ,628

**
 ,635

**
 ,581

**
 ,422

**
 ,530

**
 ,359

**
 ,353

**
 1 

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

N 108 108 108 108 108 108 108 108 108 108 108 

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

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

 

 

 



Kepuasan Pelanggan (Y) 

Correlations 

 Y1.1 Y1.2 Y2.1 Y2.2 Y3.1 Y3.2 Y4.1 Y4.2 Y5.1 Y5.2 TOTAL_Y 

Y1.1 Pearson 

Correlation 

1 ,424
**
 ,606

**
 ,806

**
 ,709

**
 ,637

**
 ,715

**
 ,634

**
 1,000

**
 ,715

**
 ,881

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

Y1.2 Pearson 

Correlation 

,424
**
 1 ,368

**
 ,395

**
 ,357

**
 ,502

**
 ,381

**
 ,327

**
 ,424

**
 ,381

**
 ,563

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

Y2.1 Pearson 

Correlation 

,606
**
 ,368

**
 1 ,595

**
 ,776

**
 ,532

**
 ,853

**
 ,683

**
 ,606

**
 ,853

**
 ,839

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

Y2.2 Pearson 

Correlation 

,806
**
 ,395

**
 ,595

**
 1 ,626

**
 ,614

**
 ,700

**
 ,734

**
 ,806

**
 ,700

**
 ,850

**
 



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

N 108 108 108 108 108 108 108 108 108 108 108 

Y3.1 Pearson 

Correlation 

,709
**
 ,357

**
 ,776

**
 ,626

**
 1 ,504

**
 ,768

**
 ,704

**
 ,709

**
 ,768

**
 ,842

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

Y3.2 Pearson 

Correlation 

,637
**
 ,502

**
 ,532

**
 ,614

**
 ,504

**
 1 ,514

**
 ,445

**
 ,637

**
 ,514

**
 ,721

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

Y4.1 Pearson 

Correlation 

,715
**
 ,381

**
 ,853

**
 ,700

**
 ,768

**
 ,514

**
 1 ,772

**
 ,715

**
 1,000

**
 ,903

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

Y4.2 Pearson 

Correlation 

,634
**
 ,327

**
 ,683

**
 ,734

**
 ,704

**
 ,445

**
 ,772

**
 1 ,634

**
 ,772

**
 ,818

**
 

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



N 108 108 108 108 108 108 108 108 108 108 108 

Y5.1 Pearson 

Correlation 

1,000
**
 ,424

**
 ,606

**
 ,806

**
 ,709

**
 ,637

**
 ,715

**
 ,634

**
 1 ,715

**
 ,881

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

Y5.2 Pearson 

Correlation 

,715
**
 ,381

**
 ,853

**
 ,700

**
 ,768

**
 ,514

**
 1,000

**
 ,772

**
 ,715

**
 1 ,903

**
 

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

N 108 108 108 108 108 108 108 108 108 108 108 

TOTAL

_Y 

Pearson 

Correlation 

,881
**
 ,563

**
 ,839

**
 ,850

**
 ,842

**
 ,721

**
 ,903

**
 ,818

**
 ,881

**
 ,903

**
 1 

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

N 108 108 108 108 108 108 108 108 108 108 108 

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

 

 

 

  



b. Uji Reliabilitas 

 

Uji Reliabilitas 

Variab
el X1 

Hasil Nilai 
kritis 

Keteran
gan 

X1 0,895 0,6 reliabel 

X2 0,785 0,6 reliabel 

X3 0,758 0,6 reliabel 

Y 0,945 0,6 reliabel 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

,895 12 

 

2. Uji Asumsi Klasik 

a. Uji Normalitas 

 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardized 

Residual 

N 108 

Normal Parameters
a,b

 Mean ,0000000 

Std. Deviation 4,84977768 

Most Extreme Differences Absolute ,056 

Positive ,030 

Negative -,056 

Test Statistic ,056 

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

 



a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

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

 

 
 

 

 

 

 

  



 

b. Uji Multikolinieritas 

 

 

 

 

 

 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity 

Statistics 

B 

Std. 

Error Beta Tolerance VIF 

1 (Constant) ,082 6,595  ,012 ,990   

TOTAL_X1 ,183 ,088 ,193 2,087 ,039 ,858 1,165 

TOTAL_X2 ,503 ,142 ,304 3,543 ,001 ,990 1,010 

TOTAL_X3 ,364 ,141 ,238 2,583 ,011 ,862 1,160 

a. Dependent Variable: TOTAL_Y 

 



c. Uji Heterokedastisitas 

Uji Heterokedastisitas Glester 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 7,662 3 2,554 ,515 ,673
b
 

Residual 515,746 104 4,959   

Total 523,407 107    

a. Dependent Variable: Kepuasan_Pelanggan 

b. Predictors: (Constant), Kualitas_Jasa_Pelayanan, Ketersediaan_Fasilitas, 

Profesionalisme_Karyawan 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) ,082 6,595  ,012 ,990   

TOTAL_X1 ,183 ,088 ,193 2,087 ,039 ,858 1,165 



TOTAL_X2 ,503 ,142 ,304 3,543 ,001 ,990 1,010 

TOTAL_X3 ,364 ,141 ,238 2,583 ,011 ,862 1,160 

a. Dependent Variable: TOTAL_Y 

 

 

 

  



c. Uji Autokorelasi 

Model R R Square 

Adjusted 

R Square 

Std. Error of 

the Estimate Durbin-Watson 

1 ,490
a
 ,240 ,218 4,91923 2,060 

a. Predictors: (Constant), TOTAL_X3, TOTAL_X2, TOTAL_X1 

b. Dependent Variable: TOTAL_Y 

 

3. Analisis Regresi Linier Berganda 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) ,082 6,595  ,012 ,990   

TOTAL_X1 ,183 ,088 ,193 2,087 ,039 ,858 1,165 

TOTAL_X2 ,503 ,142 ,304 3,543 ,001 ,990 1,010 

TOTAL_X3 ,364 ,141 ,238 2,583 ,011 ,862 1,160 

a. Dependent Variable: TOTAL_Y 

 



4, Pengujian Hipotesis 

 

a. Uji t 

Hasil uji t 

Standardized Coefficients T Sig. 

  

(Constant) .012 .990 

Ketersediaan Fasilitas (X1) 2.087 .039 

Profesionalisme Karyawan 
(X2) 

3.543 .001 

Kualitas Jasa Pelayanan (X3) 2.583 .011 

 

 

b. Uji F 

Hasil uji F 

  F Sig. 

Regression 10.964 .000b 
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