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B. PETUNJUK PENGISIAN

1)

2)

3)

4)

Sebelum mengisi pernyataan berikut, kami
memohon untuk membaca terlebih dahulu
petunjuk dari pengisian ini.

Responden dapat memberikan jawaban dengan
memberikan tanda silang (V) pada salah satu
jawaban yang tersedia. Hanya satu jawaban saja
yang dimungkinkan untuk setiap pertanyaan.
Pada masing-masing pertanyaan terdapat lima
alternative jawaban yang mengacu pada teknik
skala likert, yaitu :

Keterangan pilihan: Skor

SS : Sangat Setuju 5

S :Setuju 4

RR : Ragu-Ragu 3

TS : Tidak Setuju 2

STS: Sangat Tidak Setuju 1

Data responden dan semua informasi yang

diberikan akan dijamin kerahasiaannya, oleh
sebab itu dimohon untuk mengisi kuesioner
dengan sebenarnya dan seobjektif mungkin.



A. Kepercayaan

No PERNYATAAN SS S RR TS | STS
Kesungguhan/ketulusan (Benevolence)
1. Kantor pos memberikan pelayanan
dengan baik
2. Karyawan kantor pos dapat mengatasi
keluhan konsumen dengan baik
Kemampuan (Ability)
1. Kantor pos memberikan jaminan atas
hilangnya barang
2 Kantor pos memberikan informasi atas
barang yang dikirim
Integritas (integrity)
1. Kantor pos memberikan pertanggung
jawaban atas kerusakan barang
2. Kantor pos menepati atas apa yang di
sampaikan pada konsumen
B. Karakterisitk Pelayanan
No PERNYATAAN SS S RR TS STS

Partisipasi pelanggan dalam proses pelayanan.

1. Saya lebih suka datang ke
kantor pos secara langsung
pada saat menanyakan
pengiriman barang.

2. Kantor pos membantu dengan

baik pada saat melayani

Kejadian pada waktu yang bersamaan (simultaneity).




1. Peraturan pada Kantor pos
dapat diterima dengan baik

2 Keluhan  pelanggan  cepat
ditanggapi  oleh  karyawan
Kantor pos

Pelayanan langsung digunakan dan habis (service perishability).

1. Pengiriman barang Kantor pos
cepat dan sesuai dengan
ketentuan

2. estimasi  pengiriman  yang
diberikan Kantor pos tepat
waktu

Tidak terwujud (instangibility).

1. Kantor pos memberikan solusi
dengan baik

2. Pelayan dengan mudah
dipahami ketika
menyampaikan informasi

Beragam (heterogeneity).

1. Saya merasa jasa yang
ditawarkan sudah tepat

2. Saya merasa Informasi yang
diberikan jelas dan tepat
C. Kualitas Pelayanan

No PERNYATAAN Ss S RR | TS | STS

Tangibles (Bukti Fisik)

1.

Gedung kantor pos bersih dan rapi

2.

Karyawan kantor pos berpenampilan

rapih an sopan




Reliability (Keandalan)

1. Karyawan nenpunyai pengetahuan untuk
menjawab pertanyaan konsumen
2 Kantor pos mampu menjaga keamanan

barang yang dikirim

Assurance (Jaminan)

1. Kantor pos memberi jaminan atas
kehilangan dan kerusakan paket yang
dikirimkan

2. Karyawan kantor pos memberikan
informasi  secara jelas dan mudah
dipahami selama berinteraksi

Empathy (Empati)

1. Kantor pos merespon dengan baik apa
yang menjadi permintaan dan kelebihan
konsumen

2. Karyawan kantor pos mampu

memberikan perhatian yang baik secara
personal/individu

Responsiveness (Daya Tangkap)

1.

Cepat tanggap dalam mengatasi masalah
pada keluhan konsumen

Kemampuan memberikan pelayanan
dengan cepat dan benar (infomatif dalam
komunikasi)

D. Kepuasan

No

PERNYATAAN

SS

S

RR

TS

STS

Perasaan puas (dalam arti puas akan produk dan pelayanannya)

1.

Konsumen merasa senang setelah
menggunakan jasa pengiriman barang
di kantor pos




2. | Pengiriman barang pada kantor pos
sangat memuaskan

Terpenuhinya harapan pelanggan setelah membeli produk.

1. | Pengiriman barang pada kantor pos
sesuai dengan harapan

2 Fasilitas dan kenyamanan yang
diberikan sesuai dengan harapan

Selalu membeli produk.

1. Ingin selalu menggunakan
Pengiriman barang pada kantor pos
ketika mengirim barang

2. | Saya akan mengirim barang lagi
melalui kantor pos




Lampiran 6. Tabulasi Data Penelitian

VARIABEL KEPERCAYAAN (X1)

NO. KEPERCAYAAN (X1)
RESPONDE | X1. | X1. | X1. | X1. | X1. | X1. ToleAL
N 1 2 3 4 5 6
Resp_1 2 3 2 2 3 2 14
Resp_2 4 4 4 4 4 4 24
Resp_3 5 5 5 5 5 5 30
Resp_4 2 2 2 2 2 2 12
Resp_5 4 4 4 4 4 4 24
Resp_6 4 4 4 4 4 4 24
Resp_7 5 5 5 5 5 5 30
Resp_8 5 5 4 4 4 4 26
Resp_9 4 5 4 5 4 5 27
Resp_10 4 4 4 4 4 4 24
Resp_11 4 5 4 5 4 5 27
Resp_12 5 4 5 4 5 4 27
Resp_13 5 5 5 5 5 5 30
Resp_14 5 5 5 5 5 5 30
Resp_15 5 5 5 5 5 5 30
Resp_16 4 4 4 4 4 4 24
Resp_17 5 5 5 5 5 5 30
Resp_18 5 5 5 5 5 5 30
Resp_19 4 4 4 4 4 4 24
Resp_20 4 4 4 4 4 4 24
Resp_21 5 5 5 5 5 5 30
Resp_22 5 5 5 4 4 4 27
Resp_23 4 5 4 5 4 5 27
Resp_24 4 4 4 4 4 4 24
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27
30

30

30

30

24
26

30

30

30

23
30

25
28
24
24

24
26

30

30

24

30

30

24
24

30

24
24

4
5
5
5
5
5
4
4
5
5
5
4
5
5
5
4
4
4
4
5
5
4
5
5
4
4
5
4
4

Resp_25
Resp_26
Resp_27
Resp_28
Resp_29
Resp_30
Resp_31
Resp_32
Resp_33
Resp_34
Resp_35
Resp_36
Resp_37
Resp_38
Resp_39
Resp_40
Resp_41
Resp_42
Resp_43
Resp_44
Resp_45
Resp_46
Resp_47
Resp_48
Resp_49
Resp_50
Resp_51
Resp_52
Resp_53




27

28
30

26

30

24

24
30

24

24

30

30

24
30

30

24
24

30

25
24
21

24

28
30

28
30

28
24
22

5
5
5
4
5
4
4
5
4
4
5
5
4
5
5
4
4
5
5
4
4
4
5
5
5
5
5
4
4

Resp_54
Resp_55
Resp_56
Resp_57
Resp_58
Resp_59
Resp_60
Resp_61
Resp_62
Resp_63
Resp_64
Resp_65
Resp_66
Resp_67
Resp_68
Resp_69
Resp_70
Resp_71
Resp_72
Resp_73
Resp_74
Resp_75
Resp_76
Resp_77
Resp_78
Resp_79
Resp_80
Resp_81
Resp_82




Resp_83 5 5 5 5 5 5 30
Resp_84 5 5 5 4 5 4 28
Resp_85 5 5 5 5 5 5 30
Resp_86 4 4 4 4 4 4 24
Resp_87 5 5 5 5 5 5 30
Resp_88 5 5 4 5 4 5 28
Resp_89 5 5 5 5 5 5 30
Resp_90 4 4 4 4 4 4 24
Resp_91 4 5 4 5 4 5 27
Resp_92 4 4 4 4 4 4 24
Resp_93 4 4 4 4 4 4 24
Resp_94 5 5 5 5 5 5 30
Resp_95 5 5 5 5 5 5 30
Resp_96 4 5 4 5 4 5 27
Resp_97 5 5 5 4 5 4 28
Resp_98 5 5 5 5 5 5 30
Resp_99 4 4 4 4 4 4 24
Resp_100 4 5 4 5 4 5 27
Resp_101 5 5 5 5 5 5 30
Resp_102 4 4 4 4 4 4 24
Resp_103 4 4 4 4 4 4 24
Resp_104 5 5 5 5 5 5 30
Resp_105 5 5 5 5 5 5 30
Resp_106 2 2 2 2 2 2 12
Resp_107 4 4 4 4 4 4 24
Resp_108 2 2 2 2 3 2 13
Resp_109 3 3 2 3 3 2 16
Resp_110 2 2 2 2 2 2 12
Resp_111 5 5 5 5 5 5 30




Resp 112 | 5 | 5| 5 | 5| 5] 5| 30




VARIABEL KARAKTERISTIK PELAYANAN (X2)

NO. RESPONDEN

KARAKTERISTIK PELAYANAN (X2)

X2.7 | X2.8 | X2.9 | X2.10 | X2.11 | X2.12 | X2.13 | X2.14 | X2.15 | X2.16 | TOTAL
Resp_1 2 3 2 2 3 2 2 2 2 2 22
Resp_2 4 4 4 4 4 4 4 4 4 4 40
Resp_3 5 5 5 5 5 5 5 5 5 5 50
Resp_4 2 3 3 2 3 3 2 2 2 3 25
Resp_5 5 4 4 4 4 4 5 4 5 4 43
Resp_6 4 4 4 4 5 4 5 5 5 5 45
Resp_7 4 5 4 5 4 5 4 5 5 5 46
Resp_8 4 5 5 4 4 4 5 5 4 4 44
Resp_9 5 4 5 4 4 4 4 4 4 4 42
Resp_10 3 4 3 4 3 3 4 4 3 3 34
Resp_11 3 4 3 4 4 4 4 4 4 4 38
Resp_12 4 5 5 5 5 5 4 5 4 5 47
Resp_13 4 5 4 5 4 5 5 5 5 5 47
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VARIABEL KUALITAS PELAYANAN (X3)

NO. KUALITAS PELAYANAN (X3)

RESP | X3 | X3 | X3 | X3 |X3|X3|X3|X3|X3|X3|TO

ONDE | 1 | 1| 1| 2]|2]2|2]|2]2]|2]|TA
N 7 8 9 0 1 2 3 4 5 6 L

Resp_1 | 3 3 2 2 3 2 2 3 2 2 24
Resp_2 | 4 5 4 4 4 4 5 4 4 5 43
Resp_ 3 | 5 4 5 5 5 4 4 4 4 5 45
Resp_ 4 | 3 2 3 3 2 2 3 2 2 2 24
Resp 5| 4 5 4 4 4 5 5 5 4 5 45
Resp_6 | 4 5 4 4 4 5 4 4 5 4 43
Resp_ 7 | 5 5 5 5 5 5 5 5 5 5 50
Resp_ 8 | 5 4 4 4 4 5 5 5 5 4 45
Resp_ 9 | 4 4 4 5 4 5 4 4 4 4 42
Resp_1
0 4 5 4 4 4 5 5 4 4 5 44
Resp_1
1 4 5 4 5 4 4 4 4 5 5 44
Resp_1
2 5 4 5 4 5 5 4 4 4 4 44
Resp_1
3 5 4 5 5 5 5 4 5 4 5 47
Resp_1
4 5 4 5 5 4 5 4 5 4 5 46
Resp_1
5 5 4 5 5 4 5 4 5 4 5 46
Resp_1
6 4 4 4 4 4 4 5 4 4 5 42
Resp_1
7 5 4 5 5 5 5 4 4 5 4 46
Resp_1
8 5 4 5 5 5 5 5 5 5 4 48




Resp_1

44

Resp_2

44

Resp_2

50

Resp_2

44

Resp_2

44

Resp_2

41

Resp_2

43

Resp_2

46

Resp_2

50

Resp_2

50

Resp_2

50

Resp_3

49

Resp_3

40

Resp_3

41

Resp_3

49

Resp_3

50

Resp_3

50

Resp_3

40




Resp_3

49

Resp_3

43

Resp_3

50

Resp_4

41

Resp_4

40

Resp_4

40

Resp_4

45

Resp_4

50

Resp_4

49

Resp_4

36

Resp_4

50

Resp_4

50

Resp_4

40

Resp_5

40

Resp_5

50

Resp_5

40

Resp_5

41




Resp_5

50

Resp_5

40

Resp_5

50

Resp_5

43

Resp_5

50

Resp_5

40

Resp_6

40

Resp_6

50

Resp_6

40

Resp_6

40

Resp_6

50

Resp_6

49

Resp_6

41

Resp_6

50

Resp_6

50

Resp_6

40

Resp_7

40

Resp_7

50




Resp_7

44

Resp_7

40

Resp_7

46

Resp_7

40

Resp_7

47

Resp_7

50

Resp_7

47

Resp_7

47

Resp_8

47

Resp_8

40

Resp_8

40

Resp_8

50

Resp_8

47

Resp_8

50

Resp_8

43

Resp_8

50

Resp_8

46




Resp_8

50

Resp_9

41

Resp_9

40

Resp_9

40

Resp_9

40

Resp_9

50

Resp_9

50

Resp_9

43

Resp_9

46

Resp_9

50

Resp_9

44

Resp_1
00

42

Resp_1
01

50

Resp_1
02

40

Resp_1
03

40

Resp_1
04

50

Resp_1
05

50

Resp_1

47




06

Resp_1
07

43

Resp_1
08

47

Resp_1
09

41

Resp_1
10

40

Resp_1

48

Resp_1
12

44




VARIABEL KEPUASAN (Y)

NO. KEPUASAN (Y1)

RESPONDE | Y12 | Y1.2 | Y1.2 | Y13 | Y13 | Y13 | TOTA

N 7 8 9 0 1 2 L
Resp_1 2 3 3 2 2 2 14
Resp_2 4 5 4 4 5 4 26
Resp_3 5 4 4 5 4 4 26
Resp_4 3 3 3 2 3 3 17
Resp_5 4 4 5 4 4 5 26
Resp_6 4 4 4 4 4 4 24
Resp_7 5 5 5 5 5 5 30
Resp_8 4 5 5 5 4 5 28
Resp_9 4 5 5 4 5 4 27
Resp_10 4 5 5 4 5 4 27
Resp_11 4 4 4 4 4 4 24
Resp_12 5 4 5 5 4 4 27
Resp_13 4 5 4 5 5 5 28
Resp_14 5 4 4 5 4 5 27
Resp_15 4 5 4 4 4 5 26
Resp_16 4 5 5 4 4 4 26
Resp_17 5 4 5 5 4 4 27
Resp_18 4 4 4 4 4 5 25
Resp_19 4 4 4 4 4 5 25
Resp_20 4 4 4 4 4 4 24
Resp_21 5 4 4 5 5 5 28
Resp_22 4 4 5 5 4 5 27
Resp_23 4 4 4 4 4 4 24
Resp_24 4 4 4 4 4 4 24
Resp_25 4 4 4 4 4 4 24
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Resp_76
Resp_77
Resp_78
Resp_79
Resp_80
Resp_81
Resp_82
Resp_83




Resp_84 5 5 5 4 5 5 29
Resp_85 5 5 5 5 5 5 30
Resp_86 5 5 4 4 5 4 27
Resp_87 5 5 5 4 5 5 29
Resp_88 4 4 4 4 4 4 24
Resp_89 4 4 5 4 4 5 26
Resp_90 5 5 5 5 5 5 30
Resp_91 5 5 4 5 5 4 28
Resp_92 4 4 4 4 4 4 24
Resp_93 4 4 4 4 4 4 24
Resp_94 5 5 5 5 5 5 30
Resp_95 4 4 5 4 4 5 26
Resp_96 4 4 4 4 4 4 24
Resp_97 5 5 4 5 5 4 28
Resp_98 4 4 5 4 4 5 26
Resp_99 4 4 5 4 4 5 26
Resp_100 4 4 4 4 4 4 24
Resp_101 5 5 5 5 5 5 30
Resp_102 4 4 4 4 4 4 24
Resp_103 4 4 4 5 4 4 25
Resp_104 5 5 5 4 5 5 29
Resp_105 5 5 5 5 5 5 30
Resp_106 5 5 4 5 5 4 28
Resp_107 4 4 4 4 4 4 24
Resp_108 4 4 4 4 4 5 25
Resp_109 4 4 4 4 4 4 24
Resp_110 3 2 3 3 2 3 16
Resp_111 5 5 4 5 5 4 28
Resp_112 5 5 5 5 5 5 30




Lampiran 7. Hasil Olah Data SPSS
FREKUENSI JAWABAN RESPONDEN

a. Variabel Kepercayaan
X1.1
Frequency Percent | Valid Percent Cumulative
Percent
2.00 5 4.5 45 45
3.00 1 9 9 54
Valid  4.00 48 428 428 48.2
5.00 58 51.8 51.8 100.0
Total 112 100.0 100.0
X1.2
Frequency Percent | Valid Percent Cumulative
Percent
2.00 4 3.6 3.6 3.6
3.00 2 1.8 1.8 54
Valid  4.00 45 40.1 40.1 45.5
5.00 61 54.5 54.5 100.0
Total 112 100.0 100.0
X1.3
Frequency Percent | Valid Percent Cumulative
Percent
2.00 6 5.4 54 54
Valid 3.00 1 9 9 6.3
4.00 52 46.4 46.4 52.7
5.00 53 473 473 100.0




Total | 112 100.0 100.0
X1.4
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 5 4.5 45 45
3.00 4 3.6 3.6 8.0
Valid  4.00 50 44.6 44.6 52.7
5.00 53 473 47.3 100.0
Total 112 100.0 100.0
X1.5
Frequency Percent | Valid Percent Cumulative
Percent
2.00 3 2.7 2.7 2.7
3.00 3 2.7 2.7 5.4
Valid  4.00 52 46.4 46.4 51.8
5.00 54 48.2 48.2 100.0
Total 112 100.0 100.0
X1.6
Frequency Percent | Valid Percent Cumulative
Percent
2.00 6 5.4 5.4 54
3.00 2 1.8 1.8 7.2
Valid  4.00 49 43.7 43.7 50.9
5.00 55 49.1 49.1 100.0
Total 112 100.0 100.0




b. Variabel Karakteristik Pelayanan

X2.7
Frequency Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
3.00 3 2.7 2.7 4.5
Valid  4.00 59 52.6 52.6 57.1
5.00 48 429 429 100.0
Total 112 100.0 100.0
X2.8
Frequency | Percent | Valid Percent Cumulative
Percent
3.00 3 2.7 2.7 2.7
Valid 4.00 60 53.6 53.6 56.3
5.00 49 43.7 43.7 100.0
Total 112 100.0 100.0
X2.9
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 4 3.6 3.6 4.5
Valid  4.00 50 44.6 44.6 49.1
5.00 57 50.9 50.9 100.0
Total 112 100.0 100.0




X2.10

Frequency Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
4.00 54 48.2 48.2 50.0
Valid
5.00 56 50.0 50.0 100.0
Total 112 100.0 100.0
X2.11
Frequency | Percent | Valid Percent Cumulative
Percent
3.00 5 4.5 4.5 4.5
. 4.00 60 53.5 53.5 58.0
Valid
5.00 47 42.0 42.0 100.0
Total 112 100.0 100.0
X212
Frequency Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 2 1.8 1.8 2.7
Valid  4.00 57 50.9 50.9 53.6
5.00 52 46.4 46.4 100.0
Total 112 100.0 100.0




X2.13

Frequency Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
) 4.00 55 49.1 49.1 50.9
Valid
5.00 55 49.1 49.1 100.0
Total 112 100.0 100.0
X2.14
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
. 4.00 62 55.3 55.3 57.1
Valid
5.00 48 429 429 100.0
Total 112 100.0 100.0
X2.15
Frequency Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
3.00 2 1.8 1.8 3.6
Valid  4.00 48 42.8 42.8 46.4
5.00 60 53.6 53.6 100.0
Total 112 100.0 100.0
X2.16
Frequency Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 3.6 3.6 45
Valid  4.00 53 473 473 51.8
5.00 54 48.2 48.2 100.0
Total 112 100.0 100.0




C.

Variabel Kualitas Pelayanan

X3.17
Frequency Percent | Valid Percent Cumulative
Percent
3.00 3 2.7 2.7 2.7
Valid 4.00 50 44.6 44.6 47.3
5.00 59 52.7 52.7 100.0
Total 112 100.0 100.0
X3.18
Frequency Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 2 1.8 1.8 2.7
Valid  4.00 52 46.4 46.4 49.1
5.00 57 50.9 50.9 100.0
Total 112 100.0 100.0
X3.19
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 2 1.8 1.8 2.7
Valid  4.00 55 49.1 49.1 51.8
5.00 54 48.2 48.2 100.0
Total 112 100.0 100.0




X3.20

Frequency | Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 1 9 9 1.8
Valid  4.00 53 47.3 47.3 49.1
5.00 57 50.9 50.9 100.0
Total 112 100.0 100.0
X3.21
Frequency Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 3 2.7 2.7 3.6
Valid  4.00 52 46.4 46.4 50.0
5.00 56 50.0 50.0 100.0
Total 112 100.0 100.0
X3.22
Frequency Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
3.00 1 9 9 2.7
Valid  4.00 45 40.2 40.2 429
5.00 64 57.1 57.1 100.0
Total 112 100.0 100.0




X3.23

Frequency Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 1 9 9 1.8
Valid  4.00 58 51.8 51.8 53.6
5.00 52 46.4 464 100.0
Total 112 100.0 100.0
X3.24
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 1 9 9 1.8
Valid  4.00 54 48.2 48.2 50.0
5.00 56 50.0 50.0 100.0
Total 112 100.0 100.0
X3.25
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
3.00 1 9 9 2.7
Valid  4.00 55 49.1 49.1 51.8
5.00 54 48.2 48.2 100.0
Total 112 100.0 100.0




X3.26

Frequency | Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
Valid 4.00 50 44.6 44.6 46.4
5.00 60 53.6 53.6 100.0
Total 112 100.0 100.0
d. Variabel Kepuasan Konsumen
Y.27
Frequency Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 5 4.5 45 54
Valid  4.00 61 54.4 54.4 59.8
5.00 45 40.2 40.2 100.0
Total 112 100.0 100.0
Y.28
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 5 4.5 45 54
Valid  4.00 60 53.5 53.5 58.9
5.00 46 41.1 41.1 100.0
Total 112 100.0 100.0




Y.29

Frequency | Percent | Valid Percent Cumulative
Percent
3.00 6 5.4 5.4 5.4
4.00 55 49.1 49.1 54.5
Valid
5.00 51 45.5 455 100.0
Total 112 100.0 100.0
Y.30
Frequency | Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
3.00 3 2.7 2.7 4.5
Valid  4.00 57 50.9 50.9 55.4
5.00 50 44.6 44.6 100.0
Total 112 100.0 100.0
Y.31
Frequency Percent | Valid Percent Cumulative
Percent
2.00 2 1.8 1.8 1.8
3.00 4 3.6 3.6 54
. g 4.00 61 54.4 54.4 59.8
Valid
5.00 45 40.2 40.2 100.0
Total 112 100.0 100.0




Y.32

Frequency | Percent | Valid Percent Cumulative
Percent
2.00 1 9 9 9
3.00 4 3.6 3.6 4.5
Valid  4.00 54 48.2 48.2 52.7
5.00 53 473 473 100.0
Total 112 100.0 100.0




PENGUIJIAN VALIDITAS DATA

a. Variabel Kepercayaan
Correlations
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 Kepercayaan
(X1)
Pearson 1| 897~ 931" 793" 930~ 796" 943
11 Correlation
: Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 112 112 112 112 112 112 112
Pearson 897+ 1 885~ 878~ 873" 879" 956"
X1.2 Correlation
: Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 112 112 112 112 112 112 112
Pearson 931~ | 885~ 1 835" 929" 838~ 957
X13 Correlation
: Sig. (2-tailed) 000 .000 .000 .000 .000 .000
N 112 112 112 112 112 112 112
Pearson 798| 878| 835" 1 780" 970" 931"
X1.4 Correlation
: Sig. (2-tailed) 000 .000 000 000 .000 000
N 112 112 112 112 112 112 112
Xx15  Learson 930~ | 873~ 929~ 780~ 1 803~ 937
Correlation




Sig. (2-tailed)

N

Pearson

Correlation
X1.6 Sig. (2-tailed)

N

Pearson
Keperc Correlation
ayaan . e
(X1) i;g. (2-tailed)

.000
112

.796™

.000
112

.943™

.000
112

.000
112

.879™

.000
112

.956™

.000
112

.000
112

.838™

.000
112

957

.000
112

.000
112

.970™

.000
112

931"

.000
112

112

.803™

.000
112

937"

.000
112

.000
112

112

.936™

.000
112

.000
112

.936™

.000
112

112

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




b. Variabel Karakteristik Pelayanan

Correlations
X2.7 | x28 | x2.9 | x2.1 [ x21 | x21 [ x21 [ X21 | Xx21 | X21 | Karakteristik

0 1 2 3 4 5 6 Pelayanan (X2)
Pearson 1| 764" | 498~ | 548~ | 441~ | 528 | 534~ | 530~ | 483~ | 479~ 751

0.7 Correlation
: Sig. (2-tailed) .000| .000| .000| .000| .000| .000| .000| .000| .000 .000
N 12| 112 112| 112| 12| 112| 112 112| 112] 112 112
Pearson 764" 1| 378~ | 486~ | 397~ | 463~ | 387~ | 585~ | 388" | 440~ 679"

X2.8 Correlation
: Sig. (2-tailed) | .000 000] .000| .000| .000] .000] .000| .000| .000 000
N 12| 112 112| 112| 12| 112| 112 112| 112| 112 112
Pearson 498~ | 378~ 1| 400" | 614~ | 383~ | 412~ | 447~ | 850" | 628~ 731"

X2.9 Correlation
: Sig. (2-tailed) | .000| .000 .000| .000| .000| .000| .000] .000| .000 .000
N 12| 112 112| 12| 12| 112| 112 112| 112 112 112
Pearson 548~ | 486" | 400~ 1| 487+ | 925~ | 812~ | 676" | .452~| 534~ 816"

X2.10 Correlation
: Sig. (2-tailed) | .000| .000| .000 000 .000| .000| .000[ .000| .000 000
N 112 112 112| 112| 12| 112| 112 112| 112| 112 112
Pearson - " - " " - - " " "
211 oo | 4417 [ 397 | 6147 | 487 1| 489~ | 471~ | .601~ | .620~ | .877 776
Sig. (2-tailed) | .000| .000| .000| .000 .000| .000| .000| .000| .000 .000




X212

X213

X2.14

X215

X2.16

Karakteris
tik
Pelayanan

N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation
Sig. (2-tailed)
N

Pearson
Correlation

Sig. (2-tailed)

112

.528™

.000
112

.534™

.000
112

.530™

.000
112

483"

.000
112

479~

.000
112

751"

.000

112

463"

.000
112

387

.000
112

.585™

.000
112

.388™

.000
112

440~

.000
112

.679™

.000

112

383"

.000
112

4127

.000
112

447"

.000
112

.850™

.000
112

.628™

.000
112

731"

.000

112

.925™

.000
112

.812™

.000
112

.676™

.000
112

452"

.000
112

.534™

.000
112

.816™

.000

112

489"

.000
112

4717

.000
112

.601™

.000
112

.620™

.000
112

877

.000
112

776™

.000

112

112

781"

.000
112

.634™

.000
112

416™

.000
112

.544™

.000
112

.795™

.000

112

781"

.000
112

112

.560™

.000
112

464™

.000
112

4727

.000
112

762

.000

112

.634™

.000
112

560"

.000
112

112

552

.000
112

703"

.000
112

812

.000

112

A416™

.000
112

464™

.000
112

552

.000
112

112

723"

.000
112

.775™

.000

112

.544™

.000
112

472"

.000
112

703"

.000
112

723"

.000
112

112

.829™

.000

112

795"

.000
112

762"

.000
112

812~

.000
112

.775™

.000
112

.829™

.000
112




| x2) N | 112] 112] 112| 112] 112] 112] 112] 112 112] 112] 112 |
** Correlation is significant at the 0.01 level (2-tailed).
c. Variabel Kualitas Pelayanan
Correlations
X31 | x31 | x31 | x32 | x32|x32]x32]x32[x32]x3.2 Kualitas
7 8 9 0 1 2 3 4 5 6 Pelayanan (X3)

Pearson 1| 766" | 810" | .686~ | 911~ | 675~ | 561 | 615~ | 678~ | 569~ 870"
Correlation

X317 Sig. (2- .000| .000| .000| .000| .000| .000| .000| .000| .000 .000
tailed)
N 12| 112 112 12| 112] 112| 112 112| 112] 112 112
Pearson 766" 1| 644~ | 581~ | 821 | .654" | 594~ | 567~ | 726" | .680 843~
Correlation

X318 Sig. (>- .000 .000| .000| .000] .000| .000| .000| .000| .000 .000
tailed)
N 12| 112 112 12| 112] 112| 112 112| 112] 112 112
Pearson 810" | 644~ 1| 703~ | 807~ | .822 | 522" | 580~ | 837~ | 592~ 878"
Correlation

X319 Sig. (2- .000| .000 000| .000| .000] .000| .000| .000( .000 .000
tailed)
N 12| 112 112 12| 112] 112| 112 112| 112] 112 112

X320 Learson 686" | 5817 | 703~ 1| .698~ | .607~| 710~ | 513" | .605~ | .817~ 828"
Correlation




X3.21

X3.22

X3.23

X3.24

X3.25

Sig. (2-
tailed)

N

Pearson
Correlation
Sig. (2-
tailed)

N

Pearson
Correlation
Sig. (2-
tailed)

N

Pearson
Correlation
Sig. (2-
tailed)

N

Pearson
Correlation
Sig. (2-
tailed)

N

Pearson
Correlation

.000
112

911~

.000
112

675"

.000
112

.561™

.000
112

.615™

.000
112

.678™

.000
112

821

.000
112

.654™

.000
112

.594™

.000
112

567"

.000
112

726"

.000
112

.807*

.000
112

822

.000
112

522

.000
112

.580™

.000
112

837"

112

.698™

.000
112

.607"

.000
112

.710™

.000
112

513"

.000
112

.605™

.000
112

112

.664™

.000
112

577

.000
112

.605™

.000
112

.730™
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**_ Correlation is significant at the 0.01 level (2-tailed).




d. Variabel Kepuasan Konsumen

Correlations
Y.27 Y.28 Y.29 Y.30 Y.31 Y.32 Kepuasan
Konsumen (Y)
Pearson 1| 794| 543~| e6a~| 896~ 487 887~
y 27 Correlation
: Sig. (2-tailed) 000 .000] .000 000 000 000
N 112 112 112 112 112 112 112
Pearson 794" 1| 531 536|908~ 499 863~
Y28 Correlation
: Sig. (2-tailed) .000 000 000 .000 .000 .000
N 112 112 112 112 112 112 112
Pearson 543~ 531+ 1| a47a| 554 776" 779"
Y 29 Correlation
: Sig. (2-tailed) 000 .000 000 000 000 000
N 112 112 112 112 112 112 112
Pearson " " " " " "
Y30 o 664~ | 5367 | 474 1 600 489 764
Sig. (2-tailed) 000| .000] .000 .000 .000 .000
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**_ Correlation is significant at the 0.01 level (2-tailed).







PENGUIJIAN RELIABILITAS DATA
a. Variabel Kepercayaan

Case Processing Summar

N %
Valid 112 100.0
Cases Excluded? 0 .0
Total 112 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
Items
.975 .975 6

b. Variabel Karakteristik Pelayanan

Case Processing Summa

N %
Valid 112 100.0
Cases Excludeda 0 .0
Total 112 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
Items
.925 .925 10

c. Variabel Kualitas Pelayanan




Case Processing Summar

N %

Valid 112 100.0

Cases Excluded? 0 .0

Total 112 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
Items
.952 .952 10

d. Variabel Kepuasan Konsumen

Case Processing Summa

N %

Valid 112 100.0

Cases Excludeda 0 .0

Total 112 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Cronbach's N of Items
Alpha Alpha Based on
Standardized
Items
.906 .906 6




PENGUIJIAN ASUMSI KLASIK

a. Uji Normalitas

One-Sample Kolmogorov-Smirnov Test

Unstandardized
Residual

N 112
Mean 0E-7

Normal Parameters? Std. Deviation 2.10086155
Absolute .073

Most Extreme Differences Positive .073
Negative -.065

Kolmogorov-Smirnov Z .768
Asymp. Sig. (2-tailed) 597

a. Test distribution is Normal.

b. Calculated from data.

b. Uji Multikolinieritas

Coefficients?
Model Collinearity Statistics
Tolerance VIF
Kepercayaan (X1) 463 2.158
1 Karakteristik Pelayanan (X2) 475 2.107
Kualitas Pelayanan (X3) .340 2.939

a. Dependent Variable: Kepuasan Konsumen (Y)




c. Uji Autokorelasi

Model Summary?

Model Durbin-Watson

1

2.081a

a. Predictors: (Constant), Kualitas Pelayanan (X3), Karakteristik

Pelayanan (X2), Kepercayaan (X1)
b. Dependent Variable: Kepuasan Konsumen (Y)

d. Uji Heterokedastisitas
Scatterplot

Dependent Variable: Kepuasan Konsumen (Y)

Regression Studentized Residual

-4 2 0

Regression Standardized Predicted Value




ANALISIS REGRESI LINIER BERGANDA

Model Summary®

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 724a 524 511 2.12984

a. Predictors: (Constant), Kualitas Pelayanan (X3), Karakteristik
Pelayanan (X2), Kepercayaan (X1)
b. Dependent Variable: Kepuasan Konsumen (Y)

ANOVA2
Model Sum of df Mean F Sig.
Squares Square
Regression 539.508 3| 179.836| 39.644 .000v
1 Residual 489912 108 4.536
Total 1029.420 | 111

a. Dependent Variable: Kepuasan Konsumen (Y)
b. Predictors: (Constant), Kualitas Pelayanan (X3), Karakteristik
Pelayanan (X2), Kepercayaan (X1)

Coefficients?
Model Unstandardize | Standardized t Sig.
d Coefficients Coefficients
B Std. Beta
Error
(Constant) 4.806 2.067 2324 .022
Kepercayaan (X1) 154 .072 2100 2157 .033
1 L
&azr)aktem“k Pelayanan | 5451 064 371| 3855 .000
Kualitas Pelayanan (X3) .145 .071 233 2.050| .043

a. Dependent Variable: Kepuasan Konsumen (Y)







