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Petunjuk pengisian kuesioner : 
1. Isilah data diri anda sesuai dengan keadaaan yang 

sebenarnya pada identitas responden. 
2. pilih salah satu jawaban yang tersedia dengan tanda (√), 

sesuai dengan pengalaman yang anda dapatkan sebagai 
konsumen UD. Edy Jaya. Masing-masing jawaban 
memiliki makna sebagai berikut : 
 

STS : Sangat Tidak Setuju diberi skor  1 
TS : Tidak Setuju  diberi skor  2 
R : Ragu-ragu  diberi skor  3 
S : Setuju   diberi skor  4  
SS : Sangat Setuju   diberi skor  5 
 

3. Diharapkan tidak menjawab lebih dari satu pilihan 
jawaban. 

4. IDENTITAS RESPONDEN     
a. Jenis kelamin :.............................................. 
b. Usia   : .............................................. 
c. Pendidikan  
       Terakhir    :…………………………… 
       
d. Pekerjaan  :...............................................   

   
 

  



1. Kualitas Pelayanan (X1) 

 
No 

Pernyataan  Kategori Penilaian 

 SS S R TS STS 

Tampilan Fisik (tangible) 
1 Karyawan mampu 

menjelaskan tentang keadaan 
produk yang tidak dimengerti 
konsumen. 

     

2 Pihak toko UD. Edy Jaya 
Bertanggung jawab terhadap 
keamanan dan kenyamanan 
konsumen. 

     

Keandalan (reliability) 

3 Jika terjadi kesalahan barang 
yang di berikan oleh Toko UD. 
Edy Jaya maka barang dapat di 
tukar sesuai dengan perjanjian. 

     

4 Selalu memberikan pelayanan 
yang memuaskan kepada 
konsumen.   

     

Cepat Tanggap (responsiveness) 

5 Karyawan memberikan 
perhatian secara individual 
terhadap konsumen. 

     

6 Karyawan ramah dalam 
melayani konsumen.    

     

Jaminan (assurance) 

7 Pengiriman dilakukan dengan 
cepat sesuai dengan waktu 
yang dijanjikan. 

     

8 Karyawan teliti dalam  
mengambilkan barang.  

     

Empati (emphaty) 

9 Karyawan berusaha 
memberikan solusi terbaik 

     



terhadap keluhan konsumen. 

10 Karyawan memberikan 
pelayanan yang maksimal 
terhadap setiap yang masuk ke 
toko UD.Edy Jaya. 

     

 

2. Harga (X2) 

 
No  

Pernyataan  Kategori Penilaian 

 SS S R TS STS 

 Keterjangkauan Harga 

11 Harga barang pada UD. Edy 
Jaya terjangkau oleh daya beli 
konsumen. 

     

12 Harga barang pada UD. Edy 
Jaya dapat dikategorikan masih 
wajar. 

     

Kesesuaian Harga Dengan Kualitas Produk 

13 Harga barang pada UD.  Edy 
Jaya sesuai dengan kualitas 
yang dibutuhkan konsumen. 

     

14 Harga barang pada UD. Edy 
Jaya sesuai dengan keinginan. 

     

Kesesuaian Harga Dengan Manfaat 

15 Harga barang pada UD. Edy 
Jaya sesuai dengan manfaat 
yang diperoleh konsumen. 

     

16 Harga barang pada UD. Edy 
Jaya sesuai dengan fasilitas 
yang diberikan. 

     

Harga Sesuai Kemampuan atau Daya Saing Harga 

17 Harga barang pada UD. Edy 
Jaya lebih rendah dari pada 
toko bahan bangunan yang 
lain. 

     



18 Harga barang pada UD. Edy 
Jaya sesuai dengan 
kemampuan atau daya beli 
masyarakat. 

     

 
 

3. Lokasi (X3) 

 
No  

Pernyataan  Kategori Penilaian 

 SS S R TS STS 

 Akses 

19 Toko UD. Edy Jaya memiliki 
letak yang strategis. 

     

20 Toko UD. Edy Jaya dekat 
dengan tempat tinggal anda. 

     

Visibilitas 

21 Toko UD. Edy Jaya dapat 
dilihat dengan jelas dari tepi 
jalan. 

     

22 Gedung Toko UD. Edy Jaya 
sangat jelas terlihat dari jarak 
pandang normal. 

     

Lalu Lintas 

23 Toko UD. Edy Jaya mudah 
dijangkau dari berbagai arah. 

     

24 Arus lalu lintas menuju toko 
UD. Edy Jaya lancar. 

     

Tempat Parkir  

25 Toko UD. Edy Jaya mempunyai 
tempat parkir yang memadai. 

     

26 Keamanan parkir di Toko UD. 
Edy Jaya baik.  

     

Ekspansi atau Perluasan 

27 Toko UD. Edy Jaya mempunyai 
lahan yang cukup untuk 
menampung kapasitas 

     



kendaraan yang akan 
mengirim bahan bangunan. 

28 Toko UD. Edy Jaya memiliki 
lahan yang luas untuk jaga jaga 
perluasan bangunan. 

     

Lingkungan 

29 Toko UD. Edy Jaya 
menyediakan minuman untuk 
para konsumen. 

     

30 Lokasi Toko UD. Edy Jaya 
dekat dengan pusat jalan raya. 

     

Persaingan 

31 Kondisi lingkungan Toko UD. 
Edy Jaya lebih bersih dan 
nyaman daripada toko bahan 
bangunan yang lain. 

     

32 Kondisi lingkungan Toko UD. 
Edy Jaya aman dari pada toko 
bahan bangunan  yang lain. 

     

 

4. Kepuasan Konsumen (Y) 

 
No  

Pernyataan  Kategori Penilaian 

 SS S R TS STS 

 Menggunakan kembali (re-purchase) 

33 Saya akan datang kembali 
untuk melakukan pembelian di 
toko UD.Edy Jaya. 

     

34 Saya merasa Toko UD. Edy 
Jaya memiliki reputasi yang 
baik. 

     

Menciptakan Word of Mouth 

35 Saya rasa Toko UD. Edy Jaya 
patut diketahui orang lain. 

     

36 Saya akan merekomendasikan      



hasil pengalaman yang sesuai 
dengan yang di janjikan oleh 
Toko UD. Edy Jaya kepada 
konsumen kepada kerabat dan 
teman. 

Menciptakan Citra Merek 

37 Saya tetap melakukan 
pembelian di Toko UD. Edy 
Jaya, walaupun ada toko lain.  

     

38 Saya merasa puas dengan hasil 
yang diberikan Toko UD. Edy 
Jaya. 

     

Menciptakan Keputusan Pembelian  

39 Saya menjadikan toko UD. Edy 
Jaya sebagai pilihan utama 
membeli bahan bangunan. 

     

40 Toko UD. Edy Jaya 
memberikan jaminan kualitas 
kepada konsumen setelah 
melakukan pembelian. 

     

 
Demikian akhir dari kuesioner ini. Terimakasih atas 

waktu yang telah anda luangkan.  
  



No 

Kualitas Pelayanan 
Total 

X1 
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 

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

Resp_2 5 5 5 5 5 5 5 5 5 5 50 

Resp_3 4 4 4 4 4 4 4 4 4 4 40 

Resp_4 4 5 5 5 5 5 4 4 5 5 47 

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

Resp_6 5 4 4 4 4 4 4 5 4 4 42 

Resp_7 4 4 4 4 4 4 4 4 4 4 40 

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

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

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

Resp_11 4 4 4 4 4 4 4 4 4 4 40 

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

Resp_13 3 3 3 3 3 3 3 3 3 3 30 

Resp_14 5 5 5 5 5 5 5 5 5 5 50 

Resp_15 3 3 4 4 4 3 3 3 3 4 34 

Resp_16 4 3 4 4 4 3 3 4 3 4 36 



Resp_17 4 4 4 4 4 4 4 4 4 4 40 

Resp_18 5 5 5 5 5 5 5 5 5 5 50 

Resp_19 5 5 5 5 5 5 5 5 5 5 50 

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 4 4 4 4 4 4 4 4 4 4 40 

Resp_23 5 5 5 5 5 5 5 5 5 5 50 

Resp_24 4 2 4 4 4 4 2 4 2 4 34 

Resp_25 3 3 4 4 4 4 3 3 3 4 35 

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

Resp_27 4 5 5 5 4 4 5 4 5 5 46 

Resp_28 5 5 5 5 4 4 5 5 5 5 48 

Resp_29 4 4 4 4 4 4 4 4 4 4 40 

Resp_30 5 5 5 5 5 5 5 5 5 5 50 

Resp_31 3 4 3 3 3 4 4 3 4 3 34 

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

Resp_33 4 3 4 3 4 4 4 4 3 4 37 

Resp_34 3 3 3 3 3 3 3 3 3 3 30 



Resp_35 3 3 3 3 3 3 3 3 3 3 30 

Resp_36 5 5 5 5 5 5 4 5 5 5 49 

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

Resp_38 3 4 3 3 3 3 3 3 4 3 32 

Resp_39 5 5 5 5 5 5 5 5 5 5 50 

Resp_40 3 3 3 4 4 3 4 3 3 3 33 

Resp_41 3 4 3 4 4 3 3 3 4 3 34 

Resp_42 5 5 5 5 5 5 4 5 5 5 49 

Resp_43 5 5 5 5 5 5 4 5 5 5 49 

Resp_44 5 5 5 5 5 5 4 5 5 5 49 

Resp_45 5 5 5 5 5 5 5 5 5 5 50 

Resp_46 4 3 4 4 4 4 4 4 3 4 38 

Resp_47 5 5 5 5 5 5 5 5 5 5 50 

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

Resp_49 3 3 3 3 3 3 3 3 3 3 30 

Resp_50 3 3 3 3 3 3 3 3 3 3 30 

Resp_51 5 5 5 5 5 5 5 5 5 5 50 

Resp_52 4 4 5 5 5 4 3 4 4 5 43 



Resp_53 3 4 3 3 3 4 4 3 4 3 34 

Resp_54 4 4 4 4 4 4 3 4 4 4 39 

Resp_55 4 3 4 3 4 4 3 4 3 4 36 

Resp_56 3 4 4 4 4 4 4 3 4 4 38 

Resp_57 5 5 5 5 5 5 5 5 5 5 50 

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

Resp_59 4 4 4 3 3 2 4 4 4 4 36 

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 4 4 4 4 4 4 4 4 4 4 40 

Resp_63 5 5 5 5 5 4 4 4 4 3 44 

Resp_64 4 2 4 4 4 4 2 4 2 4 34 

Resp_65 3 3 4 4 4 4 3 3 3 4 35 

Resp_66 5 5 5 5 5 5 5 5 5 5 50 

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

Resp_68 4 4 4 4 4 4 4 4 4 4 40 

Resp_69 4 4 5 5 5 4 4 4 4 5 44 

Resp_70 3 4 3 3 3 4 4 3 4 3 34 



Resp_71 4 4 4 4 4 4 4 4 4 4 40 

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

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

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

Resp_75 4 4 5 5 5 4 4 4 4 5 44 

Resp_76 3 4 3 3 3 4 4 3 4 3 34 

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

Resp_78 4 3 4 3 4 4 3 4 3 3 35 

Resp_79 3 4 4 4 4 4 4 3 4 4 38 

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

Resp_81 4 4 4 4 4 4 4 4 3 4 39 

Resp_82 4 4 5 5 5 4 4 5 4 4 44 

Resp_83 5 4 5 5 5 4 4 4 4 4 44 

Resp_84 5 5 5 5 5 4 4 5 4 4 46 

Resp_85 4 4 4 4 4 5 4 4 5 4 42 

Resp_86 5 5 5 5 5 4 4 4 5 5 47 

Resp_87 5 5 5 5 5 4 4 4 4 4 45 

Resp_88 4 4 4 4 4 3 4 3 5 5 40 



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

Resp_90 5 5 5 5 4 4 3 4 4 4 43 

Resp_91 4 5 5 4 3 4 3 4 4 4 40 

Resp_92 3 3 3 3 3 5 4 5 5 5 39 

Resp_93 3 3 4 4 4 5 5 5 4 5 42 

Resp_94 3 3 4 4 4 4 4 4 3 3 36 

Resp_95 4 4 4 4 4 5 4 5 3 3 40 

Resp_96 3 4 3 4 4 5 4 5 3 3 38 

Resp_97 4 4 4 4 4 4 4 5 4 4 41 

Resp_98 5 5 5 5 5 4 5 4 4 4 46 

Resp_99 5 5 5 5 5 5 5 5 5 5 50 

Resp_10
0 5 5 5 5 5 5 5 5 5 5 50 

 
 

No 

Harga 

Total X2         

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 5 5 5 5 4 5 5 39 



Resp_2 4 5 5 4 5 5 4 4 36 

Resp_3 5 5 4 4 5 5 5 4 37 

Resp_4 5 5 5 5 5 4 5 5 39 

Resp_5 4 4 4 4 4 4 4 4 32 

Resp_6 4 4 4 4 4 4 3 4 31 

Resp_7 5 5 5 5 5 4 5 5 39 

Resp_8 5 5 5 4 5 5 4 5 38 

Resp_9 5 5 5 5 5 5 5 5 40 

Resp_10 5 5 5 5 5 4 5 5 39 

Resp_11 5 5 5 4 4 4 4 4 35 

Resp_12 5 5 5 5 5 5 5 5 40 

Resp_13 4 4 4 3 4 3 4 4 30 

Resp_14 5 5 5 5 5 5 5 5 40 

Resp_15 4 4 3 4 3 3 4 3 28 

Resp_16 4 4 4 4 4 4 4 4 32 

Resp_17 3 3 3 4 4 4 4 4 29 

Resp_18 4 5 4 5 4 4 5 5 36 

Resp_19 5 5 5 5 5 5 5 4 39 



Resp_20 4 4 4 4 4 4 4 4 32 

Resp_21 4 4 3 4 5 3 4 5 32 

Resp_22 4 4 5 4 4 4 4 4 33 

Resp_23 5 5 5 5 5 5 5 5 40 

Resp_24 5 5 4 4 4 4 4 4 34 

Resp_25 4 4 3 4 4 4 5 5 33 

Resp_26 4 4 4 5 4 4 4 5 34 

Resp_27 5 5 5 5 5 5 5 5 40 

Resp_28 4 4 4 4 3 2 4 4 29 

Resp_29 4 4 4 3 4 3 4 3 29 

Resp_30 5 5 5 5 5 5 5 5 40 

Resp_31 5 5 5 5 5 4 5 5 39 

Resp_32 4 4 3 4 5 3 4 4 31 

Resp_33 4 4 4 4 4 4 4 4 32 

Resp_34 4 3 4 4 3 3 4 4 29 

Resp_35 5 5 4 4 4 5 4 4 35 

Resp_36 5 4 4 4 3 3 4 4 31 

Resp_37 5 5 4 4 4 4 4 5 35 



Resp_38 4 4 4 4 3 4 4 4 31 

Resp_39 5 5 5 5 5 5 5 5 40 

Resp_40 4 4 4 4 4 3 4 4 31 

Resp_41 5 4 4 4 4 3 4 5 33 

Resp_42 5 5 5 4 4 4 3 4 34 

Resp_43 5 4 4 4 4 3 4 4 32 

Resp_44 4 4 4 4 3 4 3 4 30 

Resp_45 5 5 5 4 4 4 4 5 36 

Resp_46 4 4 4 3 5 4 4 4 32 

Resp_47 5 4 5 4 4 3 3 4 32 

Resp_48 5 5 5 5 5 4 4 5 38 

Resp_49 4 4 4 4 4 4 4 4 32 

Resp_50 4 4 4 4 4 4 4 4 32 

Resp_51 5 5 5 5 5 5 5 5 40 

Resp_52 4 4 4 4 4 4 4 4 32 

Resp_53 3 3 3 3 3 3 3 3 24 

Resp_54 4 4 4 4 4 4 4 4 32 

Resp_55 4 4 4 4 4 3 3 4 30 



Resp_56 4 4 4 4 4 4 4 4 32 

Resp_57 5 5 5 5 5 5 5 5 40 

Resp_58 4 3 4 4 4 3 3 4 29 

Resp_59 4 4 4 4 4 4 4 4 32 

Resp_60 5 5 4 5 4 4 4 5 36 

Resp_61 5 4 4 4 4 4 4 5 34 

Resp_62 5 5 5 5 5 5 5 5 40 

Resp_63 5 5 4 5 4 4 5 5 37 

Resp_64 4 4 4 4 4 5 5 4 34 

Resp_65 5 5 5 5 5 5 5 5 40 

Resp_66 5 5 5 5 5 5 5 5 40 

Resp_67 4 5 5 5 5 5 5 5 39 

Resp_68 5 5 5 5 5 5 4 4 38 

Resp_69 5 4 4 4 4 4 4 5 34 

Resp_70 4 4 4 4 4 4 5 5 34 

Resp_71 5 5 5 5 5 5 4 4 38 

Resp_72 4 4 4 4 4 4 4 4 32 

Resp_73 4 4 4 4 4 4 5 4 33 



Resp_74 5 5 5 5 5 5 5 5 40 

Resp_75 4 4 4 4 4 4 4 3 31 

Resp_76 4 3 4 4 4 4 3 3 29 

Resp_77 3 3 3 3 3 3 3 3 24 

Resp_78 4 4 4 4 4 3 4 4 31 

Resp_79 4 4 4 4 4 4 5 4 33 

Resp_80 5 5 5 4 5 4 4 5 37 

Resp_81 4 4 4 3 4 4 4 4 31 

Resp_82 4 4 4 4 4 4 4 4 32 

Resp_83 4 4 4 4 4 4 3 3 30 

Resp_84 3 4 4 5 4 5 5 4 34 

Resp_85 4 4 4 4 4 5 4 5 34 

Resp_86 4 4 4 4 4 4 4 4 32 

Resp_87 4 4 4 4 4 4 5 5 34 

Resp_88 3 4 4 4 4 4 5 5 33 

Resp_89 4 4 4 4 4 4 4 4 32 

Resp_90 3 4 4 4 4 4 4 4 31 

Resp_91 3 4 4 4 4 4 4 4 31 



Resp_92 4 4 4 4 4 4 5 5 34 

Resp_93 5 4 5 4 5 5 5 5 38 

Resp_94 4 4 4 3 4 4 4 4 31 

Resp_95 3 5 5 5 5 4 5 5 37 

Resp_96 3 5 4 4 4 4 4 4 32 

Resp_97 4 4 5 5 5 4 4 5 36 

Resp_98 5 4 4 5 4 4 5 5 36 

Resp_99 4 5 4 5 5 5 4 5 37 

Resp_100 5 5 5 5 5 5 5 5 40 
 

 
 
 
 
 
 
 
 
 

 



No 
Lokasi Total 

X3 x3.1_1 x3.1_2 x3.2_1 x3.2_2 x3.3_1 x3.3_2 x3.4_1 x3.4_2 x3.5_1 x3.5_2 x3.6_1 x3.6_2 x3.7_1 x3.7_2 

Resp_1 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_2 5 5 5 5 5 4 5 5 5 5 5 5 5 5 69 

Resp_3 4 5 5 4 4 5 4 4 5 5 4 4 4 4 61 

Resp_4 3 4 2 4 3 2 3 2 2 2 3 2 4 4 40 

Resp_5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_6 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_7 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_8 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_9 4 4 4 4 4 4 5 4 4 4 4 4 4 4 57 

Resp_10 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_11 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_12 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_13 4 5 5 5 5 5 4 4 5 5 5 5 5 5 67 

Resp_14 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 



Resp_15 5 4 4 4 4 4 4 5 4 4 4 4 4 4 58 

Resp_16 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_17 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_18 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_19 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_20 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_21 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_22 3 3 3 3 3 3 3 3 3 3 3 3 3 3 42 

Resp_23 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_24 3 3 4 4 4 3 3 3 3 4 3 3 4 4 46 

Resp_25 4 3 4 4 4 3 3 4 3 4 4 3 4 4 51 

Resp_26 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_27 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_28 4 3 4 4 4 3 3 4 3 4 4 3 4 4 51 

Resp_29 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_30 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 



Resp_31 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_32 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_33 4 2 4 4 4 4 2 4 2 4 4 2 4 4 48 

Resp_34 3 3 4 4 4 4 3 3 3 4 3 3 4 4 49 

Resp_35 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_36 4 5 5 5 4 4 5 4 5 5 4 5 5 5 65 

Resp_37 5 5 5 5 4 4 5 5 5 5 5 5 5 5 68 

Resp_38 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_39 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_40 3 4 3 3 3 4 4 3 4 3 3 4 3 3 47 

Resp_41 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_42 4 3 4 3 4 4 4 4 3 4 4 3 4 3 51 

Resp_43 3 3 3 3 3 3 3 3 3 3 3 3 3 3 42 

Resp_44 3 3 3 3 3 3 3 3 3 3 3 3 3 3 42 

Resp_45 5 5 5 5 5 5 4 5 5 5 5 5 5 5 69 

Resp_46 3 4 3 4 3 3 4 3 4 3 3 4 3 4 48 



Resp_47 3 4 3 3 3 3 3 3 4 3 3 4 3 3 45 

Resp_48 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_49 3 3 3 4 4 3 4 3 3 3 3 3 3 4 46 

Resp_50 3 4 3 4 4 3 3 3 4 3 3 4 3 4 48 

Resp_51 5 5 5 5 5 5 4 5 5 5 5 5 5 5 69 

Resp_52 5 5 5 5 5 5 4 5 5 5 5 5 5 5 69 

Resp_53 5 5 5 5 5 5 4 5 5 5 5 5 5 5 69 

Resp_54 5 3 5 5 5 5 4 5 3 5 5 3 5 5 63 

Resp_55 4 3 4 4 4 4 4 4 3 4 4 3 4 4 53 

Resp_56 4 3 4 4 4 3 4 4 3 4 4 3 4 4 52 

Resp_57 3 3 4 4 4 4 4 3 3 4 3 3 4 4 50 

Resp_58 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_59 3 3 3 3 3 3 3 3 3 3 3 3 3 3 42 

Resp_60 4 4 4 4 4 4 3 4 4 4 4 4 4 4 55 

Resp_61 4 4 5 5 5 4 3 4 4 5 4 4 5 5 61 

Resp_62 3 4 3 3 3 4 4 3 4 3 3 4 3 3 47 



Resp_63 4 4 4 4 4 4 3 4 4 4 4 4 4 4 55 

Resp_64 4 3 4 3 4 4 3 4 3 4 4 3 4 3 50 

Resp_65 3 4 4 4 4 4 4 3 4 4 3 4 4 4 53 

Resp_66 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_67 4 4 3 4 4 4 3 4 4 3 4 4 3 4 52 

Resp_68 4 4 4 3 3 2 4 4 4 4 4 4 4 3 51 

Resp_69 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_70 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_71 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_72 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_73 4 2 4 4 4 4 2 4 2 4 4 2 4 4 48 

Resp_74 3 3 4 4 4 4 3 3 3 4 3 3 4 4 49 

Resp_75 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_76 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

Resp_77 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_78 4 4 5 5 5 4 4 4 4 5 4 4 5 5 62 



Resp_79 3 4 3 3 3 4 4 3 4 3 3 4 3 3 47 

Resp_80 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_81 4 3 4 3 4 4 3 4 3 4 4 3 4 3 50 

Resp_82 3 4 4 4 4 4 4 3 4 4 3 4 4 4 53 

Resp_83 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_84 4 4 5 5 5 4 4 4 4 5 4 4 5 5 62 

Resp_85 3 4 3 3 3 4 4 3 4 3 3 4 3 3 47 

Resp_86 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_87 4 3 4 3 4 4 3 4 3 3 4 3 4 3 49 

Resp_88 3 4 4 4 4 4 4 3 4 4 3 4 4 4 53 

Resp_89 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

Resp_90 4 4 4 4 4 4 4 4 3 4 4 4 4 4 55 

Resp_91 4 4 5 5 5 4 4 5 4 4 4 4 5 5 62 

Resp_92 5 4 5 5 5 4 4 4 4 4 5 4 5 5 63 

Resp_93 5 5 5 5 5 4 4 5 4 4 5 5 5 5 66 

Resp_94 4 4 4 4 4 5 4 4 5 4 4 4 4 4 56 



Resp_95 5 5 5 5 5 4 4 4 5 5 5 5 5 5 67 

Resp_96 5 5 5 5 5 4 4 4 4 4 5 5 5 5 65 

Resp_97 4 4 4 4 4 3 4 3 5 5 4 4 4 4 56 

Resp_98 4 4 4 4 4 4 4 4 5 5 4 4 4 4 58 

Resp_99 5 5 5 5 4 4 3 4 4 4 5 5 5 5 63 

Resp_100 4 5 5 4 3 4 3 4 4 4 4 5 5 4 58 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



No 
Kepuasan Konsumen 

Total Y 
y1.1_1 y1.1_2 y1.2_1 y1.2_2 y1.3_1 y1.3_2 y1.4_1 y1.4_2 

Resp_1 5 5 5 5 5 5 5 5 40 

Resp_2 5 5 5 5 5 4 5 5 39 

Resp_3 4 5 5 4 4 5 4 4 35 

Resp_4 5 5 5 5 5 5 5 5 40 

Resp_5 5 5 5 5 5 5 5 5 40 

Resp_6 5 5 5 5 5 5 5 5 40 

Resp_7 5 5 5 5 5 5 5 5 40 

Resp_8 5 5 5 5 5 5 5 5 40 

Resp_9 4 4 4 4 4 4 5 4 33 

Resp_10 5 5 5 5 5 5 5 5 40 

Resp_11 5 5 5 5 5 5 5 5 40 

Resp_12 4 4 4 4 4 4 4 4 32 

Resp_13 4 5 5 5 5 5 4 4 37 

Resp_14 5 5 5 5 5 5 5 5 40 

Resp_15 5 4 4 4 4 4 4 5 34 

Resp_16 4 4 4 4 4 4 4 4 32 



Resp_17 5 5 5 5 5 5 5 5 40 

Resp_18 5 5 5 5 5 5 5 5 40 

Resp_19 5 5 5 5 5 5 5 5 40 

Resp_20 4 4 4 4 4 4 4 4 32 

Resp_21 5 5 5 5 5 5 5 5 40 

Resp_22 4 2 3 4 2 3 3 4 25 

Resp_23 5 5 5 5 5 5 5 5 40 

Resp_24 5 5 5 5 5 5 5 5 40 

Resp_25 5 5 5 5 5 5 5 5 40 

Resp_26 4 4 4 4 4 4 4 4 32 

Resp_27 5 5 5 5 5 5 5 5 40 

Resp_28 4 3 4 4 4 3 3 4 29 

Resp_29 4 4 4 4 4 4 4 4 32 

Resp_30 4 4 4 4 4 4 4 4 32 

Resp_31 4 4 4 4 4 4 4 4 32 

Resp_32 5 5 5 5 5 5 5 5 40 

Resp_33 4 2 4 4 4 4 2 4 28 

Resp_34 3 3 4 4 4 4 3 3 28 



Resp_35 4 4 4 4 4 4 4 4 32 

Resp_36 4 5 5 5 4 4 5 4 36 

Resp_37 5 5 5 5 4 4 5 5 38 

Resp_38 4 4 4 4 4 4 4 4 32 

Resp_39 5 5 5 5 5 5 5 5 40 

Resp_40 3 4 3 3 3 4 4 3 27 

Resp_41 4 4 4 4 4 4 4 4 32 

Resp_42 4 3 4 3 4 4 4 4 30 

Resp_43 3 3 3 3 3 3 3 3 24 

Resp_44 5 5 5 5 5 5 5 5 40 

Resp_45 5 5 5 5 5 5 4 5 39 

Resp_46 3 4 3 4 3 3 4 3 27 

Resp_47 5 5 5 5 5 5 5 5 40 

Resp_48 4 4 4 4 4 4 4 4 32 

Resp_49 3 3 3 4 4 3 4 3 27 

Resp_50 3 4 3 4 4 3 3 3 27 

Resp_51 5 5 5 5 5 5 4 5 39 

Resp_52 5 5 5 5 5 5 4 5 39 



Resp_53 5 5 5 5 5 5 4 5 39 

Resp_54 5 3 5 5 5 5 4 5 37 

Resp_55 4 3 4 4 4 4 4 4 31 

Resp_56 5 5 5 5 5 4 4 4 37 

Resp_57 3 3 4 4 4 4 4 3 29 

Resp_58 5 5 5 5 5 5 5 5 40 

Resp_59 3 4 2 3 3 3 4 2 24 

Resp_60 4 4 4 4 4 4 3 4 31 

Resp_61 4 4 5 5 5 4 3 4 34 

Resp_62 3 4 3 3 3 4 4 3 27 

Resp_63 4 4 4 4 4 4 3 4 31 

Resp_64 4 3 4 3 4 4 3 4 29 

Resp_65 3 4 4 4 4 4 4 3 30 

Resp_66 5 5 5 5 5 5 5 5 40 

Resp_67 4 4 3 4 4 4 3 4 30 

Resp_68 4 4 4 3 3 2 4 4 28 

Resp_69 4 4 4 4 4 4 4 4 32 

Resp_70 4 4 4 4 4 4 4 4 32 



Resp_71 4 4 4 4 4 4 4 4 32 

Resp_72 2 2 2 2 2 2 2 2 16 

Resp_73 5 5 5 4 5 5 5 5 39 

Resp_74 3 3 4 4 4 4 3 3 28 

Resp_75 3 3 3 3 3 3 3 3 24 

Resp_76 3 3 3 3 3 3 3 3 24 

Resp_77 4 4 4 4 4 4 4 4 32 

Resp_78 4 4 5 5 5 4 4 4 35 

Resp_79 3 4 3 3 3 4 4 3 27 

Resp_80 4 4 4 4 4 4 4 4 32 

Resp_81 4 3 4 3 4 4 3 4 29 

Resp_82 3 4 4 4 4 4 4 3 30 

Resp_83 4 4 4 4 4 4 4 4 32 

Resp_84 4 4 5 5 5 4 4 4 35 

Resp_85 3 4 3 3 3 4 4 3 27 

Resp_86 4 4 4 4 4 4 4 4 32 

Resp_87 4 3 4 3 4 4 3 4 29 

Resp_88 3 4 4 4 4 4 4 3 30 



Resp_89 4 4 4 4 4 4 4 4 32 

Resp_90 4 4 4 4 4 4 4 4 32 

Resp_91 4 4 5 5 5 4 4 5 36 

Resp_92 5 4 5 5 5 4 4 4 36 

Resp_93 5 5 5 5 5 5 5 5 40 

Resp_94 5 5 5 5 5 4 4 4 37 

Resp_95 4 4 4 4 4 4 4 5 33 

Resp_96 5 5 5 5 5 5 5 5 40 

Resp_97 5 5 5 5 5 4 5 5 39 

Resp_98 4 3 4 4 4 4 4 4 31 

Resp_99 4 3 4 4 4 5 5 5 34 

Resp_100 5 5 5 5 5 5 5 5 40 



 



LAMPIRAN  

Frekuensi Jawaban Responden 

 

X1.1_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 25 25.0 25.0 25.0 

Setuju 43 43.0 43.0 68.0 

Sangat Setuju 32 32.0 32.0 100.0 

Total 100 100.0 100.0  

 

X1.1_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 20 20.0 20.0 22.0 

Setuju 45 45.0 45.0 67.0 

Sangat Setuju 33 33.0 33.0 100.0 

Total 100 100.0 100.0  

 

X1.2_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 17 17.0 17.0 17.0 

Setuju 45 45.0 45.0 62.0 

Sangat Setuju 38 38.0 38.0 100.0 

Total 100 100.0 100.0  



 

X1.2_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 17 17.0 17.0 17.0 

Setuju 46 46.0 46.0 63.0 

Sangat Setuju 37 37.0 37.0 100.0 

Total 100 100.0 100.0  

 

X1.3_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 15 15.0 15.0 15.0 

Setuju 51 51.0 51.0 66.0 

Sangat Setuju 34 34.0 34.0 100.0 

Total 100 100.0 100.0  

 

X1.3_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-Ragu 13 13.0 13.0 14.0 

Setuju 57 57.0 57.0 71.0 

Sangat Setuju 29 29.0 29.0 100.0 

Total 100 100.0 100.0  

 



 

X1.4_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 20 20.0 20.0 22.0 

Setuju 55 55.0 55.0 77.0 

Sangat Setuju 23 23.0 23.0 100.0 

Total 100 100.0 100.0  

 

X1.4_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 22 22.0 22.0 22.0 

Setuju 46 46.0 46.0 68.0 

Sangat Setuju 32 32.0 32.0 100.0 

Total 100 100.0 100.0  

 

X1.5_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 21 21.0 21.0 23.0 

Setuju 46 46.0 46.0 69.0 

Sangat Setuju 31 31.0 31.0 100.0 



Total 100 100.0 100.0  

 

X1.5_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 20 20.0 20.0 20.0 

Setuju 46 46.0 46.0 66.0 

Sangat Setuju 34 34.0 34.0 100.0 

Total 100 100.0 100.0  

 

X2.1_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 9 9.0 9.0 9.0 

Setuju 49 49.0 49.0 58.0 

Sangat Setuju 42 42.0 42.0 100.0 

Total 100 100.0 100.0  

 

X2.1_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 6 6.0 6.0 6.0 

Setuju 54 54.0 54.0 60.0 

Sangat Setuju 40 40.0 40.0 100.0 



Total 100 100.0 100.0  

 

X2.2_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 7 7.0 7.0 7.0 

Setuju 58 58.0 58.0 65.0 

Sangat Setuju 35 35.0 35.0 100.0 

Total 100 100.0 100.0  

 

X2.2_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 7 7.0 7.0 7.0 

Setuju 60 60.0 60.0 67.0 

Sangat Setuju 33 33.0 33.0 100.0 

Total 100 100.0 100.0  

 

X2.3_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 8 8.0 8.0 8.0 

Setuju 57 57.0 57.0 65.0 

Sangat Setuju 35 35.0 35.0 100.0 



Total 100 100.0 100.0  

 

X2.3_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-Ragu 16 16.0 16.0 17.0 

Setuju 56 56.0 56.0 73.0 

Sangat Setuju 27 27.0 27.0 100.0 

Total 100 100.0 100.0  

 

X2.4_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 10 10.0 10.0 10.0 

Setuju 54 54.0 54.0 64.0 

Sangat Setuju 36 36.0 36.0 100.0 

Total 100 100.0 100.0  

 

X2.4_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 7 7.0 7.0 7.0 

Setuju 49 49.0 49.0 56.0 



Sangat Setuju 44 44.0 44.0 100.0 

Total 100 100.0 100.0  

 

X3.1_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 20 20.0 20.0 20.0 

Setuju 47 47.0 47.0 67.0 

Sangat Setuju 33 33.0 33.0 100.0 

Total 100 100.0 100.0  

 

X3.1_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 18 18.0 18.0 20.0 

Setuju 46 46.0 46.0 66.0 

Sangat Setuju 34 34.0 34.0 100.0 

Total 100 100.0 100.0  

 
  



X3.2_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-Ragu 13 13.0 13.0 14.0 

Setuju 46 46.0 46.0 60.0 

Sangat Setuju 40 40.0 40.0 100.0 

Total 100 100.0 100.0  

 

X3.2_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 14 14.0 14.0 14.0 

Setuju 48 48.0 48.0 62.0 

Sangat Setuju 38 38.0 38.0 100.0 

Total 100 100.0 100.0  

 

X3.3_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 13 13.0 13.0 13.0 

Setuju 52 52.0 52.0 65.0 

Sangat Setuju 35 35.0 35.0 100.0 

Total 100 100.0 100.0  

 



 

X3.3_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 13 13.0 13.0 15.0 

Setuju 57 57.0 57.0 72.0 

Sangat Setuju 28 28.0 28.0 100.0 

Total 100 100.0 100.0  

 

 

X3.4_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 21 21.0 21.0 23.0 

Setuju 53 53.0 53.0 76.0 

Sangat Setuju 24 24.0 24.0 100.0 

Total 100 100.0 100.0  

 
  



X3.4_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-Ragu 20 20.0 20.0 21.0 

Setuju 49 49.0 49.0 70.0 

Sangat Setuju 30 30.0 30.0 100.0 

Total 100 100.0 100.0  

 

X3.5_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 3 3.0 3.0 3.0 

Ragu-Ragu 19 19.0 19.0 22.0 

Setuju 45 45.0 45.0 67.0 

Sangat Setuju 33 33.0 33.0 100.0 

Total 100 100.0 100.0  

 
  



X3.5_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-Ragu 14 14.0 14.0 15.0 

Setuju 49 49.0 49.0 64.0 

Sangat Setuju 36 36.0 36.0 100.0 

Total 100 100.0 100.0  

 

X3.6_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 20 20.0 20.0 20.0 

Setuju 47 47.0 47.0 67.0 

Sangat Setuju 33 33.0 33.0 100.0 

Total 100 100.0 100.0  

 

X3.6_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 3 3.0 3.0 3.0 

Ragu-Ragu 18 18.0 18.0 21.0 

Setuju 46 46.0 46.0 67.0 

Sangat Setuju 33 33.0 33.0 100.0 

Total 100 100.0 100.0  



 

X3.7_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 13 13.0 13.0 13.0 

Setuju 48 48.0 48.0 61.0 

Sangat Setuju 39 39.0 39.0 100.0 

Total 100 100.0 100.0  

 

X3.7_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-Ragu 14 14.0 14.0 14.0 

Setuju 48 48.0 48.0 62.0 

Sangat Setuju 38 38.0 38.0 100.0 

Total 100 100.0 100.0  

 

Y1.1_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-Ragu 17 17.0 17.0 18.0 

Setuju 43 43.0 43.0 61.0 

Sangat Setuju 39 39.0 39.0 100.0 

Total 100 100.0 100.0  



 

Y1.1_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 3 3.0 3.0 3.0 

Ragu-Ragu 16 16.0 16.0 19.0 

Setuju 42 42.0 42.0 61.0 

Sangat Setuju 39 39.0 39.0 100.0 

Total 100 100.0 100.0  

 

Y1.2_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 12 12.0 12.0 14.0 

Setuju 41 41.0 41.0 55.0 

Sangat Setuju 45 45.0 45.0 100.0 

Total 100 100.0 100.0  

 

 

 

 

 

 



Y1.2_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-Ragu 13 13.0 13.0 14.0 

Setuju 43 43.0 43.0 57.0 

Sangat Setuju 43 43.0 43.0 100.0 

Total 100 100.0 100.0  

 

 

Y1.3_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 10 10.0 10.0 12.0 

Setuju 46 46.0 46.0 58.0 

Sangat Setuju 42 42.0 42.0 100.0 

Total 100 100.0 100.0  

 
  



Y1.3_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 9 9.0 9.0 11.0 

Setuju 54 54.0 54.0 65.0 

Sangat Setuju 35 35.0 35.0 100.0 

Total 100 100.0 100.0  

 

Y1.4_1 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 15 15.0 15.0 17.0 

Setuju 50 50.0 50.0 67.0 

Sangat Setuju 33 33.0 33.0 100.0 

Total 100 100.0 100.0  

  



 

Y1.4_2 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 2 2.0 2.0 2.0 

Ragu-Ragu 16 16.0 16.0 18.0 

Setuju 43 43.0 43.0 61.0 

Sangat Setuju 39 39.0 39.0 100.0 

Total 100 100.0 100.0  

 

  



VALIDITAS 

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 

Kualitas

_Pelaya

nan 

x1.1_1 Pearson Correlation 1 .744** .852** .783** .803** .602** .560** .791** .630** .683** .880** 

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

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

X1.1_2 Pearson Correlation .744** 1 .709** .751** .637** .578** .724** .586** .859** .567** .850** 

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

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

X1.2_1 Pearson Correlation .852** .709** 1 .891** .877** .616** .555** .693** .596** .800** .894** 

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

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

X1.2_2 Pearson Correlation .783** .751** .891** 1 .907** .622** .598** .660** .637** .729** .893** 

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



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

X1.3_1 Pearson Correlation .803** .637** .877** .907** 1 .679** .565** .695** .555** .727** .875** 

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

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

X1.3_2 Pearson Correlation .602** .578** .616** .622** .679** 1 .636** .778** .608** .648** .794** 

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

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

X1.4_1 Pearson Correlation .560** .724** .555** .598** .565** .636** 1 .617** .763** .605** .783** 

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

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

X1.4_2 Pearson Correlation .791** .586** .693** .660** .695** .778** .617** 1 .576** .678** .833** 

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

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

X1.5_1 Pearson Correlation .630** .859** .596** .637** .555** .608** .763** .576** 1 .721** .825** 

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

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



X1.5_2 Pearson Correlation .683** .567** .800** .729** .727** .648** .605** .678** .721** 1 .844** 

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

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

Kualitas_

Pelayana

n 

Pearson Correlation .880** .850** .894** .893** .875** .794** .783** .833** .825** .844** 1 

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

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

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

 

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 Harga 

x2.1_1 Pearson Correlation 1 .640** .615** .477** .478** .349** .313** .486** .696** 

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

N 100 100 100 100 100 100 100 100 100 

x2.1_2 Pearson Correlation .640** 1 .714** .655** .679** .600** .521** .570** .858** 

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

N 100 100 100 100 100 100 100 100 100 



x2.2_1 Pearson Correlation .615** .714** 1 .615** .671** .566** .402** .494** .808** 

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

N 100 100 100 100 100 100 100 100 100 

x2.2_2 Pearson Correlation .477** .655** .615** 1 .609** .553** .588** .636** .817** 

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

N 100 100 100 100 100 100 100 100 100 

x2.3_1 Pearson Correlation .478** .679** .671** .609** 1 .630** .534** .576** .827** 

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

N 100 100 100 100 100 100 100 100 100 

x2.3_2 Pearson Correlation .349** .600** .566** .553** .630** 1 .532** .426** .752** 

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

N 100 100 100 100 100 100 100 100 100 

x2.4_1 Pearson Correlation .313** .521** .402** .588** .534** .532** 1 .637** .727** 

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

N 100 100 100 100 100 100 100 100 100 

x2.4_2 Pearson Correlation .486** .570** .494** .636** .576** .426** .637** 1 .770** 



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

N 100 100 100 100 100 100 100 100 100 

Harga Pearson Correlation .696** .858** .808** .817** .827** .752** .727** .770** 1 

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

N 100 100 100 100 100 100 100 100 100 

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

 

Correlations 

 

x3.1

_1 

x3.1

_2 

x3.2

_1 

x3.2_

2 

x3.3

_1 

x3.3

_2 

x3.4

_1 

x3.4

_2 

x3.5

_1 

x3.5

_2 

x3.6

_1 

x3.6

_2 

x3.7

_1 

x3.7_

2 

Loka

si 

x3.1

_1 

Pearson 

Correlation 
1 

.665*

* 

.838*

* 

.778*

* 

.810*

* 

.698*

* 

.597*

* 

.936*

* 

.631*

* 

.778*

* 

.981*

* 

.687*

* 

.843*

* 

.778*

* 

.904*

* 

Sig. (2-

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

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



x3.1

_2 

Pearson 

Correlation 

.665*

* 
1 

.642*

* 

.694*

* 

.564*

* 

.618*

* 

.738*

* 

.609*

* 

.904*

* 

.602*

* 

.683*

* 

.960*

* 

.658*

* 

.694*

* 

.833*

* 

Sig. (2-

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

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

x3.2

_1 

Pearson 

Correlation 

.838*

* 

.642*

* 
1 

.846*

* 

.865*

* 

.736*

* 

.564*

* 

.826*

* 

.635*

* 

.913*

* 

.857*

* 

.690*

* 

.950*

* 

.846*

* 

.915*

* 

Sig. (2-

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

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

x3.2

_2 

Pearson 

Correlation 

.778*

* 

.694*

* 

.846*

* 
1 

.889*

* 

.646*

* 

.591*

* 

.726*

* 

.630*

* 

.794*

* 

.798*

* 

.687*

* 

.891*

* 

1.00

0** 

.895*

* 

Sig. (2-

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

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



x3.3

_1 

Pearson 

Correlation 

.810*

* 

.564*

* 

.865*

* 

.889*

* 
1 

.739*

* 

.569*

* 

.797*

* 

.578*

* 

.831*

* 

.832*

* 

.599*

* 

.866*

* 

.889*

* 

.882*

* 

Sig. (2-

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

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

x3.3

_2 

Pearson 

Correlation 

.698*

* 

.618*

* 

.736*

* 

.646*

* 

.739*

* 
1 

.618*

* 

.755*

* 

.675*

* 

.732*

* 

.718*

* 

.661*

* 

.670*

* 

.646*

* 

.812*

* 

Sig. (2-

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

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

x3.4

_1 

Pearson 

Correlation 

.597*

* 

.738*

* 

.564*

* 

.591*

* 

.569*

* 

.618*

* 
1 

.622*

* 

.778*

* 

.626*

* 

.597*

* 

.751*

* 

.557*

* 

.591*

* 

.762*

* 

Sig. (2-

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

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



x3.4

_2 

Pearson 

Correlation 

.936*

* 

.609*

* 

.826*

* 

.726*

* 

.797*

* 

.755*

* 

.622*

* 
1 

.625*

* 

.782*

* 

.917*

* 

.665*

* 

.792*

* 

.726*

* 

.884*

* 

Sig. (2-

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

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

x3.5

_1 

Pearson 

Correlation 

.631*

* 

.904*

* 

.635*

* 

.630*

* 

.578*

* 

.675*

* 

.778*

* 

.625*

* 
1 

.700*

* 

.648*

* 

.928*

* 

.578*

* 

.630*

* 

.823*

* 

Sig. (2-

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

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

x3.5

_2 

Pearson 

Correlation 

.778*

* 

.602*

* 

.913*

* 

.794*

* 

.831*

* 

.732*

* 

.626*

* 

.782*

* 

.700*

* 
1 

.798*

* 

.649*

* 

.858*

* 

.794*

* 

.887*

* 

Sig. (2-

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

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



x3.6

_1 

Pearson 

Correlation 

.981*

* 

.683*

* 

.857*

* 

.798*

* 

.832*

* 

.718*

* 

.597*

* 

.917*

* 

.648*

* 

.798*

* 
1 

.705*

* 

.864*

* 

.798*

* 

.918*

* 

Sig. (2-

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

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

x3.6

_2 

Pearson 

Correlation 

.687*

* 

.960*

* 

.690*

* 

.687*

* 

.599*

* 

.661*

* 

.751*

* 

.665*

* 

.928*

* 

.649*

* 

.705*

* 
1 

.653*

* 

.687*

* 

.857*

* 

Sig. (2-

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

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

x3.7

_1 

Pearson 

Correlation 

.843*

* 

.658*

* 

.950*

* 

.891*

* 

.866*

* 

.670*

* 

.557*

* 

.792*

* 

.578*

* 

.858*

* 

.864*

* 

.653*

* 
1 

.891*

* 

.903*

* 

Sig. (2-

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

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



x3.7

_2 

Pearson 

Correlation 

.778*

* 

.694*

* 

.846*

* 

1.00

0** 

.889*

* 

.646*

* 

.591*

* 

.726*

* 

.630*

* 

.794*

* 

.798*

* 

.687*

* 

.891*

* 
1 

.895*

* 

Sig. (2-

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

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

Loka

si 

Pearson 

Correlation 

.904*

* 

.833*

* 

.915*

* 

.895*

* 

.882*

* 

.812*

* 

.762*

* 

.884*

* 

.823*

* 

.887*

* 

.918*

* 

.857*

* 

.903*

* 

.895*

* 
1 

Sig. (2-

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

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

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

 

 

 

 

 



Correlations 

 y1.1_1 y1.1_2 y1.2_1 y1.2_2 y1.3_1 y1.3_2 y1.4_1 y1.4_2 

Kepuasa

n.Konsu

men 

y1.1_1 Pearson 

Correlation 
1 .711** .856** .803** .822** .751** .676** .940** .923** 

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

N 100 100 100 100 100 100 100 100 100 

y1.1_2 Pearson 

Correlation 
.711** 1 .715** .730** .713** .696** .792** .645** .847** 

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

N 100 100 100 100 100 100 100 100 100 

y1.2_1 Pearson 

Correlation 
.856** .715** 1 .881** .918** .786** .650** .836** .933** 

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

N 100 100 100 100 100 100 100 100 100 



y1.2_2 Pearson 

Correlation 
.803** .730** .881** 1 .885** .723** .661** .767** .906** 

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

N 100 100 100 100 100 100 100 100 100 

y1.3_1 Pearson 

Correlation 
.822** .713** .918** .885** 1 .803** .623** .785** .919** 

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

N 100 100 100 100 100 100 100 100 100 

y1.3_2 Pearson 

Correlation 
.751** .696** .786** .723** .803** 1 .692** .771** .872** 

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

N 100 100 100 100 100 100 100 100 100 

y1.4_1 Pearson 

Correlation 
.676** .792** .650** .661** .623** .692** 1 .677** .812** 

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

N 100 100 100 100 100 100 100 100 100 



y1.4_2 Pearson 

Correlation 
.940** .645** .836** .767** .785** .771** .677** 1 .903** 

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

N 100 100 100 100 100 100 100 100 100 

Kepuasan.Konsu

men 

Pearson 

Correlation 
.923** .847** .933** .906** .919** .872** .812** .903** 1 

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

N 100 100 100 100 100 100 100 100 100 

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

 



RELIABILITAS 

REALIBILITAS X1 

 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha 

Based on 

Standardize

d Items N of Items 

.787 .965 11 

 

REALIBILITAS X2 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha 

Based on 

Standardize

d Items N of Items 

.786 .933 9 

 

 

 

 

 

 



REALIBILITAS X3 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha 

Based on 

Standardize

d Items N of Items 

.777 .979 15 

 

REALIBILITAS Y 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha 

Based on 

Standardize

d Items N of Items 

.799 .971 9 

 

 

 

 

 

 

 



UJI  NORMALITAS  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



One-Sample Kolmogorov-Smirnov Test 

 

Unstandard

ized 

Residual 

N 100 

Normal 

Parametersa,b 

Mean .0000000 

Std. Deviation 4.3816136

0 

Most Extreme 

Differences 

Absolute .125 

Positive .086 

Negative -.125 

Test Statistic .125 

Asymp. Sig. (2-tailed) .100c 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

 

  



UJI MULTIKOLONIERITAS 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 7.736 4.872  1.588 .116   

Kualitas Pelayanan .176 .081 .204 2.167 .033 .802 1.247 

Harga .068 .128 .049 .536 .594 .833 1.201 

Lokasi .283 .052 .469 5.436 .000 .953 1.049 

a. Dependent Variable: Kepuasan konsumen 



UJI HETEROSKEDASTISITAS GLETSER 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 8.206 3.466  2.368 .020 

Kualitas Pelayanan .045 .058 .087 .774 .441 

Harga -.132 .091 -.159 -1.450 .150 

Lokasi -.044 .037 -.121 -1.179 .241 

a. Dependent Variable: RES2 



Heteroskedastisitas Plot 

 
 

UJI AUTOKORELASI 

 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error 

of the 

Estimate 

Durbin-

Watson 

1 .564a .318 .297 4.44955 1.913 

a. Predictors: (Constant), Lokasi, Harga, Kualitas Pelayanan 

b. Dependent Variable: Kepuasan Konsumen 

 

 

 

 

 



UJI F 

 

ANOVAa 

Model 

Sum of 

Squares df 

Mean 

Square F Sig. 

1 Regression 887.055 3 295.685 14.935 .000b 

Residual 1900.655 96 19.798   

Total 2787.710 99    

a. Dependent Variable: Kepuasan Konsumen 

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

 

UJI t 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardi

zed 

Coefficien

ts 

t Sig. B Std. Error Beta 

1 (Constant) 7.736 4.872  1.588 .116 

Kualitas 

Pelayanan 
.176 .081 .204 2.167 .033 

Harga .068 .128 .049 .536 .594 

Lokasi .283 .052 .469 5.436 .000 

a. Dependent Variable: Kepuasan Konsumen 

 


