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Lampiran 4 BERITA ACARA UJIAN PROPOSAL SKRIPSI 
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Lampiran 5 JAWABAN RESPONDEN DAN DISTRIBUSI 
FREKUENSI 

 
A. Variabel Kualitas Layanan (X1) 

 

Resp. 
Kualitas Layanan (X1) 

X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 X1.7 X1.8 X1.9 X1.10 X1.11 Tot 

Resp 1 5 5 5 5 4 5 3 3 2 3 4 44 

Resp 2 4 4 4 4 4 4 4 4 4 4 4 44 

Resp 3 4 5 5 5 5 4 3 4 4 4 4 47 

Resp 4 4 5 5 5 5 3 4 4 3 4 3 45 

Resp 5 4 5 5 5 5 4 3 3 3 3 4 44 

Resp 6 5 5 5 5 5 5 3 5 3 3 3 47 

Resp 7 4 5 5 5 5 4 2 3 3 3 3 42 

Resp 8 5 5 5 5 1 5 1 5 1 5 5 43 

Resp 9 5 5 5 5 5 5 3 3 3 5 5 49 

Resp 10 4 5 5 5 5 4 4 4 4 4 4 48 

Resp 11 4 4 4 4 4 4 3 4 3 4 4 42 

Resp 12 4 4 4 4 3 4 1 4 3 3 3 37 

Resp 13 4 5 5 5 4 4 4 4 4 3 4 46 

Resp 14 5 5 5 5 5 5 3 5 3 5 5 51 

Resp 15 4 4 5 5 4 5 4 5 5 4 4 49 

Resp 16 5 5 5 5 5 5 3 5 3 5 5 51 

Resp 17 5 5 5 5 5 5 3 4 3 5 5 50 

Resp 18 5 5 5 5 5 5 3 5 3 5 5 51 

Resp 19 5 5 5 5 5 5 4 5 4 5 5 53 

Resp 20 5 5 5 5 5 5 3 3 3 5 5 49 
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Resp 21 5 5 5 5 5 5 3 5 3 5 5 51 

Resp 22 5 5 4 5 5 5 4 5 5 5 4 52 

Resp 23 5 5 4 4 5 5 2 4 2 4 4 44 

Resp 24 4 5 4 5 4 4 3 4 3 4 4 44 

Resp 25 5 5 5 5 5 5 3 5 3 5 5 51 

Resp 26 4 4 4 4 4 3 3 3 3 3 3 38 

Resp 27 5 5 5 5 5 5 3 4 3 5 5 50 

Resp 28 5 5 5 5 2 4 2 5 2 4 4 43 

Resp 29 5 5 4 5 5 5 5 5 5 4 4 52 

Resp 30 4 4 4 4 4 4 2 4 2 4 4 40 

Resp 31 4 5 5 5 5 5 2 5 5 5 5 51 

Resp 32 5 5 5 5 5 5 5 3 3 5 5 51 

Resp 33 5 5 5 5 5 5 4 3 3 3 3 46 

Resp 34 4 5 4 4 4 4 4 4 4 4 4 45 

Resp 35 5 5 5 5 4 5 3 4 3 4 4 47 

Resp 36 5 5 5 5 5 5 5 5 5 5 5 55 

Resp 37 5 5 5 5 5 5 5 5 5 5 5 55 

Resp 38 5 5 5 5 5 5 3 5 3 5 5 51 

Resp 39 5 5 5 5 5 5 5 5 4 3 5 52 

Resp 40 4 4 4 5 4 4 3 4 3 5 5 45 

Sumber: Kuesioner 
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Distribusi Frekuensi Kualitas Layanan (X1) 

No. Uraian 
Frekuensi Presentase 

SS S N TS STS SS S N TS STS 

1. X1.1 24 16 0 0 0 60% 40% 0% 0% 0% 

2 X1.2 33 7 0 0 0 83% 18% 0% 0% 0% 

3 X1.3 29 11 0 0 0 28% 73% 0% 0% 0% 

4 X1.4 33 7 0 0 0 83% 18% 0% 0% 0% 

5 X1.5 26 11 1 1 1 65% 28% 3% 3% 3% 

6 X1.6 25 13 2 0 0 63% 33% 5% 0% 0% 

7 X1.7 5 9 19 5 2 13% 23% 48% 13% 5% 

8 X1.8 17 15 8 0 0 43% 38% 20% 0% 0% 

9 X1.9 6 7 22 4 1 15% 18% 55% 10% 3% 

10 X1.10 18 13 9 0 0 45% 33% 23% 0% 0% 

11 X1.11 18 16 6 0 0 45% 40% 15% 0% 0% 

Mean 49% 33% 15% 2% 1% 

Sumber: Hasil Data Kuesioner (Output SPSS Ver. 22.0) 
 
 

B. Variabel Kepercayaan (X2) 

 

Resp. 
Kepercayaan (X2) 

X1.1 X1.2 X1.3 X1.4 X1.5 Tot 

Resp 1 5 3 5 5 3 21 

Resp 2 4 3 3 3 3 16 

Resp 3 5 5 5 5 5 25 

Resp 4 5 5 5 5 5 25 

Resp 5 5 5 5 5 4 24 

Resp 6 5 5 5 5 5 25 

Resp 7 5 3 3 3 3 17 

Resp 8 5 5 5 5 5 25 
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Resp 9 5 5 5 5 5 25 

Resp 10 5 5 5 5 5 25 

Resp 11 4 4 5 5 4 22 

Resp 12 4 3 3 3 3 16 

Resp 13 4 3 4 4 3 18 

Resp 14 5 5 3 5 5 23 

Resp 15 4 4 4 4 4 20 

Resp 16 5 5 5 5 5 25 

Resp 17 5 5 4 4 3 21 

Resp 18 5 5 5 5 5 25 

Resp 19 5 5 5 5 5 25 

Resp 20 5 5 5 5 5 25 

Resp 21 5 5 5 5 5 25 

Resp 22 5 5 5 5 5 25 

Resp 23 5 5 5 3 5 23 

Resp 24 4 4 4 4 4 20 

Resp 25 5 5 5 5 5 25 

Resp 26 4 4 4 4 4 20 

Resp 27 5 5 5 5 5 25 

Resp 28 4 2 4 4 2 16 

Resp 29 5 4 4 4 4 21 

Resp 30 4 2 4 4 2 16 

Resp 31 5 4 5 5 4 23 

Resp 32 5 5 5 5 5 25 

Resp 33 4 4 5 5 5 23 

Resp 34 4 3 4 4 3 18 

Resp 35 4 4 4 4 4 20 

Resp 36 5 5 5 5 5 25 

Resp 37 5 5 5 5 5 25 
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Resp 38 5 5 5 5 5 25 

Resp 39 5 3 4 4 3 19 

Resp 40 4 4 4 4 4 20 

Sumber: Kuesioner 

 
Distribusi Frekuensi Variabel Kepercayaan (X2) 

No. Uraian 
Frekuensi Presentase 

SS S N TS STS SS S N TS STS 

1. X2.1 27 13 0 0 0 68% 33% 0% 0% 0% 

2 X2.2 22 9 7 2 0 55% 23% 18% 5% 0% 

3 X2.3 24 12 4 0 0 60% 30% 10% 0% 0% 

4 X2.4 24 12 4 0 0 60% 30% 10% 0% 0% 

5 X2.5 21 9 8 2 0 53% 23% 20% 5% 0% 

Mean 59% 28% 12% 2% 0% 

Sumber: Hasil Data Kuesioner (Output SPSS Ver. 22.0) 

 

 

C. Variabel Loyalitas Pelanggan (Y) 

 

Resp. 
Loyalitas Pelanggan (Y) 

Y.1 Y.2 Y.3 Y.4 Y.5 Y.6 Tot 

Resp 1 5 5 5 5 5 5 30 

Resp 2 3 3 3 4 3 3 19 

Resp 3 5 5 5 5 5 5 30 

Resp 4 5 5 4 5 4 5 28 

Resp 5 3 4 4 4 4 4 23 

Resp 6 5 5 5 5 5 5 30 

Resp 7 3 4 5 5 4 3 24 

Resp 8 1 5 5 5 3 5 24 

Resp 9 5 5 5 5 5 5 30 
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Resp 10 5 5 5 5 5 5 30 

Resp 11 5 4 4 4 4 5 26 

Resp 12 4 4 2 4 2 3 19 

Resp 13 3 4 5 5 5 4 26 

Resp 14 4 5 4 5 4 5 27 

Resp 15 5 5 5 5 5 4 29 

Resp 16 5 5 4 5 4 5 28 

Resp 17 3 4 5 5 4 5 26 

Resp 18 3 5 5 5 5 5 28 

Resp 19 3 5 5 5 5 5 28 

Resp 20 5 5 5 5 5 5 30 

Resp 21 5 5 4 5 4 5 28 

Resp 22 5 5 4 5 5 5 29 

Resp 23 4 4 4 5 4 5 26 

Resp 24 2 4 4 4 4 4 22 

Resp 25 5 5 3 5 5 5 28 

Resp 26 2 4 3 4 4 4 21 

Resp 27 5 5 4 5 5 5 29 

Resp 28 5 5 2 5 5 5 27 

Resp 29 1 4 4 4 4 4 21 

Resp 30 2 4 4 4 2 4 20 

Resp 31 4 5 4 4 4 4 25 

Resp 32 3 5 5 5 5 5 28 

Resp 33 5 5 5 5 5 5 30 

Resp 34 4 4 4 4 4 4 24 

Resp 35 3 4 5 5 4 4 25 

Resp 36 5 5 5 5 5 5 30 

Resp 37 5 5 5 5 5 5 30 

Resp 38 5 5 5 5 5 5 30 
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Resp 39 5 5 5 5 5 5 30 

Resp 40 4 4 4 4 4 4 24 

Sumber: Kuesioner 

 
Distribusi Frekuensi Variabel Loyalitas Pelanggan (Y) 

No. Uraian 
Frekuensi Presentase 

SS S N TS STS SS S N TS STS 

1 Y.1 20 6 9 3 2 50% 15% 23% 8% 5% 

2 Y.2 25 14 1 0 0 63% 35% 3% 0% 0% 

3 Y.3 20 15 3 2 0 50% 38% 8% 5% 0% 

4 Y.4 29 11 0 0 0 73% 28% 0% 0% 0% 

5 Y.5 20 16 2 2 0 50% 40% 5% 5% 0% 

6 Y.6 26 11 3 0 0 65% 28% 8% 0% 0% 

Mean 59% 31% 8% 3% 1% 

Sumber: Hasil Data Kuesioner (Output SPSS Ver. 22.0) 
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5 

0,2

98 

0,1

64 

.47

6** 

0,05

6 

.416
** 

0,10

4 

1 .811
** 

.62

7** 

Sig. 

(2-

tailed) 

0,00

6 

0,1

84 

0,27

9 

0,0

62 

0,3

11 

0,0

02 

0,73

3 

0,00

8 

0,52

2 

  0,00

0 

0,0

00 

N 40 40 40 40 40 40 40 40 40 40 40 40 

X

1.

11 

Pears

on 

Correl

ation 

.486
** 

0,2

86 

.337
* 

.37

8* 

0,1

62 

.60

3** 

0,14

1 

.383
* 

0,07

9 

.811
** 

1 .68

5** 

Sig. 

(2-

tailed) 

0,00

1 

0,0

74 

0,03

3 

0,0

16 

0,3

19 

0,0

00 

0,38

6 

0,01

5 

0,62

9 

0,00

0 

  0,0

00 

N 40 40 40 40 40 40 40 40 40 40 40 40 

T

ot

al

_

X

1 

Pears

on 

Correl

ation 

.596
** 

.55

2** 

.489
** 

.62

7** 

.58

5** 

.70

6** 

.600
** 

.518
** 

.553
** 

.627
** 

.685
** 

1 

Sig. 

(2-

tailed) 

0,00

0 

0,0

00 

0,00

1 

0,0

00 

0,0

00 

0,0

00 

0,00

0 

0,00

1 

0,00

0 

0,00

0 

0,00

0 

  

N 40 40 40 40 40 40 40 40 40 40 40 40 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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B. Variabel Kepercayaan (X2) 

Correlations 

  X2.1 X2.2 X2.3 X2.4 X2.5 Total_X2 

X2.1 Pearson 

Correlation 

1 .670** .517** .517** .567** .729** 

Sig. (2-

tailed) 

  0,000 0,001 0,001 0,000 0,000 

N 40 40 40 40 40 40 

X2.2 Pearson 

Correlation 

.670** 1 .627** .627** .915** .925** 

Sig. (2-

tailed) 

0,000   0,000 0,000 0,000 0,000 

N 40 40 40 40 40 40 

X2.3 Pearson 

Correlation 

.517** .627** 1 .778** .658** .829** 

Sig. (2-

tailed) 

0,001 0,000   0,000 0,000 0,000 

N 40 40 40 40 40 40 

X2.4 Pearson 

Correlation 

.517** .627** .778** 1 .658** .829** 

Sig. (2-

tailed) 

0,001 0,000 0,000   0,000 0,000 

N 40 40 40 40 40 40 

X2.5 Pearson 

Correlation 

.567** .915** .658** .658** 1 .923** 

Sig. (2-

tailed) 

0,000 0,000 0,000 0,000   0,000 

N 40 40 40 40 40 40 
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Total

_X2 

Pearson 

Correlation 

.729** .925** .829** .829** .923** 1 

Sig. (2-

tailed) 

0,000 0,000 0,000 0,000 0,000   

N 40 40 40 40 40 40 

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

 

 

 

 

C. Variabel Loyalitas Pelanggan (Y) 

 

Correlations 

  Y1 Y2 Y3 Y4 Y5 Y6 Total_Y 

Y1 Pearson 

Correlation 

1 .558** 0,059 .448** .529** .478** .761** 

Sig. (2-

tailed) 

  0,000 0,720 0,004 0,000 0,002 0,000 

N 40 40 40 40 40 40 40 

Y2 Pearson 

Correlation 

.558** 1 .352* .686** .621** .754** .803** 

Sig. (2-

tailed) 

0,000   0,026 0,000 0,000 0,000 0,000 

N 40 40 40 40 40 40 40 

Y3 Pearson 

Correlation 

0,059 .352* 1 .518** .480** .366* .589** 

Sig. (2-

tailed) 

0,720 0,026   0,001 0,002 0,020 0,000 

N 40 40 40 40 40 40 40 
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Y4 Pearson 

Correlation 

.448** .686** .518** 1 .626** .653** .795** 

Sig. (2-

tailed) 

0,004 0,000 0,001   0,000 0,000 0,000 

N 40 40 40 40 40 40 40 

Y5 Pearson 

Correlation 

.529** .621** .480** .626** 1 .601** .851** 

Sig. (2-

tailed) 

0,000 0,000 0,002 0,000   0,000 0,000 

N 40 40 40 40 40 40 40 

Y6 Pearson 

Correlation 

.478** .754** .366* .653** .601** 1 .716** 

Sig. (2-

tailed) 

0,002 0,000 0,020 0,000 0,000   0,000 

N 40 40 40 40 40 40 40 

Tot

al_

Y 

Pearson 

Correlation 

.761** .803** .589** .795** .851** .716** 1 

Sig. (2-

tailed) 

0,000 0,000 0,000 0,000 0,000 0,000   

N 40 40 40 40 40 40 40 

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

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

 

A. Variabel Kualitas Layanan (X1) 

 

Reliability 

Statistics 

Cronbach's 

Alpha 

N of 

Items 

0,789 11 

 

 

B. Variabel Kepercayaan (X2) 

 

Reliability 

Statistics 

Cronbach's 

Alpha 

N of 

Items 

0,896 5 

 

C. Variabel Loyalitas Pelanggan (Y) 

 

Reliability 

Statistics 

Cronbach's 

Alpha 

N of 

Items 

0,808 6 
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Hasil Uji Asumsi Klasik 

 
A. Uji Normalitas 

1. Variabel Kualitas Layanan (X1) 

 

One-Sample Kolmogorov-Smirnov Test 

  

Unstandardized 

Residual 

N 40 

Normal Parametersa,b Mean 0,0000000 

Std. 

Deviation 

2,27566529 

Most Extreme Differences Absolute 0,079 

Positive 0,079 

Negative -0,072 

Test Statistic 0,079 

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

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

d. This is a lower bound of the true significance. 
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2. Variabel Kepercayaan (X2) 

 

One-Sample Kolmogorov-Smirnov Test 

  

Unstandardized 

Residual 

N 40 

Normal Parametersa,b Mean 0,0000000 

Std. 

Deviation 

2,28649306 

Most Extreme Differences Absolute 0,112 

Positive 0,088 

Negative -0,112 

Test Statistic 0,112 

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

Coefficientsa 

Model 

Unstandardize

d Coefficients 

Standar

dized 

Coeffici

ents 

t Sig. 

Collinearity 

Statistics 

B 

Std. 

Error Beta 

Toler

ance VIF 

1 (Constant) 2,271 3,723   0,610 0,546     

X1 0,256 0,099 0,390 2,587 0,014 0,624 1,601 

X2 0,342 0,136 0,378 2,506 0,017 0,624 1,601 

a. Dependent Variable: Y 
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C. Uji Heteroskedastisitas 

 

 
 

 

D. Uji Autokorelasi 

 

Model R 

R 

Square 

Adjusted 

R Square 

Std. 

Error of 

the 

Estimate 

Durbin-

Watson 

1 .689a 0,475 0,447 2,160 2,315 
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Hasil Uji Regresi Linier Berganda 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 2,271 3,723   0,610 0,546 

Kualitas 

Layanan 

0,256 0,099 0,390 2,587 0,014 

Kepercayaan 0,342 0,136 0,378 2,506 0,017 

a. Dependent Variable: Loyalitas Pelanggan 

 

 

Model Summary 

Model R R Square 

Adjusted 

R Square 

Std. Error of 

the Estimate 

1 .689a 0,475 0,447 2,160 

a. Predictors: (Constant), Kepercayaan, Kualitas Layanan 
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Hasil Pengujian Hipotesis 
 

A. Hipotesis Parsial (Uji-t) 

1. Variabel Kualitas Layanan (X1) 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 2,651 3,970   0,668 0,508 

Total_X1 0,408 0,083 0,621 4,888 0,000 

a. Dependent Variable: Total_Y 

 

2. Variabel Kepercayaan (X2) 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 9,602 2,589   3,709 0,001 

Total_X2 0,558 0,116 0,617 4,828 0,000 

a. Dependent Variable: Total_Y 
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B. Hipotesis Simultan (Uji-F) 

 

ANOVAa 

Model 

Sum of 

Squares df 

Mean 

Square F Sig. 

1 Regression 156,312 2 78,156 16,748 .000b 

Residual 172,663 37 4,667     

Total 328,975 39       

a. Dependent Variable: Total_Y 

b. Predictors: (Constant), Total_X2, Total_X1 
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Lampiran 7 KUISIONER PENELITIAN 

 
Kuesioner 

 
A. Kualitas Layanan 

No. Keterangan  SS  S  N  TS STS 

1 
Karyawan UD. Rajawali 
Transportasi berpenampilan rapi 
dan sopan           

2 

UD. Rajawali Transportasi memiliki 
website untuk mempermudah 
konsumen mengakses informasi 
tentang pengiriman           

3 

Pengiriman barang yang dilakukan 
oleh UD. Rajawali ransportasi cepat 
dan tepat waktu sesuai estimasi 
pengiriman           

4 
Jangkauan pengiriman UD. 
Rajawali Transportasi luas           

5 
UD. Rajawali Transportasi mampu 
menyelesaikan keluhan yang 
dihadapi konsumen           

6 
UD. Rajawali Transportasi mampu 
menjaga keamanan barang yang 
dikirim           

7 
UD. Rajawali Transportasi dapat 
menanggapi keluhan konsumen 
dengan cepat           

8 
UD. Rajawali Transportasi mampu 
melayani konsumen dengan cepat           

9 

UD. Rajawali Transportasi 
memberikan jaminan atas 
kehilangan dan kerusakan barang 
yang dikirimkan           
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10 

Karyawan UD. Rajawali 
Transportasi memberikan informasi 
secara jelas dan mudah dipahami 
selama bertransaksi           

11 

UD. Rajawali Transportasi 
merespon dengan baik apa yang 
menjadi permintaan ataupun 
keluhan konsumen           

 
 
B. Kepercayaan 

No.  Keterangan  SS  S  N  TS STS 

1 
Jasa pengiriman barang UD. 
Rajawali Transportasi  dapat 
dipercaya           

2 

Saya percaya UD. Rajawali 
Transportasi  akan selalu 
memberikan pelayanan yang baik 
kepada konsumennya           

3 

Saya percaya UD. Rajawali 
Transportasi mampu 
menyelesaikan keluhan yang 
dihadapi konsumen           

4 

Saya percaya pengiriman barang 
yang dilakukan oleh UD. Rajawali 
Transportasi cepat dan tepat waktu 
sesuai estimasi pengiriman           

5 
Saya percaya UD. Rajawali 
Transportasi mampu menjaga 
keamanan barang yang dikirim           
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C. Loyalitas Pelanggan 

No.  Keterangan  SS  S  N  TS STS 

1 

Saya akan menggunakan jasa 
pengiriman barang UD. Rajawali 
Transportasi lagi di masa yang 
akan datang           

2 
Saya merekomendasikan jasa 
pengiriman barang UD. Rajawali 
Transportasi kepada orang lain           

3 

Saya akan mengatakan hal positif 
tentang pelayanan jasa pengiriman  
UD. Rajawali Transportasi kepada 
orang lain           

4 
Saya akan menjadi pelanggan setia 
pengguna jasa pengiriman UD. 
Rajawali Transportasi           

5 
Saya menganggap UD. Rajawali 
Transportasi adalah pilihan utama 
untuk jasa pengiriman barang           

6 

Saya akan tetap menggunakan jasa 
pengiriman UD. Rajawali 
Transportasi dan tidak akan beralih 
menggunakan jasa pengiriman 
lainnya           

 

 
 
 
 
 
 


