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IDENTITAS RESPONDEN

Nama
Usia

20 - 29 tahun
30 - 39 tahun
40 - 49 tahun
> 50 tahun

O O O O

Pendidikan Terakhir

SD
SMP
SMA
S1

S2

o 0O O O O

Pekerjaan

Wiraswasta

Pegawai Negeri Sipil (PNS)
Karyawan Swasta

Petani

Ibu Rumah Tangga

0O O 0O O O ©O

Lainnya



PETUN]JUK PENGISIAN

a. Bacalah baik - baik pertanyaan dan seluruh pilihan jawaban yang
diberikan .

b. Jawablah seluruh pertanyaan sesuai dengan hati nurani anda.

c. Beri tanda centang (V) untuk setiap jawaban yang anda pilih pada
kolom jawaban anda yang sudah disediakan, setiap jawaban akan
diberi skor sebagai berikut:

Alternatif Jawaban SS, untuk Sangat Setuju (Skor 5)
Alternatif Jawaban S, untuk Setuju (Skor 4)

Alternatif Jawaban R, untuk Ragu - ragu (Skor 3)

Alternatif Jawaban TS, untuk Tidak Setuju (Skor 2)
Alternatif Jawaban STS, untuk Sangat Tidak Setuju (Skor 1)



KUALITAS PELAYANAN (X1)

Alternatif Jawaban
No. Pertanyaan
ss| s |RR|Ts |sTs

Kehandalan

1 Petugas cepat merespon
komplain

5 Petugas cepat dalam melayani
pembayaran
Prosedur pemasangan

3 sambungan baru mudah dan
cepat

Daya tanggap
Petugas pencatat meteran

4 bersedia menanggapi
pertanyaan konsumen
Petugas pembayaran mampu

5 menjelaskan masalah
mengenai PAMSIMAS Tirto
Adji

6 Petugas memberikan informasi
ketika air tidak keluar

Jaminan

7 Kualitas air yang diberikan
baik

8 Pencatatan meteran air akurat
Memberikan jaminan suplai air

9 secara merata kepada
pelanggan

Empati

10 Petugas bersikap ramah dan
sopan
Petugas penuh perhatian

11 .
dalam memberikan pelayanan




1 Petugas memberikan rasa adil
kepada setiap pelanggan

Bukti fisik

13 Ruang pelayanan PAMSIMAS
Tirto Adji nyaman
Kebersihan dan kerapian

14 | petugas dalam melayani
pembayaran

15 Terdapat kursi untuk
menunggu antrian

KUALITAS PRODUK (X2)
Alternatif Jawaban
No. Pertanyaan
ss | s |RR|Ts|sTs

Kinerja

1 Air PAMSIMAS Tirto Adji
tidak berasa

5 Air PAMSIMAS Tirto Adji
jernih

3 Air PAMSIMAS Tirto Adji
tidak berbau

Daya tahan
PAMSIMAS Tirto Adji mampu

4 memenuhi kebutuhan
pelanggan

5 Pipa sambungan diletakkan
ditempat yang aman

6 Meteran air dapat bertahan
lama

Kesesuaian dengan spesifikasi

7 Tekanan Air besar ‘ ‘ ‘ ‘ |




3 Air PAMSIMAS Tirto Adji
dapat dikonsumsi

9 Kualitas air sesuai dengan tarif
yang diberikan

Fitur
Memiliki meteran yang

10 | berstandar nasional indonesia
(SNI)
Pipa yang digunakan

11 | PAMSIMAS Tirto Adji
berkualitas baik

1 Terdapat tempat
penampungan air

Kehandalan

13 Air PAMSIMAS Tirto Adji
dapat digunakan selama 24 jam
Air PAMSIMAS Tirto Adji

14 | tidak mengalir ketika listrik
mati

15 | Kejernihan air stabil

KEPUASAN PELANGGAN (Y)
Alternatif Jawaban
No. Pertanyaan

ss | s | RR | Ts | sTs

Kesesuaian harapan

Merasa puas atas kualitas

1 pelayanan yang diberikan
PAMSIMAS Tirto Adji
Merasa puas atas kualitas air

2 yang diberikan PAMSIMAS

Tirto Adji




3

Tarif yang diberikan
terjangkau

Minat berkunjung kembali

Menggunakan layanan

4 PAMSIMAS Tirto Adji karena
pelayanannya baik
Biaya yang dikeluarkan untuk

5 pembayaran sesuai dengan
catatan meteran

6 Selalu menggunakan air
PAMSIMAS Tirto Adji

Kesediaan merekomendasikan
Merekomendasikan

7 PAMSIMAS Tirto Adji ke
tetangga

3 Dengan senang hati
memberitahu cara mendaftar
Menceritakan pengalaman

9 berlangganan PAMSIMAS

Tirto Adji ke orang lain




Lampiran 8: Tabulasi Jawaban Responden

Tabulasi Variabel Kualitas Pelayanan (X1)

Variabel Kualitas Pelayanan
No. Kehandalan Daya tanggap Jaminan Empati Bukti fisik Total
Resp. [ [tem [ Item | Item | Item | Item [ Item | Item [ Item [ Item | Item | Item | Item | Item | Item | Item | X1
1 2 3 1 2 3 1 2 3 1 2 3 1 2 3

Resp_1 5 5 5 4 5 4 4 5 5 5 5 5 5 5 4 71
Resp_2 5 5 5 4 5 4 4 4 4 5 4 4 5 5 5 68
Resp_3 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 74
Resp_4 4 5 5 5 5 5 4 5 4 5 5 5 4 5 4 70
Resp_5 5 5 4 5 5 5 5 4 5 4 5 5 5 5 5 72
Resp_6 4 4 4 5 4 4 4 5 4 4 4 4 4 5 5 64
Resp_7 4 4 5 4 5 4 5 5 5 5 5 4 5 4 4 68
Resp_8 4 4 4 5 4 4 5 3 3 5 5 5 4 5 4 64
Resp_9 4 5 4 4 5 4 4 4 5 4 4 4 5 5 5 66
Resp_10 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60
Resp_11 4 5 4 4 4 4 3 3 5 4 5 4 4 4 4 61
Resp_12 4 4 4 5 5 3 4 4 4 5 4 4 5 5 4 64




64
69
61

61

68
64
59
60
67
62
62
59
56
66
59
62
56
61

4
5
5
4
4
4
5
4
4
4
4
4
4
4
4
4
3
4

Resp_13
Resp_14
Resp_15
Resp_16
Resp_17
Resp_18
Resp_19
Resp_20
Resp_21
Resp_22
Resp_23
Resp_24
Resp_25
Resp_26
Resp_27
Resp_28
Resp_29
Resp_30




55
55
67
64
60
69
54
73

65
62
62
73

69
70

55
67
69
68

4
4
5
4
5
3
4
5
4
4
4
5
5
5
2
4
4
5

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




62
54
58
61

60
58
70

70

58
67
69
71

62
64
68
67
69
70

4
3
4
4
4
4
5
4
4
3
4
5
3
4
5
4
5
5

Resp_49
Resp_50
Resp_51
Resp_52
Resp_53
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




68
64
64
62
72
65
68
69
66
65
64
70

74
68
71

72

4
4
3
4
5
4
4
4
5
4
4
4
5
4
5
4

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




Tabulasi Variabel Kualitas Produk (X2)

Variabel Kualitas Pelayanan
Kesesuaian
No. Kinerja Daya tahan dengan Fitur Kehandalan Total
Resp. spesifikasi X2
Item | Item | Item | Item | Item | Item | Item | Item | Item | Item | Item | Item | Item | Item | Item
1 2 3 1 2 3 1 2 3 1 2 3 1 2 3
Resp_1 5 5 5 4 4 5 4 4 4 5 5 5 5 5 5 70
Resp_2 4 4 3 4 4 4 5 5 5 5 5 5 5 5 4 67
Resp_3 4 4 4 5 5 5 5 4 4 5 5 5 4 4 5 68
Resp_4 5 4 5 5 5 5 5 4 4 5 4 5 5 5 4 70
Resp_5 4 4 5 5 4 5 5 5 5 5 5 5 5 5 5 72
Resp_6 4 4 5 5 4 4 5 4 4 5 5 5 4 4 4 66
Resp_7 4 4 5 5 4 4 5 5 5 4 4 5 5 5 4 68
Resp_8 5 5 5 4 4 3 3 4 4 4 4 4 5 5 4 63
Resp_9 5 4 4 4 4 4 4 5 5 5 5 4 4 3 4 64
Resp_10 | 4 4 4 4 3 3 4 4 4 4 4 4 4 3 4 57
Resp_11 4 4 4 4 5 5 5 4 4 5 4 4 4 4 4 64
Resp 12 | 3 4 4 4 4 5 5 5 5 4 4 3 4 4 4 62




67
72
73

67
70

63
61

60
67
59
64
60
51

68
60
63
72
63

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

Resp_13
Resp_14
Resp_15
Resp_16
Resp_17
Resp_18
Resp_19
Resp_20
Resp_21
Resp_22
Resp_23
Resp_24
Resp_25
Resp_26
Resp_27
Resp_28
Resp_29
Resp_30




58
59
59
69
67
75

65
74
59
67
61

75

73

72
56
67
67
66

4
4
4
5
4
5
4
5
4
4
4
5
5
5
3
5
5
4

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




62
44
58
65
63
57
70

68
56
65
63
66
61

67
67
66
65
63

4
3
4
4
4
4
5
5
4
5
5
5
5
5
4
4
4
3

Resp_49
Resp_50
Resp_51
Resp_52
Resp_53
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




60
58
66
60
69
60
69
64
64
54
64
68
70

65

71

72

5
5
5
3
4
4
5
5
4
5
5
5
5
5
5
5

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




Tabulasi Variabel Kepuasan Pelanggan (Y)

Variabel Kepuasan Pelanggan
No. K;:;erzuaian berll\:ltiﬁ;tmg Iliesediadan N Total
Resp. pan kembali merekomendasikan Y
Item | [tem | Item | Item | Item | Item | Item | Item | Item
1 2 3 1 2 3 1 2 3
Resp_1 4 4 5 5 5 5 4 4 5 41
Resp_2 4 4 4 4 5 4 5 5 4 39
Resp_3 5 5 4 4 4 4 5 5 4 40
Resp_4 5 5 4 5 5 5 5 5 5 44
Resp_5 5 5 5 5 5 4 4 5 5 43
Resp_6 5 4 5 5 4 4 5 4 5 41
Resp_7 5 5 5 4 4 5 4 5 4 41
Resp_8 3 3 3 3 4 3 4 5 5 33
Resp_9 4 4 4 4 4 5 4 4 5 38
Resp_10 4 4 4 4 5 5 4 5 4 39
Resp_11 4 4 4 4 4 4 4 4 4 36
Resp_12 4 4 5 5 5 4 4 4 5 40




44
40

41

38
42

40

35
37
41

35
37
37

28
43
34
39

32
37

5
4
5
4
5
4
5
5
4
4
5
4
2
5
4
4
4
4

Resp_13
Resp_14
Resp_15
Resp_16
Resp_17
Resp_18
Resp_19
Resp_20
Resp_21
Resp_22
Resp_23
Resp_24
Resp_25
Resp_26
Resp_27
Resp_28
Resp_29
Resp_30




26

33
33
39

44
45
33
39

32

40

35
43
42
41

34
39

39
38

3
4
4
5
5
5
4
5
4
5
4
5
4
5
5
5
4
5

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




37

34

36

43
34

35

42
38

37

41

41

39

41

40

41

41

42
39

4
4
4
4
4
4
5
3
5
4
4
4
3
4
5
4
4
4

Resp_49
Resp_50
Resp_51
Resp_52
Resp_53
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




32

33
37

37

38
36

36

36

35
41

41

40

40
36
37
42

3
4
4
5
3
4
3
4
3
4
4
5
4
3
3
4

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




Lampiran 9: Rekapitulasi Total Skor Jawaban Responden

No.

Resp. X1 X2 Y
Resp_1 71 70 41
Resp_2 68 67 39
Resp_3 74 68 40
Resp_4 70 70 44
Resp_5 72 72 43
Resp_6 64 66 41
Resp_7 68 68 41
Resp_8 64 63 33
Resp_9 66 64 38
Resp_10 60 57 39
Resp_11 61 64 36
Resp_12 64 62 40
Resp_13 64 67 44
Resp_14 69 72 40
Resp_15 61 73 41
Resp_16 61 67 38
Resp_17 68 70 42
Resp_18 64 63 40
Resp_19 59 61 35
Resp_20 60 60 37
Resp_21 67 67 41
Resp_22 62 59 35
Resp_23 62 64 37
Resp_24 59 60 37
Resp_25 56 51 28
Resp_26 66 68 43




Resp_27 59 60 34
Resp_28 62 63 39
Resp_29 56 72 32
Resp_30 61 63 37
Resp_31 55 58 26
Resp_32 55 59 33
Resp_33 67 59 33
Resp_34 64 69 39
Resp_35 60 67 44
Resp_36 69 75 45
Resp_37 54 65 33
Resp_38 73 74 39
Resp_39 65 59 32
Resp_40 62 67 40
Resp_41 62 61 35
Resp_42 73 75 43
Resp_43 69 73 42
Resp_44 70 72 41
Resp_45 55 56 34
Resp_46 67 67 39
Resp_47 69 67 39
Resp_48 68 66 38
Resp_49 62 62 37
Resp_50 54 44 34
Resp_51 58 58 36
Resp_52 61 65 43
Resp_53 60 63 34
Resp_54 58 57 35
Resp_55 70 70 42




Resp_56 70 68 38
Resp_57 58 56 37
Resp_58 67 65 41
Resp_59 69 63 41
Resp_60 71 66 39
Resp_61 62 61 41
Resp_62 64 67 40
Resp_63 68 67 41
Resp_64 67 66 41
Resp_65 69 65 42
Resp_66 70 63 39
Resp_67 68 60 32
Resp_68 64 58 33
Resp_69 64 66 37
Resp_70 62 60 37
Resp_71 72 69 38
Resp_72 65 60 36
Resp_73 68 69 36
Resp_74 69 64 36
Resp_75 66 64 35
Resp_76 65 54 41
Resp_77 64 64 41
Resp_78 70 68 40
Resp_79 74 70 40
Resp_80 68 65 36
Resp_81 71 71 37
Resp_82 72 72 42




Lampiran 10: Tabel Frekuensi Jawaban Responden
Variabel Kualitas Pelayanan (X1)
Indikator Kehandalan (X1.1)

Statistics
X1.1 1 X1.1 2 X1.1 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,18 4,45 4,13
Std. Error of Mean 0,067 0,063 0,081
Median 4,00 4,00 4,00
Std. Deviation 0,611 0,570 0,733
Variance 0,374 0,325 0,537
Minimum 2 3 2
Maximum 5 5 5
Sum 343 365 339
X1.1_1
Valid Cumulative
Frequency | Percent Percent Percent

Valid Tidak Setuju 1 1,2 1,2 1,2

Ragu-ragu 6 7,3 7,3 8,5

Setuju 52 63,4 63,4 72,0

Sangat Setuju 23 28,0 28,0 100,0
Total 82 100,0 100,0

X1.1_2
Valid Cumulative
Frequency | Percent Percent Percent

Valid Ragu-ragu 3 3,7 3,7 3,7

Setuju 39 47,6 47,6 51,2

Sangat Setuju 40 48,8 48,8 100,0
Total 82 100,0 100,0




X1.1_3

Valid Cumulative
Frequency | Percent Percent Percent

Valid Tidak Setuju 3 3,7 3,7 3,7

Ragu-ragu 8 9,8 9,8 13,4

Setuju 46 56,1 56,1 69,5

Sangat Setuju 25 30,5 30,5 100,0
Total 82 100,0 100,0

Indikator Daya tanggap (X1.2)
Statistics
X1.2_1 X1.2_2 X1.2_3
N Valid 82 82 82
Missing 0 0 0
Mean 4,20 4,39 3,94
Std. Error of Mean 0,072 0,067 0,089
Median 4.00 4,00 4,00
Std. Deviation 0,656 0,604 0,807
Variance 0,431 0,364 0,651
Minimum 2 3 2
Maximum 5 5 5
Sum 344 360 323
X1.2_1
Valid Cumulative
Frequency | Percent Percent Percent

Valid Tidak Setuju 1 1,2 1,2 1,2

Ragu-ragu 8 9,8 9,8 11,0

Setuju 47 57,3 57,3 68,3

Sangat Setuju 26 31,7 31,7 100,0
Total 82 100,0 100,0




X1.2_2

Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 5 6,1 6,1 6,1
Setuju 40 48,8 48,8 54,9
Sangat Setuju 37 45,1 45,1 100,0
Total 82 100,0 100,0
X1.2_3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 5 6,1 6,1 6,1
Ragu-ragu 14 17,1 17,1 23,2
Setuju 44 53,7 53,7 76,8
Sangat Setuju 19 23,2 23,2 100,0
Total 82 100,0 100,0
Indikator Jaminan (X1.3)
Statistics
X131 X1.3_ 2 X1.3 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,26 4,43 4,18
Std. Error of Mean 0,069 0,074 0,080
Median 4,00 5,00 4,00
Std. Deviation 0,625 0,667 0,722
Variance 0,390 0,445 0,522
Minimum 2 2 2
Maximum 5 5 5
Sum 349 363 343
X1.3_1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 1 1,2 1,2 1,2
Ragu-ragu 5 6,1 6,1 7,3
Setuju 48 58,5 58,5 65,9
Sangat Setuju 28 34,1 34,1 100,0
Total 82 100,0 100,0




X1.3_2

Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 1 1,2 1,2 1,2
Ragu-ragu 5 6,1 6,1 7,3
Setuju 34 41,5 41,5 48,8
Sangat Setuju 42 51,2 51,2 100,0
Total 82 100,0 100,0
X1.3_3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 1 1,2 1,2 1,2
Ragu-ragu 12 14,6 14,6 15,9
Setuju 40 48,8 48,8 64,6
Sangat Setuju 29 35,4 354 100,0
Total 82 100,0 100,0
Indikator Empati (X1.4)
Statistics
X14 1 X1.4 2 X1.4 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,52 4,29 4,35
Std. Error of Mean 0,063 0,070 0,068
Median 5,00 4,00 4,00
Std. Deviation 0,571 0,638 0,616
Variance 0,327 0,407 0,380
Minimum 3 3 3
Maximum 5 5 5
Sum 371 352 357
X1.4 1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 3 3,7 3,7 3,7
Setuju 33 40,2 40,2 43,9
Sangat Setuju 46 56,1 56,1 100,0
Total 82 100,0 100,0




X1.4_2

Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 8 9,8 9,8 9,8
Setuju 42 51,2 51,2 61,0
Sangat Setuju 32 39,0 39,0 100,0
Total 82 100,0 100,0
X1.4 3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 6 7,3 7,3 7,3
Setuju 41 50,0 50,0 57,3
Sangat Setuju 35 42,7 42,7 100,0
Total 82 100,0 100,0
Indikator Bukti fisik (X1.5)
Statistics
X1.5_1 X1.5_2 X1.5_3
N Valid 82 82 82
Missing 0 0 0
Mean 4,51 4,61 4,37
Std. Error of Mean 0,070 0,057 0,080
Median 5,00 5,00 4,00
Std. Deviation 0,633 0,515 0,729
Variance 0,401 0,266 0,531
Minimum 2 3 2
Maximum 5 5 5
Sum 370 378 358
X1.5_1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Setuju 34 41,5 41,5 43,9
Sangat Setuju 46 56,1 56,1 100,0
Total 82 100,0 100,0




X1.5_2

Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 1 1,2 1,2 1,2
Setuju 30 36,6 36,6 37,8
Sangat Setuju 51 62,2 62,2 100,0
Total 82 100,0 100,0
X1.5_3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 3 3,7 3,7 3,7
Ragu-ragu 3 3,7 3,7 7,3
Setuju 37 45,1 45,1 52,4
Sangat Setuju 39 47.6 47.6 100,0
Total 82 100,0 100,0
Variabel Kualitas Produk (X2)
Indikator Kinerja (X2.1)
Statistics
X2.1 1 X2.1 2 X2.1_3
N Valid 82 82 82
Missing 0 0 0
Mean 4,37 4,21 4,37
Std. Error of Mean 0,066 0,073 0,066
Median 4,00 4,00 4,00
Std. Deviation 0,599 0,662 0,599
Variance 0,358 0,438 0,358
Minimum 3 2 3
Maximum 5 5 5
Sum 358 345 358




X211
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 5 6,1 6,1 6,1
Setuju 42 51,2 51,2 57,3
Sangat Setuju 35 42,7 42,7 100,0
Total 82 100,0 100,0
X2.1 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 5 6,1 6,1 8,5
Setuju 49 59,8 59,8 68,3
Sangat Setuju 26 31,7 31,7 100,0
Total 82 100,0 100,0
X2.1_3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 5 6,1 6,1 6,1
Setuju 42 51,2 51,2 57,3
Sangat Setuju 35 42,7 42,7 100,0
Total 82 100,0 100,0
Indikator Daya tahan (X2.2)
Statistics
X2.2 1 X2.2 2 X2.2 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,11 4,16 4,60
Std. Error of Mean 0,074 0,068 0,067
Median 4,00 4,00 5,00
Std. Deviation 0,667 0,618 0,606
Variance 0,445 0,382 0,367
Minimum 2 3 3
Maximum 5 5 5
Sum 337 341 377




X2.2 1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 8 9,8 9,8 12,2
Setuju 51 62,2 62,2 74,4
Sangat Setuju 21 25,6 25,6 100,0
Total 82 100,0 100,0
X2.2 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 10 12,2 12,2 12,2
Setuju 49 59,8 59,8 72,0
Sangat Setuju 23 28,0 28,0 100,0
Total 82 100,0 100,0
X2.2_3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 5 6,1 6,1 6,1
Setuju 23 28,0 28,0 34,1
Sangat Setuju 54 65,9 65,9 100,0
Total 82 100,0 100,0
Indikator Kesesuaian dengan spesifikasi (X2.3)
Statistics
X231 X2.3 2 X2.3_3
N Valid 82 82 82
Missing 0 0 0
Mean 4,60 4,15 4,23
Std. Error of Mean 0,075 0,085 0,066
Median 5,00 4,00 4,00
Std. Deviation 0,682 0,772 0,594
Variance 0,466 0,596 0,353
Minimum 2 2 2
Maximum 5 5 5
Sum 377 340 347




X2.3_1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 3 3,7 3,7 6,1
Setuju 21 25,6 25,6 31,7
Sangat Setuju 56 68,3 68,3 100,0
Total 82 100,0 100,0
X2.3 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 13 15,9 15,9 18,3
Setuju 38 46,3 46,3 64,6
Sangat Setuju 29 35,4 354 100,0
Total 82 100,0 100,0
X2.3 3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 1 1,2 1,2 3,7
Setuju 55 67,1 67,1 70,7
Sangat Setuju 24 29,3 29,3 100,0
Total 82 100,0 100,0
Indikator Fitur (X2.4)
Statistics
X241 X24 2 X2.4 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,65 4,43 4,09
Std. Error of Mean 0,061 0,067 0,091
Median 5,00 4,00 4,00
Std. Deviation 0,553 0,609 0,820
Variance 0,305 0,371 0,672
Minimum 3 3 2
Maximum 5 5 5
Sum 381 363 335




X2.4 1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 3 3,7 3,7 3,7
Setuju 23 28,0 28,0 31,7
Sangat Setuju 56 68,3 68,3 100,0
Total 82 100,0 100,0
X2.4 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 5 6,1 6,1 6,1
Setuju 37 45,1 45,1 51,2
Sangat Setuju 40 48,8 48,8 100,0
Total 82 100,0 100,0
X2.4 3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 18 22,0 22,0 24,4
Setuju 33 40,2 40,2 64,6
Sangat Setuju 29 354 354 100,0
Total 82 100,0 100,0
Indikator Kehandalan (X2.5)
Statistics
X251 X2.5 2 X2.5 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,55 3,91 4,23
Std. Error of Mean 0,060 0,094 0,078
Median 5,00 4,00 4,00
Std. Deviation 0,548 0,849 0,708
Variance 0,300 0,721 0,501
Minimum 3 2 2
Maximum 5 5 5
Sum 373 321 347




X2.5_1

Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 2 2,4 2,4 2,4
Setuju 33 40,2 40,2 42,7
Sangat Setuju 47 57,3 57,3 100,0
Total 82 100,0 100,0
X2.5 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 4 4,9 4,9 4,9
Ragu-ragu 21 25,6 25,6 30,5
Setuju 35 42,7 42,7 73,2
Sangat Setuju 22 26,8 26,8 100,0
Total 82 100,0 100,0
X2.5 3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 7 8,5 8,5 11,0
Setuju 43 52,4 52,4 63,4
Sangat Setuju 30 36,6 36,6 100,0
Total 82 100,0 100,0




Variabel Kepuasan Pelanggan (Y)

Indikator Kesesuaian harapan (Y.1)

Statistics
Y11 Y.l 2 Y.l 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,18 4,21 4,23
Std. Error of Mean 0,076 0,090 0,082
Median 4,00 4,00 4,00
Std. Deviation 0,687 0,813 0,742
Variance 0,472 0,660 0,551
Minimum 2 2 2
Maximum 5 5 5
Sum 343 345 347
Y.1 1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 1 1,2 1,2 1,2
Ragu-ragu 10 12,2 12,2 13,4
Setuju 44 53,7 53,7 67,1
Sangat Setuju 27 32,9 32,9 100,0
Total 82 100,0 100,0
YA 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 4 4,9 4,9 4,9
Ragu-ragu 8 9,8 9,8 14,6
Setuju 37 45,1 45,1 59,8
Sangat Setuju 33 40,2 40,2 100,0
Total 82 100,0 100,0
Y13
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 3 3,7 3,7 3,7
Ragu-ragu 6 7,3 7,3 11,0
Setuju 42 51,2 51,2 62,2
Sangat Setuju 31 37,8 37,8 100,0
Total 82 100,0 100,0




Indikator Minat berkunjung kembali (Y.2)

Statistics
Y21 Y2 2 Y.2 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,29 4,29 4,21
Std. Error of Mean 0,070 0,073 0,075
Median 4,00 4,00 4,00
Std. Deviation 0,638 0,657 0,680
Variance 0,407 0,432 0,463
Minimum 3 3 2
Maximum 5 5 5
Sum 352 352 345
Y.2_ 1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 8 9,8 9,8 9,8
Setuju 42 51,2 51,2 61,0
Sangat Setuju 32 39,0 39,0 100,0
Total 82 100,0 100,0
Y.2 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 9 11,0 11,0 11,0
Setuju 40 48,8 48,8 59,8
Sangat Setuju 33 40,2 40,2 100,0
Total 82 100,0 100,0
Y.2 3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 2 2,4 2,4 2,4
Ragu-ragu 6 7,3 7,3 9,8
Setuju 47 57,3 57,3 67,1
Sangat Setuju 27 32,9 32,9 100,0
Total 82 100,0 100,0




Indikator Kesediaan merekomendasikan (Y.3)

Statistics
Y31 Y.3 2 Y.3 3
N Valid 82 82 82
Missing 0 0 0
Mean 4,22 4,28 4,23
Std. Error of Mean 0,074 0,076 0,089
Median 4,00 4,00 4,00
Std. Deviation 0,667 0,690 0,806
Variance 0,445 0,476 0,649
Minimum 3 3 2
Maximum 5 5 5
Sum 346 351 347
Y.3 1
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 11 13,4 13,4 13,4
Setuju 42 51,2 51,2 64,6
Sangat Setuju 29 354 354 100,0
Total 82 100,0 100,0
Y.3 2
Valid Cumulative
Frequency | Percent Percent Percent
Valid Ragu-ragu 11 13,4 13,4 13,4
Setuju 37 45,1 45,1 58,5
Sangat Setuju 34 41,5 41,5 100,0
Total 82 100,0 100,0
Y.3 3
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tidak Setuju 4 4,9 4,9 4,9
Ragu-ragu 7 8,5 8,5 13,4
Setuju 37 45,1 45,1 58,5
Sangat Setuju 34 41,5 41,5 100,0
Total 82 100,0 100,0




Lampiran 11: Hasil Output SPSS
Uiji Instrumen Penelitian (Uji Validitas dan Uji Reliabilitas)
Variabel Kualitas Pelayanan (X1)
Indikator Kehandalan (X1.1)
Case Processing Summary

N

%

Valid
Excluded?
Total

Cases

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

0,650

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
X1.1 1 8,5854 1,159 0,492 0,513
X1.1 2 8,3171 1,182 0,543 0,459
X1.1 3 8,6341 1,074 0,374 0,700

Indikator Daya tanggap (X1.2)
Case Processing Summary

N

%

Valid
Excluded?
Total

Cases

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.



Reliability Statistics

Cronbach's
Alpha N of Items
0,649 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Iltem-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
X1.2_1 8,3293 1,483 0,398 0,631
X1.2 2 8,1341 1,327 0,616 0,371
X1.2_3 8,5854 1,184 0,407 0,657
Indikator Jaminan (X1.3)
Case Processing Summary
N %
Cases Valid 82 100,0
Excluded? 0 0,0
Total 82 100,0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's
Alpha N of Items
0,621 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Iltem-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
X1.3 1 8,6098 1,377 0,374 0,595
X1.3 2 8,4390 1,089 0,561 0,325
X1.3 3 8,6829 1,207 0,370 0,615




Indikator Empati (X1.4)
Case Processing Summary

N %
Cases Valid 82 100,0
Excluded? 0 0,0
Total 82 100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics
Cronbach's
Alpha N of Items

0,663 3

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
X14 1 8,6463 1,145 0,428 0,626
X1.4 2 8,8780 0,973 0,489 0,548
X1.4 3 8,8171 0,991 0,509 0,519

Indikator Bukti fisik (X1.5)
Case Processing Summary

N

%

Valid
Excluded?®
Total

Cases

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

0,646

3




Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Iltem-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
X151 8,9756 1,012 0,543 0,425
X1.5_2 8,8780 1,368 0,391 0,637
X1.5_3 9,1220 0,923 0,464 0,556
Variabel Kualitas Produk (X2)
Indikator Kinerja (X2.1)
Case Processing Summary
N %
Cases Valid 82 100,0
Excluded? 0 0,0
Total 82 100,0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's
Alpha N of Items
0,616 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
X2.1 1 8,5732 1,087 0,412 0,535
X2.1 2 8,7317 0,915 0,479 0,433
X2.1_3 8,5732 1,112 0,387 0,568




Indikator Daya tahan (X2.2)

Case Processing Summary

N

%

Valid
Excluded?
Total

Cases

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
0,613 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
xX2.2 1 8,7561 1,026 0,406 0,540
X2.2 2 8,7073 1,000 0,516 0,377
X2.2 3 8,2683 1,186 0,353 0,607

Indikator Kesesuaian dengan spesifikasi (X2.3)
Case Processing Summary

N

%

Valid
Excluded?®
Total

Cases

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics
Cronbach's
Alpha N of Items

0,649 3




Item-Total Statistics

Scale Corrected Cronbach's

Scale Mean if Variance if Iltem-Total Alpha if Item

Item Deleted Item Deleted Correlation Deleted
X231 8,3780 1,448 0,353 0,690
X2.3 2 8,8293 1,008 0,575 0,375
X2.3 3 8,7439 1,452 0,480 0,538

Indikator Fitur (X2.4)
Case Processing Summary
N %

Cases Valid 82 100,0

Excluded? 0 0,0

Total 82 100,0
a. Listwise deletion based on all variables in the procedure.

Reliability Statistics
Cronbach's
Alpha N of Items
0,614 3
Item-Total Statistics
Scale Corrected Cronbach's

Scale Mean if Variance if Iltem-Total Alpha if Item

Item Deleted Item Deleted Correlation Deleted
X2.4 1 8,5122 1,488 0,364 0,598
X2.4 2 8,7317 1,186 0,547 0,353
X2.4 3 9,0732 0,958 0,408 0,587




Indikator Kehandalan (X2.5)

Case Processing Summary

N

%

Valid
Excluded?
Total

Cases

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
0,617 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
X2.5_1 8,1463 1,657 0,445 0,525
X2.5 2 8,7805 1,087 0,439 0,526
X2.5 3 8,4634 1,363 0,436 0,502

Variabel Kepuasan Pelanggan (Y)

Indikator Kesesuaian harapan (Y.1)
Case Processing Summary

N

%

Valid
Excluded?
Total

Cases

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.



Reliability Statistics

Cronbach's
Alpha N of Items
0,807 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Iltem-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
Y.1.1 8,4390 1,854 0,705 0,694
Y.l 2 8,4146 1,579 0,689 0,704
Y.1 3 8,3902 1,895 0,587 0,805
Indikator Minat berkunjung kembali (Y.2)
Case Processing Summary
N %
Cases Valid 82 100,0
Excluded? 0 0,0
Total 82 100,0
a. Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's
Alpha N of Items
0,647 3
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Iltem-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
Y2 1 8,5000 1,167 0,520 0,467
Y.2 2 8,5000 1,216 0,443 0,570
Y.2_3 8,5854 1,209 0,414 0,612




Indikator Kesediaan merekomendasikan (Y.3)
Case Processing Summary

N

%

Cases

Valid
Excluded?
Total

82
0
82

100,0
0,0
100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

0,860

3

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
Y31 8,5122 1,858 0,757 0,789
Y.3 2 8,4512 1,806 0,754 0,788
Y.3 3 8,5000 1,586 0,712 0,839




Uji Asumsi Klasik
Uji Normalitas

One-Sample Kolmogorov-Smirnov Test

Unstandardized

Residual
N 82
Normal Parameters2? Mean 0,0000000
Std. 2,84742192
Deviation
Most Extreme Absolute 0,057
Differences Positive 0,038
Negative -0,057
Test Statistic 0,057
Asymp. Sig. (2-tailed) .200¢%4

a. Test distribution is Normal.

b. Calculated from data.

c. Lilliefors Significance Correction.
d. This is a lower bound of the true significance.

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Kepuasan Pelanggan
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Uji Multikoloneritas

Coefficients?
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Std.
Model B Error Beta t Sig. Tolerance VIF
1 (Constant) 7,065 4,294 1,646 0,104
Kualitas Pelayanan 0,199 0,083 0,275 2,387 0,019 0,564 1,773
Kualitas Produk 0,281 0,076 0,424 3,687 0,000 0,564 1,773

a. Dependent Variable: Kepuasan Pelanggan

Uji Autokorelasi
Model Summary®
Adjusted R Std. Error of the Durbin-
Model R R Square Square Estimate Watson
1 .6402 0,410 0,395 2,88324 1,782

a. Predictors: (Constant), Kualitas Produk, Kualitas Pelayanan
b. Dependent Variable: Kepuasan Pelanggan



Uji Heteroskedastisitas
Uji Glejser

Coefficients?
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Std.
Model B Error Beta t Sig. Tolerance VIF
1 (Constant) 8,169 2,600 3,142 0,002
Kualitas Pelayanan -0,054 0,050 -0,155 -1,069 0,288 0,564 1,773
Kualitas Produk -0,038 0,046 -0,120 -0,825 0,412 0,564 1,773
a. Dependent Variable: Abs_Res
Scatterplot
Dependent Variable: Kepuasan Pelanggan
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Uji Regresi Linier Berganda

Coefficients?

Unstandardized

Standardized

Coefficients Coefficients Collinearity Statistics
Std.
Model B Error Beta t Sig. Tolerance VIF
1 (Constant) 7,065 4,294 1,646 0,104
Kualitas Pelayanan 0,199 0,083 0,275 2,387 0,019 0,564 1,773
Kualitas Produk 0,281 0,076 0,424 3,687 0,000 0,564 1,773
a. Dependent Variable: Kepuasan Pelanggan
Uji Hipotesis
Uji t (Parsial)
Coefficients?®
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Std.
Model B Error Beta t Sig. Tolerance VIF
1 (Constant) 7,065 4,294 1,646 0,104
Kualitas Pelayanan 0,199 0,083 0,275 2,387 0,019 0,564 1,773
Kualitas Produk 0,281 0,076 0,424 3,687 0,000 0,564 1,773

a. Dependent Variable: Kepuasan Pelanggan



Uji F (Simultan)

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 455,511 2 227,756 | 27,397 .000P
Residual 656,733 79 8,313
Total 1112,244 81

a. Dependent Variable: Kepuasan Pelanggan

b. Predictors: (Constant), Kualitas Produk, Kualitas Pelayanan



