
LAMPIRAN 

 

LAMPIRAN 1 

PRA KUISIONER 

 

 

Petujuk pengisian : 

 Berilah tanda checklist (√) sesuai dengan jawaban yang sesuai dengan pilihan responden 

 Pada pertanyaan yang sifatnya terbuka, tuliskan jawaban responden 

 

Profil Responden 

1. Usia Responden 

 ≤ 18 tahun  ≥ 31 

 19 − 25  

 26 – 30  

 

2. Pekerjaan Responden 

 Pelajar/ Mahasiswa  Ibu Rumah Tangga 

 Karyawan  Lainnya ________ 

 Wiraswasta  

 

3. Apakah Anda pernah berkunjung di Pizza Hut Mall of Indonesia 

 Pernah 

 Tidak Pernah 

 

 

 

 

 

Berilah tanda checklist (√) pada jawaban yang telah disediakan berikut ini. 



STS : Sangat Tidak Setuju 

TS : Tidak Setuju 

N : Netral 

S : Setuju 

SS : Sangat Setuju 

 

A. Kualitas Layanan 

Tangibles 

No 

Pernyataan 
STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

1 Pizza Hut di Mall of Indonesia 

memiliki fasilitas yang lengkap dan 

modern 

     

2 Pizza Hut di Mall of Indonesia 

memiliki suasanayang nyaman 

     

3 Pizza Hut mempunyai identitas berupa 

seragam yang baik 

     

Reliability 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

4 Layanan Pizza Hut di Mall of 

Indonesia dapat dihandalkan  

     

5 Karyawan Pizza Hut di Mall of 

Indonesia memberikan informasi yang 

akurat 

     

Responsiveness 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

6 Karyawan Pizza Hut di Mall of 

Indonesia melayani pesanan dengan 

cepat 

     

7 Karyawan Pizza Hut di Mall of 

Indonesia dapat menanggapi masalah 

yang ada dengan cepat 

     

 

Assurance  



No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

8 Karyawan Pizza Hut di Mall of 

Indonesia memiliki pengetahuan 

terhadap menu sajian 

     

9 Karyawan Pizza Hut di Mall of 

Indonesia bersikap ramah dalam 

memberikan layanan 

     

 

Emphaty 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

10 Karyawan Pizza Hut di Mall of 

Indonesia memberikan layanan sesuai 

kebutuhan pelanggan 

     

11 Karyawan Pizza Hut di Mall of 

Indonesia mau mendengarkan keluhan 

pelanggan 

     

 

B. Kepuasan pelanggan 

Kecepatan Pelayanan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

1 Karyawan Pizza Hut di Mall of 

Indonesia cepat menanggapi 

permintaan pelanggan 

     

2 Karyawan Pizza Hut di Mall of 

Indonesia menangggapi masalah menu 

sajian dengan cepat 

     

Keramahan Karyawan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

3 Karyawan Pizza Hut Mall of 

Indonesia melayani dengan ramah dan 

sopan 

     

4 Karyawan Pizza Hut di Mall of 

Indonesia berpenampilan menarik 

     

 

 



Pengetahuan Karyawan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

5 Karyawan Pizza Hut di Mall of 

Indonesia mampu menjelaskan menu 

sajian seacar detail 

     

6 Karyawan Pizza Hut di Mall of 

Indonesia mampu memberikan 

penjelasan alternatif solusi mengenai 

delivery service 

     

 

Jumlah Layanan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

7 Pizza Hut di Mall of Indonesiea 

memiliki ketersediaan tempat 

makanan yang memadahi 

     

Tampilan Formalitas 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

8 Kerapihan dan tata ruang restoran 

Pizza Hut di Mall of Indonesia diatur 

dengan baik 

     

9 Kebersihan restoran Pizza Hut di Mall 

of Indonesia terjaga dengan baik 

     

 

 

C. Loyalitas Merek 

Attitudinal Loyalty 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

1 Pelanggan Pizza Hut di Mall of 

Indonesia tidak akan beralih ke merek 

lain 

     

2 Pelanggan Pizza Hut di Mall of 

Indonesia selalu membeli varian menu 

terbaru 

     

3 Pelanggan akan selalu datang ke Pizza 

Hut di Mall of Indonesia  

     



 

Behavioral Loyalty 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

4 Pelanggan Pizza Hut di Mall of 

Indonesia tidak tertarik dengan merek 

lain  

     

5 Pelanggan Pizza Hut di Mall of 

Indonesia akan selalu membeli pada 

merek ini 

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

LAMPIRAN 2 



PRA KUISIONER 

 

 

Petujuk pengisian : 

 Berilah tanda checklist (√) sesuai dengan jawaban yang sesuai dengan pilihan responden 

 Pada pertanyaan yang sifatnya terbuka, tuliskan jawaban responden 

 

Profil Responden 

1. Usia Responden 

 ≤ 18 tahun  ≥ 31 

 19 − 25  

 26 – 30  

 

2. Pekerjaan Responden 

 Pelajar/ Mahasiswa  Ibu Rumah Tangga 

 Karyawan  Lainnya ________ 

 Wiraswasta  

 

3. Apakah Anda pernah berkunjung di Pizza Hut Mall of Indonesia 

 Pernah 

 Tidak Pernah 

 

 

Berilah tanda checklist (√) pada jawaban yang telah disediakan berikut ini. 

STS : Sangat Tidak Setuju 

TS : Tidak Setuju 

N : Netral 

S : Setuju 

SS : Sangat Setuju 

A. Kualitas Layanan 

Tangibles 



No 

Pernyataan 
STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

1 Pizza Hut di Mall of Indonesia memiliki 

fasilitas yang lengkap dan modern 

     

2 Pizza Hut di Mall of Indonesia memiliki 

suasanayang nyaman 

     

Reliability 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

3 Karyawan Pizza Hut di Mall of 

Indonesia memberikan informasi yang 

akurat 

     

Responsiveness 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

4 Karyawan Pizza Hut di Mall of 

Indonesia dapat menanggapi masalah 

yang ada dengan cepat 

     

Assurance  

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

5 Karyawan Pizza Hut di Mall of 

Indonesia memiliki pengetahuan 

terhadap menu sajian 

     

Emphaty 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

6 Karyawan Pizza Hut di Mall of 

Indonesia memberikan layanan sesuai 

kebutuhan pelanggan 

     

 

 

 

 

 

B. Kepuasan pelanggan 



Kecepatan Pelayanan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

1 Karyawan Pizza Hut di Mall of 

Indonesia cepat menanggapi 

permintaan pelanggan 

     

2 Karyawan Pizza Hut di Mall of 

Indonesia menangggapi masalah menu 

sajian dengan cepat 

     

Keramahan Karyawan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

3 Karyawan Pizza Hut di Mall of 

Indonesia berpenampilan menarik 

     

Pengetahuan Karyawan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

4 Karyawan Pizza Hut di Mall of 

Indonesia mampu memberikan 

penjelasan alternatif solusi mengenai 

delivery service 

     

Jumlah Layanan 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

5 Pizza Hut di Mall of Indonesiea 

memiliki ketersediaan tempat 

makanan yang memadahi 

     

Tampilan Formalitas 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

6 Kebersihan restoran Pizza Hut di Mall 

of Indonesia terjaga dengan baik 

     

 

 

 

 

 

C. Loyalitas Merek 



Attitudinal Loyalty 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

1 Pelanggan Pizza Hut di Mall of 

Indonesia tidak akan beralih ke merek 

lain 

     

2 Pelanggan Pizza Hut di Mall of 

Indonesia selalu membeli varian menu 

terbaru 

     

Behavioral Loyalty 

No 
Pernyataan STS 

(1) 

TS 

(2) 

N 

(3) 

S 

(4) 

SS 

(5) 

3 Pelanggan Pizza Hut di Mall of 

Indonesia tidak tertarik dengan merek 

lain  

     

4 Pelanggan Pizza Hut di Mall of 

Indonesia akan selalu membeli pada 

merek ini 

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Lampiran 3 Data Pra Kuesioner 



K

L

1 

K

L

2 

K

L

3 

K

L

4 

K

L

5 

K

L

6 

K

L

7 

K

L

8 

K

L

9 

K

L

1

0 

K

L

1

1 

K

P

1 

K

P

2 

K

P

3 

K

P

4 

K

P

5 

K

P

6 

K

P

7 

K

P

8 

K

P

9 

L

M

1 

L

M

2 

L

M

3 

L

M

4 

L

M

5 

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

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

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

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

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

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

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

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

3 3 3 4 3 3 4 4 4 4 2 3 3 4 4 4 4 4 4 4 4 3 4 3 4 

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

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

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

4 4 3 2 4 4 4 4 4 4 3 3 3 4 3 4 4 2 4 4 3 4 4 3 4 

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

4 4 4 3 3 3 3 4 4 4 4 4 4 4 3 3 4 3 4 4 4 4 4 4 4 

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

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

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

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

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

3 3 4 3 4 4 4 4 4 4 4 4 3 4 4 4 4 3 4 4 4 4 3 4 4 

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

3 3 3 4 4 4 4 4 3 4 4 3 4 3 3 4 4 4 4 3 3 3 4 4 3 

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

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

4 4 4 4 3 4 4 3 3 3 4 3 4 3 4 4 4 4 4 4 3 4 3 3 3 

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

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

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

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

 



Lampiran 4 Data Kuesioner 

KL

1 

KL

2 

KL

5 

KL

7 

KL

8 

KL 

10 

KP

1 

KP

2 

KP

4 

KP

6 

KP

7 

KP

9 

LM

1 

LM

2 

LM

4 

LM

5 

4 3 4 4 3 3 4 4 3 3 4 4 4 3 4 4 

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

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

4 4 3 4 4 4 3 3 2 2 3 3 4 3 4 3 

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

3 3 4 3 4 3 4 4 4 4 3 3 3 3 3 3 

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

4 4 3 4 3 3 4 3 3 4 3 4 4 4 4 3 

3 3 2 4 3 4 4 2 4 4 4 4 3 4 3 4 

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

3 4 4 3 3 3 4 3 3 3 3 3 3 3 3 3 

4 3 3 4 3 4 3 4 3 2 4 4 4 4 3 4 

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

4 4 3 2 3 3 4 3 3 3 3 4 3 3 3 3 

4 4 4 4 3 3 4 3 3 4 3 3 3 3 4 3 

3 3 2 4 4 3 4 3 3 3 3 3 4 3 4 4 

4 3 4 3 3 4 3 3 2 4 4 3 4 4 4 3 

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

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

4 3 4 3 3 3 3 4 3 4 4 4 3 4 3 4 

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

3 4 3 3 3 3 3 3 3 3 3 3 3 4 3 3 

4 4 3 4 3 4 3 4 3 2 3 3 4 4 3 3 

3 3 2 3 4 4 4 3 4 4 3 4 4 4 3 4 

3 4 3 4 4 3 3 3 4 3 4 4 3 4 4 3 

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

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

3 3 2 3 3 3 4 3 3 4 4 4 3 4 4 3 

3 4 3 3 4 4 4 3 4 4 4 4 3 3 3 4 

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

3 3 3 3 2 3 3 3 3 3 3 3 4 4 3 3 

3 3 4 3 3 4 3 3 3 4 3 4 3 3 3 3 

4 4 4 4 3 3 4 3 4 3 3 4 3 4 3 4 

3 4 3 4 3 4 4 3 3 3 4 3 3 3 4 4 



3 4 4 3 4 3 4 4 4 3 3 3 4 4 3 3 

3 2 4 3 3 3 3 3 3 4 4 3 4 4 4 4 

4 3 3 4 3 3 3 3 3 3 4 4 3 3 3 3 

3 3 3 3 4 4 4 3 3 3 4 3 3 3 4 4 

4 4 3 4 4 3 3 4 3 4 3 4 3 4 4 3 

3 3 3 4 4 4 4 3 3 3 4 4 4 4 4 3 

3 3 4 3 3 3 3 3 3 4 3 4 4 3 3 3 

3 3 3 4 3 4 3 4 3 3 3 3 4 4 4 4 

3 3 4 3 3 3 3 4 3 3 3 3 3 4 4 3 

4 4 4 2 4 3 3 3 4 4 3 3 3 4 3 3 

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

4 4 3 3 3 4 4 3 3 3 3 3 3 4 3 3 

2 3 3 4 3 3 4 4 3 3 3 3 3 3 3 4 

3 3 4 3 3 3 3 4 4 3 4 4 3 3 3 4 

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

3 3 4 3 3 4 3 4 3 4 3 4 4 4 3 4 

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

3 4 4 3 3 4 3 4 3 4 3 3 3 4 3 4 

3 3 4 3 4 4 3 4 4 3 3 3 4 3 3 3 

3 4 4 3 3 3 3 3 3 3 3 4 4 4 3 3 

4 3 3 3 3 3 4 3 3 3 4 3 3 4 4 4 

4 4 3 4 3 4 3 3 3 3 3 3 3 3 4 3 

4 3 3 3 4 3 4 4 3 3 3 4 3 4 3 3 

3 2 3 3 3 3 3 3 3 4 3 4 3 3 3 4 

3 3 3 3 4 3 3 3 3 3 4 4 4 3 4 4 

3 4 4 4 3 3 3 3 3 4 4 4 3 3 4 3 

3 2 4 3 3 3 4 3 3 3 4 4 4 3 4 4 

4 3 3 3 4 4 3 4 3 4 3 3 4 4 3 4 

4 3 3 3 4 4 3 3 3 3 3 3 4 3 3 3 

3 3 3 2 4 4 3 3 4 3 3 3 3 3 3 3 

4 3 3 3 4 4 4 4 4 3 4 3 3 4 4 3 

4 4 4 3 3 4 3 4 3 3 4 3 3 3 3 3 

3 3 3 3 3 3 3 4 4 3 3 3 4 4 3 3 

3 4 3 4 4 4 3 4 3 3 3 4 3 4 4 3 

4 4 3 4 4 3 3 3 3 3 4 4 4 4 3 4 

3 3 4 3 3 4 3 3 3 4 3 4 3 3 3 4 

4 3 3 3 4 3 3 3 3 3 3 4 4 4 3 3 



4 3 3 4 4 4 4 4 3 3 3 4 3 3 4 3 

3 4 3 3 3 3 3 4 3 3 4 3 3 3 4 3 

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

3 3 4 3 4 3 4 3 3 4 4 3 3 3 4 4 

3 4 3 3 4 3 3 3 3 3 4 3 3 3 3 4 

3 4 3 3 3 4 4 3 3 3 3 4 3 3 3 3 

4 3 3 3 3 4 3 4 3 3 3 3 4 4 3 3 

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

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

3 3 3 3 2 3 3 4 3 4 4 3 3 3 4 3 

4 4 3 3 3 3 4 4 3 3 3 4 4 4 4 3 

3 3 4 3 4 4 3 3 4 4 3 4 3 3 3 3 

3 3 4 4 3 3 3 3 3 3 3 4 3 3 3 4 

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

3 3 3 4 3 4 3 3 4 4 3 4 3 4 3 3 

4 4 3 3 4 3 3 4 3 3 4 3 4 4 3 3 

3 4 4 4 4 3 4 4 3 3 4 4 4 4 3 4 

4 4 3 3 3 3 4 4 3 4 3 3 3 3 4 3 

4 3 2 3 3 3 3 3 3 3 4 4 4 3 4 4 

3 3 3 3 3 4 3 3 4 4 3 3 4 4 3 3 

3 4 4 3 3 3 3 3 3 3 4 3 3 4 3 4 

3 3 3 3 3 3 4 4 4 4 4 3 3 3 4 3 

3 4 4 3 3 3 3 3 3 3 4 3 3 4 3 3 

3 3 3 3 3 4 4 4 3 4 4 3 4 4 3 3 

3 4 3 4 4 4 4 3 4 3 3 3 4 3 3 4 

4 4 3 3 4 3 4 3 3 4 4 4 4 4 3 3 

3 3 3 3 4 3 3 4 4 3 3 4 3 3 4 3 

3 3 3 4 4 3 3 3 3 3 3 3 3 4 3 4 

4 4 3 3 3 3 3 3 3 4 4 3 3 3 3 4 

4 4 4 3 2 4 3 4 3 4 4 3 4 4 4 4 

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

3 3 4 4 4 2 3 3 4 4 4 3 4 4 4 4 

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

4 4 4 3 3 4 4 4 4 3 3 3 4 4 4 4 

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

3 4 2 4 4 4 3 3 4 3 4 4 3 4 4 4 

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



4 3 4 3 3 3 4 2 3 4 3 4 3 4 4 4 

4 3 3 3 4 4 4 4 4 3 4 3 4 4 4 4 

3 4 4 2 4 3 3 4 3 4 3 4 4 3 4 4 

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

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

4 4 4 3 4 2 3 4 4 4 4 3 4 3 4 4 

4 3 3 2 3 3 3 4 2 3 3 4 3 4 4 4 

4 4 4 3 4 3 4 2 4 3 4 4 4 4 3 4 

4 3 2 3 4 3 4 3 4 3 4 3 4 3 3 3 

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

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

4 4 4 3 4 4 3 3 3 4 3 3 4 4 4 4 

4 3 2 4 2 4 4 4 4 3 4 4 4 4 4 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Lampiran 5 Hasil Pengolahan Data SPSS 

Validitas Kualitas Layanan 

Correlations 

 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 TOTAL_KL 

KL1 

Pearson 

Correlation 
1 .637** 

-

.094 
.124 .056 

-

.054 
-.051 .311 

-

.169 
.354 .000 .506** 

Sig. (2-

tailed) 

 
.000 .621 .513 .768 .776 .791 .095 .372 .055 1.000 .004 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL2 

Pearson 

Correlation 
.637** 1 

-

.181 
.095 .388* 

-

.003 
.160 .449* 

-

.031 
.348 .226 .640** 

Sig. (2-

tailed) 
.000 

 
.338 .618 .034 .986 .398 .013 .869 .059 .230 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL3 

Pearson 

Correlation 
-.094 -.181 1 .035 -.060 .090 .127 .228 .343 -.054 .006 .343 

Sig. (2-

tailed) 
.621 .338 

 
.856 .751 .634 .505 .226 .064 .776 .976 .063 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL4 

Pearson 

Correlation 
.124 .095 .035 1 .009 .020 .167 .137 

-

.257 
-.151 .020 .317 

Sig. (2-

tailed) 
.513 .618 .856 

 
.963 .917 .378 .470 .171 .426 .916 .088 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL5 

Pearson 

Correlation 
.056 .388* 

-

.060 
.009 1 

-

.035 
.357 .275 .036 .249 .595** .533** 

Sig. (2-

tailed) 
.768 .034 .751 .963 

 
.855 .053 .141 .850 .185 .001 .002 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL6 

Pearson 

Correlation 
-.054 -.003 .090 .020 -.035 1 -.135 .040 

-

.383* 
.177 -.145 .087 

Sig. (2-

tailed) 
.776 .986 .634 .917 .855 

 
.476 .835 .037 .350 .446 .649 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL7 

Pearson 

Correlation 
-.051 .160 .127 .167 .357 

-

.135 
1 .418* .032 .126 -.018 .499** 

Sig. (2-

tailed) 
.791 .398 .505 .378 .053 .476 

 
.022 .865 .506 .923 .005 

N 30 30 30 30 30 30 30 30 30 30 30 30 



KL8 

Pearson 

Correlation 
.311 .449* .228 .137 .275 .040 .418* 1 .085 .332 .005 .750** 

Sig. (2-

tailed) 
.095 .013 .226 .470 .141 .835 .022 

 
.653 .073 .977 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL9 

Pearson 

Correlation 
-.169 -.031 .343 

-

.257 
.036 

-

.383* 
.032 .085 1 .032 -.123 .071 

Sig. (2-

tailed) 
.372 .869 .064 .171 .850 .037 .865 .653 

 
.865 .517 .707 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL10 

Pearson 

Correlation 
.354 .348 

-

.054 

-

.151 
.249 .177 .126 .332 .032 1 .074 .499** 

Sig. (2-

tailed) 
.055 .059 .776 .426 .185 .350 .506 .073 .865 

 
.699 .005 

N 30 30 30 30 30 30 30 30 30 30 30 30 

KL11 

Pearson 

Correlation 
.000 .226 .006 .020 .595** 

-

.145 
-.018 .005 

-

.123 
.074 1 .286 

Sig. (2-

tailed) 
1.000 .230 .976 .916 .001 .446 .923 .977 .517 .699 

 
.125 

N 30 30 30 30 30 30 30 30 30 30 30 30 

TOTAL_KL 

Pearson 

Correlation 
.506** .640** .343 .317 .533** .087 .499** .750** .071 .499** .286 1 

Sig. (2-

tailed) 
.004 .000 .063 .088 .002 .649 .005 .000 .707 .005 .125 

 

N 30 30 30 30 30 30 30 30 30 30 30 30 

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

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

 

 

Validitas Kepuasan Pelanggan 

Correlations 

 P1 P2 P3 P4 P5 P6 P7 P8 P9 TOTAL_P 

P1 

Pearson Correlation 1 .353 -.087 .219 -.480** .080 .282 -.207 -.188 .370* 

Sig. (2-tailed)  .055 .647 .245 .007 .674 .131 .271 .321 .044 

N 30 30 30 30 30 30 30 30 30 30 

P2 

Pearson Correlation .353 1 -.342 .023 -.221 .114 .105 -.020 -.095 .371* 

Sig. (2-tailed) .055  .065 .902 .241 .548 .581 .917 .618 .044 

N 30 30 30 30 30 30 30 30 30 30 



P3 

Pearson Correlation -.087 -.342 1 .130 .198 -.272 -.278 -.224 .074 .030 

Sig. (2-tailed) .647 .065  .493 .295 .146 .137 .235 .699 .876 

N 30 30 30 30 30 30 30 30 30 30 

P4 

Pearson Correlation .219 .023 .130 1 .054 .205 .066 -.112 .083 .554** 

Sig. (2-tailed) .245 .902 .493  .776 .277 .730 .555 .662 .001 

N 30 30 30 30 30 30 30 30 30 30 

P5 

Pearson Correlation -.480** -.221 .198 .054 1 -.149 .058 .283 .077 .241 

Sig. (2-tailed) .007 .241 .295 .776  .433 .760 .130 .685 .199 

N 30 30 30 30 30 30 30 30 30 30 

P6 

Pearson Correlation .080 .114 -.272 .205 -.149 1 .045 -.112 .236 .411* 

Sig. (2-tailed) .674 .548 .146 .277 .433  .813 .556 .209 .024 

N 30 30 30 30 30 30 30 30 30 30 

P7 

Pearson Correlation .282 .105 -.278 .066 .058 .045 1 -.096 -.168 .386* 

Sig. (2-tailed) .131 .581 .137 .730 .760 .813  .615 .376 .035 

N 30 30 30 30 30 30 30 30 30 30 

P8 

Pearson Correlation -.207 -.020 -.224 -.112 .283 -.112 -.096 1 .198 .191 

Sig. (2-tailed) .271 .917 .235 .555 .130 .556 .615  .293 .312 

N 30 30 30 30 30 30 30 30 30 30 

P9 

Pearson Correlation -.188 -.095 .074 .083 .077 .236 -.168 .198 1 .380* 

Sig. (2-tailed) .321 .618 .699 .662 .685 .209 .376 .293  .038 

N 30 30 30 30 30 30 30 30 30 30 

TOTAL_P 

Pearson Correlation .370* .371* .030 .554** .241 .411* .386* .191 .380* 1 

Sig. (2-tailed) .044 .044 .876 .001 .199 .024 .035 .312 .038  

N 30 30 30 30 30 30 30 30 30 30 

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

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

 

 

 

Validitas Loyalitas Merek 

Correlations 

 L1 L2 L3 L4 L5 TOTAL_L 

L1 

Pearson Correlation 1 .078 -.124 .188 .084 .484** 

Sig. (2-tailed)  .683 .512 .320 .658 .007 

N 30 30 30 30 30 30 

L2 

Pearson Correlation .078 1 -.128 .374* .042 .547** 

Sig. (2-tailed) .683  .501 .042 .826 .002 

N 30 30 30 30 30 30 



L3 

Pearson Correlation -.124 -.128 1 -.019 .238 .319 

Sig. (2-tailed) .512 .501  .920 .206 .085 

N 30 30 30 30 30 30 

L4 

Pearson Correlation .188 .374* -.019 1 .283 .716** 

Sig. (2-tailed) .320 .042 .920  .129 .000 

N 30 30 30 30 30 30 

L5 

Pearson Correlation .084 .042 .238 .283 1 .579** 

Sig. (2-tailed) .658 .826 .206 .129  .001 

N 30 30 30 30 30 30 

TOTAL_L 

Pearson Correlation .484** .547** .319 .716** .579** 1 

Sig. (2-tailed) .007 .002 .085 .000 .001  

N 30 30 30 30 30 30 

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

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

 

 

Reliabilitas Kualitas Layanan 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.697 7 

 

 

 

Reliabilitas Kepuasan Pelanggan 

Reliability Statistics 

Cronbach's Alpha N of Items 

.632 7 

 

 

Reliabilitas Loyalitas Merek 

Reliability Statistics 

Cronbach's Alpha N of Items 

.711 5 

 



Heterokedastisitas 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) -.837 1.173  -.714 .477 

XKL .071 .040 .162 1.781 .077 

XKP .020 .041 .044 .480 .632 

a. Dependent Variable: ABS_RES 

 

 

Normalitas 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized 

Residual 

N 121 

Normal Parametersa,b 
Mean 0E-7 

Std. Deviation 1.23076584 

Most Extreme Differences 

Absolute .066 

Positive .066 

Negative -.041 

Kolmogorov-Smirnov Z .725 

Asymp. Sig. (2-tailed) .669 

a. Test distribution is Normal. 

b. Calculated from data. 

 

Multikoliniearitas 

 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) 6.192 2.141  2.892 .005   

XKL .168 .073 .201 2.309 .023 1.000 1.000 

XKP .219 .076 .253 2.900 .004 1.000 1.000 

a. Dependent Variable: YLM 



 

 

Regresi Linier Berganda 

 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 6.192 2.141  2.892 .005 

XKL .168 .073 .201 2.309 .023 

XKP .219 .076 .253 2.900 .004 

a. Dependent Variable: YLM 

 

 

 

Koefisiensi Determinasi (R2) 

 

Model Summaryb 

Model R R Square Adjusted R Square Std. Error of the 

Estimate 

1 .324a .105 .090 1.241 

a. Predictors: (Constant), XKP, XKL 

b. Dependent Variable: YLM 

 

 

Statistik F 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 21.366 2 10.683 6.935 .001b 

Residual 181.774 118 1.540   

Total 203.140 120    

a. Dependent Variable: YLM 

b. Predictors: (Constant), XKP, XKL 

 

Statistik t 



 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 6.192 2.141  2.892 .005 

XKL .168 .073 .201 2.309 .023 

XKP .219 .076 .253 2.900 .004 

a. Dependent Variable: YLM 

 

 

 




