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LAMPIRAN 

Lampiran 1  

Variabel Kualitas Produk 

No  PERTANYAAN SS S S BS TS STS 

A KUALITAS PRODUK      

I. Mutu Kinerja (Performance)      

1. Roti yang ditawarkan Tous Les Jours 

mempunyai rasa yang enak 

     

2. Tous Les Jours mempunyai variasi rasa yang 

sesuai dengan selera saya 

     

3. 

 

Roti Tous Les Jours membuat pelanggan 

merasa kenyang 

     

II. Keandalan (Reliability)      

4. Rasa roti yang ditawarkan oleh Tous Les Jours 

konsisten 

     

5.  Rasa makanan yang disajikan Tous Les Jours 

sama 

     

III. Mutu Kesesuaian (Conformance)      

6. Rasa roti yang ditawarkan oleh Tous Les Jours 

sesuai dengan konsep French-Asian Bakery 

yang memiliki tekstur lembut dan memiliki 

aroma yang menarik pelanggan 

     

7. Rasa makanan Tous Les Jours sesuai dengan 

yang dideskripsikan di tagline produk 

     

IV. Fitur ( Feature) & Form (Bentuk)      

8. Roti Tous Les Jours memiliki bentuk yang 

unik 

     

9. Tous Les Jours selalu menawarkan rasa yang 

unik 

     

10 Porsi produk Tous Les Jours memiliki ukuran 

yang pas (tidak terlalu besar atau terlalu kecil) 

     

11. Roti Tous Les Jours memiliki tesktur yang 

terasa lembut di lidah 

     

V. Desain (Design)      

12. Roti Tous Les Jours mempunyai variasi bentuk 

yang sulit untuk ditiru 

     

13. Gerai Tous Les Jours memiliki konsep desain 

yang menarik 
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Variabel Kualitas Layanan 

NO PERTANYAAN ALTERNATIF JAWABAN 

SS  S N TS STS 

 Reliabilitas (Realibility)      

1. Layanan yang diberikan oleh  Tous Les Jours  

memuaskan saya 

     

2. Karyawan  Tous Les Jours  memberikan 

informasi yang tepat kepada konsumen 

     

 Daya Tanggap (Responsibility)       

3. Karyawan  Tous Les Jours mampu membantu 

pelanggan dengan cepat 

     

4. Karyawan  Tous Les Jours  memiliki respon 

yang cepat untuk menghadapi masalah yang ada 

     

 Jaminan (Assurance)      

5. Karyawan  Tous Les Jours menumbuhkan rasa 

percaya pelanggan 

  

     

6. Tous Les Jours memberikan keyakinan kepada 

pelanggan akan produk Tous Les Jours 

     

 Empati (Empathy)      

7. Karyawan  Tous Les Jours  memberikan 

perhatian akan kebutuhan pelanggan 

     

8. Karyawan Tous Les Jours mampu memberikan 

pemahaman kepada pelanggan secara personal 

     

9. Karyawan selalu memberikan salam kepada 

pelanggan 

     

 Bukti Fisik (Tangibles)      

10. Tous Les Jours memiliki fasilitas yang modern 

(wifi, charger port)  

     

11. Suasana yang disediakan Tous Les Jours  

memberikan rasa nyaman 

     

12. Karyawan Tous Les Jours memiliki penampilan 

yang good-looking 
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Variabel Kepuasan Pelanggan 

 

 

 

 

 

 

 

 

 

 

 

 

 

NO PERTANYAAN ALTERNATIF JAWABAN 

SS S BS TS STS 

 KEPUASAN PELANGGAN       

1 Saya akan membeli kembali produk  Tous Les 

Jours 

     

2 Saya akan merekomendasikan  Tous Les Jours  

kepada keluarga / teman 

     

3 Tous Les Jours dapat memenuhi ekspektasi 

pelanggan 

     

4 Saya merasa senang dengan produk dan 

pelayanan Tous Les Jours 
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Lampiran 2  

 Pra Kuisioner Kualitas Produk 

 

No 
respo-
nden 

KP1 KP2 KP3 KP4 KP5 KP6 KP7 KP8 KP9 KP10 KP11 KP12 KP13 

1 4 4 4 4 4 4 3 4 4 4 3 3 4 

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

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

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

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

6 4 4 2 4 4 5 4 4 4 4 4 3 3 

7 4 3 2 4 4 4 4 2 2 3 3 3 2 

8 4 4 3 3 5 4 5 4 4 5 3 3 4 

9 4 4 4 4 4 4 4 4 4 4 4 4 4 

10 4 4 3 4 4 4 4 4 4 4 4 4 4 

11 4 4 4 5 4 4 4 4 4 4 4 4 4 

12 5 4 5 4 5 5 4 3 4 4 4 4 4 

13 3 3 3 3 3 3 3 3 3 3 3 3 3 

14 4 4 3 3 3 4 3 3 3 4 5 2 3 

15 4 4 4 4 4 4 4 3 4 3 4 4 4 

16 3 3 2 3 3 3 3 3 3 3 3 2 3 

17 5 4 4 4 5 4 4 4 5 5 4 4 5 

18 4 5 4 3 2 4 4 3 4 3 4 4 4 

19 5 4 4 5 5 3 4 3 4 4 4 4 3 

20 4 4 3 3 4 5 5 4 4 4 3 3 4 

21 5 5 4 4 5 4 5 3 4 3 4 4 4 

22 3 3 3 3 3 3 2 3 2 4 4 2 3 

23 4 5 4 5 4 5 4 3 4 5 4 4 4 

24 3 2 1 5 5 3 3 1 1 5 4 1 1 

25 5 4 5 4 5 4 4 4 5 4 5 4 4 

26 5 3 4 4 4 5 3 4 4 3 4 4 4 

27 3 2 2 2 3 3 3 2 2 3 3 2 2 

28 3 3 2 3 2 3 2 2 2 3 3 3 3 

29 4 3 4 3 3 4 3 2 2 3 3 2 3 

30 3 4 3 3 3 4 3 2 3 3 3 3 3 
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Pra Kuisioner Kualitas Layanan 

No. 
Respo
nden 

KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KL12 

1 4 4 4 4 4 4 4 4 4 3 4 4 

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

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

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

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

6 4 4 4 4 4 4 4 4 5 2 3 4 

7 3 3 4 4 2 4 2 2 4 4 4 3 

8 5 5 4 4 5 4 4 5 4 4 5 4 

9 4 3 4 3 3 4 3 3 3 2 3 3 

10 5 4 4 4 4 4 4 4 4 4 4 4 

11 4 4 5 4 4 4 4 4 4 4 4 4 

12 5 5 5 4 5 4 4 3 4 4 4 4 

13 3 3 3 3 3 3 3 3 3 3 3 3 

14 3 3 3 3 3 3 3 4 4 4 4 3 

15 4 3 4 3 3 3 4 4 4 3 4 3 

16 3 3 2 3 3 3 3 3 3 3 3 3 

17 4 5 4 4 5 4 4 4 5 5 5 4 

18 2 3 4 4 5 3 3 4 4 3 4 3 

19 3 4 2 5 5 2 5 3 4 4 3 4 

20 5 5 5 4 4 4 4 5 5 4 3 4 

21 5 4 4 3 4 4 4 5 4 3 4 4 

22 3 3 2 3 3 2 3 2 2 2 3 3 

23 5 4 5 4 5 4 4 4 4 4 4 4 

24 3 3 3 3 1 1 1 1 1 1 3 3 

25 5 5 4 4 5 5 5 4 4 4 5 4 

26 4 3 4 4 4 3 4 4 4 4 3 5 

27 2 2 2 2 2 2 2 2 3 3 3 2 

28 3 3 2 2 3 3 2 2 3 3 3 2 

29 2 2 2 2 3 2 3 3 3 3 3 2 

30 2 2 3 3 3 3 3 3 4 3 4 3 
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Pra Kuisioner Kepuasan Pelanggan 

 

No. 
Responden 

KPL1 KPL2 KPL3 KPL4 

1 4 4 4 4 

2 5 5 5 5 

3 3 3 3 3 

4 5 5 4 5 

5 4 4 4 4 

6 4 3 4 4 

7 4 4 4 4 

8 5 3 3 4 

9 3 3 3 4 

10 4 4 4 5 

11 4 5 4 4 

12 5 5 4 4 

13 3 3 3 3 

14 5 3 4 4 

15 4 4 4 4 

16 3 3 3 3 

17 4 4 4 4 

18 4 4 5 3 

19 5 3 3 2 

20 3 5 4 4 

21 5 5 4 5 

22 3 2 3 3 

23 5 5 4 5 

24 3 3 3 3 

25 3 4 3 4 

26 4 3 4 5 

27 1 2 2 2 

28 3 2 3 3 

29 3 3 3 3 

30 4 3 3 3 

 

 

 

 

 

 



84 
 

Hasil Kuisioner Kualitas Produk 

No. 
respon-

den 
KP1 KP2 KP3 KP4 KP5 KP6 KP7 KP8 KP9 KP10 KP11 KP12 KP13 

1 4 5 5 4 5 5 4 4 5 4 4 5 5 

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

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

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

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

6 3 3 4 4 3 3 3 3 3 3 3 3 4 

7 5 4 5 4 5 4 5 4 3 4 5 4 3 

8 5 5 4 4 4 5 4 4 3 4 5 3 3 

9 4 5 4 4 4 5 4 5 5 5 4 2 4 

10 3 4 3 4 3 3 3 3 3 2 3 3 3 

11 4 4 5 4 4 4 5 5 3 4 4 5 5 

12 5 5 3 3 3 3 4 4 4 4 4 3 3 

13 4 4 3 4 3 5 4 4 4 3 3 2 3 

14 4 4 4 4 4 4 4 4 4 5 5 2 5 

15 3 3 3 4 4 4 4 4 4 4 4 4 4 

16 4 4 4 4 1 4 3 4 4 4 3 3 4 

17 5 5 5 5 5 5 5 5 5 5 5 5 5 

18 3 3 2 4 3 4 4 4 3 4 4 1 3 

19 4 4 4 4 4 4 4 4 4 4 4 4 4 

20 5 4 5 4 5 4 4 5 5 4 4 4 4 

21 4 4 3 4 4 4 4 5 4 4 4 2 4 

22 4 4 3 3 4 4 3 4 4 3 5 3 3 

23 3 3 3 3 3 3 3 3 3 3 3 3 4 

24 5 4 4 4 4 5 5 3 4 4 5 3 4 

25 3 3 2 3 1 2 4 3 3 4 4 2 2 

26 3 3 4 4 3 2 4 4 4 3 3 3 4 

27 3 2 4 4 3 4 4 4 3 3 3 2 4 

28 4 4 3 4 4 4 4 4 4 4 4 4 4 

29 4 5 5 4 5 4 5 4 4 5 5 3 3 

30 4 4 4 5 5 4 4 3 4 5 4 4 4 

31 3 3 3 3 3 3 3 3 3 3 3 3 3 

32 4 3 4 5 5 3 4 4 3 4 4 4 5 

33 5 3 3 3 2 3 3 3 3 3 4 2 3 

34 4 5 4 4 4 5 4 5 3 4 3 4 5 

35 4 3 4 5 5 5 5 4 4 5 5 4 5 

36 3 3 3 3 3 3 3 3 3 3 3 3 4 

37 4 3 3 3 3 5 3 3 4 3 3 3 4 

38 3 3 4 3 4 2 4 3 3 4 4 3 4 

39 3 3 4 4 3 2 3 5 4 3 3 4 5 

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

41 4 4 3 5 4 4 4 5 5 3 4 4 4 
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42 2 3 3 3 3 4 3 4 4 3 3 2 4 

43 4 4 4 4 4 3 3 4 4 3 4 3 4 

44 3 3 3 3 3 3 3 4 3 3 4 3 3 

45 3 3 3 3 3 3 2 3 3 3 3 4 3 

46 4 4 3 4 4 5 5 5 5 4 4 4 5 

47 5 5 1 3 3 5 3 1 1 1 1 1 1 

48 3 3 3 4 3 3 3 3 3 4 3 3 4 

49 3 4 3 3 3 4 4 4 4 4 4 3 3 

50 4 4 3 4 4 4 4 4 4 4 4 4 4 

51 4 3 4 4 3 4 4 4 3 4 3 3 4 

52 4 4 5 5 4 5 5 2 5 3 5 3 2 

53 4 3 3 4 4 4 3 3 3 3 3 3 4 

54 4 4 4 4 4 3 3 4 4 4 4 3 4 

55 5 5 5 5 3 5 5 3 5 5 5 3 5 

56 4 5 4 4 4 4 4 4 4 4 4 4 4 

57 4 5 4 5 5 4 4 5 5 3 4 3 4 

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

59 3 3 2 3 3 3 3 4 3 3 3 4 4 

60 4 4 4 3 3 4 4 4 3 3 4 3 4 

61 4 4 3 4 4 4 4 3 3 3 3 3 3 

62 3 3 3 3 3 3 3 3 3 3 3 3 3 

63 5 4 5 5 4 5 5 5 5 5 5 5 5 

64 4 4 4 4 4 4 5 5 5 4 5 3 4 

65 4 3 4 5 5 5 5 4 4 4 4 3 3 

66 5 5 5 4 4 5 5 4 4 4 4 3 4 

67 4 5 3 4 2 4 4 3 3 4 5 2 3 

68 4 4 4 4 4 5 4 5 4 3 4 3 3 

69 4 4 4 4 4 3 4 3 5 4 4 5 3 

70 5 3 2 5 5 5 5 3 3 2 3 3 3 

71 4 4 4 4 3 4 4 4 3 4 4 3 3 

72 5 5 5 5 5 5 5 5 5 5 5 5 5 

73 5 5 4 4 4 5 5 5 5 4 5 5 5 

74 5 5 5 5 3 5 5 5 5 5 5 4 5 

75 4 4 4 4 4 3 3 4 4 4 4 4 4 

76 4 2 3 4 3 4 4 5 3 2 3 4 5 

77 4 4 3 4 4 4 4 5 5 3 3 4 4 

78 4 4 3 4 3 4 3 4 4 5 5 2 3 

79 4 4 4 4 4 4 4 4 4 3 3 4 4 

80 3 3 4 4 2 3 3 4 4 5 2 2 3 

81 4 4 2 3 3 5 3 3 4 4 3 3 3 

82 4 5 3 5 4 4 5 4 2 3 4 4 5 

83 5 4 4 4 4 5 5 4 5 4 4 4 4 

84 5 3 4 5 1 5 5 3 3 5 5 5 5 

85 4 4 4 4 4 4 4 4 4 4 4 4 4 

86 4 4 4 5 5 4 5 5 5 4 5 4 4 

87 4 4 3 3 4 5 5 4 4 4 4 3 3 

88 4 4 4 5 4 4 4 4 5 5 4 5 4 

89 4 4 4 4 4 4 4 4 4 4 4 4 4 

90 4 4 3 3 3 4 5 5 5 3 4 3 4 

91 3 3 4 4 4 4 5 5 5 4 5 3 3 

92 4 4 3 4 4 4 4 4 4 4 4 4 4 

93 4 4 3 4 4 4 4 3 4 3 3 3 3 
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94 4 4 4 4 3 4 4 4 4 3 3 3 4 

95 4 4 4 4 4 3 3 3 3 4 4 3 4 

96 4 5 4 4 4 4 4 4 4 4 4 4 4 

97 5 5 5 5 5 5 5 5 5 5 5 5 5 

98 4 3 4 5 5 3 4 2 4 4 4 3 4 

99 5 5 4 4 4 4 5 4 5 5 5 4 5 

100 4 4 3 4 4 4 4 5 4 4 4 4 4 

 

 

Hasil Kuisioner Kualitas Layanan 

No. 
respon-

den 
KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KL12 

1 5 5 4 4 5 5 5 4 4 5 5 5 

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

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

4 4 4 4 4 3 3 3 4 5 4 4 1 

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

6 3 3 3 3 3 4 3 3 3 3 3 4 

7 4 5 4 5 4 3 4 5 4 1 4 3 

8 5 4 3 3 4 4 3 3 4 3 4 3 

9 5 4 5 4 4 4 3 3 4 4 3 4 

10 4 4 3 3 3 3 3 3 3 3 4 3 

11 4 4 4 4 4 4 5 4 4 4 5 4 

12 3 3 3 3 3 3 3 3 1 4 2 5 

13 4 3 3 3 3 4 3 3 3 4 4 2 

14 5 4 4 4 4 4 4 4 4 2 4 4 

15 4 4 4 4 4 4 4 4 3 3 3 4 

16 4 4 4 3 3 4 4 4 4 4 4 4 

17 4 4 4 4 4 4 4 3 4 1 5 3 

18 3 3 3 3 3 3 3 3 3 3 3 3 

19 4 4 4 4 4 4 4 4 4 4 4 4 

20 5 4 5 4 4 4 4 4 4 5 4 4 

21 3 4 2 2 4 4 2 2 2 3 3 3 

22 4 3 2 2 3 3 4 2 3 4 4 3 

23 3 3 2 2 3 4 2 2 3 3 2 4 

24 4 5 4 4 3 5 4 4 5 4 4 4 

25 4 4 4 3 3 3 4 4 4 4 3 3 

26 4 3 3 3 3 4 3 4 3 2 4 3 

27 3 4 4 4 4 4 3 4 3 3 3 3 

28 4 4 3 3 3 3 3 3 4 3 4 3 

29 4 4 4 3 4 4 4 4 4 5 5 4 
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30 4 4 4 3 4 4 4 4 4 4 4 4 

31 3 3 3 3 3 3 3 3 3 3 3 3 

32 4 4 4 3 4 4 4 4 4 3 4 4 

33 3 3 5 4 3 4 5 4 4 5 5 5 

34 4 3 4 3 4 4 4 5 3 3 4 3 

35 5 5 5 5 4 4 5 5 4 4 5 5 

36 2 3 2 2 2 2 2 2 3 3 3 2 

37 4 3 3 3 3 3 3 3 3 4 4 3 

38 4 3 3 3 3 3 4 4 4 3 3 3 

39 4 4 3 3 4 4 3 3 2 3 4 3 

40 4 3 4 3 3 3 3 3 4 4 3 3 

41 4 4 4 4 4 5 4 4 4 3 4 4 

42 3 3 3 3 3 3 3 3 3 3 3 3 

43 3 3 3 3 3 3 3 4 4 4 4 4 

44 3 3 4 3 4 3 4 3 3 4 4 3 

45 4 3 3 2 2 2 3 3 3 3 3 3 

46 4 4 4 4 4 4 4 4 3 5 5 5 

47 3 3 3 1 3 3 5 1 5 1 1 1 

48 3 3 3 3 3 3 3 3 3 3 3 3 

49 3 3 3 3 3 4 3 3 3 3 3 4 

50 4 4 4 4 4 4 4 4 4 4 4 4 

51 3 3 4 3 3 3 3 3 4 3 4 3 

52 4 3 3 4 4 4 4 3 2 3 4 4 

53 4 3 3 3 3 4 3 4 2 3 4 3 

54 4 4 4 4 4 4 4 4 4 4 4 4 

55 5 5 5 5 5 5 5 5 5 5 5 5 

56 4 4 4 4 4 4 4 4 4 4 4 4 

57 4 4 5 4 4 4 4 3 3 3 4 4 

58 3 3 4 4 3 3 3 3 3 3 3 3 

59 3 3 3 3 3 3 3 3 3 3 3 3 

60 4 4 3 3 4 4 3 4 4 5 5 4 

61 3 3 4 4 4 4 4 4 4 4 4 4 

62 3 3 3 3 3 3 3 3 3 3 3 3 

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

64 4 4 4 4 4 4 4 4 4 4 4 4 

65 5 4 4 4 5 4 4 4 5 5 5 5 

66 3 4 3 3 4 4 4 3 4 3 3 4 

67 4 3 4 4 4 3 4 4 3 4 4 4 

68 3 3 2 3 3 3 2 2 4 3 3 3 

69 4 4 3 4 4 3 4 5 2 2 5 4 

70 4 3 5 3 3 3 3 3 1 2 3 2 

71 3 3 4 3 3 4 3 3 3 4 3 3 

72 5 5 5 5 5 5 5 5 5 5 5 5 

73 5 5 5 5 4 5 5 4 4 5 4 4 

74 5 5 5 5 5 5 5 5 5 5 5 3 

75 4 4 4 4 2 2 2 2 2 1 4 3 

76 4 3 3 2 3 3 2 3 5 4 5 3 

77 4 4 4 4 4 3 3 3 4 3 4 3 

78 3 4 3 3 4 4 3 3 5 3 4 3 

79 3 3 2 2 3 3 2 2 2 2 3 2 

80 5 4 5 5 4 4 5 3 5 3 4 4 

81 3 4 4 5 4 3 3 2 1 2 4 3 
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82 3 4 3 3 3 3 4 3 3 3 3 4 

83 4 3 4 4 4 4 4 4 4 4 4 4 

84 5 5 4 4 5 5 5 3 2 5 5 5 

85 4 4 4 4 4 4 4 4 4 4 4 4 

86 5 4 4 4 5 4 4 5 5 3 4 4 

87 4 4 4 4 4 3 3 4 4 4 3 3 

88 5 4 5 5 5 5 5 5 5 5 5 5 

89 4 4 4 4 4 4 4 4 4 4 4 4 

90 3 4 4 4 3 3 3 3 3 4 3 4 

91 3 3 4 3 4 4 4 4 4 3 3 3 

92 4 4 4 4 4 4 4 4 4 4 4 4 

93 4 3 3 3 3 3 3 3 2 2 2 3 

94 3 3 3 3 3 4 4 2 3 2 2 3 

95 3 3 3 3 3 3 3 4 3 3 4 4 

96 4 4 4 4 4 4 4 4 4 4 4 4 

97 5 5 5 5 5 5 5 5 5 5 5 5 

98 4 4 4 4 4 4 4 4 4 5 4 4 

99 5 5 5 5 4 4 4 4 4 4 5 5 

100 4 3 4 3 3 4 4 3 4 3 4 4 
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Hasil Kuisioner Kepuasan Pelanggan 

No. 
Responden 

KPL1 KPL2 KPL3 KPL4 

1 5 5 5 4 

2 5 4 4 5 

3 4 4 4 4 

4 4 2 4 2 

5 4 5 5 4 

6 4 3 3 3 

7 4 5 4 3 

8 5 4 4 4 

9 4 5 4 5 

10 3 3 3 4 

11 5 5 5 5 

12 4 2 3 3 

13 4 4 4 4 

14 5 5 4 5 

15 4 4 4 4 

16 4 4 4 4 

17 5 5 5 5 

18 4 4 3 3 

19 4 4 4 4 

20 4 5 4 5 

21 3 4 4 3 

22 4 3 3 3 

23 3 4 2 3 

24 5 4 4 4 

25 4 3 3 4 

26 4 4 4 4 

27 3 3 3 3 

28 4 4 4 4 

29 4 5 4 4 

30 5 4 4 4 

31 3 3 3 3 

32 5 4 4 4 

33 4 4 4 4 

34 4 4 4 5 

35 5 5 5 5 

36 2 2 2 2 

37 3 3 2 3 

38 3 4 3 4 

39 4 2 3 3 

40 4 3 3 3 
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41 4 4 4 4 

42 3 3 3 3 

43 4 3 4 4 

44 3 3 4 4 

45 3 3 3 3 

46 5 5 5 5 

47 3 1 1 1 

48 3 3 3 3 

49 4 4 4 4 

50 5 5 4 5 

51 4 4 3 4 

52 5 5 5 5 

53 4 4 4 4 

54 4 4 4 4 

55 5 5 5 5 

56 4 4 4 4 

57 5 5 5 5 

58 4 4 4 4 

59 3 3 3 3 

60 4 4 4 4 

61 4 4 4 4 

62 3 3 3 3 

63 5 5 5 5 

64 5 5 4 4 

65 5 5 5 4 

66 5 5 5 4 

67 5 4 4 4 

68 5 4 4 4 

69 4 4 4 4 

70 4 4 4 3 

71 4 4 4 4 

72 5 5 5 5 

73 3 3 4 4 

74 5 5 5 5 

75 4 4 4 4 

76 3 2 3 3 

77 4 4 4 4 

78 5 5 4 5 

79 5 4 4 3 

80 3 2 3 3 

81 3 3 3 3 

82 4 4 3 3 

83 4 3 4 4 

84 5 5 5 5 

85 4 4 4 4 

86 4 4 4 4 

87 3 4 4 3 

88 5 5 5 5 

89 4 4 4 4 

90 4 4 4 4 

91 4 4 4 5 

92 4 4 4 4 
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Lampiran 3  

Uji validitas kualitas produk 

 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Squared 

Multiple 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

P1 43.53 53.637 .791 .858 .910 

P2 43.70 53.390 .769 .771 .910 

P3 44.07 51.926 .700 .726 .913 

P4 43.70 55.734 .558 .753 .918 

P5 43.67 54.092 .553 .841 .919 

P6 43.53 56.395 .572 .527 .917 

P7 43.87 55.154 .606 .723 .916 

P8 44.30 52.907 .728 .762 .912 

P9 44.07 51.375 .773 .770 .910 

P10 43.67 58.299 .371 .654 .924 

P11 43.70 56.838 .533 .530 .919 

P12 44.20 51.890 .785 .844 .909 

P13 44.00 51.793 .809 .877 .908 

 

 

 

 

93 4 3 4 4 

94 4 4 3 4 

95 4 3 3 4 

96 4 4 4 4 

97 5 5 5 5 

98 4 3 4 4 

99 4 4 5 4 

100 4 4 4 4 
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Uji validitas kualitas Layanan 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Squared 

Multiple 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

L1 39.20 68.028 .752 .850 .944 

L2 39.27 67.375 .851 .867 .940 

L3 39.27 67.651 .769 .807 .943 

L4 39.33 70.506 .775 .874 .943 

L5 39.20 68.097 .748 .731 .944 

L6 39.43 68.047 .802 .726 .942 

L7 39.37 67.413 .843 .847 .940 

L8 39.30 67.321 .788 .796 .942 

L9 39.20 72.028 .635 .653 .947 

L10 39.47 70.051 .670 .605 .946 

L11 39.20 72.441 .641 .665 .947 

L12 39.30 70.217 .800 .856 .942 

 

 

 

Uji validitas kepuasan pelanggan 
 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Squared 

Multiple 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

KP1 11.00 4.966 .668 .466 .859 

KP2 11.20 4.648 .750 .599 .824 

KP3 11.23 5.702 .788 .625 .824 

KP4 11.07 5.099 .738 .553 .827 
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Uji Reliabilitas Kualitas Produk 

 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.921 .920 13 

 

       

Uji Reliabilitas Kualitas Layanan 

 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.948 .948 12 

 

 

Uji Reliabilitas Kepuasan Pelanggan 

 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's Alpha 

Based on 

Standardized 

Items 

N of Items 

.870 .879 4 
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Uji Normalitas Kualitas Produk 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized 

Residual 

N 100 

Normal Parametersa,b 
Mean 37.80000000 

Std. Deviation 2.38254162 

Most Extreme Differences 

Absolute .152 

Positive .112 

Negative -.152 

Kolmogorov-Smirnov Z 1524 

Asymp. Sig. (2-tailed) .019 

a. Test distribution is Normal. 

b. Calculated from data. 

 

 

Uji Normalitas Kualitas Layanan 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized 

Predicted Value 

N 100 

Normal Parametersa,b 
Mean 15.1100000 

Std. Deviation 1.99081940 

Most Extreme Differences 

Absolute .130 

Positive .130 

Negative -.076 

Kolmogorov-Smirnov Z 1.296 

Asymp. Sig. (2-tailed) .069 

a. Test distribution is Normal. 

b. Calculated from data. 
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Uji heterokedastisitas Kualitas Produk 

Variabel Sig α Sig Hasil 

Kualitas Produk 0,05 0,000 Terjadi 

Heteroskedastisitas 

 

Uji heterokedastisitas Kualitas Layanan 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 2.115 .771  2.743 .007 

VAR0000

1 
-.015 .020 -.073 -.721 .473 

a. Dependent Variable: RES2 

 

Uji heterokedastisitas Kepuasan Pelanggan 

 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 2.363 1.061  2.228 .028 

Kepuasan 

pelanggan 
-.009 .069 -.013 -.128 .898 

a. Dependent Variable: Abs_res 
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Uji Autokorelasi Kualitas Produk 

Model Du Dl Durbin-

Watson 

Hasil 

 

Kualitas Produk terdahap 

Kepuasan Pelanggan 

1,715 1,633 1.845 Tidak terjadi 

autokorelasi 

 

Uji Auto Korelasi Kualitas Layanan 

Model Summaryb 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

Durbin-Watson 

1 .707a .499 .494 2.004 1.727 

a. Predictors: (Constant), VAR00001 

b. Dependent Variable: VAR00002 

 

 

Uji F Kualitas Produk 

 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 561.974 1 561.974 17.506 .000b 

Residual 3146.026 98 32.102   

Total 3708.000 99    

a. Dependent Variable: KEPUASAN PELANGGAN 
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Uji F Kualitas Layanan 

 

 

 

 

Uji T Kualitas Produk 

 

 

Uji T Kualitas Layanan 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) 2.814 1.260  2.234 .028   

KUALITAS 

PELAYANAN 
.325 .033 .707 9.886 .000 1.000 1.000 

a. Dependent Variable: KEPUASAAN PELANGGAN 

 

Model Sum of 

Squares 

Df Mean Square F Sig. 

1 

Regression 392.373 1 392.373 97.740 .000b 

Residual 393.417 98 4.014   

Total 785.790 99    

a. Dependent Variable: KEPUASAAN PELANGGAN 

b. Predictors: (Constant), KUALITAS PELAYANAN 

Model Unstandardized Coefficients Standardized 

Coefficients 

T Sig. 

B Std. Error Beta 

1 

(Constant) 25.036 3103  8.068 .000 

KUALITAS PRODUK .345 .082 .389 4.184 .000 

      

      

a. Dependent Variable: KEPUASAN PELANGGAN 


