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Kuisioner Penelitian 

 

Kuisioner ini disusun untuk mengetahui pengaruh Kualitas Servis, Persepsi Harga, dan 

Citra Merek terhadap Loyalitas Pelanggan melalui Kepuasan pada PT Indonesia Air Asia. 

Agar penelitian ini dapat memberikan manfaat, saya mengharapkan Bapak/Ibu yang 

menjadi responden menjawab dengan akurat dan sesuai dengan pendapat maupun 

pengalaman masing-masing. Demikian kuisioner ini saya sampaikan, atas perhatian dan 

kesediaanya meluangkan waktu untuk mengisi kuisioner ini, Saya ucapkan banyak 

terimakasih. 

 

1. Apakah Anda mengenal Maskapai Air Asia ? 

 a.  Ya                    b.  Tidak 

Jika ya, Lanjut ke pertanyaan no 2, jika tidak, berhenti mengisi 

 

2. Berapa kali anda pernah menggunakan Jasa Penerbangan dari Maskapai Air Asia ? 

a.  Belum Pernah      b.  1 Kali       c.  Lebih dari 1 kali 

            Jika  lebih dari 1 kali, lanjut ke pertanyaan berikutnya, jika belum pernah  

            Maupun hanya 1 kali, berhenti mengisi  

 

Profil Responden  

1. Nama : 

2. Jenis Kelamin : 

a.  Laki – Laki        b.  Perempuan 

3. Usia : 

a. 17-22 Tahun           c. 29-34 Tahun  

b. 23-28 Tahun           d. > 34 Tahun 

4. Pendidikan Terakhir : 

a. SMP      b. SMA/SMK    c. Diploma    d. Sarjana/Pasca Sarjana    e. 

Lainnya 

Lampiran 1 
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5. Perkerjaan Anda : 

a. Karyawan 

b. Wirausaha 

c. Ibu Rumah Tangga 

d. Mahasiswa/Pelajar 

e. Lainnya 

 

Petunjuk : Berilah tanda [X] untuk pernyataan yang sesuai dengan jawaban anda 

Pada tabel di bawah ini. 

Keterangan : 

1 = Sangat Tidak Setuju (STS)            4 = Setuju (S) 

2 = Tidak Setuju (TS)                           5 = Sangat Setuju (SS) 

3 = Netral (N) 

 

1. Variabel Customer Loyalty 

NO PERTANYAAN 1 2 3 4 5 

1 Saya berniat untuk terus menggunakan jasa 

penerbangan dari Maskapai Air Asia untuk waktu 

yang lama. 

     

2 Saya akan tetap menggunakan Maskapai Air Asia, 

meskipun Maskapai lain menawarkan harga yang 

lebih rendah,. 

     

3 Saya bersedia untuk mengatakan hal-hal yang 

positif mengenai Maskapai Air Asia kepada orang 

lain. 

     

4 Saya akan mengajak teman dan keluarga untuk 

menggunakan layanan yang ditawarkan dari 

Maskapai Air Asia. 

     

5 Menurut saya, Maskapai Air Asia jelas mampu 

memberikan pelayanan yang terbaik. 
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2. Variabel Satisfaction 

NO PERTANYAAN 1 2 3 4 5 

1 Saya puas dengan kualitas layanan secara 

keseluruhan yang ditawarkan oleh Maskapai Air 

Asia. 

     

2 Saya puas dengan sikap professional Maskapai Air 

Asia. 

     

3 Saya puas dengan kinerja semua karyawan pada 

Maskapai Air Asia. 

     

 
4 

Saya merasa nyaman berhubungan dengan 

Maskapai Air Asia. 

     

 

3. Variabel Brand Image 

NO PERTANYAAN 1 2 3 4 5 

1 Menurut saya, maskapai Air Asia memiliki reputasi 

tinggi. 

     

2 Menurut saya, Air Asia telah memberikan 

pertanggung jawaban sosial yang baik. 

     

3 Menurut saya, Air Asia telah menyampaikan citra 

yang baik kepada pelanggannya. 

     

 

 

4. Variabel Service Quality 

NO PERTANYAAN 1 2 3 4 5 

1 Menurut saya, Maskapai Air Asia telah 

menindaklanjuti secara tepat waktu permintaan 

pelanggan. 

     

2 Menurut saya, karyawan Maskapai Air Asia selalu 

bersedia untuk membantu saya. 

     

3 Menurut saya, maskapai Air Asia konsisten dalam 

memberikan kualitas pelayanan yang baik. 

     

4 Menurut saya, maskapai Air Asia menawarkan 

layanan secara personal untuk memenuhi 

kebutuhan atau keinginan pelanggan. 

     

5 Menurut saya, maskapai Air Asia memberikan 

informasi yang tepat waktu ketika ada informasi 

mengenai layanan terbaru. 
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5. Variabel Price Perception 

NO PERTANYAAN 1 2 3 4 5 

1 Menurut saya, maskapai Air Asia memiliki cara 

yang efektif untuk membantu para pelanggannya 

untuk mengetahui informasi mengenai kebijakan 

harga produk dan jasa. 

     

2 Menurut saya, kebijakan dalam penetapan harga 

dan layanan dari maskapai Air Asia sangat menarik.  

     

3 Menurut saya, harga dan pelayanan yang diberikan 

maskapai Air Asia layak dan pantas. 

     

4 Menurut saya, maskapai Air Asia menawarkan 

harga yang fleksibel untuk berbagai layanan yang 

memenuhi kebutuhan pelanggan. 

     

5 Menurut saya, saya akan tetap menggunakan 

Maskapai ini kecuali harga secara signifikan lebih 

tinggi untuk layanan yang sama. 
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Lampiran 2 

Data Kuisioner Responden 

NO 
CL 
1 

CL 
2 

CL 
3 

CL 
4 

CL 
5 

S 
1 

S 
2 

S 
3 

S 
4 

BI 
1 

BI 
2 

BI 
3 

SQ 
1 

SQ 
2 

SQ 
3 

SQ 
4 

SQ 
5 

PP 
1 

PP 
2 

PP 
3 

PP 
4 

PP 
5 

1 4 2 4 4 4 4 4 4 4 5 5 4 5 4 4 4 5 4 4 4 4 4 

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

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

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

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

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

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

8 5 5 5 5 5 5 5 5 5 5 5 5 3 5 5 5 5 5 5 5 5 5 

9 4 2 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

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

11 4 2 4 4 3 4 4 4 4 4 4 4 2 4 4 4 3 5 5 4 5 5 

12 3 2 3 3 3 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 

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

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

15 4 3 3 3 3 4 4 4 4 4 3 4 4 5 3 4 4 4 5 5 5 5 

16 5 3 4 4 4 4 4 4 4 5 5 4 4 4 4 4 3 3 4 4 4 4 

17 4 4 3 4 5 4 3 4 5 4 2 2 2 2 4 2 2 2 2 4 2 4 

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

19 5 3 3 4 4 2 5 5 4 5 1 4 2 5 5 4 5 5 4 5 4 3 

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

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

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

23 3 2 3 3 3 4 4 4 4 4 4 4 3 3 3 3 4 4 4 4 5 4 

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

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

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

27 4 2 5 4 4 4 4 4 3 3 3 3 3 3 3 3 4 3 3 3 3 3 

28 3 2 3 3 3 4 4 3 4 4 3 3 4 4 4 4 4 3 4 4 4 2 

29 1 1 3 3 1 2 1 1 2 3 1 2 3 3 3 2 1 2 3 3 4 2 

30 5 2 3 4 4 4 4 4 4 4 4 5 4 4 3 3 2 4 5 5 4 5 

31 3 1 3 4 3 3 3 3 4 3 3 4 3 3 3 4 4 4 4 5 5 5 

32 4 3 3 4 3 4 4 4 4 3 4 4 4 4 3 4 4 2 4 4 4 4 

33 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 4 3 3 

34 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 

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

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

37 3 3 3 3 3 3 3 3 3 4 4 4 4 3 4 4 3 4 2 4 3 3 

38 4 5 4 4 5 5 5 4 5 4 5 5 4 4 5 5 4 5 5 4 4 4 

39 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

40 3 2 3 3 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 3 
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41 4 3 4 4 4 4 4 4 5 4 4 4 3 3 4 4 4 4 4 4 4 4 

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

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

44 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 5 3 3 

45 4 3 4 4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 

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

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

48 3 2 3 4 4 3 4 2 4 3 4 4 3 4 4 4 3 5 4 4 3 3 

49 3 2 4 3 5 4 5 3 2 4 3 2 4 2 3 5 4 3 5 4 3 2 

50 4 4 5 5 4 4 5 5 5 4 4 5 4 4 4 5 5 5 5 5 4 4 

51 5 1 2 3 4 1 2 3 4 5 4 3 5 4 3 2 1 1 2 3 4 5 

52 5 4 5 4 5 4 5 4 5 4 5 4 5 4 5 4 5 4 5 4 5 4 

53 4 5 3 2 1 1 2 3 4 3 4 5 1 3 2 4 5 1 2 3 4 5 

54 4 3 5 2 1 1 3 2 5 5 4 3 3 4 5 2 1 2 3 5 4 1 

55 4 1 2 3 5 3 2 1 4 1 2 3 3 4 5 1 2 4 2 3 5 1 

56 1 2 4 5 2 3 4 5 1 3 4 5 5 4 3 1 2 5 3 4 2 4 

57 2 3 4 1 5 3 4 4 5 3 4 5 3 4 4 3 2 4 4 2 3 3 

58 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 5 5 5 5 5 

59 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

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

61 3 2 4 4 3 4 4 4 4 4 4 4 3 3 4 3 3 3 3 4 5 4 

62 4 3 3 3 3 3 4 3 4 2 2 3 4 4 3 3 2 4 4 3 4 4 

63 1 1 1 1 1 1 1 3 1 4 1 4 4 2 1 4 5 5 5 1 4 1 

64 3 1 4 3 5 3 4 2 3 5 4 4 2 3 3 4 1 2 5 4 4 3 

65 3 2 4 5 4 4 3 5 3 4 3 5 3 4 4 5 2 3 4 3 5 2 

66 4 2 4 4 3 3 4 4 4 4 3 4 3 3 4 3 3 4 4 5 5 5 

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

68 4 2 3 4 5 4 5 4 4 4 5 4 4 5 5 3 4 4 3 5 4 4 

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

70 3 2 3 3 4 3 2 3 2 4 4 4 3 2 3 2 2 3 2 3 2 3 

71 4 2 4 3 5 3 3 4 3 5 3 4 3 5 4 4 3 4 3 3 5 5 

72 3 4 4 4 4 3 3 4 3 4 5 4 4 4 4 3 4 3 4 4 4 4 

73 4 3 3 4 5 4 4 3 4 4 4 5 4 5 4 3 4 4 3 4 3 4 

74 3 4 5 3 4 3 3 4 3 4 5 3 4 4 4 5 5 4 3 4 3 2 

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

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

77 4 5 3 5 3 3 5 2 2 4 2 2 4 2 2 3 4 4 3 2 3 2 

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

79 5 4 3 5 4 4 3 4 4 5 4 5 4 5 5 5 4 4 4 5 4 5 

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

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

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

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

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

85 4 4 2 4 3 4 4 4 4 2 3 4 4 4 4 4 4 4 4 4 4 4 
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86 5 4 5 3 4 4 5 4 4 5 3 5 3 4 5 4 5 5 5 4 5 4 

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

88 4 5 3 4 4 4 5 3 3 4 5 5 4 3 3 5 4 4 5 3 4 5 

89 4 3 5 4 3 4 5 3 4 3 4 4 4 3 4 3 3 4 3 3 4 5 

90 5 3 5 4 1 1 1 2 4 1 1 5 5 3 1 3 1 1 3 5 3 4 

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

92 4 4 3 3 3 4 3 5 3 4 4 3 5 4 4 4 4 3 3 5 5 5 

93 4 5 3 3 4 3 5 4 4 3 3 4 4 5 4 4 5 3 4 5 4 4 

94 3 2 4 3 3 5 4 3 4 4 5 3 4 4 3 3 4 5 4 5 4 4 

95 4 2 3 4 3 4 3 4 3 3 4 2 3 4 4 3 4 5 4 4 4 5 

96 4 3 3 4 5 3 4 5 3 3 5 4 3 3 4 4 5 4 3 5 5 4 

97 5 5 4 4 5 4 5 4 5 3 5 4 5 4 5 4 5 4 4 5 5 4 

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

99 3 1 3 3 4 4 3 4 2 4 2 2 3 4 2 4 2 4 2 3 4 4 

100 4 2 3 4 5 4 3 2 4 3 4 3 1 5 2 4 3 4 3 4 5 3 

101 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

102 3 3 4 4 4 4 4 4 4 5 4 4 3 4 4 4 3 4 4 4 4 3 

103 3 1 3 1 1 3 2 3 2 3 3 4 2 3 3 3 4 3 2 2 3 3 

104 3 1 3 3 4 4 3 4 3 4 4 4 3 5 5 4 5 4 4 4 4 5 

105 2 1 4 3 3 4 3 4 3 5 4 3 2 3 3 3 2 3 5 4 5 5 

106 1 1 2 1 1 1 3 3 1 1 1 1 2 3 1 3 1 4 1 1 1 3 

107 4 2 4 3 3 4 4 3 3 3 4 4 4 3 4 4 3 4 5 5 4 4 

108 5 3 4 3 3 5 4 4 3 5 4 4 3 4 4 4 4 2 3 4 3 4 

109 3 3 3 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 

110 3 2 4 3 4 4 4 3 4 4 4 4 3 4 3 3 3 3 4 4 3 4 

111 4 1 4 4 4 4 2 5 5 4 4 4 4 2 2 2 1 4 4 4 4 5 

112 4 3 4 3 3 3 4 4 4 4 4 3 3 4 4 3 4 3 3 4 4 4 

113 3 3 4 3 3 4 3 4 3 4 4 4 3 4 3 4 4 3 3 4 4 3 

114 2 4 4 3 3 3 4 4 4 5 5 4 3 4 4 4 4 3 5 4 4 4 

115 4 2 4 4 4 4 4 4 4 4 4 4 4 5 5 4 4 4 4 4 3 4 

116 3 1 3 3 2 4 4 3 3 3 2 2 3 4 1 1 1 3 5 3 3 2 

117 4 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

118 4 2 3 4 4 4 4 5 3 4 2 3 4 2 3 4 4 4 5 5 5 5 

119 5 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

120 3 3 3 2 3 2 2 2 3 2 3 3 4 2 3 3 2 2 2 2 2 2 

121 4 3 3 4 4 3 3 4 3 5 3 4 4 4 5 4 3 4 5 5 5 4 

122 4 4 4 4 4 5 5 5 5 5 4 5 5 4 5 4 5 4 5 4 5 4 

123 4 3 3 3 4 4 4 4 4 4 3 4 3 4 3 3 4 4 5 4 4 3 

124 4 3 3 3 4 4 4 4 4 4 4 5 4 4 3 3 4 3 5 5 5 4 

125 3 3 4 4 3 4 4 3 4 2 4 3 4 3 3 4 4 4 4 4 4 4 

126 4 3 4 3 3 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 

127 3 3 3 3 3 3 3 3 3 3 3 3 3 4 3 4 4 3 3 3 3 3 

128 4 4 4 4 4 2 2 2 2 4 4 4 4 4 4 4 4 4 4 4 4 4 

129 3 3 3 4 3 2 2 3 3 5 4 2 3 4 3 2 5 5 5 5 5 3 

130 4 3 4 4 4 3 3 4 3 4 4 3 3 3 3 4 4 4 5 4 5 4 
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131 5 5 5 5 5 4 5 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 

132 4 3 4 4 4 4 4 4 4 4 4 5 4 3 4 4 3 4 5 5 5 5 

133 3 3 4 4 5 4 4 3 5 4 5 4 4 3 3 5 5 5 5 5 5 4 

134 3 1 2 2 2 2 1 1 2 2 2 2 2 3 3 2 3 3 3 3 3 3 

135 4 2 3 3 3 3 3 3 3 4 4 4 3 3 3 3 2 2 3 3 2 3 

136 5 3 5 4 4 4 4 3 4 5 4 4 3 3 5 4 4 4 5 5 5 5 

137 3 2 3 3 3 3 4 3 3 3 4 4 4 4 4 4 3 3 4 4 4 3 

138 3 2 3 3 3 3 3 4 3 2 3 4 3 4 4 3 3 4 5 5 4 5 

139 3 2 3 4 4 4 4 4 4 4 4 4 3 4 4 4 5 4 4 4 4 4 

140 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 5 5 5 4 4 5 
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Lampiran 3 

Hasil Pengolahan Data dengan SPSS 

 

 

1. Customer Loyalty 

 

 
       T-Test 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

Cust.Loyalty1 140 3.63 .939 .079 

Cust.Loyalty2 140 2.89 1.113 .094 

Cust.Loyalty3 140 3.59 .813 .069 

Cust.Loyalty4 140 3.51 .886 .075 

Cust.Loyalty5 140 3.53 1.014 .086 

 

 

One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

Cust.Loyalty1 45.699 139 .000 3.629 3.47 3.79 

Cust.Loyalty2 30.679 139 .000 2.886 2.70 3.07 

Cust.Loyalty3 52.313 139 .000 3.593 3.46 3.73 

Cust.Loyalty4 46.863 139 .000 3.507 3.36 3.66 

Cust.Loyalty5 41.179 139 .000 3.529 3.36 3.70 

 

 
     T-Test 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

RataRata 140 3.43 .703 .059 
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One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

RataRata 57.676 139 .000 3.429 3.31 3.55 

 

 

 

 
Frequencies 

 

 

Statistics 

 Cust.Loyalty1 Cust.Loyalty2 Cust.Loyalty3 Cust.Loyalty4 Cust.Loyalty5 

N 
Valid 140 140 140 140 140 

Missing 0 0 0 0 0 

 

 

 
Frequency Table 

 

 

Cust.Loyalty1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 7 5.0 5.0 8.6 

3 46 32.9 32.9 41.4 

4 59 42.1 42.1 83.6 

5 23 16.4 16.4 100.0 

Total 140 100.0 100.0  
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Cust.Loyalty2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 16 11.4 11.4 11.4 

2 34 24.3 24.3 35.7 

3 53 37.9 37.9 73.6 

4 24 17.1 17.1 90.7 

5 13 9.3 9.3 100.0 

Total 140 100.0 100.0  

 

 

Cust.Loyalty3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 2 1.4 1.4 1.4 

2 6 4.3 4.3 5.7 

3 56 40.0 40.0 45.7 

4 59 42.1 42.1 87.9 

5 17 12.1 12.1 100.0 

Total 140 100.0 100.0  

 

 

Cust.Loyalty4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 7 5.0 5.0 8.6 

3 55 39.3 39.3 47.9 

4 58 41.4 41.4 89.3 

5 15 10.7 10.7 100.0 

Total 140 100.0 100.0  
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Cust.Loyalty5 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 8 5.7 5.7 5.7 

2 6 4.3 4.3 10.0 

3 54 38.6 38.6 48.6 

4 48 34.3 34.3 82.9 

5 24 17.1 17.1 100.0 

Total 140 100.0 100.0  
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Lampiran 4 

Hasil Pengolahan Data dengan SPSS 

 

1. Satisfaction 

 

 

 
T-Test 

 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

Satisfaction1 140 3.54 .970 .082 

Satisfaction2 140 3.63 1.027 .087 

Satisfaction3 140 3.57 .953 .081 

Satisfaction4 140 3.60 .951 .080 

 

 

One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

Satisfaction1 43.123 139 .000 3.536 3.37 3.70 

Satisfaction2 41.794 139 .000 3.629 3.46 3.80 

Satisfaction3 44.334 139 .000 3.571 3.41 3.73 

Satisfaction4 44.810 139 .000 3.600 3.44 3.76 

 

 

 
T-Test 

 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

RataRata 140 3.584 .8078 .0683 
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One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

RataRata 52.496 139 .000 3.5839 3.449 3.719 

 

 
 
 
Frequencies 

 

Statistics 

 Satisfaction1 Satisfaction2 Satisfaction3 Satisfaction4 

N 
Valid 140 140 140 140 

Missing 0 0 0 0 

 
 
 
 
 
Frequency Table 

 

 

Satisfaction1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 8 5.7 5.7 5.7 

2 10 7.1 7.1 12.9 

3 35 25.0 25.0 37.9 

4 73 52.1 52.1 90.0 

5 14 10.0 10.0 100.0 

Total 140 100.0 100.0  
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Satisfaction2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 7 5.0 5.0 5.0 

2 11 7.9 7.9 12.9 

3 34 24.3 24.3 37.1 

4 63 45.0 45.0 82.1 

5 25 17.9 17.9 100.0 

Total 140 100.0 100.0  

 

 

 

Satisfaction3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 11 7.9 7.9 11.4 

3 43 30.7 30.7 42.1 

4 61 43.6 43.6 85.7 

5 20 14.3 14.3 100.0 

Total 140 100.0 100.0  

 

 

 

Satisfaction4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 11 7.9 7.9 11.4 

3 39 27.9 27.9 39.3 

4 65 46.4 46.4 85.7 

5 20 14.3 14.3 100.0 

Total 140 100.0 100.0  
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Lampiran 5 

Hasil Pengolahan Data dengan SPSS 

 

1. Brand Image 

 

 

 
T-Test 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

Bran.Image1 140 3.75 1.026 .087 

Bran.Image2 140 3.61 1.016 .086 

Bran.Image3 140 3.71 .947 .080 

 

 

One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

Bran.Image1 43.257 139 .000 3.750 3.58 3.92 

Bran.Image2 42.021 139 .000 3.607 3.44 3.78 

Bran.Image3 46.423 139 .000 3.714 3.56 3.87 

 

 
T-Test 

 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

RataRata 140 3.690 .8142 .0688 
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One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

RataRata 53.632 139 .000 3.6905 3.554 3.827 

 

 

 

 
Frequencies 

 

 

 

Statistics 

 Bran.Image1 Bran.Image2 Bran.Image3 

N 
Valid 140 140 140 

Missing 0 0 0 

 

 

 

 

 

 
Frequency Table 

 

 

Bran.Image1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 11 7.9 7.9 11.4 

3 32 22.9 22.9 34.3 

4 58 41.4 41.4 75.7 

5 34 24.3 24.3 100.0 

Total 140 100.0 100.0  
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Bran.Image2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 8 5.7 5.7 5.7 

2 10 7.1 7.1 12.9 

3 32 22.9 22.9 35.7 

4 69 49.3 49.3 85.0 

5 21 15.0 15.0 100.0 

Total 140 100.0 100.0  

 

 

Bran.Image3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 3 2.1 2.1 2.1 

2 13 9.3 9.3 11.4 

3 31 22.1 22.1 33.6 

4 67 47.9 47.9 81.4 

5 26 18.6 18.6 100.0 

Total 140 100.0 100.0  
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Lampiran 6 

Hasil Pengolahan Data dengan SPSS 

 

1. Service Quality 

 

 
      T-Test 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

Serv.Quality1 140 3.46 .917 .077 

Serv.Quality2 140 3.64 .890 .075 

Serv.Quality3 140 3.59 .981 .083 

Serv.Quality4 140 3.58 .975 .082 

Serv.Quality5 140 3.52 1.135 .096 

 

 

One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

Serv.Quality1 44.712 139 .000 3.464 3.31 3.62 

Serv.Quality2 48.421 139 .000 3.643 3.49 3.79 

Serv.Quality3 43.331 139 .000 3.593 3.43 3.76 

Serv.Quality4 43.428 139 .000 3.579 3.42 3.74 

Serv.Quality5 36.723 139 .000 3.521 3.33 3.71 

 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

RataRata 140 3.560 .7340 .0620 
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One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

RataRata 57.384 139 .000 3.5600 3.437 3.683 

 

 

 
Frequencies 

 

 

Statistics 

 Serv.Quality1 Serv.Quality2 Serv.Quality3 Serv.Quality4 Serv.Quality5 

N 
Valid 140 140 140 140 140 

Missing 0 0 0 0 0 

 

 

 

 

 
Frequency Table 

 

 

Serv.Quality1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 10 7.1 7.1 10.7 

3 56 40.0 40.0 50.7 

4 53 37.9 37.9 88.6 

5 16 11.4 11.4 100.0 

Total 140 100.0 100.0  
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Serv.Quality2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 2 1.4 1.4 1.4 

2 11 7.9 7.9 9.3 

3 44 31.4 31.4 40.7 

4 61 43.6 43.6 84.3 

5 22 15.7 15.7 100.0 

Total 140 100.0 100.0  

 

 

Serv.Quality3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 6 4.3 4.3 4.3 

2 9 6.4 6.4 10.7 

3 44 31.4 31.4 42.1 

4 58 41.4 41.4 83.6 

5 23 16.4 16.4 100.0 

Total 140 100.0 100.0  

 

 

Serv.Quality4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 6 4.3 4.3 4.3 

2 12 8.6 8.6 12.9 

3 36 25.7 25.7 38.6 

4 67 47.9 47.9 86.4 

5 19 13.6 13.6 100.0 

Total 140 100.0 100.0  
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Serv.Quality5 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 10 7.1 7.1 7.1 

2 16 11.4 11.4 18.6 

3 31 22.1 22.1 40.7 

4 57 40.7 40.7 81.4 

5 26 18.6 18.6 100.0 

Total 140 100.0 100.0  
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Lampiran 7 

Hasil Pengolahan Data dengan SPSS 

 

1. Price Perception 

 

 
T-Test 

 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

Price.Percpt1 140 3.61 .971 .082 

Price.Percpt2 140 3.86 1.026 .087 

Price.Percpt3 140 3.90 .962 .081 

Price.Percpt4 140 3.91 .951 .080 

Price.Percpt5 140 3.70 1.037 .088 

 

 

One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

Price.Percpt1 44.022 139 .000 3.614 3.45 3.78 

Price.Percpt2 44.549 139 .000 3.864 3.69 4.04 

Price.Percpt3 47.975 139 .000 3.900 3.74 4.06 

Price.Percpt4 48.596 139 .000 3.907 3.75 4.07 

Price.Percpt5 42.228 139 .000 3.700 3.53 3.87 

 

 

 

 

 

 

 

 

One-Sample Statistics 

 N Mean Std. Deviation Std. Error Mean 

RataRata 140 3.797 .7714 .0652 
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One-Sample Test 

 Test Value = 0 

t df Sig. (2-tailed) Mean Difference 95% Confidence Interval of the 

Difference 

Lower Upper 

RataRata 58.241 139 .000 3.7971 3.668 3.926 

 

 

 
Frequencies 

 

Statistics 

 Price.Percpt1 Price.Percpt2 Price.Percpt3 Price.Percpt4 Price.Percpt5 

N 
Valid 140 140 140 140 140 

Missing 0 0 0 0 0 

 

 

 
 
  
Frequency Table 

 

 

Price.Percpt1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 12 8.6 8.6 12.1 

3 37 26.4 26.4 38.6 

4 64 45.7 45.7 84.3 

5 22 15.7 15.7 100.0 

Total 140 100.0 100.0  
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Price.Percpt2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 3 2.1 2.1 2.1 

2 11 7.9 7.9 10.0 

3 33 23.6 23.6 33.6 

4 48 34.3 34.3 67.9 

5 45 32.1 32.1 100.0 

Total 140 100.0 100.0  

 

 

Price.Percpt3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 4 2.9 2.9 2.9 

2 7 5.0 5.0 7.9 

3 27 19.3 19.3 27.1 

4 63 45.0 45.0 72.1 

5 39 27.9 27.9 100.0 

Total 140 100.0 100.0  

 

 

Price.Percpt4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 4 2.9 2.9 2.9 

2 7 5.0 5.0 7.9 

3 25 17.9 17.9 25.7 

4 66 47.1 47.1 72.9 

5 38 27.1 27.1 100.0 

Total 140 100.0 100.0  
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Price.Percpt5 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 5 3.6 3.6 3.6 

2 12 8.6 8.6 12.1 

3 36 25.7 25.7 37.9 

4 54 38.6 38.6 76.4 

5 33 23.6 23.6 100.0 

Total 140 100.0 100.0  
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Lampiran 8 

Hasil Pengolahan Data dengan Warp Pls 

 

 

**************************************** 

* Combined loadings and cross-loadings * 

**************************************** 

 

  Loyalty SatisfaB. Imag Srv Qua  P.Percp   Type (aSE P value 

CL 1 0.773 -0.224 -0.138 -0.030 0.164 Reflect 0.071   <0.001 

CL 2 0.691 -0.263 -0.154 0.653 -0.357 Reflect 0.072 <0.001 

CL 3 0.686 0.169 0.426 -0.287 -0.160 Reflect 0.072 <0.001 

CL 4 0.795 0.086 -0.137 -0.303 0.345 Reflect 0.070 <0.001 

CL 5 0.743 0.230 0.040 0.012 -0.059 Reflect 0.071 <0.001 

S 1 -0.031 0.866 -0.025 -0.134 -0.026 Reflect 0.069 <0.001 

S 2 0.045 0.873 -0.170 0.178 -0.097 Reflect 0.069 <0.001 

S 3 -0.281 0.801 0.080 0.105 0.033 Reflect 0.070 <0.001 

S 4 0.277 0.768 0.138 -0.161 0.106 Reflect 0.071 <0.001 

BI 1 -0.052 -0.036 0.796 -0.122 0.047 Reflect 0.070 <0.001 

BI 2 0.007 0.142 0.829 0.066 -0.112 Reflect 0.070 <0.001 

BI 3 0.043 -0.107 0.827 0.051 0.068 Reflect 0.070 <0.001 
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SQ 1 0.187 -0.056 0.055 0.649 0.021 Reflect 0.073 <0.001 

SQ 2 -0.248 0.135 0.092 0.736 0.022 Reflect 0.071 <0.001 

SQ 3 0.204 0.004 0.103 0.776 -0.029 Reflect 0.071 <0.001 

SQ 4 0.004 -0.084 0.034 0.808 -0.027 Reflect 0.070 <0.001 

SQ 5 -0.131 0.002 -0.274 0.767 0.019 Reflect 0.071 <0.001 

PP 1 -0.268 0.184 -0.389 0.499 0.730 Reflect 0.071 <0.001 

PP 2 -0.150 0.103 0.082 -0.071 0.822 Reflect 0.070 <0.001 

PP 3 0.238 -0.138 0.073 -0.144 0.792 Reflect 0.070 <0.001 

PP 4 -0.005 -0.232 0.099 0.050 0.849 Reflect 0.070 <0.001 

PP 5 0.191 0.124 0.105 -0.331 0.706 Reflect 0.072 <0.001 

 

 

 

 
********************* 

* Indicator weights * 

********************* 

 

  Loyalty Satisfa B. Imag Srv Qua P.Percp Type (a SE P value VIF WLS ES 

CL 1 0.283        0.000   0.000  0.000  0.000 Reflect 0.079  <0.001 1.612  1 0.219 

CL 2 0.253        0.000   0.000  0.000  0.000 Reflect 0.080  <0.001 1.407  1 0.175 

CL 3 0.251        0.000   0.000  0.000  0.000 Reflect 0.080  <0.001 1.378  1 0.173  

CL 4 0.291        0.000   0.000  0.000  0.000 Reflect 0.079  <0.001 1.743  1 0.232 

CL 5 0.272        0.000   0.000  0.000  0.000 Reflect 0.079  <0.001 1.595  1 0.202 

S 1 0.000        0.316   0.000  0.000  0.000 Reflect 0.079  <0.001 2.272  1 0.273 

S 2 0.000        0.318   0.000  0.000  0.000 Reflect 0.079  <0.001 2.342  1 0.278 

S 3 0.000        0.292   0.000  0.000  0.000 Reflect 0.079  <0.001 1.758  1 0.234 

S 4 0.000        0.280   0.000  0.000  0.000 Reflect 0.079  <0.001 1.598  1 0.215 
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BI 1 0.000       0.000        0.397 0.000        0.000 Reflect 0.077   <0.001 1.435   1 0.316 

BI 2 0.000       0.000        0.413 0.000        0.000 Reflect 0.077   <0.001 1.558   1 0.343 

BI 3 0.000       0.000        0.412 0.000        0.000 Reflect 0.077   <0.001 1.551   1 0.341 

SQ 1 0.000       0.000        0.000 0.231        0.000 Reflect 0.080    0.002 1.322   1 0.150 

SQ 2 0.000       0.000        0.000 0.262        0.000 Reflect 0.080   <0.001 1.557   1 0.193 

SQ 3 0.000       0.000        0.000 0.277        0.000 Reflect 0.079   <0.001 1.682   1 0.215 

SQ 4 0.000       0.000        0.000 0.288        0.000 Reflect 0.079   <0.001 1.920   1 0.233 

SQ 5 0.000       0.000        0.000 0.273        0.000 Reflect 0.079   <0.001 1.755   1 0.209 

PP 1 0.000       0.000        0.000 0.000        0.239 Reflect 0.080    0.002 1.592   1 0.174 

PP 2 0.000       0.000        0.000 0.000        0.269 Reflect 0.079    <0.001 2.049   1 0.221 

PP 3 0.000       0.000        0.000 0.000        0.259 Reflect 0.080    <0.001 1.866   1 0.205 

PP 4 0.000       0.000        0.000 0.000        0.278 Reflect 0.079    <0.001 2.237   1 0.236 

PP 5 0.000       0.000        0.000 0.000        0.231 Reflect 0.080     0.002 1.478   1 0.163 

 

 

 

 

Cronbach's alpha coefficients 

--------------------------- 

 

Loyalty Satisfa B. Imag Srv Qua P.Percp 

0.791        0.846  0.752  0.802 0.839 
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Lampiran 9 

Hasil Pengolahan Data dengan Warp Pls 

 

 
Model fit and quality indices 

----------------------------- 

 

Average path coefficient (APC)=0.254, P<0.001 

Average R-squared (ARS)=0.650, P<0.001 

Average adjusted R-squared (AARS)=0.641, P<0.001 

Average block VIF (AVIF)=2.898, acceptable if <= 5, ideally <= 3.3 

Average full collinearity VIF (AFVIF)=2.858, acceptable if <= 5, ideally 

<= 3.3 

Tenenhaus GoF (GoF)=0.632, small >= 0.1, medium >= 0.25, large >= 0.36 

Sympson's paradox ratio (SPR)=1.000, acceptable if >= 0.7, ideally = 1 

R-squared contribution ratio (RSCR)=1.000, acceptable if >= 0.9, ideally 

= 1 

Statistical suppression ratio (SSR)=1.000, acceptable if >= 0.7 

Nonlinear bivariate causality direction ratio (NLBCDR)=1.000, acceptable 

if >= 0.7 

 

 

 

 

********************************** 

* Path coefficients and P values * 

********************************** 

 

Path coefficients 

----------------- 

 

        Loyalty Satisfa B. Imag Srv Qua P.Percp 

Loyalty         0.392  0.247  0.236  0.023 

Satisfa                0.281  0.381  0.220 

B. Imag      

Srv Qua      

P.Percp      

 

P values 

-------- 

 

       Loyalty Satisfa B. Imag Srv Qua P.Percp 

Loyalty        <0.001   0.001  0.002  0.391 

Satisfa                <0.001  <0.001  0.004 

B. Imag      

Srv Qua      

P.Percp    
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****************************** 

* Indirect and total effects * 

****************************** 

 

Indirect effects for paths with 2 segments 

------------------------------ 

  Loyalty Satisfa B. Imag Srv Qua P.Percp 

Loyalty          0.110  0.149 0.086 

Satisfa      

B. Imag      

Srv Qua      

P.Percp      

 

     

 

P values of indirect effects for paths with 2 segments 

------------------------------ 

  Loyalty Satisfa B. Imag Srv Qua P.Percp 

Loyalty          0.030  0.005  0.072 

Satisfa      

B. Imag      

Srv Qua      

P.Percp  

 

 

 

 

Total effects 

------------------------------ 

  Loyalty Satisfa B. Imag Srv Qua P.Percp 

Loyalty   0.392   0.357  0.385 0.109 

Satisfa           0.281  0.381 0.220 

B. Imag      

Srv Qua      

P.Percp      

 

 

P values for total effects 

------------------------------ 

  Loyalty Satisfa B. Imag Srv Qua P.Percp 

Loyalty  <0.001 <0.001 <0.001 0.094 

Satisfa          <0.001 <0.001 0.004 

B. Imag      

Srv Qua      

P.Percp            




