
LAMPIRAN 

1. Tabel Jawaban Responden  

 

a. Variabel Kualitas Layanan 

 

NO 
X1.
1 

X1.
2 

X1.
3 

X1.
4 

X1.
5 

X1.
6 

X1.
7 

X1.
8 

X1.
9 

X1.1
0 

X1.1
1 

X1.1
2 

X1.1
3 

Total 
X1 

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

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

3 5 5 5 4 4 4 5 5 5 5 5 5 5 62 

4 4 4 4 3 5 5 4 4 4 4 5 4 5 55 

5 1 1 1 2 1 2 1 2 2 2 1 2 2 20 

6 5 5 4 5 5 4 4 4 4 4 5 4 4 57 

7 3 4 4 4 4 3 4 4 4 4 5 4 4 51 

8 5 5 5 4 5 5 5 5 5 4 4 4 4 60 

9 4 5 4 4 5 5 5 5 5 5 5 5 5 62 

10 4 4 5 5 5 5 5 5 5 5 5 5 5 63 

11 1 1 1 2 1 1 1 1 1 1 1 1 1 14 

12 1 1 1 3 1 1 1 1 1 1 1 1 1 15 

13 5 5 5 4 5 5 5 5 5 5 5 5 5 64 

14 1 1 1 2 1 3 1 1 2 2 1 2 1 19 

15 4 4 4 3 4 4 4 5 4 4 4 4 4 52 

16 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

17 4 5 4 4 4 4 4 4 4 4 5 4 4 54 

18 3 3 4 4 5 3 4 4 4 4 4 4 4 50 

19 4 5 5 5 5 4 4 5 5 5 5 5 5 62 

20 3 3 4 5 3 5 5 3 5 4 4 5 5 54 

21 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

22 3 3 4 5 5 5 5 5 5 5 4 5 5 59 

23 2 3 3 3 5 5 5 5 4 5 5 5 5 55 

24 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

25 3 2 2 2 3 2 2 2 3 3 2 3 2 31 

26 3 2 2 3 3 3 3 3 2 2 2 3 3 34 

27 5 5 5 4 4 5 4 5 4 5 4 5 4 59 

28 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

29 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

30 4 5 5 5 5 5 5 5 5 5 5 5 5 64 

31 4 4 4 4 5 5 5 4 4 3 5 5 5 57 

32 4 4 2 3 3 4 4 4 3 4 4 4 3 46 

33 5 5 5 5 5 4 5 5 5 5 5 5 5 64 

34 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

35 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

36 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

37 4 5 5 3 4 5 4 4 4 3 5 5 5 56 

38 4 4 3 4 4 4 4 4 5 4 5 4 4 53 



39 4 4 4 4 4 4 4 4 4 4 4 4 4 52 

40 4 5 4 4 4 4 4 4 4 4 4 4 5 54 

41 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

42 5 5 5 5 5 4 5 4 5 5 4 4 4 60 

43 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

44 5 5 5 4 5 4 4 4 4 4 4 4 4 56 

45 3 5 4 5 5 3 4 4 5 5 5 4 5 57 

46 5 5 5 4 4 4 5 5 5 5 5 5 4 61 

47 5 5 5 5 5 5 5 5 5 4 5 4 4 62 

48 4 4 4 3 3 4 3 4 3 4 4 3 4 47 

49 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

50 4 5 5 4 5 4 5 4 5 5 5 5 4 60 

51 4 5 4 4 4 4 4 5 5 4 4 4 4 55 

52 4 4 5 4 5 4 5 5 4 5 5 4 4 58 

53 5 5 3 4 4 5 4 5 5 4 5 5 5 59 

54 5 4 4 3 3 4 4 4 4 4 5 5 5 54 

55 5 4 5 4 4 4 4 5 5 4 4 5 5 58 

56 4 4 5 5 5 5 5 5 5 5 5 5 5 63 

57 4 4 4 5 5 5 4 5 3 5 5 4 5 58 

58 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

59 4 4 4 4 4 4 4 4 4 4 5 5 5 55 

60 4 4 4 4 4 4 4 4 4 4 4 4 5 53 

61 2 4 4 4 5 4 4 4 4 4 4 4 4 51 

62 3 4 4 4 4 2 3 4 5 3 2 4 2 44 

63 5 4 3 4 4 5 4 3 4 4 4 3 4 51 

64 4 4 4 4 5 5 5 5 5 5 5 5 5 61 

65 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

66 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

67 5 3 5 3 5 5 5 5 5 3 5 5 5 59 

68 4 4 4 4 5 5 4 4 3 4 4 3 4 52 

69 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

70 3 3 4 3 5 4 3 3 4 4 5 4 4 49 

71 4 3 4 4 5 5 5 5 4 4 4 4 4 55 

72 3 3 3 3 3 3 3 3 3 3 3 3 3 39 

73 4 5 5 5 5 5 5 5 5 5 5 5 5 64 

74 4 4 4 4 5 4 5 5 5 4 5 4 4 57 

75 3 3 5 4 5 4 5 5 5 5 5 5 5 59 

76 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

77 5 4 4 3 5 4 4 4 4 5 5 4 5 56 

78 4 5 5 5 4 4 4 4 4 4 4 4 4 55 

79 4 4 4 4 4 4 4 4 4 5 5 4 5 55 

80 4 4 4 4 4 3 4 4 4 4 5 4 4 52 

81 4 4 4 4 4 4 4 4 4 4 4 4 4 52 

82 5 4 4 4 5 4 5 4 5 5 5 4 4 58 

83 5 5 5 5 5 4 5 5 5 5 4 5 5 63 

84 5 5 5 5 5 4 5 5 5 5 5 4 5 63 



85 4 4 3 4 4 3 3 4 4 3 4 3 4 47 

86 4 3 5 5 4 3 3 3 3 4 3 5 3 48 

87 3 3 4 4 5 2 3 4 4 3 4 5 4 48 

88 2 3 3 3 3 2 3 3 3 2 4 3 4 38 

89 3 3 3 3 4 2 3 3 4 3 4 3 3 41 

90 4 4 4 4 3 4 3 5 5 3 4 4 5 52 

91 2 2 2 2 3 2 2 3 4 3 4 5 3 37 

92 4 3 2 2 3 4 4 3 4 2 5 3 4 43 

93 3 4 4 5 3 3 3 3 4 3 4 2 4 45 

94 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

95 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

96 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

97 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

98 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

99 5 5 5 5 5 4 5 5 5 5 5 5 5 64 

10
0 5 4 5 4 5 3 4 4 4 4 5 4 4 55 

10
1 4 4 4 3 3 2 3 2 4 3 4 3 4 43 

10
2 4 3 4 4 5 3 4 5 5 4 5 3 4 53 

10
3 5 5 5 5 5 4 5 5 5 5 5 5 5 64 

10
4 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

10
5 5 5 3 3 5 5 5 5 5 5 5 5 5 61 

10
6 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

10
7 4 4 3 3 4 4 5 5 4 3 4 4 3 50 

 

 

b. Variabel Nilai Pelanggan 

 

NO X2.1 X2.2 X2.3 X2.4 X2.5 
Total 
X2 

1 5 5 5 5 5 25 

2 4 5 5 4 4 22 

3 5 5 5 4 4 23 

4 4 4 5 4 4 21 

5 2 2 1 1 2 8 

6 4 5 5 5 5 24 

7 4 4 4 4 4 20 

8 4 4 4 4 4 20 

9 5 5 4 4 5 23 

10 5 5 5 5 5 25 



11 1 1 2 1 1 6 

12 1 1 1 1 1 5 

13 5 5 5 5 5 25 

14 1 1 3 1 1 7 

15 4 4 4 4 4 20 

16 5 5 5 5 5 25 

17 4 4 5 4 4 21 

18 4 4 4 4 4 20 

19 5 5 5 5 4 24 

20 5 5 5 5 5 25 

21 5 5 5 5 5 25 

22 4 4 4 4 5 21 

23 5 5 5 5 5 25 

24 5 5 5 5 5 25 

25 2 3 3 3 3 14 

26 3 2 3 3 3 14 

27 4 5 4 5 4 22 

28 5 5 5 5 5 25 

29 5 5 5 5 5 25 

30 5 5 5 5 5 25 

31 5 5 5 5 5 25 

32 4 4 4 4 4 20 

33 5 5 5 5 5 25 

34 5 5 5 5 5 25 

35 5 5 5 5 5 25 

36 5 5 5 5 5 25 

37 5 4 4 5 4 22 

38 4 4 3 4 3 18 

39 4 4 4 4 4 20 

40 5 4 5 5 4 23 

41 5 5 5 5 5 25 

42 4 5 4 5 4 22 

43 5 5 5 5 5 25 

44 4 4 3 4 4 19 

45 4 4 3 4 4 19 

46 5 5 5 4 5 24 

47 4 4 4 4 4 20 

48 4 4 4 3 4 19 

49 5 5 5 5 5 25 

50 5 5 5 5 4 24 

51 5 4 3 4 4 20 

52 4 4 5 4 4 21 

53 5 5 3 5 5 23 

54 4 5 5 4 4 22 

55 5 4 5 4 4 22 

56 5 5 5 5 5 25 



57 4 5 4 5 4 22 

58 5 5 5 5 5 25 

59 4 4 5 4 4 21 

60 5 5 4 4 4 22 

61   4 5 4 4 17 

62 3 4 4 4 3 18 

63 5 3 4 4 3 19 

64 5 5 5 5 5 25 

65 5 5 5 5 5 25 

66 5 5 5 5 5 25 

67 5 5 5 5 5 25 

68 3 3 4 3 4 17 

69 5 5 5 5 5 25 

70 4 4 4 3 4 19 

71 5 4 4 4 4 21 

72 3 3 3 3 3 15 

73 5 4 4 5 5 23 

74 5 4 4 4 4 21 

75 5 5 4 5 5 24 

76 5 5 5 5 5 25 

77 4 4 5 4 4 21 

78 4 4 4 4 4 20 

79 5 4 5 5 5 24 

80 4 4 4 4 4 20 

81 4 4 4 4 4 20 

82 4 4 4 4 4 20 

83 5 5 5 5 5 25 

84 5 5 3 5 5 23 

85 4 3 3 3 4 17 

86 3 3 4 3 4 17 

87 4 4 3 3 4 18 

88 3 3 2 2 3 13 

89 3 4 2 2 4 15 

90 4 3 3 4 4 18 

91 2 3 2 3 3 13 

92 4 4 2 3 4 17 

93 3 3 3 5 3 17 

94 5 5 5 5 5 25 

95 5 5 5 5 5 25 

96 5 5 5 5 5 25 

97 5 5 5 5 5 25 

98 5 5 5 5 5 25 

99 5 5 3 5 5 23 

100 4 4 3 4 4 19 

101 3 3 1 4 3 14 

102 5 4 3 5 5 22 



103 5 4 4 5 5 23 

104 5 5 4 5 5 24 

105 5 5 5 5 5 25 

106 5 5 5 5 5 25 

107 4 3 5 4 3 19 

 

c. Variabel Kepuasan Pelanggan 

 

NO Y1 Y2 Y3 Y4 
Total 
Y 

1 5 5 5 5 20 

2 4 5 4 4 17 

3 4 5 5 5 19 

4 4 4 4 5 17 

5 2 2 2 2 8 

6 5 5 4 4 18 

7 4 3 3 4 14 

8 5 4 4 4 17 

9 5 4 4 4 17 

10 5 5 5 5 20 

11 3 1 1 1 6 

12 1 1 1 1 4 

13 5 5 5 5 20 

14 1 1 1 1 4 

15 4 4 4 4 16 

16 5 5 5 5 20 

17 5 4 4 4 17 

18 4 5 5 5 19 

19 5 5 5 5 20 

20 5 5 4 5 19 

21 5 5 5 5 20 

22 4 5 5 4 18 

23 5 3 4 5 17 

24 5 5 4 5 19 

25 3 3 3 3 12 

26 3 3 3 3 12 

27 5 4 5 3 17 

28 5 5 5 5 20 

29 5 5 5 5 20 

30 5 5 5 5 20 

31 5 5 3 4 17 

32 3 4 3 3 13 

33 5 5 5 5 20 

34 5 5 5 5 20 

35 5 5 5 5 20 

36 5 5 5 5 20 



37 5 5 4 5 19 

38 3 3 3 3 12 

39 4 4 4 4 16 

40 5 4 5 5 19 

41 5 5 5 5 20 

42 5 4 4 4 17 

43 5 5 5 5 20 

44 4 4 4 4 16 

45 4 5 3 4 16 

46 5 5 5 5 20 

47 4 4 4 4 16 

48 4 4 4 4 16 

49 5 5 5 5 20 

50 5 5 4 5 19 

51 4 4 4 4 16 

52 5 5 4 4 18 

53 4 5 4 5 18 

54 4 4 4 5 17 

55 5 5 4 5 19 

56 5 5 5 5 20 

57 4 4 5 5 18 

58 5 5 5 5 20 

59 4 4 4 4 16 

60 4 5 4 4 17 

61 4 5 4 4 17 

62 4 3 4 3 14 

63 3 4 5 4 16 

64 5 5 5 5 20 

65 5 5 5 5 20 

66 5 5 5 5 20 

67 5 5 5 5 20 

68 4 4 4 4 16 

69 5 5 5 5 20 

70 4 5 4 4 17 

71 4 4 4 4 16 

72 3 3 3 3 12 

73 5 5 5 5 20 

74 4 5 4 5 18 

75 5 5 5 5 20 

76 5 5 5 5 20 

77 4 4 4 4 16 

78 4 4 4 4 16 

79 4 5 4 4 17 

80 4 4 4 4 16 

81 4 4 4 4 16 

82 5 5 5 4 19 



83 4 5 5 5 19 

84 5 5 5 5 20 

85 4 3 4 3 14 

86 4 3 4 3 14 

87 4 3 3 4 14 

88 3 3 3 3 12 

89 3 2 5 5 15 

90 5 5 3 4 17 

91 2 4 3 3 12 

92 4 4 3 4 15 

93 4 4 4 3 15 

94 5 5 5 5 20 

95 5 5 5 5 20 

96 5 5 5 5 20 

97 5 5 5 5 20 

98 5 5 5 5 20 

99 5 5 5 5 20 

100 5 3 4 4 16 

101 4 3 4 4 15 

102 4 4 4 4 16 

103 5 4 5 5 19 

104 5 5 5 5 20 

105 5 5 5 5 20 

106 5 5 5 5 20 

107 3 4 4 3 14 

 

d. Variabel Kualitas Layanan Pra Kuesioner 

 

N
O 

X1.
1 

X1.
2 

X1.
3 

X1.
4 

X1.
5 

X1.
6 

X1.
7 

X1.
8 

X1.
9 

X1.1
0 

X1.1
1 

X1.1
2 

X1.1
3 

Total 
X1 

1 3 3 4 4 5 2 3 4 4 3 4 5 4 48 

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

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

4 3 3 3 3 4 2 3 3 4 3 4 3 3 41 

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

6 2 2 2 2 3 2 2 3 4 3 4 5 3 37 

7 3 3 3 3 3 3 4 3 3 3 3 4 4 42 

8 4 3 3 4 4 4 2 3 3 3 3 3 4 43 

9 4 3 2 2 3 4 4 3 4 2 5 3 4 43 

10 3 4 4 5 3 3 3 3 4 3 4 2 4 45 

11 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

12 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

13 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

14 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

15 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

16 5 5 5 5 5 4 5 5 5 5 5 5 5 64 



17 5 4 5 4 5 3 4 4 4 4 5 4 4 55 

18 4 4 4 3 3 2 3 2 4 3 4 3 4 43 

19 4 3 4 4 5 3 4 5 5 4 5 3 4 53 

20 5 5 5 5 5 4 5 5 5 5 5 5 5 64 

21 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

22 5 5 3 3 5 5 5 5 5 5 5 5 5 61 

23 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

24 4 4 3 3 4 4 5 5 4 3 4 4 3 50 

25 4 5 4 5 3 5 4 5 3 2 3 5 3 51 

26 2 3 3 4 2 2 2 2 2 2 3 2 2 31 

27 2 2 5 3 3 4 3 2 3 3 4 5 3 42 

28 3 3 3 5 2 1 1 2 3 3 4 3 3 36 

29 4 4 3 5 3 2 3 5 3 3 5 4 4 48 

30 5 5 5 5 5 3 5 5 5 5 5 5 5 63 

 

 

 

e. Variabel Nilai Pelanggan Kuesioner 

NO X2.1 X2.2 X2.3 X2.4 X2.5 
Total 
X2 

1 4 4 3 3 4 18 

2 4 4 3 3 4 18 

3 3 3 2 2 3 13 

4 3 4 2 2 4 15 

5 4 3 3 4 4 18 

6 2 3 2 3 3 13 

7 4 4 4 5 5 22 

8 4 3 3 4 3 17 

9 4 4 2 3 4 17 

10 3 3 3 5 3 17 

11 5 5 5 5 5 25 

12 5 5 5 5 5 25 

13 5 5 5 5 5 25 

14 5 5 5 5 5 25 

15 5 5 5 5 5 25 

16 5 5 3 5 5 23 

17 4 4 3 4 4 19 

18 3 3 1 4 3 14 

19 5 4 3 5 5 22 

20 5 4 4 5 5 23 

21 5 5 4 5 5 24 

22 5 5 5 5 5 25 

23 5 5 5 5 5 25 

24 4 3 5 4 3 19 

25 5 4 5 3 5 22 

26 1 2 3 3 2 11 



27 3 4 3 4 3 17 

28 2 3 3 3 3 14 

29 4 3 3 3 4 17 

30 5 5 3 5 5 23 

 

f. Variabel Kepuasan Pelanggan Pra Kuesioner 

 

NO Y1 Y2 Y3 Y4 
Total 
Y 

1 4 3 3 4 14 

2 3 3 3 3 12 

3 3 3 3 3 12 

4 3 2 5 5 15 

5 5 5 3 4 17 

6 2 4 3 3 12 

7 4 5 4 5 18 

8 4 4 5 5 18 

9 4 4 3 4 15 

10 4 4 4 3 15 

11 5 5 5 5 20 

12 5 5 5 5 20 

13 5 5 5 5 20 

14 5 5 5 5 20 

15 5 5 5 5 20 

16 5 5 5 5 20 

17 5 3 4 4 16 

18 4 3 4 4 15 

19 4 4 4 4 16 

20 5 4 5 5 19 

21 5 5 5 5 20 

22 5 5 5 5 20 

23 5 5 5 5 20 

24 3 4 4 3 14 

25 3 3 4 3 13 

26 2 2 3 2 9 

27 4 3 2 3 12 

28 2 3 2 2 9 

29 4 3 5 4 16 

30 5 5 5 5 20 

 

2. Hasil Uji SPSS – Kualitas Data 

 

a. Uji Validitas Variabel Kualitas Layanan 

 



Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X1.1 47.73 100.202 .888 .951 

X1.2 47.73 102.064 .852 .952 

X1.3 47.70 104.700 .727 .955 

X1.4 47.60 107.766 .559 .959 

X1.5 47.67 101.816 .833 .952 

X1.6 48.13 100.947 .718 .956 

X1.7 47.83 99.316 .847 .952 

X1.8 47.67 99.678 .832 .952 

X1.9 47.53 104.602 .824 .953 

X1.10 48.00 99.379 .889 .951 

X1.11 47.30 109.321 .715 .956 

X1.12 47.57 105.357 .670 .956 

X1.13 47.53 105.223 .828 .953 

 

 

b. Uji Validitas Variabel Nilai Pelanggan 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X2.1 15.67 11.678 .867 .870 

X2.2 15.73 13.237 .828 .882 

X2.3 16.20 12.510 .668 .917 

X2.4 15.63 13.275 .688 .908 

X2.5 15.57 12.737 .863 .874 

 

c. Uji Validitas Variabel Kepuasan Pelanggan 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Y1 12.17 6.971 .819 .859 

Y2 12.27 7.582 .693 .905 



Y3 12.13 7.430 .732 .891 

Y4 12.13 6.809 .885 .835 

 

 

d. Uji Reliabilitas Variabel Kualitas Layanan 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.957 13 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X1.1 47.73 100.202 .888 .951 

X1.2 47.73 102.064 .852 .952 

X1.3 47.70 104.700 .727 .955 

X1.4 47.60 107.766 .559 .959 

X1.5 47.67 101.816 .833 .952 

X1.6 48.13 100.947 .718 .956 

X1.7 47.83 99.316 .847 .952 

X1.8 47.67 99.678 .832 .952 

X1.9 47.53 104.602 .824 .953 

X1.10 48.00 99.379 .889 .951 

X1.11 47.30 109.321 .715 .956 

X1.12 47.57 105.357 .670 .956 

X1.13 47.53 105.223 .828 .953 

 

e. Uji Reliabilitas Variabel Nilai Pelanggan 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.910 5 

 

Item-Total Statistics 



 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X2.1 15.67 11.678 .867 .870 

X2.2 15.73 13.237 .828 .882 

X2.3 16.20 12.510 .668 .917 

X2.4 15.63 13.275 .688 .908 

X2.5 15.57 12.737 .863 .874 

 

f. Uji Reliabilitas Variabel Kepuasan Pelanggan 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.902 4 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Y1 12.17 6.971 .819 .859 

Y2 12.27 7.582 .693 .905 

Y3 12.13 7.430 .732 .891 

Y4 12.13 6.809 .885 .835 

 

2. Hasil Uji SPSS – Uji Asumsi Klasik 

 

a. Uji Normalitas 

 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardized 

Residual 

N 107 

Normal Parametersa,b Mean .0000000 

Std. Deviation 1.01972476 

Most Extreme Differences Absolute .124 

Positive .090 

Negative -.124 

Test Statistic .124 

Asymp. Sig. (2-tailed) .000c 



a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

 

b. Uji Multikoliniearitas 

 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 1.170 .519  2.257 .026   

Kualitas 

Layanan 
.142 .028 .463 5.102 .000 .110 9.121 

Nilai Pelanggan .384 .069 .503 5.537 .000 .110 9.121 

a. Dependent Variable: Kepuasan pelanggan 

 

 

c. Uji Autokorelasi 

 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate Durbin-Watson 

1 .952a .906 .904 1.02948 1.903 

a. Predictors: (Constant), Nilai Pelanggan, Kualitas Layanan 

b. Dependent Variable: Kepuasan pelanggan 

 

 

d. Uji Heteroskedastistas 

 



 
 

 

 

 

 

3. Hasil Uji SPSS – Uji Regresi Linear Berganda 

 

a. Uji F  

 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 1063.385 2 531.692 501.674 .000b 

Residual 110.223 104 1.060   

Total 1173.607 106    

a. Dependent Variable: Kepuasan pelanggan 

b. Predictors: (Constant), Nilai Pelanggan, Kualitas Layanan 

 

 

a. Uji t 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.170 .519  2.257 .026 



Kualitas Layanan .142 .028 .463 5.102 .000 

Nilai Pelanggan .384 .069 .503 5.537 .000 

a. Dependent Variable: Kepuasan pelanggan 

 

b. Uji Koefisien Determinasi 

 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .952a .906 .904 1.02948 

a. Predictors: (Constant), Nilai Pelanggan, Kualitas Layanan 

 

4. Hasil Uji SPSS – Data Responden 

 

 

Jenis Kelamin 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Laki - laki 61 57.0 57.0 57.0 

Perempuan 46 43.0 43.0 100.0 

Total 107 100.0 100.0  

 

 

Usia 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid <20 tahun 4 3.7 3.7 3.7 

20 - 40 tahun 81 75.7 75.7 79.4 

40 - 60 tahun 19 17.8 17.8 97.2 

> 60 tahun 3 2.8 2.8 100.0 

Total 107 100.0 100.0  

 

 

 

Pendidikan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid < SMA 4 3.7 3.7 3.7 



SMA 38 35.5 35.5 39.3 

S1 62 57.9 57.9 97.2 

S2 2 1.9 1.9 99.1 

S3 1 .9 .9 100.0 

Total 107 100.0 100.0  

 

 

 

Penghasilan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid < 5.000.000 32 29.9 29.9 29.9 

5.000.000 - 10.000.000 51 47.7 47.7 77.6 

> 10.000.000 24 22.4 22.4 100.0 

Total 107 100.0 100.0  

 

5. Hasil Uji SPSS – MEAN 

 

a. Variabel Kualitas Layanan 

 

Statistics 

 X1.1 X1.2 X1.3 

X1.

4 

X1.

5 X1.6 

X1.

7 

X1.

8 

X1.

9 

X1.1

0 

X1.1

1 

X1.1

2 

X1.1

3 TotalX1 

N Valid 107 107 107 107 107 107 107 107 107 107 107 107 107 107 

Missin

g 
1 1 1 1 1 1 1 1 1 1 1 1 1 1 

Mean 4.13 4.17 4.17 4.12 4.35 4.10 4.22 4.29 4.35 4.21 4.43 4.29 4.34 55.16 

Std. Error 

of Mean 
.099 .099 .100 .086 .094 .098 .096 .093 .085 .094 .092 .088 .090 1.049 

Median 4.00 4.00 4.00 4.00 5.00 4.00 4.00 5.00 5.00 4.00 5.00 5.00 5.00 57.00 

Mode 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

Std. 

Deviation 

1.02

9 

1.02

3 

1.03

2 
.887 .972 

1.00

9 
.993 .962 .881 .969 .953 .911 .931 10.846 

Variance 1.05

8 

1.04

7 

1.06

6 
.787 .945 

1.01

8 
.987 .925 .776 .938 .908 .830 .867 

117.64

4 

Range 4 4 4 3 4 4 4 4 4 4 4 4 4 51 

Minimum 1 1 1 2 1 1 1 1 1 1 1 1 1 14 

Maximum 5 5 5 5 5 5 5 5 5 5 5 5 5 65 

Sum 442 446 446 441 465 439 452 459 465 450 474 459 464 5902 

 



 

 

X1.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 4 3.7 3.7 3.7 

TIDAK SETUJU 4 3.7 3.7 7.5 

NETRAL 14 13.0 13.1 20.6 

SETUJU 37 34.3 34.6 55.1 

SANGAT SETUJU 48 44.4 44.9 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

X1.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 4 3.7 3.7 3.7 

TIDAK SETUJU 3 2.8 2.8 6.5 

NETRAL 15 13.9 14.0 20.6 

SETUJU 34 31.5 31.8 52.3 

SANGAT SETUJU 51 47.2 47.7 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

X1.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 4 3.7 3.7 3.7 

TIDAK SETUJU 5 4.6 4.7 8.4 

NETRAL 10 9.3 9.3 17.8 

SETUJU 38 35.2 35.5 53.3 

SANGAT SETUJU 50 46.3 46.7 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   



 

 

X1.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid TIDAK SETUJU 6 5.6 5.6 5.6 

NETRAL 18 16.7 16.8 22.4 

SETUJU 40 37.0 37.4 59.8 

SANGAT SETUJU 43 39.8 40.2 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

X1.5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 4 3.7 3.7 3.7 

NETRAL 14 13.0 13.1 16.8 

SETUJU 26 24.1 24.3 41.1 

SANGAT SETUJU 63 58.3 58.9 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

X1.6 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 2 1.9 1.9 1.9 

TIDAK SETUJU 8 7.4 7.5 9.3 

NETRAL 13 12.0 12.1 21.5 

SETUJU 38 35.2 35.5 57.0 

SANGAT SETUJU 46 42.6 43.0 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 



 

X1.7 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 4 3.7 3.7 3.7 

TIDAK SETUJU 2 1.9 1.9 5.6 

NETRAL 13 12.0 12.1 17.8 

SETUJU 35 32.4 32.7 50.5 

SANGAT SETUJU 53 49.1 49.5 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

X1.8 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 3 2.8 2.8 5.6 

NETRAL 11 10.2 10.3 15.9 

SETUJU 33 30.6 30.8 46.7 

SANGAT SETUJU 57 52.8 53.3 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

X1.9 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 2 1.9 1.9 1.9 

TIDAK SETUJU 3 2.8 2.8 4.7 

NETRAL 8 7.4 7.5 12.1 

SETUJU 37 34.3 34.6 46.7 

SANGAT SETUJU 57 52.8 53.3 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 



 

X1.10 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 2 1.9 1.9 1.9 

TIDAK SETUJU 5 4.6 4.7 6.5 

NETRAL 14 13.0 13.1 19.6 

SETUJU 34 31.5 31.8 51.4 

SANGAT SETUJU 52 48.1 48.6 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

 

 

X1.12 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 2 1.9 1.9 1.9 

TIDAK SETUJU 3 2.8 2.8 4.7 

NETRAL 12 11.1 11.2 15.9 

SETUJU 35 32.4 32.7 48.6 

SANGAT SETUJU 55 50.9 51.4 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

X1.11 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 4 3.7 3.7 3.7 

TIDAK SETUJU 3 2.8 2.8 6.5 

NETRAL 2 1.9 1.9 8.4 

SETUJU 32 29.6 29.9 38.3 

SANGAT SETUJU 66 61.1 61.7 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   



 

X1.13 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 3 2.8 2.8 5.6 

NETRAL 7 6.5 6.5 12.1 

SETUJU 36 33.3 33.6 45.8 

SANGAT SETUJU 58 53.7 54.2 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

TotalX1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 14 1 .9 .9 .9 

15 1 .9 .9 1.9 

19 1 .9 .9 2.8 

20 1 .9 .9 3.7 

31 1 .9 .9 4.7 

34 1 .9 .9 5.6 

37 1 .9 .9 6.5 

38 1 .9 .9 7.5 

39 1 .9 .9 8.4 

41 1 .9 .9 9.3 

43 2 1.9 1.9 11.2 

44 1 .9 .9 12.1 

45 1 .9 .9 13.1 

46 1 .9 .9 14.0 

47 2 1.9 1.9 15.9 

48 2 1.9 1.9 17.8 

49 1 .9 .9 18.7 

50 2 1.9 1.9 20.6 

51 3 2.8 2.8 23.4 

52 7 6.5 6.5 29.9 

53 3 2.8 2.8 32.7 



54 4 3.7 3.7 36.4 

55 8 7.4 7.5 43.9 

56 3 2.8 2.8 46.7 

57 5 4.6 4.7 51.4 

58 4 3.7 3.7 55.1 

59 5 4.6 4.7 59.8 

60 3 2.8 2.8 62.6 

61 3 2.8 2.8 65.4 

62 4 3.7 3.7 69.2 

63 4 3.7 3.7 72.9 

64 6 5.6 5.6 78.5 

65 23 21.3 21.5 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

 

 

b. Variabel Nilai Pelanggan 

 

 

 

 

X2.1 

Statistics 

 X2.1 X2.2 X2.3 X2.4 X2.5 TotalX2 

N Valid 107 108 108 108 108 108 

Missing 1 0 0 0 0 0 

Mean 4.31 4.24 4.16 4.24 4.23 21.14 

Std. Error of Mean .091 .090 .099 .094 .086 .419 

Median 5.00 4.00 4.00 4.00 4.00 22.00 

Mode 5 5 5 5 5 25 

Std. Deviation .946 .936 1.034 .975 .892 4.357 

Variance .895 .876 1.068 .951 .796 18.981 

Range 4 4 4 4 4 20 

Minimum 1 1 1 1 1 5 

Maximum 5 5 5 5 5 25 

Sum 461 458 449 458 457 2283 



 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 3 2.8 2.8 5.6 

NETRAL 9 8.3 8.4 14.0 

SETUJU 35 32.4 32.7 46.7 

SANGAT SETUJU 57 52.8 53.3 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

X2.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 2 1.9 1.9 4.6 

NETRAL 13 12.0 12.0 16.7 

SETUJU 38 35.2 35.2 51.9 

SANGAT SETUJU 52 48.1 48.1 100.0 

Total 108 100.0 100.0  

 

 

X2.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 5 4.6 4.6 7.4 

NETRAL 17 15.7 15.7 23.1 

SETUJU 30 27.8 27.8 50.9 

SANGAT SETUJU 53 49.1 49.1 100.0 

Total 108 100.0 100.0  

 

 

X2.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 4 3.7 3.7 3.7 

TIDAK SETUJU 2 1.9 1.9 5.6 



NETRAL 11 10.2 10.2 15.7 

SETUJU 38 35.2 35.2 50.9 

SANGAT SETUJU 53 49.1 49.1 100.0 

Total 108 100.0 100.0  

 

 

X2.5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 1 .9 .9 3.7 

NETRAL 12 11.1 11.1 14.8 

SETUJU 44 40.7 40.7 55.6 

SANGAT SETUJU 48 44.4 44.4 100.0 

Total 108 100.0 100.0  



 

 

c. Variabel Kepuasan Pelanggan 

 

 

 

Y1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 2 1.9 1.9 1.9 

TotalX2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 5 1 .9 .9 .9 

6 1 .9 .9 1.9 

7 1 .9 .9 2.8 

8 1 .9 .9 3.7 

13 2 1.9 1.9 5.6 

14 3 2.8 2.8 8.3 

15 2 1.9 1.9 10.2 

17 6 5.6 5.6 15.7 

18 4 3.7 3.7 19.4 

19 8 7.4 7.4 26.9 

20 12 11.1 11.1 38.0 

21 8 7.4 7.4 45.4 

22 9 8.3 8.3 53.7 

23 8 7.4 7.4 61.1 

24 7 6.5 6.5 67.6 

25 35 32.4 32.4 100.0 

Total 108 100.0 100.0  

Statistics 

 Y1 Y2 Y3 Y4 TotalY 

N Valid 107 107 107 107 107 

Missing 1 1 1 1 1 

Mean 4.34 4.31 4.22 4.28 17.15 

Std. Error of Mean .084 .092 .087 .089 .322 

Median 5.00 5.00 4.00 5.00 18.00 

Mode 5 5 5 5 20 

Std. Deviation .868 .956 .904 .919 3.327 

Variance .754 .913 .817 .845 11.072 

Range 4 4 4 4 16 

Minimum 1 1 1 1 4 

Maximum 5 5 5 5 20 

Sum 464 461 452 458 1835 



TIDAK SETUJU 2 1.9 1.9 3.7 

NETRAL 10 9.3 9.3 13.1 

SETUJU 37 34.3 34.6 47.7 

SANGAT SETUJU 56 51.9 52.3 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

Y2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 2 1.9 1.9 4.7 

NETRAL 13 12.0 12.1 16.8 

SETUJU 30 27.8 28.0 44.9 

SANGAT SETUJU 59 54.6 55.1 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

Y3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 

TIDAK SETUJU 1 .9 .9 3.7 

NETRAL 13 12.0 12.1 15.9 

SETUJU 42 38.9 39.3 55.1 

SANGAT SETUJU 48 44.4 44.9 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

 

Y4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SANGAT TIDAK SETUJU 3 2.8 2.8 2.8 



TIDAK SETUJU 1 .9 .9 3.7 

NETRAL 13 12.0 12.1 15.9 

SETUJU 36 33.3 33.6 49.5 

SANGAT SETUJU 54 50.0 50.5 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   

 

TotalY 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 4 2 1.9 1.9 1.9 

6 1 .9 .9 2.8 

8 1 .9 .9 3.7 

12 6 5.6 5.6 9.3 

13 1 .9 .9 10.3 

14 6 5.6 5.6 15.9 

15 4 3.7 3.7 19.6 

16 17 15.7 15.9 35.5 

17 15 13.9 14.0 49.5 

18 6 5.6 5.6 55.1 

19 11 10.2 10.3 65.4 

20 37 34.3 34.6 100.0 

Total 107 99.1 100.0  

Missing System 1 .9   

Total 108 100.0   


