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LAMPIRAN 1 

KUISIONER PENELITIAN 

 

 Petunjuk bagi kuisioner 

Beri tanda (√) pada kolom sesuai dengan jawaban Bapak/Ibu dalam 

pernyataan kuisioner. 

o Sangat setuju (SS)  = poin 5 

o Setuju (S)   = poin 4 

o Netral (N)   = poin 3 

o Tidak Setuju (TS)  = poin 2 

o Sangat Tidak Setuju = poin 1 

 Identitas Responden 

Usia   = …… tahun 

Pendidikan Terakhir = …………………………. 

    Kualitas Pelayanan   

NO Pernyataan SS S N TS STS 

     

 

  

1. Ruang kantornyaman dan bersih 

 

     

2. Karyawan melayani sesuai yang dijanjikan perusahaan 

 

     

3. Jenis layanan yang diberikan sesuai dengan ditawarkan 

 

     

4. Karyawan yang ramah dan cekatan 

 

     

5. Karyawan bersedia membantu tanpa diminta pelanggan 

 

     

6. Karyawan menguasai produk dan informasi yang terkait 

dengan layanan 
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    Kinerja Karyawan   

NO Pernyataan SS S N TS STS 

     

 

  

1. Karyawan yang bekerja dengan disiplin tinggi 

 

     

2. Karyawan bekerja dengan penuh tanggung jawab 

 

     

3. Karyawan selalu tepat waktu dan cepat 

 

     

4. Karyawan melayani dengan ramah dan sopan 

 

     

5. Karyawan berupaya berhubungan baik dengan 

pelanggan 

 

     

6. Karyawan tanggap dalam menaggapi kebutuhan 

pelanggan 

 

     

7. Karyawan berpenampilan menarik 
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    KepuasanPelanggan   

NO Pernyataan SS S N TS STS 

     

 

  

1. Saya merasapuas dengan pelayanan karyawan karena 

sesuai dengan yang dijanjikan  

     

2.  Saya merasa puas dengan pelayanan karyawan karena 

karyawan melayani dengan ramah  

     

3. Saya merasa puas dengan pelayanan karyawan UD. 

Mini Top karena memberikan perhatian khusus kepada 

setiap pelanggan 

     

4. Saya merasa puas dengan pelayanan UD. Mini Top 

karena tanggap dalam menangani kebutuhan pelanggan 

     

5. Saya merasa puas dengan pelayanan karena 

menyediakan produk yang diinginkan tepat waktu dan 

cepat 

     

6. Saya merasa puas dengan pelayanan UD. Mini Top 

karena bertanggung jawab dalam memenuhi kebutuhan 

pelanggan 
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LAMPIRAN 2 

 UJI VALIDITAS 

1. KualitasPelayanan (X1) 

 

 

 

 

 

 

 

 

 

 

 

 

 

  Correlations 

 X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 TOTAL 

X1.1 

Pearson Correlation 1 .842** .493** .625** .531** .762** .816** 

Sig. (2-tailed)  .000 .001 .000 .000 .000 .000 

N 44 44 44 44 44 44 44 

X1.2 

Pearson Correlation .842** 1 .631** .800** .679** .898** .938** 

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

N 44 44 44 44 44 44 44 

X1.3 

Pearson Correlation .493** .631** 1 .837** .930** .742** .835** 

Sig. (2-tailed) .001 .000  .000 .000 .000 .000 

N 44 44 44 44 44 44 44 

X1.4 

Pearson Correlation .625** .800** .837** 1 .849** .760** .909** 

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

N 44 44 44 44 44 44 44 

X1.5 

Pearson Correlation .531** .679** .930** .849** 1 .798** .869** 

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

N 44 44 44 44 44 44 44 

X1.6 

Pearson Correlation .762** .898** .742** .760** .798** 1 .942** 

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

N 44 44 44 44 44 44 44 

TOTAL 

Pearson Correlation .816** .938** .835** .909** .869** .942** 1 

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

N 44 44 44 44 44 44 44 

**. Correlation is significant at the 0.01 level (2-tailed). 
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2. Kinerja Karyawan (X2) 

 

 

Correlations 

 X2.1 X2.2 X2.3 X2.4 X2.5 X2.6 X2.7 TOTAL 

X2.1 

Pearson Correlation 1 .749** .769** .874** .783** .744** .678** .930** 

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

N 44 44 44 44 44 44 44 44 

X2.2 

Pearson Correlation .749** 1 .495** .826** .591** .734** .295 .790** 

Sig. (2-tailed) .000  .001 .000 .000 .000 .052 .000 

N 44 44 44 44 44 44 44 44 

X2.3 

Pearson Correlation .769** .495** 1 .818** .837** .698** .652** .856** 

Sig. (2-tailed) .000 .001  .000 .000 .000 .000 .000 

N 44 44 44 44 44 44 44 44 

X2.4 

Pearson Correlation .874** .826** .818** 1 .856** .860** .585** .966** 

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

N 44 44 44 44 44 44 44 44 

X2.5 

Pearson Correlation .783** .591** .837** .856** 1 .761** .778** .912** 

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

N 44 44 44 44 44 44 44 44 

X2.6 

Pearson Correlation .744** .734** .698** .860** .761** 1 .521** .883** 

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

N 44 44 44 44 44 44 44 44 

X2.7 

Pearson Correlation .678** .295 .652** .585** .778** .521** 1 .724** 

Sig. (2-tailed) .000 .052 .000 .000 .000 .000  .000 

N 44 44 44 44 44 44 44 44 

TOTAL 

Pearson Correlation .930** .790** .856** .966** .912** .883** .724** 1 

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

N 44 44 44 44 44 44 44 44 

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

Correlations 

 Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 Y1.6 TOTAL 

Y1.1 

Pearson Correlation 1 .865** .706** .219 .553** .883** .842** 

Sig. (2-tailed)  .000 .000 .153 .000 .000 .000 

N 44 44 44 44 44 44 44 

Y1.2 

Pearson Correlation .865** 1 .892** .329* .829** .764** .966** 

Sig. (2-tailed) .000  .000 .029 .000 .000 .000 

N 44 44 44 44 44 44 44 

Y1.3 

Pearson Correlation .706** .892** 1 .311* .783** .624** .896** 

Sig. (2-tailed) .000 .000  .040 .000 .000 .000 

N 44 44 44 44 44 44 44 

Y1.4 

Pearson Correlation .219 .329* .311* 1 .397** .194 .517** 

Sig. (2-tailed) .153 .029 .040  .008 .208 .000 

N 44 44 44 44 44 44 44 

Y1.5 

Pearson Correlation .553** .829** .783** .397** 1 .488** .858** 

Sig. (2-tailed) .000 .000 .000 .008  .001 .000 

N 44 44 44 44 44 44 44 

Y1.6 

Pearson Correlation .883** .764** .624** .194 .488** 1 .774** 

Sig. (2-tailed) .000 .000 .000 .208 .001  .000 

N 44 44 44 44 44 44 44 

TOTAL 

Pearson Correlation .842** .966** .896** .517** .858** .774** 1 

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

N 44 44 44 44 44 44 44 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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LAMPIRAN 3 

UJI REALIBILITAS 

 

1. KualitasPelayanan (X1) 

 

Case Processing Summary 

 N % 

Cases 

Valid 44 100.0 

Excludeda 0 .0 

Total 44 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.931 6 

 

2. Kinerja Karyawan (X2) 

 

Case Processing Summary 

 N % 

Cases 

Valid 44 100.0 

Excludeda 0 .0 

Total 44 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.937 7 
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3. Kepuasanpelanggan (Y) 

 

Case Processing Summary 

 N % 

Cases 

Valid 44 100.0 

Excludeda 0 .0 

Total 44 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.879 6 
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LAMPIRAN 4 

UJI ASUMSI KLASIK 

 

A. Uji Multikolinearitas 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) 10.131 1.016  9.973 .000   

KUALITAS 

PELAYANAN 

.572 .141 .855 4.053 .000 .065 15.291 

KINERJA 

KARYAWAN 

.052 .126 .087 .411 .684 .065 15.291 

a. Dependent Variable: KEPUASAN PELANGGAN 

 

 

B. Uji Normalitas 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized 

Residual 

N 44 

Normal Parametersa,b 
Mean .0000000 

Std. Deviation .74309116 

Most Extreme Differences 

Absolute .190 

Positive .094 

Negative -.190 

Kolmogorov-Smirnov Z 1.261 

Asymp. Sig. (2-tailed) .083 

a. Test distribution is Normal. 

b. Calculated from data. 
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C. Uji Heterokedastatisitas 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 3.163 .481  6.572 .000 

KUALITAS 

PELAYANAN 

.005 .067 .036 .077 .939 

KINERJA 

KARYAWAN 

-.087 .060 -.680 -1.457 .153 

a. Dependent Variable: RES2 
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LAMPIRAN 5 

ANALISIS REGRESI LINIER BERGANDA 

 

a. Uji Koefisien Determinasi 

 

 

Model Summaryb 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .938a .881 .875 .761 

a. Predictors: (Constant), KINERJA KARYAWAN, KUALITAS 

PELAYANAN 

b. Dependent Variable: KEPUASAN PELANGGAN 

 

 

b. Uji t 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

T Sig. 

B Std. Error Beta 

1 

(Constant) 10.131 1.016  9.973 .000 

KUALITAS PELAYANAN .572 .141 .855 4.053 .000 

KINERJA KARYAWAN .052 .126 .087 .411 .684 

a. Dependent Variable: KEPUASAN PELANGGAN 

 

c. Uji F 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 175.415 2 87.708 151.450 .000b 

Residual 23.744 41 .579   

Total 199.159 43    

a. Dependent Variable: KEPUASAN PELANGGAN 

b. Predictors: (Constant), KINERJA KARYAWAN, KUALITAS PELAYANAN 
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LAMPIRAN 7 

R Table 
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T Tabel 
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F Tabel 

 

 


