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LAMPIRAN 1
KUISIONER PENELITIAN

J Petunjuk bagi kuisioner
Beri tanda (V) pada kolom sesuai dengan jawaban Bapak/lbu dalam

pernyataan kuisioner.

o Sangat setuju (SS) =poin 5

o Setuju (S) =poin4

o Netral (N) =poin 3

o Tidak Setuju (TS) = poin 2

o Sangat Tidak Setuju =poin 1
o 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 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 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




1. KualitasPelayanan (X1)

LAMPIRAN 2

UJI VALIDITAS

Correlations

IV-73

X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 TOTAL
Pearson Correlation 1 .842" 493" .625" 531" 762" .816"
X1.1 Sig. (2-tailed) .000 .001 .000 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation .842" 1 .631" .800" 679" .898" .938"
X1.2 Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation 493" .631" 1 .837" .930" 742" .835"
X1.3 Sig. (2-tailed) .001 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation .625™ .800" .837" 1 .849" .760" .909"
X1.4 Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation 531" .679™ .930™ .849™ 1 .798™ .869™
X1.5 Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation 762" .898™ 7427 .760™ .798™ 1 .942™
X1.6 Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation .816™ .938™ .835™ .909™ .869™ .942™ 1
TOTAL 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).




2. Kinerja Karyawan (Xz)

Correlations

IV-74

X2.1 X2.2 X2.3 X2.4 X2.5 X2.6 X2.7 TOTAL
Pearson Correlation 1 749" 769" .874" .783" 744" .678" .930"
X2.1 Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44 44
Pearson Correlation 749" 1 495" .826" 591" 734" .295 .790"
X2.2 Sig. (2-tailed) .000 .001 .000 .000 .000 .052 .000
N 44 44 44 44 44 44 44 44
Pearson Correlation 769" 495" 1 .818" .837" .698™ .652" .856"
X2.3 Sig. (2-tailed) .000 .001 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44 44
Pearson Correlation .874" .826" .818" 1 .856™ .860™ .585™ .966™
X2.4 Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44 44
Pearson Correlation .783" 591" .837" .856™ 1 761" 778" 912"
X2.5 Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44 44
Pearson Correlation 744" 734" .698™ .860™ 761" 1 521" .883"
X2.6 Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44 44
Pearson Correlation 678" .295 .652™ .585™ 778" 521" 1 724"
X2.7 Sig. (2-tailed) .000 .052 .000 .000 .000 .000 .000
N 44 44 44 44 44 44 44 44
Pearson Correlation .930™ .790™ .856™ .966™ 912" .883™ 724" 1
TOTAL 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).




3. KepuasanPelanggan ()

Correlations
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Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 Y1.6 TOTAL
Pearson Correlation 1 .865" 706" 219 .553" .883" .842"
Y1.1 Sig. (2-tailed) .000 .000 .153 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation .865" 1 .892" .329" .829" 764" .966™
Y1.2 Sig. (2-tailed) .000 .000 .029 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation 706" .892" 1 311" .783" .624" .896"
Y1.3 Sig. (2-tailed) .000 .000 .040 .000 .000 .000
N 44 44 44 44 44 44 44
Pearson Correlation 219 .329" 3117 1 .397" .194 517"
Y1.4 Sig. (2-tailed) .153 .029 .040 .008 .208 .000
N 44 44 44 44 44 44 44
Pearson Correlation 553" .829" 783" .397" 1 .488" .858"
Y1.5 Sig. (2-tailed) .000 .000 .000 .008 .001 .000
N 44 44 44 44 44 44 44
Pearson Correlation .883" 764" .624" .194 .488" 1 7747
Y1.6 Sig. (2-tailed) .000 .000 .000 .208 .001 .000
N 44 44 44 44 44 44 44
Pearson Correlation .842" .966™ .896™ 517" .858™ a74” 1
TOTAL 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).




1. KualitasPelayanan (X1)

LAMPIRAN 3
UJI REALIBILITAS

Case Processing Summary

N

%

Valid

Total

Cases Excluded?

44
0
44

100.0
.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

931

2. Kinerja Karyawan (X>)

Case Processing Summary

N

%

Valid

Total

Cases Excluded?

44
0
44

100.0
.0
100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

.937
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3. Kepuasanpelanggan ()

Case Processing Summary

N

%

Valid

Total

Cases Excluded?

44
0
44

100.0
.0
100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.879
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A. Uji Multikolinearitas

LAMPIRAN 4
UJl ASUMSI KLASIK

Coefficients?®

IV-78

Model Unstandardized Coefficients Standardized t Sig. Collinearity Statistics
Coefficients
B Std. Error Beta Tolerance VIF

(Constant) 10.131 1.016 9.973 .000

KUALITAS 572 141 .855 4.053 .000 .065] 15.291
PELAYANAN

KINERJA .052 .126 .087 411 .684 .065] 15.291
KARYAWAN

a. Dependent Variable: KEPUASAN PELANGGAN

B. Uji Normalitas

One-Sample Kolmogorov-Smirnov Test

Unstandardized
Residual

N 44
Normal Parameters?P Mean o 10000000
Std. Deviation .74309116

Absolute .190

Most Extreme Differences  Positive .094
Negative -.190

Kolmogorov-Smirnov Z 1.261
Asymp. Sig. (2-tailed) .083

a. Test distribution is Normal.

b. Calculated from data.




C. Uji Heterokedastatisitas

Coefficients?®

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) 3.163 481 6.572 .000
KUALITAS .005 .067 .036 .077 .939
1 PELAYANAN
KINERJA -.087 .060 -.680 -1.457 .153
KARYAWAN

a. Dependent Variable: RES2
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LAMPIRAN 5

ANALISIS REGRESI LINIER BERGANDA

a. Uji Koefisien Determinasi

Model Summary®

Model

Adjusted R Std. Error of the

Square

R Square
Estimate

1

.9382

.761

.881 .875

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

PELAYANAN
b. Dependent Variable: KEPUASAN PELANGGAN

1V-80

b. Ujit
Coefficients?
Model Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
(Constant) 10.131 1.016 9.973 .000
1 KUALITAS PELAYANAN 572 141 .855 4.053 .000
KINERJA KARYAWAN .052 .126 .087 411 .684
a. Dependent Variable: KEPUASAN PELANGGAN
c. UjiF
ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 175.415 2 87.708 151.450 .000°
1 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
TABEL Il
NILAI-NILAI r PODUCT MOMENT

N Taraf Signifikan N Taraf Signfkan_| - oy Taraf Signifikan

5% 1% 5% 1% 5% | 1%
3 10997 10999 | 27 |0381 |0487 55 | 0,266 | 0,345
4 10950099 | 28 |0374 | 0478 60 | 0,254 | 0,330
S 10878 10959 | 29 |0,367 | 0470 650,244 | 0,317
6 (08110917 | 30 |0,361 | 0463 70 | 0,235 | 0,306
7 |0754|0874 | 31 {0,355 | 0456 750,227 | 0,29
8 |[0707 (0834 | 32 |0349 | 0449 80 | 0,220 | 0,286
9 [0666(0798 | 33 |0344 |0442 850,213 (0278
10 |.0632 (0765 | 34 +|0339 [0436 | 900207 | 0270
11 (0802|0735 | 35 |0334 | 0430 | 95]0202 | 0263
12 los7e |0708 | 36 |0320 |0424 | 100 0,185 | 0,256
13 10553 | 0684 | 37 |0325 {0418 | 125|0,176 | 0,230
14 |0532 0661 | 38 [0320 | 0413 | 150 0,159 | 0,210
15 |0514 | 0641 | 39 |0316 {0408 | 175 (0,148 | 0,194
16 | 0497 | 0623 | 40 |0312.|0403 | 200 (0,138 |0,181
17 {0482 |0606 | 41 (0308 (0398 | 300}0,113 | 0,148
18 | 0468|0590 | 42 |0304 | 02393 | 400|0,098 | 0,128
19 10456 | 0575 | 43 | 0301 | 0,389 | 5000088 |0115
20 | 0444 | 0561 | 44 |0297 [0384 | 600 0,080 | 0,105
21 | 0433|0549 | 45 0,294 |0380 | 700 |0074 | 0,097
22 104230537 | 46 |0291 {0376 | 800 0,070 | 0,091
23 |0413 | 0526 | 47 |0.288 | 0372 | 900 | 0,065 0,086
24 |0404 |0515 | 48 |0284 | 0388 | 1000} 0,062 0,081
25 10396 | 0505 | 49 | 0281 [0,364
26 {0,388 | 0496 | SO {0279 | 0,361




Titik Persentase Distribusi t (df = 41 - 80)

T Tabel

1V-82

Pr

0.25 04D 0.05 0.025 0.0 0.005 0.004

df 0.50 02 .10 0.050 002 0.0 0.002
41 0.83052 1.30254 1.68284 201954 242080 270114 3227
42 0.63038 1.30204 1.68185 2.01808 241847 pl 328505
43 053024 1.30155 1.68107 2.0nego 241625 268510 328030
44 0.83011 130102 1.68023 201537 247413 bl oLy 328807
43 0.67oas 130065 1.67843 20210 241212 bl il 328148
45 0.6724ag 1.30023 1.67868 2.0m200 241018 288N 37710
47 1.67975 1.28082 1.67re3 20174 240835 2 BB458 32N
43 067064 1.20044 1.6mma 2.01063 2 4DERE 28820 32680
43 0.67853 1.20007 1.678:55 2.00958 240480 ZETEas5 326508
] 06783 128871 1.67531 2004856 240327 - T 326141
H 067033 120837 1.67548 2.00758 240172 2ETE2 3 25730
b, 06702 1.20805 1.67464 2. 00685 24002 pll s T T 325451
b 087815 1.28773 1.67412 200575 2.388T8 267182 325127
a4 0.67008 1.28743 1.67354 200288 238741 pll i Lo 324315
X3 0.67398 1.28713 1.67303 2. 00204 2 30608 s i £ 3-M515
26 0.673e0 120685 1.67252 200324 238480 plls i 4 LV i
a7 0.67aa2 1.20658 1.67203 2.00247 238357 Pl i 323028
b 0.67avd 120632 1.67155 200172 230238 266329 323330
A 0.87agr 120607 1.67104 2.00100 23z 268178 324N
&0 0.67a60 1.20582 1.670ES 2.00030 238002 2 68024 32317
& 0.67853 1.20558 1.67022 180062 238005 2 BRBEAG 32230
B2 067847 1.20535 1.66860 18430y 2.38801 265744 3 X056
B3 067820 1.28513 1.68040 180324 238701 2 B5E15 32X
=] 067834 120482 166801 1.88773 238604 pll i 3. XX53
[ ] 067828 128471 1.66864 184714 238510 2 BE360 3.4
[ 0.67823 128451 1.668827 180856 238410 2 B5x3 321837
&7 .87y 1.28422 1.68782 180601 238230 285122 321830
[ &7 128412 1.68757 180547 238245 2 B5004 321426
£ 0.67806 120384 1.668T24 188205 238181 Pt e 321260
Fi! 0878 1.28376 1.666 180244 2.38081 284780 J2i0ve
[k 067706 120250 1.666860 180304 2.38002 2 46480 3.20903
T2 087N 120242 1.66620 1803446 2ATHXE 2 B4585 30733
73 0.87var 1.20226 1.66600 1.88300 2.37RE2 ZB44ar 3 H0EET
T4 0.8r7a2 1.20310 1.68571 1.80254 237780 26431 320406




F Tabel

Titk Parcentacs Dictribuc F untuk Probabilts = 0,05

Fr— off wrviuk pamibdang |
parmbd
K1 1 1 3 4 5 I T [ 3] w| n| m| w] w|
] et | | mE| me| mo| = | me| | sn| | zas| ze| oem | e
2 | me | 1mon | woE | eeee | e | e | rmos | o | teoe | teae | 1o | | s | teaz | 1243
1|13 | e | smm| iz eot | eme| see| mes| we | mee| am| are| mm| em | am
A | Bpe| =mm| e | o= | mee| mom| sos| moo | mee | ses| am | sm| ser | =se
g omel | s sa | =g s | ams| apa| am| ar | am | am| 4m| 4| e | as
0 s | mee| ame| amy| ase | amm| 4z | 4m| e | ece | am| 4m| e | uge | ase
7| s | are| am| a1z x| aer| are| x| ues | aes| am| asy| 3zsm| sy | oam
1| 5| 4@ 4o7| 284 | nme| am| asa| 2 i | mm | am | am| xm| 2| A
o sz| am| am| gy | e | 2w | 2z 2 e | med| 10| aor| am| ame| am
| a| 4w an| x| am| am| e 2ov| uez| zee| e | am| zm| zes| zam=
1| ape| 2| am| 2| 2am| am| am| 2 2o | zms | 2mp| am| zra| zm| 22
2| am| 1w 2| e an | am| 2w | 2m)| e | ze| 2m| 2| zee| zed| zaE
U aer| apm | as | | 2o | 2| 2| 2| zm | 2o | 2| 2m0| 2sa| zes | 23
| aso| ame| asa| mio | zse| zes| zra| zro| zes| zeo | zer| s zsi| zes | zae
15 ase| 2| am| mpe| zee| 2w | an| 2e4| zes | pea| 2w | e zae| zaz| 240
| a@| 1o 324| ao0 | zee | zre| zem| 2mm| e | zae | 2eE| 2ap| zam| zaw| 23
tr| ae| 2m | am| zee| za | 2| 2| 2m)| zee | zee| ze | 2m| 2| zm| am
w| aa | asm| ae| zea| 2| zem| zea| zmi | zes| ze | 2w | ama| zm | s | 2o
| am| 1| 33| zeo| 2| 2em | zea| ze| zaz| zoee| 2w am| zm| x| 23
2| am| 2| am| zav| 2| 2| 2| 2| rm| pm| 2w | 2m| 2= xm| 23
| axw| 2o aor| ze4| zm| 2o | za| 2| xw| 2m| 2w 2= 2m| zm| a2
22| am| 2. | am| zaz| zee| zem| zes| za| zm| zm| zm| 2o zm| zer| ams
| am| 2| am| zeo| 24| 2= | zes| 2| zm| 2o | 2me| 2= zim| zem| oz
| am| 2@ am | zee| zem| 2w | zez| 2w zm| 2= | 2m| nia| 2iE| ze| anm
3| am| 1% 2m| zre| zm| 2| zen| 24| zom| 2| zm| zie| 24| zen| zoe
M| am| 1w 2m| zre| 2| 2er| 2w 2m| o | 2z | 2| as| zaz| zes | 2o
| am | 1= | 2me| zea| 2o | zae| zav| 2m| zm| 2| 2| 23| 2o zos| zce
| amm| am| 2| zeo| zese| zas| zom| 2| zoe| zes| zem| 22| 2o zoe| 2oe
| aw| 1o 2m| zre| 2w | za| zom| 2| x| zee| 24| 00| zom| zom | 2o
W arr| x| 2m| zee| 2| 2ae| 2| 2op| zon | zee| 23| 2m| 2om| zos | 2m
1| ame| 1@ am | zes| zex| zan | zam| 2= zae| 2| an| 1m| 2| zon| zoo
12| am| am| 2m| zev| ze0 | zeo| zm | 224| zes| zee| 20| 2ov| zo4| mos | 1Ee
1| 4| am| 2m| zee| 2| 2% 2| zo| ze| 2o 2w 2oa| zm| zon| 1se
M| amn| am| 2m)| zes| 2| 2| 2| 2o 2w | 2o 2| 2| 2m| t1se | 1ae
3| a1z| 2z | aor| ze4| zee | 2| zom| 2m| zee| em | 2o 2oa| zoo | 1se | 1se
| an| am| 2or| zes| zee| 2| zom| 2| zem| zm | 2o | 2m| zoof| se | 1am
| oan| 1= | 2me| zex| zev| 2| zev| 2m| zw| em| 2| am| zmo| tse | 1am
W amw| am| 2| zeEx| zee| 2| zom| e zee| poe | zem| am| emm| 1me| 134
W oam| 1m| am)| zeo | zee| 2| zem| 2im)| s | zoe| zow| am | ema| 1mm | 1sa
| am| am| 28| 2o | e | 2| zem| e zez| zos| zoe| zoo| eer| 1@ | sz
1| ape| am| 2m| zs0| zae | 2| zze| 27| x| zov| 2o | zoo| eEv| 1| 1Ez
2| apr | 2| 1o zse | e | za| zma| v e | zoe| 2o | wmm| wmE| nsd | 1m
A qor| am | 2o zse| e | 2| 2o | mea| e | zoe| zoe| wmm| wmE| 1ma | s
| ape| am | 2m| zse| zaa| 2w | zm| e zee| zos| 2m | wsa| s | 1| 1m0
45| ape| am| 2m| zse) zaz| 2w | zem| 29| zeo| zos| 2o | wev| eme| tEn | s
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