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

7 4 4 3 3 3 3 
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82 5 5 5 5 5 5 

83 5 5 5 5 5 5 

84 5 5 5 5 5 5 



 

 

85 5 5 5 5 5 5 

86 5 5 5 5 5 5 

Total 392 401 370 365 381 362 2271 

Rata-Rata 4,56 4,66 4,30 4,24 4,43 4,21 26,41 



 

 

 

2. HARAPAN (Yi) 

Responden X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 X2.1 X2.2 X2.3 X2.4 X2.5 X2.6 X2.7 

1 3 3 3 3 3 3 3 3 3 3 3 3 3 

2 3 3 3 3 3 3 3 3 3 3 3 3 3 

3 3 3 3 3 3 3 3 3 3 3 3 3 3 

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

5 3 3 3 3 3 3 3 3 3 3 3 3 3 

6 3 3 3 3 3 3 3 3 3 3 3 3 3 

7 3 3 3 3 3 3 4 3 3 3 3 3 3 

8 3 3 3 3 3 3 4 3 3 3 3 3 3 

9 3 3 4 3 3 3 4 3 3 3 3 3 3 

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

11 4 3 4 3 4 3 4 3 3 3 3 3 4 

12 4 3 4 3 4 4 4 3 3 3 3 4 4 

13 4 3 4 3 4 4 4 3 3 3 3 4 4 

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

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

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

17 4 3 4 4 4 4 4 4 4 4 4 4 4 

18 4 3 4 4 4 4 4 4 4 4 4 4 4 

19 4 3 4 4 4 4 4 4 4 4 4 4 4 

20 4 4 4 4 4 4 4 4 4 4 4 4 4 

21 4 4 4 4 4 4 4 4 4 4 4 4 4 

22 4 4 4 4 4 4 4 4 4 4 4 4 4 



 

 

23 4 4 4 4 4 4 4 4 4 4 4 4 4 

24 4 4 4 4 4 4 4 4 4 4 4 4 4 

25 4 4 4 4 4 4 4 4 4 4 4 4 4 

26 4 4 4 4 4 4 4 4 4 4 4 4 4 

27 4 4 4 4 4 4 4 4 4 4 4 4 4 

28 4 4 4 4 4 4 4 4 4 5 4 4 4 

29 4 4 4 4 4 4 4 4 4 5 4 4 4 

30 4 4 4 4 4 4 4 4 4 5 4 4 4 

31 4 4 4 4 4 4 4 4 4 5 4 4 4 

32 4 4 4 4 4 4 4 4 4 5 4 4 4 

33 4 4 5 4 4 4 4 4 4 5 4 4 4 

34 4 4 5 4 4 4 4 4 4 5 4 4 4 

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

36 4 4 5 4 4 4 4 4 4 5 4 4 4 

37 4 4 5 4 4 4 4 4 4 5 4 4 4 

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

39 4 4 5 4 4 4 4 4 4 5 4 4 4 

40 4 4 5 4 4 4 4 4 4 5 4 4 4 

41 4 4 5 4 4 4 4 4 4 5 4 4 4 

42 4 4 5 4 4 4 4 4 4 5 4 4 4 

43 4 4 5 4 4 4 4 5 4 5 4 4 4 

44 4 4 5 4 4 4 4 5 4 5 4 4 4 

45 4 4 5 4 4 4 4 5 4 5 4 4 4 

46 4 4 5 4 4 4 4 5 4 5 4 4 4 

47 5 4 5 5 4 4 4 5 4 5 4 4 4 



 

 

48 5 4 5 5 5 4 5 5 4 5 4 4 4 

49 5 5 5 5 5 4 5 5 4 5 4 4 5 

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

51 5 5 5 5 5 4 5 5 5 5 4 4 5 

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

53 5 5 5 5 5 4 5 5 5 5 4 4 5 

54 5 5 5 4 5 5 5 5 5 5 4 5 5 

55 5 5 5 4 5 5 5 5 5 5 4 5 5 

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

57 5 5 5 4 5 5 5 5 5 5 4 5 5 

58 5 5 5 4 5 5 5 5 5 5 5 5 5 

59 5 5 5 5 5 4 5 5 5 5 5 5 5 

60 5 5 5 5 5 4 5 5 5 5 5 5 5 

61 5 5 5 5 5 5 5 5 5 5 5 5 5 

62 5 4 4 5 5 5 5 5 5 5 5 5 5 

63 5 5 5 5 5 5 5 5 5 5 5 5 5 

64 5 5 5 5 5 5 5 5 5 5 5 5 5 

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

66 5 5 5 5 5 5 5 5 5 5 5 5 5 

67 5 5 5 5 5 4 5 5 5 5 5 5 5 

68 5 5 4 5 5 5 5 5 5 5 5 5 5 

69 5 5 4 5 5 5 5 5 5 5 5 5 5 

70 5 5 5 5 5 5 5 5 5 5 5 5 5 

71 5 5 5 5 5 5 5 5 5 5 5 5 5 

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



 

 

73 5 5 5 5 5 5 5 5 5 5 5 5 5 

74 5 5 5 5 5 5 5 5 5 5 5 5 5 

75 5 5 5 5 5 5 5 5 5 5 5 5 5 

76 5 5 5 5 5 5 5 5 5 5 5 5 5 

77 5 5 5 5 5 5 5 5 5 5 5 5 5 

78 5 5 5 5 5 5 5 5 5 5 5 5 5 

79 5 5 5 5 5 5 5 5 5 5 5 5 5 

80 5 5 5 5 5 5 5 5 5 5 5 5 5 

81 5 5 5 5 5 5 5 5 5 5 5 5 5 

82 5 5 5 5 5 5 5 5 5 5 5 5 5 

83 5 5 5 5 5 5 5 5 5 5 5 5 5 

84 5 5 5 5 5 5 5 5 5 5 5 5 5 

85 5 5 5 5 5 5 5 5 5 5 5 5 5 

86 5 5 5 5 5 5 5 5 5 5 5 5 5 

Total 375 361 386 363 373 363 377 375 367 388 359 366 373 4826 

Rata-Rata 4,36 4,20 4,49 4,22 4,34 4,22 4,38 4,36 4,27 4,51 4,17 4,26 4,34 56,12 

 

 

 

 

 

 

 

 

 

 



 

 

Responden Y1 Y2 Y3 Y4 Y5 Y6 

1 3 3 3 3 3 3 

2 3 3 3 3 3 3 

3 3 4 3 3 3 3 

4 3 4 3 3 3 3 

5 3 4 3 3 3 3 

6 3 4 3 3 3 3 

7 3 4 3 3 3 3 

8 3 4 3 3 3 3 

9 3 4 3 3 4 3 

10 3 4 3 3 4 3 

11 3 4 3 3 4 4 

12 3 4 3 3 4 4 

13 3 4 3 3 4 4 

14 3 4 3 3 4 4 

15 3 4 4 3 4 4 

16 3 4 4 3 4 4 

17 3 4 4 4 4 4 

18 3 4 4 4 4 4 

19 3 4 4 4 4 4 

20 3 4 4 4 4 4 

21 4 4 4 4 4 4 

22 4 4 4 4 4 4 

23 4 4 4 4 4 4 

24 4 4 4 4 4 4 

25 4 4 4 4 4 4 

26 4 4 4 4 4 4 

27 4 4 4 4 4 4 

28 4 4 4 4 4 4 

29 4 4 4 4 4 4 

30 4 4 4 4 5 4 

31 4 4 4 4 5 4 

32 4 5 4 4 5 4 

33 4 5 4 4 5 4 

34 4 5 4 4 5 4 

35 4 5 4 4 5 4 

36 4 5 4 4 5 4 

37 4 5 4 4 5 4 

38 4 5 4 4 5 4 

39 4 5 4 4 5 4 

40 4 5 4 4 5 4 

41 4 5 4 4 5 4 



 

 

42 4 5 4 4 5 4 

43 4 5 5 4 5 4 

44 4 5 5 4 5 5 

45 4 5 5 4 5 5 

46 4 5 5 4 5 5 

47 4 5 5 4 5 5 

48 4 5 5 4 5 5 

49 4 5 5 4 5 5 

50 5 5 5 4 5 5 

51 5 5 5 4 5 5 

52 5 5 5 4 5 5 

53 5 5 5 4 5 5 

54 5 5 5 5 5 5 

55 5 5 5 5 5 5 

56 5 5 5 5 5 5 

57 5 5 5 5 5 5 

58 5 5 5 5 5 5 

59 5 5 5 5 5 5 

60 5 5 5 5 5 5 

61 5 5 5 5 5 5 

62 5 5 5 5 5 5 

63 5 5 5 5 5 5 

64 5 5 5 5 5 5 

65 5 5 5 5 5 5 

66 5 5 5 5 5 5 

67 5 5 5 5 5 5 

68 5 5 5 5 5 5 

69 5 5 5 5 5 5 

70 5 5 5 5 5 5 

71 5 5 5 5 5 5 

72 5 5 5 5 5 5 

73 5 5 5 5 5 5 

74 5 5 5 5 5 5 

75 5 5 5 5 5 5 

76 5 5 5 5 5 5 

77 5 5 5 5 5 5 

78 5 5 5 5 5 5 

79 5 5 5 5 5 5 

80 5 5 5 5 5 5 

81 5 5 5 5 5 5 

82 5 5 5 5 5 5 

83 5 5 5 5 5 5 

84 5 5 5 5 5 5 



 

 

85 5 5 5 5 5 5 

86 5 5 5 5 5 5 

Total 361 397 374 361 393 377 2263 

Rata-Rata 4,20 4,62 4,35 4,20 4,57 4,38 26,31 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

LAMPIRAN 3 

UJI VALIDITAS 

 

1. KINERJA (Xi) 

Correlations 

  x1.1 x1.2 x1.3 x1.4 x1.5 x1.6 total 

x1.1 Pearson 
Correlation 1 .833** .837** .783** .815** .779** .952** 

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

N 86 86 86 86 86 86 86 

x1.2 Pearson 
Correlation .833** 1 .801** .687** .741** .752** .905** 

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

N 86 86 86 86 86 86 86 

x1.3 Pearson 
Correlation .837** .801** 1 .628** .794** .719** .901** 

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

N 86 86 86 86 86 86 86 

x1.4 Pearson 
Correlation .783** .687** .628** 1 .612** .582** .791** 

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

N 86 86 86 86 86 86 86 

x1.5 Pearson 
Correlation .815** .741** .794** .612** 1 .732** .892** 

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

N 86 86 86 86 86 86 86 

x1.6 Pearson 
Correlation .779** .752** .719** .582** .732** 1 .866** 

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

N 86 86 86 86 86 86 86 

total Pearson 
Correlation .952** .905** .901** .791** .892** .866** 1 

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

N 86 86 86 86 86 86 86 

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



 

 

 

 

 

 

Correlations 

  y1 y2 y3 y4 y5 y6 total 

y1 Pearson 
Correlation 1 .728** .778** .836** .793** .756** .880** 

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

N 58 58 58 58 58 58 58 

y2 Pearson 
Correlation .728** 1 .802** .903** .678** .823** .893** 

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

N 58 58 58 58 58 58 58 

y3 Pearson 
Correlation .778** .802** 1 .880** .818** .921** .954** 

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

N 58 58 58 58 58 58 58 

y4 Pearson 
Correlation .836** .903** .880** 1 .761** .845** .953** 

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

N 58 58 58 58 58 58 58 

y5 Pearson 
Correlation .793** .678** .818** .761** 1 .767** .874** 

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

N 58 58 58 58 58 58 58 

y6 Pearson 
Correlation .756** .823** .921** .845** .767** 1 .936** 

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

N 58 58 58 58 58 58 58 

total Pearson 
Correlation .880** .893** .954** .953** .874** .936** 1 

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

N 58 58 58 58 58 58 58 

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



 

 

 

  x2.1 x2.2 x2.3 x2.4 x2.5 x2.6 x2.7 total 

x2.1 Pearson 
Correlation 1 .888** .928** .843** .919** .928** .795** .966** 

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

N 86 86 86 86 86 86 86 86 

x2.2 Pearson 
Correlation .888** 1 .826** .762** .909** .835** .926** .938** 

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

N 86 86 86 86 86 86 86 86 

x2.3 Pearson 
Correlation .928** .826** 1 .869** .853** .943** .737** .946** 

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

N 86 86 86 86 86 86 86 86 

x2.4 Pearson 
Correlation .843** .762** .869** 1 .807** .907** .730** .906** 

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

N 86 86 86 86 86 86 86 86 

x2.5 Pearson 
Correlation .919** .909** .853** .807** 1 .851** .868** .948** 

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

N 86 86 86 86 86 86 86 86 

x2.6 Pearson 
Correlation .928** .835** .943** .907** .851** 1 .731** .951** 

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

N 86 86 86 86 86 86 86 86 

x2.7 Pearson 
Correlation .795** .926** .737** .730** .868** .731** 1 .879** 

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

N 86 86 86 86 86 86 86 86 

total Pearson 
Correlation .966** .938** .946** .906** .948** .951** .879** 1 

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

N 86 86 86 86 86 86 86 86 



 

 

 

Correlations 

 Y1 Y2 Y3 Y4 Y5 Y6 TOTAL 

Y1 

Pearson 

Correlatio

n 

1 .802** .829** .822** .893** .749** .901** 

Sig. (2-

tailed) 

 .000 .000 .000 .000 .000 .000 

N 86 86 86 86 86 86 86 

Y2 

Pearson 

Correlatio

n 

.802** 1 .781** .794** .800** .723** .861** 

Sig. (2-

tailed) 

.000  .000 .000 .000 .000 .000 

N 86 86 86 86 86 86 86 

Y3 

Pearson 

Correlatio

n 

.829** .781** 1 .954** .895** .922** .972** 

Sig. (2-

tailed) 

.000 .000  .000 .000 .000 .000 

N 86 86 86 86 86 86 86 

Y4 

Pearson 

Correlatio

n 

.822** .794** .954** 1 .866** .910** .965** 

Sig. (2-

tailed) 

.000 .000 .000  .000 .000 .000 

N 86 86 86 86 86 86 86 

Y5 

Pearson 

Correlatio

n 

.893** .800** .895** .866** 1 .827** .944** 

Sig. (2-

tailed) 

.000 .000 .000 .000  .000 .000 

N 86 86 86 86 86 86 86 

Y6 

Pearson 

Correlatio

n 

.749** .723** .922** .910** .827** 1 .931** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000  .000 

N 86 86 86 86 86 86 86 



 

 

TOTAL 

Pearson 

Correlatio

n 

.901** .861** .972** .965** .944** .931** 1 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000  

N 86 86 86 86 86 86 86 

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

 

 

 

2. HARAPAN (Yi) 

Correlations 

  x1.1 x1.2 x1.3 x1.4 x1.5 x1.6 total 

x1.1 Pearson 
Correlation 1 .880** .766** .883** .975** .862** .967** 

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

N 
86 86 86 86 86 86 86 

x1.2 Pearson 
Correlation .880** 1 .766** .880** .895** .808** .946** 

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

N 
86 86 86 86 86 86 86 

x1.3 Pearson 
Correlation .766** .766** 1 .710** .752** .666** .838** 

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

N 
86 86 86 86 86 86 86 

x1.4 Pearson 
Correlation .883** .880** .710** 1 .877** .766** .926** 

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

N 
86 86 86 86 86 86 86 

x1.5 Pearson 
Correlation .975** .895** .752** .877** 1 .884** .970** 



 

 

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

N 
86 86 86 86 86 86 86 

x1.6 Pearson 
Correlation .862** .808** .666** .766** .884** 1 .897** 

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

N 
86 86 86 86 86 86 86 

total Pearson 
Correlation .967** .946** .838** .926** .970** .897** 1 

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

N 
86 86 86 86 86 86 86 

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

 

Correlations 

  x2.1 x2.2 x2.3 x2.4 x2.5 x2.6 x2.7 total 

x2.1 Pearson 
Correlation 1 .860** .891** .689** .809** .867** .948** .921** 

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

N 86 86 86 86 86 86 86 86 

x2.2 Pearson 
Correlation .860** 1 .919** .847** .851** .860** .885** .952** 

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

N 86 86 86 86 86 86 86 86 

x2.3 Pearson 
Correlation .891** .919** 1 .793** .913** .940** .933** .975** 

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

N 86 86 86 86 86 86 86 86 

x2.4 Pearson 
Correlation .689** .847** .793** 1 .775** .737** .735** .859** 

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

N 86 86 86 86 86 86 86 86 



 

 

x2.5 Pearson 
Correlation .809** .851** .913** .775** 1 .919** .850** .934** 

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

N 86 86 86 86 86 86 86 86 

x2.6 Pearson 
Correlation .867** .860** .940** .737** .919** 1 .915** .951** 

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

N 86 86 86 86 86 86 86 86 

x2.7 Pearson 
Correlation .948** .885** .933** .735** .850** .915** 1 .953** 

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

N 86 86 86 86 86 86 86 86 

total Pearson 
Correlation .921** .952** .975** .859** .934** .951** .953** 1 

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

N 86 86 86 86 86 86 86 86 

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

          
Correlations 

 

  Y1 Y2 Y3 Y4 Y5 Y6 TOTAL  
Y1 Pearson 

Correlation 1 .789** .893** .922** .792** .870** .949** 

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

 
N 86 86 86 86 86 86 86  

Y2 Pearson 
Correlation .789** 1 .809** .736** .892** .787** .886** 

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

 
N 86 86 86 86 86 86 86  

Y3 Pearson 
Correlation .893** .809** 1 .882** .831** .947** .963** 

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

 
N 86 86 86 86 86 86 86  

Y4 Pearson 
Correlation .922** .736** .882** 1 .761** .850** .929** 

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

 



 

 

N 86 86 86 86 86 86 86 
 

Y5 Pearson 
Correlation .792** .892** .831** .761** 1 .833** .907** 

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

 
N 86 86 86 86 86 86 86 

 
Y6 Pearson 

Correlation .870** .787** .947** .850** .833** 1 .949** 

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

 
N 86 86 86 86 86 86 86 

 
TOTAL Pearson 

Correlation .949** .886** .963** .929** .907** .949** 1 

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

 
N 86 86 86 86 86 86 86 

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

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

LAMPIRAN 4 

UJI REALIBILITAS 

 

1. KINERJA (Xi) 

Kualitas Pelayanan 

 

Case Processing Summary 

 N % 

Cases 

Valid 86 100.0 

Excludeda 0 .0 

Total 86 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.943 6 

 

 Kinerja Karyawan 

 

Case Processing Summary 

 N % 

Cases 

Valid 86 100.0 

Excludeda 0 .0 

Total 86 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.975 7 

 

  

 



 

 

Kepuasan Pelanggan 

 

Case Processing Summary 

 N % 

Cases 

Valid 86 100.0 

Excludeda 0 .0 

Total 86 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.964 6 

 

 

 

 

2. HARAPAN (Yi) 

a. Kualitas Pelayanan 

 

Case Processing Summary 

 N % 

Cases 

Valid 86 100.0 

Excludeda 0 .0 

Total 86 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.965 6 

 

 

 



 

 

b. Kinerja Karyawan 

 

Case Processing Summary 

 N % 

Cases 

Valid 86 100.0 

Excludeda 0 .0 

Total 86 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.975 7 

 

 

c. Kepuasan Pelanggan 

 

Case Processing Summary 

 N % 

Cases 

Valid 86 100.0 

Excludeda 0 .0 

Total 86 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.967 6 

 

 

 

 

 

 

 



 

 

LAMPIRAN 5 

UJI ASUMSI KLASIK 

 

Uji Multikolinieritas 

 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) 2.015 .493  4.088 .000   

KUALITAS PELAYANAN .264 .071 .263 3.703 .000 .070 14.268 

KINERJA KARYAWAN .576 .056 .729 10.267 .000 .070 14.268 

a. Dependent Variable: KEPUASAN PELANGGAN 

 

 

Uji Heteroskedisitas 

 

 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 2.015 .493  4.088 .000 

KUALITAS PELAYANAN .264 .071 .263 3.703 .000 

KINERJA KARYAWAN .576 .056 .729 10.267 .000 

a. Dependent Variable: KEPUASAN PELANGGAN 

 

 

 

 

 

 

 

 

 

 



 

 

 

LAMPIRAN 6 

REGRESI LINIER BERGANDA 

 

 

 

Model Summaryb 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .985a .971 .970 .637 

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

PELAYANAN 

b. Dependent Variable: KEPUASAN PELANGGAN 

 

 

 

 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 2.015 .493  4.088 .000 

KUALITAS PELAYANAN .264 .071 .263 3.703 .000 

KINERJA KARYAWAN .576 .056 .729 10.267 .000 

a. Dependent Variable: KEPUASAN PELANGGAN 

 

 

 

 

 

 

 

 

 

 

 



 

 

LAMPIRAN 7 

R TABEL 

 

i  

                                                 


