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2. Produsen Smartphone Android diharap untuk mengeluarkan produk-produk
yang lebih beragam dari segi model dan harga agar para pelanggan mudah
dalam memilih smartphone android yang sesuai dengan kebutuhan
pelanggannya
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Saya Mahasiswi Universitas Islam Sumatera Utara Jurusan Manajemen
Pemasaran, saya sedang menyusun sebuah laporan akhir sebagai salah satu syarat
untuk memperoleh gelar Strata 1 dari Universitas Islam Sumatera Utara dengan
judul:

“Pengaruh Kepuasan dan Loyalitas Pelanggan Terhadap Keputusan
Pembelian Ulang Smartphone Android ”

Besar saya kiranya teman - teman mahasiswa/i bersedia mengisi kuesioner ini
dengan sejujur-

jujurnya tanpa adanya paksaan dari pihak manapun.

Identitas Responden
1. Nama/Inisial
2. Jenis Kelamin

3. Nomor Telepon

PERTANYAAN KUESIONER

Berikanlah tanda checklist (\/) pada sekor jawaban yang menurut anda
paling sesuai dengan keadaan anda untuk masing masing item pertanyaan .

Keterangan :
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SS

TS

STS

: Sangat Setuju
. Setuju

> Netral

- Tidak Setuju

: Sangat Tidak Setuju
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Kepuasan

Tanggapan

. Apakah anda merasa puas

dengan  produk  smartphone
android

SS

N

TS

STS

Apakah anda selalu membeli
produk smartphone Android?

SS

TS

STS

Apakah anda akan
merekomendasikan produk
smartphone Android kepada
orang lain?

SS

STS

Apakah harapan anda terpenuhi
setelah membeli produk
smartphone Android?

SS

STS

Loyalitas

Apakah anda termasuk orang
yang cenderung membeli lebih
banyak dan setia terhadap
smartphone Android?

SS

STS

Apakah anda melakukan word
of mouth (feedback)?

SS

STS

Apakah anda akan memberikan
gagasan atau saran positif
kepada perusahaan smartphone
Android?

SS

STS

Keputusan Pembelian Ulang

Apakah anda akan membeli
kembali produk Smartphone
Android dimasa yang akan
datang?

SS

STS
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2. Apakah anda akan membeli
beberapa produk Smartphone
Android kedepannya?

SS |

S

N

| TS | STS |
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LAMPIRAN

JAWABAN RESPONDEN
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Kepuasan (X1)

Responden
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14
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25
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27
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30
31

32

33
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14
16
20
20
20
20
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12
13
16
18

Jumlah
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Loyalitas (X2)
2

72
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Responden
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Keputusan Pembelian Ulang
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PERSEN KORESPONDEN

X1.1
Frequency Percent Valid Percent Cumulative
Percent
1 1 1.2 1.2 1.2
3 25 30.5 30.5 317
Vald 4 25 30.5 30.5 62.2
5 31 37.8 37.8 100.0
Total 82 100.0 100.0
HASIL SPSS
Descriptive Statistics
Mean Std. Deviation N
X1.1 4.04 .895 82
X1.2 3.76 1.001 82
X1.3 3.85 .918 82
X1.4 3.93 .953 82
KEPUASAN 15.57 3.182 82
X2.1 3.45 1.068 82
X2.2 3.40 .967 82
X2.3 3.44 .876 82
LOYALITAS 10.29 2.401 82
Y1.1 3.90 .883 82
Y1.2 3.78 1.019 82
KEPUTUSAN PEMBELIAN
ULANG 7.68 1.699 82

68



UJI VALIDITAS X1

Correlations

69

X1.1 X1.2 X1.3 X1.4 TOTAL X1
Pearson Correlation 1 Tq27" 442" 27" .855"
X1.1 Sig. (2-tailed) .000 .000 .000 .000
N 82 82 82 82 82
Pearson Correlation q27 1 .660" .680" 913"
X1.2 Sig. (2-tailed) .000 .000 .000 .000
N 82 82 82 82 82
Pearson Correlation 442" .660" 1 453" 756"
X1.3 Sig. (2-tailed) .000 .000 .000 .000
N 82 82 82 82 82
Pearson Correlation 727" .680" 453" 1 .849"
X1.4 Sig. (2-tailed) .000 .000 .000 .000
N 82 82 82 82 82
Pearson Correlation .855™ 913" 756" .849™ 1
TOTAL_X1 Sig. (2-tailed) .000 .000 .000 .000
N 82 82 82 82 82
**_Correlation is significant at the 0.01 level (2-tailed).
UJI VALIDITAS X2
Correlations
X2.1 X2.2 X3.3 total
Pearson Correlation 1 516" 432" .810™
X2.1 Sig. (2-tailed) .000 .000 .000
N 82 82 82 82
Pearson Correlation 516" 1 .619™ .858™
X2.2  Sig. (2-tailed) .000 .000 .000
N 82 82 82 82
Pearson Correlation 432" .619" 1 .807"
X3.3  Sig. (2-tailed) .000 .000 .000
N 82 82 82 82
Pearson Correlation .810" .858™ .807" 1
total Sig. (2-tailed) .000 .000 .000
N 82 82 82 82

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




UJI VALIDITAS Y

Correlations

Y1l Y2 TOTAL_ Y
Pearson Correlation 1 .593" .876"
Y1 Sig. (2-tailed) .000 .000
N 82 82 82
Pearson Correlation .593" 1 .908™
Y2 Sig. (2-tailed) .000 .000
N 82 82 82
Pearson Correlation .876" .908™ 1

TOTAL_Y  Sig. (2-tailed) .000 .000
N 82 82 82

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

UJI REALIBILITAS

X1
Case Processing Summary
N %
Valid 82 100.0
Cases  Excluded? 0 .0
Total 82 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

.828




Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
X1.1 27.11 31.556 .809 .789
X1.2 27.39 29.871 .880 .768
X1.3 27.29 32.506 .683 .807
X1.4 27.22 31.112 797 .786
KEPUASAN 15.57 10.124 1.000 .865
UJI REALIBILITAS X2
Case Processing Summary
N %
Valid 82 100.0
Cases  Excluded? 0 .0
Total 82 100.0
a. Listwise deletion based on all variables in the
procedure.
Reliability Statistics
Cronbach's N of ltems
Alpha
.836 4
Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
X2.1 17.13 15.895 .708 .795
X2.2 17.18 16.028 .788 .782
X2.3 17.15 17.040 .726 .810
LOYALITAS 10.29 5.765 1.000 .760

UJI REALIBILITAS Y




Item-Total Statistics

72

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
Y1.1 11.46 7.067 787 .890
Y1.2 11.59 6.295 .824 .835
KEPUTUSAN PEMBELIAN 2 68 2 886 1,000 240
ULANG
Case Processing Summary
N %
Valid 82 100.0
Cases  Excluded? 0 .0
Total 82 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

.889




UJI ASUMSI KLASIK

UJI NORMALITAS

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: KEPUTUSAN PEMBELIAN ULANG
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UJI HETEROKEDASTISITAS

Scatterplot
Dependent Variable: KEPUTUSAN PEMBELIAN ULANG
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UJI MULTIKOLINEARITAS

Coefficients?®

74

Model Unstandardized Standardized t Sig. Collinearity
Coefficients Coefficients Statistics
B Std. Error Beta Tolerance| VIF
(Constant) 1.983 .748 2.650 .010
1 KEPUASAN 192 .058 .359| 3.285 .002 .596| 1.677
LOYALITAS .264 .077 .373| 3.416 .001 .596| 1.677
a. Dependent Variable: KEPUTUSAN PEMBELIAN ULANG
ANOVA UJI F
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
Regression 102.410 2 51.205 30.798 .000P
1 Residual 131.346 79 1.663
Total 233.756 81
a. Dependent Variable: KEPUTUSAN PEMBELIAN ULANG
b. Predictors: (Constant), LOYALITAS, KEPUASAN
UJI DETERMINASI
Model Summary®
Mode ] R Adjuste Std. Change Statistics Durbin-
I Squar dR Error of R F df | df | Sig. F | Watso
Square | the [sSquare| Chang | 1 | 2 | Chang n
Estimat | Chang e e
€ e
1 '662 438 424 1.289 438 30.798( 2| 79 .000| 1.946

a. Predictors: (Constant), LOYALITAS, KEPUASAN

b. Dependent Variable: KEPUTUSAN PEMBELIAN ULANG
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Descriptive Statistics

Mean Std. Deviation N
KEPUTUSAN PEMBELIAN
7.68 1.699 82
ULANG
KEPUASAN 15.57 3.182 82
LOYALITAS 10.29 2.401 82

Correlations

75

KEPUTUSAN KEPUASAN | LOYALITAS
PEMBELIAN
ULANG
KEPUTUSAN PEMBELIAN
1.000 .596 .601
ULANG
Pearson Correlation
KEPUASAN .596 1.000 .635
LOYALITAS .601 .635 1.000
KEPUTUSAN PEMBELIAN
.000 .000
) ) ULANG
Sig. (1-tailed)
KEPUASAN .000 .000
LOYALITAS .000 .000
KEPUTUSAN PEMBELIAN
82 82 82
ULANG
N
KEPUASAN 82 82 82
LOYALITAS 82 82 82




Frequency

Histogram
Dependent Variable: KEPUTUSAN PEMBELIAN ULANG

Mean = -3 68E-18
Std. Dev. = 0.988
-8

o]

E 2 2

Regression Standardized Residual
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