
 

 

Lampiran 1. Kueisoner Penelitian  

 

A. Kata Pengantar 

Kuesioner ini adalah untuk mendapatkan data yang dibutuhkan peneliti 

untuk penyusunan skripsi sebagai salah satu syarat untuk mendapatkan gelar pada 

Fakultas Sosial dan Hukum Universitas Quality Berastagi. Judul penelitian ini 

adalah : 

“Analisis Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan Di 

Panorama Cafe Dan Resto Berastagi” 

Untuk mendapatkan data-data yang objektif, peneliti berharap agar 

Saudara/i menjawab pertanyaan-pertanyaan berikut ini dengan jujur sesuai dengan 

keadaan yang sebenarnya yang anda rasakan. Kuesioner ini tidak untuk 

dipublikasikan, melainkan untuk kepentingan penelitian semata. Atas bantuan dan 

kerjasamanya saya ucapkan terimakasih. 

 

          Hormat saya, 

          Peneliti, 

 

 

 

 

          Adeliya Pepayosa Ginting    

        NPM : 1912010013 

 

   

 

 

 

 

 

 

 

 

   

   



 

 

B. Data Responden 

1. Nama   : 

2. Jenis kelamin  : ( ) Laki-laki/ ( ) Perempuan 

3. Usia    : 

4. Pekerjaan   : 

 

C. Petunjuk Pengisian 

 Bacalah setiap pernyataan yang akan diisi, kemudian berilah satu tanda 

cekhlist (√) pada kolom kuesioner yang ada, yang paling cocok dan sesuai dengan 

pemahaman saudara, dengan pilihan sebagai berikut: 

Keterangan Skor Penilaian: 

SS  = Sangat Setuju  (5)  

S  = Setuju   (4)  

KS  = Kurang Setuju  (3)   

TS  = Tidak Setuju   (2)  

STS  = Sangat Tidak Setuju  (1) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

D. Daftar Pertayaan  

1. Kualitas Pelayanan  

 

No Pernyataan SS S KS TS STS 

1 
Kondisi ruangan panorama cafe dan resto 

Berastagi tertata rapi dan bersih 
     

2 
Jenis menu makanan dan minuman yang ada di 

panorama cafe dan resto Berastagi lengkap  
     

3 
Pelayanan yang diberikan pegawai panorama 

cafe dan resto Berasgagi tepat waktu  
     

4 
Pegawai panorama cafe dan resto Berastagi 

sigap dalam melayani konsumen   
     

5 
Pelayanan saat di kasir panorama cafe dan resto 

Berastagi cepat  
     

6 

Pegawai panorama cafe dan resto Berastagi 

tanggap dalam menejelaskan menu makanan dan 

minuman yang tidak diketahui oleh konsumen  

     

7 
Merasa aman dan nyaman saat berada di 

panorama cafe dan resto Berastagi 
     

8 

Pegawai panorama cafe dan resto Berastagi tidak 

pernah lupa memberikan struck pembayaran 

kepada konsumen  

     

9 
Pegawai panorama cafe dan resto Berastagi 

memberikan sapaan kepada konsumen  
     

10 

Pegawai panorama cafe dan resto Berastagi 

ramah/seyuman dalam memberikan pelayanan 

kepada konsumen 

     

 

 

 

 

 

 

 

 

 

 

 



 

 

2. Kepuasan Pelanggan  

No Pernyataan SS S KS TS STS 

1 

Pelanggan puas dengan berbagai macam 

makanan yang tersedia di panorama cafe dan 

resto Berastagi 

     

2 
Pelanggan puas dengan aneka minuman yang 

tersedia di panorama cafe dan resto Berastagi 
     

3 

Pelanggan puas dengan kinerja pegawai yang 

cekatan dan tanggap di panorama cafe dan resto 

Berastagi 

     

4 
Pelanggan puas dengan kebersihan dan kerapian 

di panorama cafe dan resto Berastagi 
     

5 

Pelanggan suka mengunjungi panorama cafe dan 

resto Berastagi karena menu makanan dan 

minumannya yang lebih bervariasi dan lebih 

menarik   

     

6 

Pelanggan merasa senang berkunjung di cafe 

dan resto Berastagi karena memiliki tatanan 

ruangan yang moderen 

     

7 
Pelanggan puas dengan harga makanan  karena 

terjangkau bagi konsumen  
     

8 
Pelanggan puas dengan harga minuman  karena 

terjangkau bagi konsumen 
     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 2. Hasil Jawaban Kuesioner Variabel Kualitas Pelayanan  dan 

Kepuasan Pelanggan   

1. Hasil jawaban kuesioner variabel kualitas pelayanan  

No P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 Total 

1 4 3 4 4 4 4 4 4 4 4 39 

2 3 3 3 3 4 5 4 3 3 3 34 

3 3 3 3 2 3 3 3 3 3 2 28 

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

5 3 4 3 4 3 3 4 3 3 4 34 

6 3 3 3 3 4 3 3 3 3 3 31 

7 4 4 4 4 4 5 5 4 4 4 42 

8 4 4 4 4 4 4 4 5 4 4 41 

9 5 4 5 5 5 4 4 5 5 5 47 

10 3 3 4 4 3 3 3 3 4 4 34 

11 4 4 4 4 3 5 5 4 4 4 41 

12 3 3 3 3 3 4 3 3 3 3 31 

13 4 3 3 3 4 3 3 4 3 3 33 

14 3 3 3 3 3 3 3 3 3 3 30 

15 4 4 4 4 4 4 4 3 4 4 39 

16 4 4 4 4 3 3 3 4 4 4 37 

17 4 4 4 4 4 3 3 4 4 4 38 

18 4 4 4 4 4 4 4 4 4 4 40 

19 4 4 4 4 4 4 4 4 4 4 40 

20 3 3 3 3 4 3 3 4 3 3 32 

21 4 4 4 4 4 4 4 4 4 4 40 

22 4 4 4 4 4 3 3 4 4 4 38 

23 3 3 3 3 3 3 3 2 3 3 29 

24 4 4 4 4 4 3 4 4 4 4 39 

25 4 5 4 4 4 4 5 4 4 4 42 

26 5 5 4 4 4 5 5 4 4 4 44 

27 4 5 5 4 4 4 4 5 5 4 44 

28 4 4 4 4 4 4 4 4 4 4 40 

29 4 4 3 3 4 4 4 3 3 3 35 

30 4 5 5 5 5 5 5 4 5 5 48 

31 3 3 3 3 3 3 3 4 3 3 31 

32 4 4 4 4 4 3 3 3 4 4 37 

33 3 3 3 4 3 2 3 2 3 4 30 

34 4 4 3 3 3 3 3 4 3 3 33 

 



 

 

35 4 3 4 4 4 5 5 4 4 4 41 

36 3 3 3 3 3 3 3 4 3 3 31 

37 4 4 4 4 5 4 5 4 4 4 42 

38 4 4 4 4 4 3 4 4 4 4 39 

39 5 4 4 4 4 3 4 4 4 4 40 

40 4 4 4 4 4 5 4 5 4 4 42 

41 4 4 3 4 4 4 4 4 3 4 38 

42 4 4 4 4 4 4 4 4 4 4 40 

43 4 4 4 4 4 4 5 5 4 4 42 

44 4 4 4 4 4 5 5 5 4 4 43 

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

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

47 4 4 4 4 4 4 4 4 4 4 40 

48 5 5 4 5 5 4 4 4 4 5 45 

49 4 3 3 3 4 5 5 4 3 3 37 

50 4 4 4 4 4 4 3 5 4 4 40 

51 4 4 4 4 3 3 3 4 4 4 37 

52 3 3 4 4 4 2 2 3 4 4 33 

53 4 4 3 3 3 2 2 4 3 3 31 

54 4 4 4 4 4 4 4 5 4 4 41 

55 4 4 4 4 4 3 3 4 4 4 38 

56 4 4 4 4 4 5 5 5 4 4 43 

57 4 4 4 4 4 4 4 4 4 4 40 

58 4 4 4 4 4 4 4 4 4 4 40 

59 4 4 4 4 4 5 5 4 4 4 42 

60 4 4 4 4 4 4 4 5 4 4 41 

61 4 4 4 4 4 5 4 4 4 4 41 

62 4 4 4 4 4 5 5 4 4 4 42 

63 4 4 4 4 4 5 5 4 4 4 42 

64 4 4 4 4 4 5 5 5 4 4 43 

65 3 4 3 3 3 4 4 4 3 3 34 

66 4 5 5 5 4 5 5 4 5 5 47 

67 3 3 3 3 3 4 4 3 3 3 32 

68 3 4 4 4 4 3 3 4 4 4 37 

69 3 3 3 3 3 2 3 3 3 3 29 

70 4 4 4 4 4 3 3 3 4 4 37 

71 4 4 4 4 3 4 4 4 4 4 39 

72 4 4 4 4 4 4 4 5 4 4 41 

73 5 4 4 4 4 3 3 5 4 4 40 

 



 

 

74 4 4 4 4 4 4 5 5 4 4 42 

75 3 3 3 3 3 4 4 4 3 3 33 

76 4 4 4 4 4 4 4 4 4 4 40 

77 4 4 4 4 4 3 3 4 4 4 38 

78 3 3 3 3 3 5 5 3 3 3 34 

79 4 4 4 4 4 3 4 4 4 4 39 

80 4 4 4 5 4 3 3 4 4 5 40 

81 4 4 4 4 4 3 3 4 4 4 38 

82 4 4 4 3 3 4 4 3 4 3 36 

83 3 3 3 3 3 3 3 3 3 3 30 

84 5 5 5 4 4 4 4 5 5 4 45 

85 4 4 4 4 4 4 4 4 4 4 40 

86 3 3 4 3 3 5 5 3 4 3 36 

87 3 4 4 4 4 4 4 3 4 4 38 

88 4 4 4 4 4 4 4 4 4 4 40 

89 4 4 4 4 4 5 5 4 4 4 42 

90 4 4 5 4 3 4 3 4 5 4 40 

91 3 3 3 3 3 4 4 4 3 3 33 

92 4 4 4 4 4 4 4 5 4 4 41 

93 4 4 4 4 4 5 4 4 4 4 41 

94 5 4 2 3 2 4 4 4 4 4 36 

95 2 2 4 2 2 4 4 4 3 3 30 

96 2 4 4 4 2 3 3 3 3 3 31 

97 4 3 2 5 4 5 5 4 4 4 40 

98 4 4 5 4 4 3 4 4 3 4 39 

99 2 5 5 2 4 3 3 3 3 3 33 

100 2 2 5 2 2 5 5 5 5 4 37 

 

 

 

 

 

 

 

 

 

 

 



 

 

2. Hasil jawaban kuesioner variabel kepuasan pelanggan  

No P1 P2 P3 P4 P5 P6 P7 P8 Total 

1 4 4 4 4 4 4 4 4 32 

2 4 4 4 4 4 3 3 4 30 

3 3 3 3 3 3 3 3 3 24 

4 4 5 4 5 5 4 4 4 35 

5 4 4 4 3 4 3 4 3 29 

6 3 3 3 3 3 3 3 2 23 

7 5 5 5 5 5 5 4 4 38 

8 4 4 4 4 4 4 4 4 32 

9 4 4 4 4 4 4 3 4 31 

10 3 3 3 3 3 3 3 3 24 

11 4 4 4 5 5 5 5 5 37 

12 4 4 4 4 3 3 3 3 28 

13 4 4 4 4 4 3 3 4 30 

14 3 3 3 3 3 3 3 3 24 

15 3 3 3 4 4 4 4 4 29 

16 4 4 4 3 3 3 4 3 28 

17 3 3 3 3 3 3 3 4 25 

18 4 4 4 4 4 4 4 5 33 

19 4 4 4 4 4 4 5 5 34 

20 3 3 3 3 3 3 3 3 24 

21 4 4 4 4 4 4 4 5 33 

22 4 4 4 3 3 3 4 4 29 

23 2 3 3 3 3 3 3 4 24 

24 4 4 4 3 4 3 3 3 28 

25 4 4 4 4 5 4 4 4 33 

26 4 4 4 5 5 4 4 4 34 

27 5 4 4 4 4 4 4 4 33 

28 4 4 4 4 4 3 4 4 31 

29 3 4 4 4 4 4 4 4 31 

30 4 4 4 5 5 5 5 5 37 

31 4 4 4 3 3 3 3 3 27 

32 3 3 3 3 3 3 3 3 24 

33 2 3 3 3 3 3 3 3 23 

34 3 3 3 3 3 3 3 3 24 

35 4 4 4 5 5 4 4 4 34 

36 3 3 3 3 3 3 3 3 24 

37 4 4 4 4 5 5 5 5 36 

 



 

 

38 4 4 3 3 4 4 4 4 30 

39 4 3 4 3 4 4 4 4 30 

40 5 4 5 5 4 4 4 4 35 

41 4 4 4 4 4 3 3 3 29 

42 4 4 4 4 4 4 4 4 32 

43 5 4 4 4 5 5 5 5 37 

44 5 5 5 5 5 5 4 4 38 

45 4 4 4 4 4 5 4 5 34 

46 4 4 4 4 4 4 4 4 32 

47 4 4 4 4 4 5 5 5 35 

48 4 4 5 4 4 4 4 4 33 

49 4 3 4 3 3 3 3 3 26 

50 5 5 5 4 4 4 4 4 35 

51 4 4 4 5 4 4 4 3 32 

52 2 3 3 3 3 2 3 3 22 

53 4 3 3 4 4 3 3 3 27 

54 3 3 3 3 3 3 4 3 25 

55 3 3 3 4 4 3 4 4 28 

56 3 3 3 3 3 3 3 2 23 

57 3 3 3 3 3 2 2 2 21 

58 3 3 3 3 3 3 3 2 23 

59 4 4 5 5 5 4 4 4 35 

60 4 4 3 4 4 4 4 4 31 

61 3 3 3 3 3 3 3 3 24 

62 4 4 5 5 5 5 5 5 38 

63 4 4 4 4 4 4 4 4 32 

64 4 4 4 4 4 4 4 4 32 

65 3 4 3 3 3 3 3 3 25 

66 5 5 5 5 5 5 5 4 39 

67 3 3 3 3 4 4 4 4 28 

68 4 3 3 3 3 3 3 3 25 

69 3 3 3 3 3 3 3 3 24 

70 3 3 4 4 4 4 4 4 30 

71 4 4 4 4 3 3 3 3 28 

72 4 4 4 4 3 3 3 3 28 

73 5 4 4 4 4 4 4 4 33 

74 4 4 4 4 4 5 5 5 35 

75 3 3 3 3 3 3 3 3 24 

76 4 4 4 4 5 4 4 4 33 

 



 

 

77 3 3 4 4 3 4 4 4 29 

78 3 3 3 3 3 3 3 3 24 

79 3 3 3 3 4 4 4 3 27 

80 4 4 4 4 4 4 4 4 32 

81 4 4 4 4 4 4 5 5 34 

82 4 5 4 4 4 4 4 4 33 

83 4 4 4 4 4 4 4 3 31 

84 4 4 4 4 4 4 4 4 32 

85 5 5 5 5 4 5 5 4 38 

86 4 4 4 4 4 4 4 4 32 

87 4 4 5 5 5 4 5 5 37 

88 4 4 4 4 3 3 3 4 29 

89 5 4 4 4 4 4 4 4 33 

90 4 4 4 4 4 4 4 3 31 

91 3 3 3 3 3 4 4 4 27 

92 4 4 4 4 4 3 3 3 29 

93 5 5 4 4 4 4 4 4 34 

94 4 4 4 4 4 4 4 4 32 

95 5 5 4 4 4 4 4 4 34 

96 4 4 4 4 4 4 4 4 32 

97 4 4 4 4 4 4 4 4 32 

98 4 4 4 4 4 4 4 4 32 

99 5 5 4 4 4 4 4 4 34 

100 4 4 4 4 4 4 4 4 32 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 3 : Frekuensi Variabel Kualitas Pelayanan dan Kepuasan 

Pelanggan  

 

1. Frekuensi variabel kualitas pelayanan  

p1 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 4 4.0 4.0 4.0 

3 23 23.0 23.0 27.0 

4 66 66.0 66.0 93.0 

5 7 7.0 7.0 100.0 

Total 100 100.0 100.0  

 
p2 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 24 24.0 24.0 26.0 

4 65 65.0 65.0 91.0 

5 9 9.0 9.0 100.0 

Total 100 100.0 100.0  

 
p3 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 24 24.0 24.0 26.0 

4 63 63.0 63.0 89.0 

5 11 11.0 11.0 100.0 

Total 100 100.0 100.0  

 
p4 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 4 4.0 4.0 4.0 

3 23 23.0 23.0 27.0 

4 65 65.0 65.0 92.0 

5 8 8.0 8.0 100.0 

Total 100 100.0 100.0  

 
p5 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 4 4.0 4.0 4.0 

3 25 25.0 25.0 29.0 

4 65 65.0 65.0 94.0 

5 6 6.0 6.0 100.0 

Total 100 100.0 100.0  

 

 



 

 

p6 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 4 4.0 4.0 4.0 

3 31 31.0 31.0 35.0 

4 42 42.0 42.0 77.0 

5 23 23.0 23.0 100.0 

Total 100 100.0 100.0  

 
p7 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 30 30.0 30.0 32.0 

4 45 45.0 45.0 77.0 

5 23 23.0 23.0 100.0 

Total 100 100.0 100.0  

 
p8 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 21 21.0 21.0 23.0 

4 60 60.0 60.0 83.0 

5 17 17.0 17.0 100.0 

Total 100 100.0 100.0  

 
p9 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 3 28 28.0 28.0 28.0 

4 63 63.0 63.0 91.0 

5 9 9.0 9.0 100.0 

Total 100 100.0 100.0  

 
p10 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 25 25.0 25.0 26.0 

4 67 67.0 67.0 93.0 

5 7 7.0 7.0 100.0 

Total 100 100.0 100.0  

 
 

 

 

 

 

 



 

 

2. Frekuensi variabel kepuasan pelanggan  

p1 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 3 3.0 3.0 3.0 

3 26 26.0 26.0 29.0 

4 58 58.0 58.0 87.0 

5 13 13.0 13.0 100.0 

Total 100 100.0 100.0  

 
p2 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 3 31 31.0 31.0 31.0 

4 59 59.0 59.0 90.0 

5 10 10.0 10.0 100.0 

Total 100 100.0 100.0  

 
p3 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 3 30 30.0 30.0 30.0 

4 60 60.0 60.0 90.0 

5 10 10.0 10.0 100.0 

Total 100 100.0 100.0  

 
p4 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 3 33 33.0 33.0 33.0 

4 53 53.0 53.0 86.0 

5 14 14.0 14.0 100.0 

Total 100 100.0 100.0  

 
p5 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 3 32 32.0 32.0 32.0 

4 53 53.0 53.0 85.0 

5 15 15.0 15.0 100.0 

Total 100 100.0 100.0  

 

 

 

 

 

 

 

 

 



 

 

p6 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 37 37.0 37.0 39.0 

4 49 49.0 49.0 88.0 

5 12 12.0 12.0 100.0 

Total 100 100.0 100.0  

 
p7 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 33 33.0 33.0 34.0 

4 54 54.0 54.0 88.0 

5 12 12.0 12.0 100.0 

Total 100 100.0 100.0  

 
p8 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 2 4 4.0 4.0 4.0 

3 31 31.0 31.0 35.0 

4 52 52.0 52.0 87.0 

5 13 13.0 13.0 100.0 

Total 100 100.0 100.0  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 4 : Uji Validitas Variabel Kualitas Pelayanan  dan Kepuasan 

Pelanggan  

 

1. Uji validitas kualitas pelayanan  

Correlations 

 p1 p2 p3 p4 p5 p6 p7 p8 p9 p10 total 

p1 Pearson 
Correlation 

1 .604
**
 .247

*
 

.622
*

*
 

.563
*

*
 

.214
*
 .252

*
 

.493
*

*
 

.530
*

*
 

.591
*

*
 

.713
*

*
 

Sig. (2-
tailed) 

 .000 .013 .000 .000 .032 .011 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p2 Pearson 
Correlation 

.604
**
 1 

.536
*

*
 

.598
*

*
 

.542
*

*
 

.139 .188 
.327

*

*
 

.520
*

*
 

.584
*

*
 

.694
*

*
 

Sig. (2-
tailed) 

.000  .000 .000 .000 .169 .060 .001 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p3 Pearson 
Correlation 

.247
*
 .536

**
 1 

.467
*

*
 

.436
*

*
 

.198
*
 .207

*
 

.390
*

*
 

.759
*

*
 

.631
*

*
 

.672
*

*
 

Sig. (2-
tailed) 

.013 .000  .000 .000 .049 .039 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p4 Pearson 
Correlation 

.622
**
 .598

**
 

.467
*

*
 

1 
.658

*

*
 

.176 .230
*
 

.326
*

*
 

.660
*

*
 

.887
*

*
 

.774
*

*
 

Sig. (2-
tailed) 

.000 .000 .000  .000 .080 .022 .001 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p5 Pearson 
Correlation 

.563
**
 .542

**
 

.436
*

*
 

.658
*

*
 

1 .206
*
 .247

*
 

.326
*

*
 

.463
*

*
 

.606
*

*
 

.702
*

*
 

Sig. (2-
tailed) 

.000 .000 .000 .000  .039 .013 .001 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p6 Pearson 
Correlation 

.214
*
 .139 .198

*
 .176 .206

*
 1 

.854
*

*
 

.357
*

*
 

.357
*

*
 

.232
*
 

.579
*

*
 

Sig. (2-
tailed) 

.032 .169 .049 .080 .039  .000 .000 .000 .020 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p7 Pearson 
Correlation 

.252
*
 .188 .207

*
 .230

*
 .247

*
 

.854
*

*
 

1 
.348

*

*
 

.334
*

*
 

.293
*

*
 

.607
*

*
 

Sig. (2-
tailed) 

.011 .060 .039 .022 .013 .000  .000 .001 .003 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p8 Pearson 
Correlation 

.493
**
 .327

**
 

.390
*

*
 

.326
*

*
 

.326
*

*
 

.357
*

*
 

.348
*

*
 

1 
.501

*

*
 

.430
*

*
 

.644
*

*
 

Sig. (2-
tailed) 

.000 .001 .000 .001 .001 .000 .000  .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p9 Pearson 
Correlation 

.530
**
 .520

**
 

.759
*

*
 

.660
*

*
 

.463
*

*
 

.357
*

*
 

.334
*

*
 

.501
*

*
 

1 
.802

*

*
 

.825
*

*
 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .000 .001 .000  .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 

p10 Pearson 
Correlation 

.591
**
 .584

**
 

.631
*

*
 

.887
*

*
 

.606
*

*
 

.232
*
 

.293
*

*
 

.430
*

*
 

.802
*

*
 

1 
.836

*

*
 

Sig. (2-
tailed) 

.000 .000 .000 .000 .000 .020 .003 .000 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 100 

 



 

 

total Pearson 
Correlation 

.713
**
 .694

**
 

.672
*

*
 

.774
*

*
 

.702
*

*
 

.579
*

*
 

.607
*

*
 

.644
*

*
 

.825
*

*
 

.836
*

*
 

1 

Sig. (2-
tailed) 

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

N 100 100 100 100 100 100 100 100 100 100 100 

**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

2. Uji validitas kepuasan pelanggan  

Correlations 

 p1 p2 p3 p4 p5 p6 p7 p8 total 

p1 Pearson 
Correlation 

1 .817
**
 .755

**
 .626

**
 .586

**
 .573

**
 .497

**
 .439

**
 .790

**
 

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

N 100 100 100 100 100 100 100 100 100 

p2 Pearson 
Correlation 

.817
**
 1 .766

**
 .678

**
 .608

**
 .567

**
 .504

**
 .465

**
 .803

**
 

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

N 100 100 100 100 100 100 100 100 100 

p3 Pearson 
Correlation 

.755
**
 .766

**
 1 .764

**
 .642

**
 .603

**
 .565

**
 .521

**
 .835

**
 

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

N 100 100 100 100 100 100 100 100 100 

p4 Pearson 
Correlation 

.626
**
 .678

**
 .764

**
 1 .795

**
 .686

**
 .611

**
 .584

**
 .860

**
 

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

N 100 100 100 100 100 100 100 100 100 

p5 Pearson 
Correlation 

.586
**
 .608

**
 .642

**
 .795

**
 1 .758

**
 .708

**
 .652

**
 .865

**
 

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

N 100 100 100 100 100 100 100 100 100 

p6 Pearson 
Correlation 

.573
**
 .567

**
 .603

**
 .686

**
 .758

**
 1 .853

**
 .756

**
 .876

**
 

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

N 100 100 100 100 100 100 100 100 100 

p7 Pearson 
Correlation 

.497
**
 .504

**
 .565

**
 .611

**
 .708

**
 .853

**
 1 .788

**
 .836

**
 

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

N 100 100 100 100 100 100 100 100 100 

p8 Pearson 
Correlation 

.439
**
 .465

**
 .521

**
 .584

**
 .652

**
 .756

**
 .788

**
 1 .791

**
 

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

N 100 100 100 100 100 100 100 100 100 

total Pearson 
Correlation 

.790
**
 .803

**
 .835

**
 .860

**
 .865

**
 .876

**
 .836

**
 .791

**
 1 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000  
N 100 100 100 100 100 100 100 100 100 

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

 

 

 

 

 

 

 

 



 

 

Lampiran 5 : Uji Reliabilitas Variabel Kualitas Pelayanan  dan Kepuasan 

Pelanggan  

 

1. Uji reliabilitas variabel kualitas pelayanan  

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.879 10 

 
 

2. Uji reliabilitas variabel kepuasan pelanggan  

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.936 8 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 6 : Tabel r 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 7 : Tabel t 
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