
Lampiran I : Kuisioner Penelitian

Bagian I

Nama :

Jenis Kelamin :

a. Laki – Laki

b. Perempuan

Usia :

a. < 20 tahun

b. 20-29 tahun

c. 30-39 tahun

d. 40-49 tahun

e. > 50 tahun

Pendidikan :

a. SD

b. SMP

c. SMA

d. Sarjana

Bagian II

Mohon kesediaan memberi centang (√) pada kolom sesuai pendapat anda.

Kode jawaban:

STS : Sangat Tidak Setuju

TS : Tidak Setuju

N : Netral

S : Setuju

SS : Sangat Setuju



Angket kuesioner kepuasan

No Pertanyaan
Jawaban

SS S KS TS STS

1.

Fasilitas yang di
sediakan oleh PT.
PLN (persero)
Berastagi sesuai
dengan harapan
pelanggan.

2

Pelayaan yang di
berikan PT. PLN
(persero) Berastagi
sesuai dengan
harapan pelanggan.

3.

Pelanggan
melakukan
kunjungan kembali
karena adaanya
rasa puas dengan
pelayanan yang di
lakukan karyawan.

4

Pelanggan
berkunjung
kembali karena
merasa produk
yang di tawarkan
sangat membantu.

5

Pelanggan bersedia
merekomendasikan
kepada lingkungan
sekitar tentang
kepuasan yang
saudara rasakan.

6
Pelanggan bersedia
merekomendasikan
produk yang di
gunakan.



Kuesioner Pelayanan

No Pertanyaan
Jawaban

SS S KS TS STS

1.
Karyawan
menepati janji
yang telah dibuat
kepada
pelanggan.

2.

Karyawan
mampu
melakukan
pelayanan yang
baik kepada
pelanggan.

3.
Karyawan siap
membantu
pelanggan jika
mengalami
kesulitan.

4.
Karyawan saat
membantu
pelanggan
dengan cepat dan
mandiri.

5. Karyawan selalu
memantau
ketersediaan
kebutuhan
pelanggan.

6.

Karyawan
bersedia
menanggung
resiko yang
terjadi di PT.
PLN (persero)
Berastagi.

7.

Segala fitur-fitur
yang digunakan
pelanggan sesuai
dengan
kebutuhan
pelanggan.

8. Jaringan listrik
tersedia di setiap
kecamatan.



9

Fasilitas yang
disediakan
membuat
pelanggan
nyaman.

10

Penampilan para
karyawan PT.
PLN (Persero)
Berastagi
menarik



Lampiran 2 : Hasil Jawaban Kuesioner Variabel Kepuasan Pelanggan dan
Pelayanan

1. Hasil Jawaban Kuesioner Variabel Kepuasan Pelanggan

No P1 P2 P3 P4 P5 P6 Total
1 4 4 4 4 4 4 24
2 4 4 4 4 4 3 23
3 3 3 3 3 3 3 18
4 4 5 4 5 5 4 27
5 4 4 4 3 4 3 22
6 3 3 3 3 3 3 18
7 5 5 5 5 5 5 30
8 4 4 4 4 4 4 24
9 4 4 4 4 4 4 24
10 3 3 3 3 3 3 18
11 4 4 4 5 5 5 27
12 4 4 4 4 3 3 22
13 4 4 4 4 4 3 23
14 3 3 3 3 3 3 18
15 3 3 3 4 4 4 21
16 4 4 4 3 3 3 21
17 3 3 3 3 3 3 18
18 4 4 4 4 4 4 24
19 4 4 4 4 4 4 24
20 3 3 3 3 3 3 18
21 4 4 4 4 4 4 24
22 4 4 4 3 3 3 21
23 2 3 3 3 3 3 17
24 4 4 4 3 4 3 22
25 4 4 4 4 5 4 25
26 4 4 4 5 5 4 26
27 5 4 4 4 4 4 25
28 4 4 4 4 4 3 23
29 3 4 4 4 4 4 23
30 4 4 4 5 5 5 27
31 4 4 4 3 3 3 21
32 3 3 3 3 3 3 18
33 2 3 3 3 3 3 17
34 3 3 3 3 3 3 18



35 4 4 4 5 5 4 26
36 3 3 3 3 3 3 18
37 4 4 4 4 5 5 26
38 4 4 3 3 4 4 22
39 4 3 4 3 4 4 22
40 5 4 5 5 4 4 27
41 4 4 4 4 4 3 23
42 4 4 4 4 4 4 24
43 5 4 4 4 5 5 27
44 5 5 5 5 5 5 30
45 4 4 4 4 4 5 25
46 4 4 4 4 4 4 24
47 4 4 4 4 4 5 25
48 4 4 5 4 4 4 25
49 4 3 4 3 3 3 20
50 5 5 5 4 4 4 27
51 4 4 4 5 4 4 25
52 2 3 3 3 3 2 16
53 4 3 3 4 4 3 21
54 3 3 3 3 3 3 18
55 3 3 3 4 4 3 20
56 3 3 3 3 3 3 18
57 3 3 3 3 3 2 17
58 3 3 3 3 3 3 18
59 4 4 5 5 5 4 27
60 4 4 3 4 4 4 23
61 3 3 3 3 3 3 18
62 4 4 5 5 5 5 28
63 4 4 4 4 4 4 24
64 4 4 4 4 4 4 24
65 3 4 3 3 3 3 19
66 5 5 5 5 5 5 30
67 3 3 3 3 4 4 20
68 4 3 3 3 3 3 19
69 3 3 3 3 3 3 18
70 3 3 4 4 4 4 22
71 4 4 4 4 3 3 22
72 4 4 4 4 3 3 22
73 5 4 4 4 4 4 25



74 4 4 4 4 4 5 25
75 3 3 3 3 3 3 18
76 4 4 4 4 5 4 25
77 3 3 4 4 3 4 21
78 3 3 3 3 3 3 18
79 3 3 3 3 4 4 20
80 4 4 4 4 4 4 24
81 4 4 4 4 4 4 24
82 4 5 4 4 4 4 25
83 4 4 4 4 4 4 24
84 4 4 4 4 4 4 24
85 5 5 5 5 4 5 29
86 4 5 5 3 5 5 27
87 5 4 5 3 4 5 26
88 4 4 3 1 4 3 19
89 5 3 2 5 4 3 22
90 3 3 3 4 3 3 19
91 3 3 3 5 4 3 21
92 3 4 5 5 3 4 24
93 3 3 2 4 3 2 17
94 5 4 2 3 3 5 22
95 3 3 3 2 5 3 19
96 2 3 3 4 3 3 18
97 4 4 2 5 3 5 23
98 3 4 4 3 2 4 20
99 4 4 4 4 4 4 24
100 3 4 4 4 4 4 23



2. Hasil Jawaban Kuesioner Variabel Pelayanan

No P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 Total
1 4 4 4 4 3 4 4 4 4 4 39
2 3 3 3 3 3 3 3 4 3 4 32
3 3 3 3 3 3 3 2 3 3 3 29
4 4 4 4 4 4 4 4 4 4 4 40
5 3 3 4 3 4 3 4 3 4 3 34
6 3 3 3 3 3 3 3 4 3 2 30
7 4 4 4 4 4 4 4 4 4 4 40
8 5 4 4 4 4 4 4 4 4 4 41
9 5 5 4 5 4 5 5 5 3 4 45
10 3 3 3 3 3 4 4 3 3 3 32
11 4 4 4 4 4 4 4 3 5 5 41
12 3 3 3 3 3 3 3 3 3 3 30
13 4 4 4 4 3 3 3 4 3 4 36
14 3 3 3 3 3 3 3 3 3 3 30
15 3 3 3 4 4 4 4 4 4 4 37
16 4 4 4 4 4 4 4 3 4 3 38
17 4 4 4 4 4 4 4 4 3 4 39
18 4 4 4 4 4 4 4 4 4 5 41
19 4 4 4 4 4 4 4 4 5 5 42
20 4 4 3 3 3 3 3 4 3 3 33
21 4 4 4 4 4 4 4 4 4 5 41
22 4 4 4 4 4 4 4 4 4 4 40
23 2 3 3 3 3 3 3 3 3 4 30
24 4 4 4 4 4 4 4 4 3 3 38
25 4 4 4 4 5 4 4 4 4 4 41
26 4 4 4 5 5 4 4 4 4 4 42
27 5 4 4 4 5 5 4 4 4 4 43
28 4 4 4 4 4 4 4 4 4 4 40
29 3 4 4 4 4 3 3 4 4 4 37
30 4 4 4 4 5 5 5 5 5 5 46
31 4 4 4 3 3 3 3 3 3 3 33
32 3 3 4 4 4 4 4 4 3 3 36
33 2 3 3 3 3 3 4 3 3 3 30
34 4 4 4 4 4 3 3 3 3 3 35
35 4 4 4 4 3 4 4 4 4 4 39
36 4 3 4 3 3 3 3 3 3 3 32



37 4 4 4 4 4 4 4 5 5 5 43
38 4 4 4 4 4 4 4 4 4 4 40
39 4 5 4 5 4 4 4 4 4 4 42
40 5 4 5 4 4 4 4 4 4 4 42
41 4 4 4 4 4 3 4 4 3 3 37
42 4 4 4 4 4 4 4 4 4 4 40
43 5 4 4 4 4 4 4 4 5 5 43
44 5 5 5 4 4 4 4 4 4 4 43
45 4 4 4 4 4 5 5 5 4 5 44
46 4 4 4 4 5 5 5 5 4 4 44
47 4 4 4 4 4 4 4 4 5 5 42
48 4 4 5 5 5 4 5 5 4 4 45
49 4 4 4 4 3 3 3 4 3 3 35
50 5 4 4 4 4 4 4 4 4 4 41
51 4 4 4 4 4 4 4 3 4 3 38
52 3 3 3 3 3 4 4 4 3 3 33
53 4 4 4 4 4 3 3 3 3 3 35
54 5 5 4 4 4 4 4 4 4 3 41
55 4 4 4 4 4 4 4 4 4 4 40
56 5 5 4 4 4 4 4 4 3 2 39
57 4 4 4 4 4 4 4 4 2 2 36
58 4 4 4 4 4 4 4 4 3 2 37
59 4 4 4 4 4 4 4 4 4 4 40
60 5 5 4 4 4 4 4 4 4 4 42
61 4 4 4 4 4 4 4 4 3 3 38
62 4 4 4 4 4 4 4 4 5 5 42
63 4 5 4 4 4 4 4 4 4 4 41
64 5 5 5 4 4 4 4 4 4 4 43
65 4 4 4 3 4 3 3 3 3 3 34
66 4 4 5 4 5 5 5 4 5 4 45
67 3 3 3 3 3 3 3 3 4 4 32
68 4 3 3 3 4 4 4 4 3 3 35
69 3 3 3 3 3 3 3 3 3 3 30
70 3 3 4 4 4 4 4 4 4 4 38
71 4 4 4 4 4 4 4 3 3 3 37
72 5 5 4 4 4 4 4 4 3 3 40
73 5 5 5 5 4 4 4 4 4 4 44
74 5 5 4 4 4 4 4 4 5 5 44
75 4 4 3 3 3 3 3 3 3 3 32



76 4 4 4 4 4 4 4 4 4 4 40
77 4 4 4 4 4 4 4 4 4 4 40
78 3 3 3 3 3 3 3 3 3 3 30
79 4 4 4 4 4 4 4 4 4 3 39
80 4 4 4 4 4 4 5 4 4 4 41
81 4 4 4 4 4 4 4 4 5 5 42
82 3 4 4 4 4 4 3 3 4 4 37
83 3 3 3 3 3 3 3 3 4 3 31
84 5 5 5 5 5 5 4 4 4 4 46
85 3 5 5 3 5 3 5 3 5 4 41
86 5 5 5 2 5 2 3 4 4 3 38
87 5 3 5 2 3 5 3 4 3 4 37
88 5 2 5 3 5 4 3 3 4 2 36
89 3 2 4 5 3 4 3 4 1 4 33
90 3 4 5 3 4 2 3 5 2 3 34
91 3 2 3 5 3 5 3 3 3 4 34
92 3 2 4 3 4 4 4 3 5 5 37
93 5 4 3 3 5 3 5 3 2 3 36
94 2 3 3 3 3 3 3 4 3 5 32
95 3 2 4 2 3 1 3 2 2 3 25
96 3 1 1 3 4 2 2 2 1 3 22
97 3 2 4 3 4 4 3 4 3 3 33
98 3 1 4 3 3 4 3 2 3 4 30
99 4 4 4 4 4 4 4 3 4 4 39
100 4 4 4 4 4 4 4 4 4 5 41



Lampiran 3: Frekuensi Variabel Kepuasan Pelanggan dan Pelayanan

1. Frekuensi Jawaban Responden Variabel Kepuasan Pelanggan

P1

Frequency Percent Valid Percent
Cumulative
Percent

Valid 2 4 4.0 4.0 4.0
3 32 32.0 32.0 36.0
4 52 52.0 52.0 88.0
5 12 12.0 12.0 100.0
Total 100 100.0 100.0

P2

Frequency Percent Valid Percent
Cumulative
Percent

Valid 3 36 36.0 36.0 36.0
4 56 56.0 56.0 92.0
5 8 8.0 8.0 100.0
Total 100 100.0 100.0

P3

Frequency Percent Valid Percent
Cumulative
Percent

Valid 2 4 4.0 4.0 4.0
3 34 34.0 34.0 38.0
4 50 50.0 50.0 88.0
5 12 12.0 12.0 100.0
Total 100 100.0 100.0

P4

Frequency Percent Valid Percent
Cumulative
Percent

Valid 1 1 1.0 1.0 1.0
2 1 1.0 1.0 2.0
3 36 36.0 36.0 38.0
4 45 45.0 45.0 83.0
5 17 17.0 17.0 100.0
Total 100 100.0 100.0

P5

Frequency Percent Valid Percent
Cumulative
Percent

Valid 2 1 1.0 1.0 1.0
3 36 36.0 36.0 37.0
4 47 47.0 47.0 84.0
5 16 16.0 16.0 100.0
Total 100 100.0 100.0



P6

Frequency Percent Valid Percent
Cumulative
Percent

Valid 2 3 3.0 3.0 3.0
3 41 41.0 41.0 44.0
4 40 40.0 40.0 84.0
5 16 16.0 16.0 100.0
Total 100 100.0 100.0

2. Frekuensi Jawaban Responden Variabel Pelayanan

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 52 52.0 52.0 81.0
5 19 19.0 19.0 100.0
Total 100 100.0 100.0

P2

Frequency Percent Valid Percent
Cumulative
Percent

Valid 1 2 2.0 2.0 2.0
2 6 6.0 6.0 8.0
3 21 21.0 21.0 29.0
4 57 57.0 57.0 86.0
5 14 14.0 14.0 100.0
Total 100 100.0 100.0

P3

Frequency Percent Valid Percent
Cumulative
Percent

Valid 1 1 1.0 1.0 1.0
3 20 20.0 20.0 21.0
4 67 67.0 67.0 88.0
5 12 12.0 12.0 100.0
Total 100 100.0 100.0



P4

Frequency Percent Valid Percent
Cumulative
Percent

Valid 2 3 3.0 3.0 3.0
3 29 29.0 29.0 32.0
4 60 60.0 60.0 92.0
5 8 8.0 8.0 100.0
Total 100 100.0 100.0

P5

Frequency Percent Valid Percent
Cumulative
Percent

Valid 3 27 27.0 27.0 27.0
4 61 61.0 61.0 88.0
5 12 12.0 12.0 100.0
Total 100 100.0 100.0

P6

Frequency Percent Valid Percent
Cumulative
Percent

Valid 1 1 1.0 1.0 1.0
2 3 3.0 3.0 4.0
3 26 26.0 26.0 30.0
4 61 61.0 61.0 91.0
5 9 9.0 9.0 100.0
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 59 59.0 59.0 91.0
5 9 9.0 9.0 100.0
Total 100 100.0 100.0

P8

Frequency Percent Valid Percent
Cumulative
Percent

Valid 2 3 3.0 3.0 3.0
3 28 28.0 28.0 31.0
4 62 62.0 62.0 93.0
5 7 7.0 7.0 100.0
Total 100 100.0 100.0



P9

Frequency Percent Valid Percent
Cumulative
Percent

Valid 1 2 2.0 2.0 2.0
2 4 4.0 4.0 6.0
3 36 36.0 36.0 42.0
4 46 46.0 46.0 88.0
5 12 12.0 12.0 100.0
Total 100 100.0 100.0

P10

Frequency Percent Valid Percent
Cumulative
Percent

Valid 2 5 5.0 5.0 5.0
3 35 35.0 35.0 40.0
4 45 45.0 45.0 85.0
5 15 15.0 15.0 100.0
Total 100 100.0 100.0



Lampiran 4 : Uji Validitas Variabel Kepuasan Pelanggan dan Pelayanan

1. Uji Validias Variabel Kepuasan Pelanggan
Correlations

P1 P2 P3 P4 P5 P6 TOTAL
P1 Pearson

Correlation 1 .717** .544** .433** .539** .581** .795**

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

P2 Pearson
Correlation .717** 1 .722** .477** .554** .633** .848**

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

P3 Pearson
Correlation .544** .722** 1 .457** .526** .547** .792**

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

P4 Pearson
Correlation .433** .477** .457** 1 .517** .511** .723**

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

P5 Pearson
Correlation .539** .554** .526** .517** 1 .620** .790**

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

P6 Pearson
Correlation .581** .633** .547** .511** .620** 1 .821**

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

TOTAL Pearson
Correlation .795** .848** .792** .723** .790** .821** 1

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

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



2. Uji Validitas Variabel Pelayanan
Correlations

P1 P2 P3 P4 P5 P6 P7 P8 P9 P10
TOTA
L

P1 Pearson
Correlatio
n

1 .651*
*
.545*

*
.364*

*
.489*

*
.414*

*
.395*

*
.373*

*
.295*

* .088 .673**

Sig. (2-
tailed) .000 .000 .000 .000 .000 .000 .000 .003 .385 .000

N 100 100 100 100 100 100 100 100 100 100 100
P2 Pearson

Correlatio
n

.651*
* 1 .514*

*
.465*

*
.436*

*
.263*

*
.517*

*
.514*

*
.427*

* .175 .731**

Sig. (2-
tailed) .000 .000 .000 .000 .008 .000 .000 .000 .082 .000

N 100 100 100 100 100 100 100 100 100 100 100
P3 Pearson

Correlatio
n

.545*
*
.514*

* 1 .320*
*
.506*

*
.342*

*
.404*

*
.403*

*
.421*

* .197* .668**

Sig. (2-
tailed) .000 .000 .001 .000 .000 .000 .000 .000 .050 .000

N 100 100 100 100 100 100 100 100 100 100 100
P4 Pearson

Correlatio
n

.364*
*
.465*

*
.320*

* 1 .382*
*
.617*

*
.491*

*
.484*

*
.297*

*
.355*

* .685**

Sig. (2-
tailed) .000 .000 .001 .000 .000 .000 .000 .003 .000 .000

N 100 100 100 100 100 100 100 100 100 100 100
P5 Pearson

Correlatio
n

.489*
*
.436*

*
.506*

*
.382*

* 1 .378*
*
.601*

*
.365*

*
.427*

* .180 .676**

Sig. (2-
tailed) .000 .000 .000 .000 .000 .000 .000 .000 .074 .000

N 100 100 100 100 100 100 100 100 100 100 100
P6 Pearson

Correlatio
n

.414*
*
.263*

*
.342*

*
.617*

*
.378*

* 1 .614*
*
.497*

*
.453*

*
.405*

* .716**

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

N 100 100 100 100 100 100 100 100 100 100 100
P7 Pearson

Correlatio
n

.395*
*
.517*

*
.404*

*
.491*

*
.601*

*
.614*

* 1 .528*
*
.505*

*
.351*

* .776**

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
P8 Pearson

Correlatio
n

.373*
*
.514*

*
.403*

*
.484*

*
.365*

*
.497*

*
.528*

* 1 .304*
*
.343*

* .688**

Sig. (2-
tailed) .000 .000 .000 .000 .000 .000 .000 .002 .000 .000

N 100 100 100 100 100 100 100 100 100 100 100
P9 Pearson

Correlatio
n

.295*
*
.427*

*
.421*

*
.297*

*
.427*

*
.453*

*
.505*

*
.304*

* 1 .632*
* .711**

Sig. (2-
tailed) .003 .000 .000 .003 .000 .000 .000 .002 .000 .000



N 100 100 100 100 100 100 100 100 100 100 100
P10 Pearson

Correlatio
n

.088 .175 .197* .355*
* .180 .405*

*
.351*

*
.343*

*
.632*

* 1 .558**

Sig. (2-
tailed) .385 .082 .050 .000 .074 .000 .000 .000 .000 .000

N 100 100 100 100 100 100 100 100 100 100 100
TOTA
L

Pearson
Correlatio
n

.673*
*
.731*

*
.668*

*
.685*

*
.676*

*
.716*

*
.776*

*
.688*

*
.711*

*
.558*

* 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).



Lampiran 5: Uji Reliabilitas Variabel Kepuasan Pelanggan dan Pelayanan

1. Variabel Kepuasan Pelanggan (X)

Reliability Statistics

Cronbach's

Alpha N of Items

.880 6

2. Variabel Pelayanan (Y)

Reliability Statistics

Cronbach's

Alpha N of Items

.873 10



Lampiran 6 : Tabel r



Lampiran 7 : Tabel t




