SURVEI KEPUASAN DAN LOYALITAS NASABAH TENTANG STANDAR

LAYANAN FIVE STARS DI BANK PANIN PURI INDAH

DATA POKOK ANDA
a, Umur 3 cocooo th
b. Pendidikan akhir *) : 1.5D/SMP  2.SMA  3,AKADEMI 4.51 5.52/S3
c. Pekerjaan *) : 1, Pelajar/Mahasiswa
2. Ibu Rumah Tangga
3. Pegawai Swasta
4, Pegawai Negeri Sipil / ABRI
5. Wiraswasta/Pedagang/pengusaha
d. Saldo Tabungan saudara TRP
*) pilih salah satu dengan tanda {X).
PILIHLAH SESUAI PENDAPAT ANDA :
Tingkat Pengetahuan Tingkat Pemahaman
5. Sangat Tahu 5. Sangat Mengerti
4. Tahu 4. Mengerti
3. Cukup Tahu 3. cukup Mengerti
2. Tidak Tahu 2. Kadang mengerti
I. Sangat Tidak Tahu 1. Tidak Pernah mengerti
Pernyataan Pengetahuan Pemahaman

1. Apakah anda mengetahui dan memahami bahwa
karyawan Panin Bank Puri Indah selalu memberikan
senyum yang anda harapkan pada saat anda datang
ke bank ?

2 Apakah penyambutan yang dilakukan oleh karyawan
Panin Bank Puri Indah saat anda melakukan transaksi
di bank selalu mendapat sambutan yang:

Ramah

Hangat

Bersahabat

Acuh

Sopan

Tidak ada respon

SR a0 T

3. Apakah penyambutan yang dilakukan oleh karyawan
bank selalu mengucapkan:
a. Salam
b. Menyapa anda dengan sebutan Bpk, ibu,
Om, tante, dst .
c. tidak ada respon

4. Apakah karyawan bank selalu menyakan kebutuhan
anda setelah melakukan transaksi yang pertama ?

5. STANDAR LAYANAN KE LIMA
Apakah karyawan bank selalu mengucapkan terima
kasih kepada anda setelah melakukan semua aktifitas
anda di bank?
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SURVEI KEPUASAN DAN LOYALITAS NASABAH TENTANG STANDAR

LAYANAN FIVE STARS DI BANK PANIN PURI INDAH

Nilai Persepsi Nifai Harapan
5. Sangat Baik 5. Sangat Penting
4. Baik 4. Penting
3. Cukup Baik 3. Cukup Penting
2. Kurang Baik 2. Kurang Penting
1. Tidak Baik 1. Tidak Penting
No. Pemyataan Persepsi Harapan
Tangible {Nyata)
1.} Penampilan karyawan bank selalu rapi, 54-3-2-1 | 54-3-2-1
2. | Petugas satpam bank selalu berpenampilan rapi. 5-4-3-2-1 | 54-3-2-1
3. { Ruang tunggu bank bersih. 5-4-3-2-1 | 54-3-2-1
4, | Ruang tunggu bank nyaman. 54-3-2-1 | 54-3-2-1
5. [ Jumlah Customner Service cukup. 54-3-2-1 | 54-3-2-1
Reliability (Keterandalan)
6. | Bank selalu memenuhi pelayanan yang dijanjikan. 54~3-2-1 | 54-3-2-1
7. | Setiap nasabah menghadapi masalah, bank akan
memberikan perhatian terhadap penyelesaian masalah
tersebut. 54-3-2-1 { 54-3-2-1
8. | Bank tidak pernah membuat kesalahan dalam memberikan
pelayanan kepada nasabah. 5-4-3-2-1 | 54-3-2-1
9. j Bank menyelesaikan pelayanan untuk nasabah sesuai
dengan waktu yang dijanjikan. 5—4-3-2-1 | 54-3-2-1
10. | Masalah nasabah cepet terselesaikan 54-3-2-1 | 54-3-2-1
L _1

74



SURVEI KEPUASAN DAN LOYALITAS NASABAH TENTANG STANDAR
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11,

12,
13,

14,
15.
16.

17.
18.

19,
20.
21.
22,
23.
24,

25,

Responsiveness (Kesigapan)
Nasabah tidak pernah menunggu lebik dari fima menit

untuk memperoleh pelayanan bank.

Karyawan bank selalu bersedia membantu nasabah.
Petugas satuan pengaman (satpam) bank selalu bersedia
membantu nasabah.

Nasabah tidak perlu menunggu lebih dari tiga kali deringan
telepon untuk mendapatkan pelayanan Phone Banking.
Customer service selalu memberikan pilihan yang terbaik.
Assurance (Jaminan)

Cara karyawan dalam melayani nasabah menimbulkan
kepercayaan nasabah kepada bank.

Nasabah merasa aman melakukan transaksi dengan bank.
Karyawan bank selalu bersikap profesional dan ramah :
tarsenyum serta mengucapkan salarn dan terimakasih.
Karyawan bank mampu menjawab semua pertanyaan
nasabah,

Nasabah selalu Nyaman melakukan transaksi dengan bank
Emphaty (Empati}

Bank selalu memberikan informasi terbaru tentang produk
dan pelayanannya.

Bank memiliki jam pelayanan yang sesuai dengan
kebutuhan nasabah.

Dalam memberikan pelayanan, karyawan bank tidak pernah
lupa menyebut nama nasabah.

Nasabah tidak permah mengalami kesulitan dalam mengisi
formulir yang disediakan bank.

Nasabah selalu merasa bahwa kepentingannya lebih
diutamakan oleh bank,

54-3-2-1
54-3-2-1

5—4-3-2-1
54-3-2-1

5—4-3-2-1
54-3-2-1
5-4-3-2-1
54-3-2-1
5-4-3-2-1
5—4-3-2-1
5—4-3-2-1
5-4-3-2-1
5—4-3-2-1

5—4-3-2-1

54-3-2-1
5—4-3-2-1

5-4-3-2-1
54-3-2-1

54-3-2-1
54-3-2-1
54-3-2-1
5-4-3-2-1
54-3-2-1
54-3-2-1
5-4-3-2-1
54-3-2-1
5-4-3-2-1

54-3-2-1

Dianiara pernyataan- pernyataan dibawah ini menurut anda tentang Voucer belanja
tabungan Panin yang ada saat ini :

Tetap diadakan

Lebih menguntungkan

Memberikan rasa puas saat pengambilan

a.
b
¢. Lebih menarik minat nasabah
d
e

. Voucer harus menarik

| Ter Ima Kasih Atas Partisipag| An a




Lampiran 1: Data Nasabah Kuisteoner Panin Bank Puri indah Per 30 September 2003
No Pend Pendptn Saldo Ktgr
Umur Pkrin Tabungan
Resp Akhir Bersih Tab

1 38 5 3 2,000,000 10,000,000 N1

2 49 4 ] 32,000,000 $24,000,000 N5

3 28 4 5 25,000,000 611,000,000 N5

4 34 3 5 2,500,000 22,000,000 N2

5 50 5 5 20,000,000 517,000,000 N5

6 27 4 2 3,000,000 80,000,000 N2

7 35 4 3 7,000,000 316,000,000 N4

8 an 4 3 30,000,000 194,000,000 N3

9 37 4 5 4,000,000 74 000,000 N2
10 29 4 3 23,000,000 406,000,000 N4
11 3 4 5 3,500,000 254,000,000 N4
12 49 3 5 24,000,000 122,000,000 N3
13 25 5 5 3,000,000 172,000,000 N3
14 47 4 3 1,500,000 34,000,000 N2
15 30 4 3 12,500,000 47,000,000 N2
16 40 2 5 1,000,000 221,000,000 N3
17 38 4 2 5,000,000 32,000,000 N2
18 42 4 5 11,500,000 27,000,000 N2
19 38 3 2 5,000,000 25,000,000 N2
20 41 5 5 15,000,000 150,000,000 N3
21 49 4 5 4,000,000 126,000,000 N3
22 45 3 5 2,500,000 127,000,000 N3
23 25 5 5 800,000 1,000,000 N1
24 35 5 3 5,000,000 34,000,000 N2
25 48 4 3 5,000,000 285,000,000 N4
26 29 4 2 2,000,000 20,000,000 N2
27 26 3 5 2,500,000 198,000,000 N3
28 29 5 5 15,000,000 121,000,000 N3
29 38 2 2 2,000,000 33,000,000 N2
30 40 4 3 3,500,000 60,000,000 N2
3 57 2 3 2,500,000 46,000,000 N2
32 46 4 5 4,000,000 105,000,000 N3
33 52 4 3 43,000,000 | 1,074,000,000 NS
34 44 4 5 14,000,000 112,000,000 N3
35 42 4 2 3,500,000 138,000,000 N3
36 40 4 3 3,000,000 109,000,000 N3
37 55 4 3 34,000,000 467,000,000 N4
38 36 4 3 12,500,000 208,000,000 N3
39 3 4 6 2,400,000 39,000,000 N2
40 27 4 2 15,000,000 284,000,000 N4
41 44 4 5 11,500,000 281,000,000 N4
42 42 3 5 19,000,000 336,000,000 N4
43 67 5 5 15,000,000 18,000,000 N2
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Lanjutan Lampiran 1

44 36 4 5 4,000,000 53,000,000 N2
45 45 4 5 12,500,000 222,000,000 N3
46 56 5 5 5,000,000 60,000,000 N2
47 49 3 2 16,000,000 207,000,000 N3
48 51 ] 3 5,000,000 185,000,000 N3
49 40 3 3 2,500,000 18,000,000 N2
50 33 3 2 2,000,000 37,000,000 N2
51 55 3 5 2,500,000 19,000,000 N2
52 48 5 5 23,000,000 263,000,600 N4
53 29 2 2 - 7,000,000 124,000,000 N3
54 41 2 3 4,750,000 357,000,000 N4
55 37 2 3 8,000,000 54,000,000 N2
56 47 2 5 4,000,000 109,000,000 N3
57 58 2 3 13,000,000 482 000,000 N4
58 52 2 5 8,000,000 106,000,000 N3
59 48 2 5 1,500,000 168,000,000 N3
60 36 2 3 6,000,000 177,000,000 N3
61 49 4 3 1,500,000 24,000,000 N2
62 42 4 3 12,500,000 254,000,000 N4
63 41 3 8 1,000,000 112,000,000 N3
64 51 4 2 7,500,000 194,000,000 N3
65 46 4 5 11,500,000 78,000,000 N2
66 43 3 5 18,000,000 619,000,000 N5
67 48 4 5 15,000,000 203,000,000 N3
68 40 4 4 22,000,000 215,000,000 N3
69 35 2 5 2,500,000 10,000,000 N1
70 42 2 § 35,000,000 | 1,117,000,000 N5
71 46 2 3 5,000,000 164,000,000 N3
72 54 4 3 12,500,000 411,600,000 N4
73 44 4 5 2,000,000 89,000,000 N2
74 42 2 5 4,500,000 107,000,000 N3
75 45 4 5 15,000,000 91,000,000 N2
76 53 2 2 2,000,000 110,000,000 N3
77 51 4 3 7,500,000 $24,000,000 N5
78 50 2 3 1,900,000 33,000,000 N2
79 49 4 5 4,000,000 13,000,000 N1
80 37 4 3 3,000,000 15,000,000 N1
81 40 4 5 14,000,000 102,000,000 N3
82 42 3 5 11,500,000 163,000,000 N3
83 42 4 3 23,000,000 455,000,000 N4
84 40 4 3 1,500,000 275,000,000 N4
85 44 4 3 12,500,000 275,000,000 N4
86 36 3 6 1,000,000 36,000,000 N2
87 37 4 2 5,000,000 116,000,000 N3
88 45 4 5 14,500,000 364,000,000 N4
8% 43 3 5 1,800,000 218,000,000 N3
90 46 4 5 15,000,000 432,000,000 N4
N 34 4 5 2,000,000 21,000,000 N2
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92 47 1 5 24,650,000 623,000,000 NS
93 44 4 5 5,000,000 2,000,000 N1
94 42 2 2 4,000,000 52,000,000 N2
95 40 4 3 5,000,000 24,000,000 N2
96 62 4 § 35,000,000 601,000,000 N5
97 34 4 5 7,000,000 334,000,000 N4
98 42 1 5 - 2,500,000 121,000,000 N3
98 40 5 5 15,000,000 183,000,000 N3
100 60 2 2 11,000,000 | 409,000,000 N4
101 44 4 3 3,500,000 168,000,000 N3
102 38 2 5 1,900,000 68,000,000 N2
103 39 4 5 4,000,000 64,000,000 N2
104 29 4 3 3,000,000 19,000,000 N2
105 32 4 5 4,000,000 81,000,000 N2
106 49 3 2 1,500,000 31,000,000 N2
107 51 5 3 3,000,000 510,000,000 N5
108 40 4 3 1,500,000 19,000,000 N2
109 42 4 3 1,500,000 10,000,000 N1
110 45 3 5 10,060,000 929,000,000 N5
11 H 4 2 5,000,000 177,000,000 N3
112 42 4 5 11,500,000 67,000,000 N2 -
113 44 3 5 11,800,000 282,000,000 N4
114 42 4 5 15,000,000 31,000,000 N2
115 33 4 5 12,000,000 136,000,000 N3
116 40 4 5 25,000,000 | 100,000,000 N2
117 36 5 5 15,000,000 49,000,000 N2
118 49 5 3 5,000,000 99,000,000 N2
119 44 4 3 25,600,000 115,000,000 N3
120 57 4 5 2,000,000 36,000,000 N2
121 41 2 5 2,500,000 4,000,000 N1
122 36 2 5 15,000,000 136,000,000 " N3
123 48 2 2 2,000,000 106,000,000 N3
124 54 4 3 8,500,000 1 340,000,000 N4
125 44 2 3 9,000,000 56,000,000 N2
126 42 4 5 4,000,000 26,000,000 N2
127 37 4 3 70,000,000 | 4,928,000,000 N5
128 41 4 5 14,000,000 138,000,000 N3
129 45 3 5 1,500,000 21,000,000 N2
130 41 5 3 17,000,000 | 312,000,000 N4
131 58 4 2 1,500,000 20,000,000 N2
132 33 4 2 12,500,000 47,000,000 N2
133 40 3 5 1,000,000 24,000,000 N2
134 28 4 3 5,000,000 48,000,000 N2
135 45 4 5 11,500,000 361,000,000 N4
136 51 3 3 18,000,000 140,000,000 N3
137 52 2 5 15,000,000 75,000,000 N2
138 49 4 5 21,000,000 864,000,000 N5
139 45 1 5 " 32,500,000 | 1,500,000,000 N5
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140 56 2 5 15,000,000 | 265,000,000 N4
141 H 2 2 2,000,000 42,000,000 N2
142 42 2 3 5,000,000 65,000,000 N2
143 49 4 5 25,000,000 | 1,086,000,000 N5
144 52 4 3 2,000,000 20,000,000 N2
145 48 1 5 32,500,000 | 2,213,000,000 N5
146 41 2 5 15,000,600 40,000,000 N2
147 36 2 2 15,000,000 140,000,000 N3
148 49 4 3 35,100,000 401,000,000 N4
149 53 2 3 9,000,000 93,000,000 N2
150 44 4 5 §,000,000 231,000,000 N3
151 48 4 3 13,000,000 419,000,000 N4
152 43 4 5 14,000,000 46,000,000 N2
163 36 3 2 1,500,000 35,000,000 N2
154 4 2 3 3,000,000 230,000,000 N3
155 52 4 5 15,000,000 96,000,000 N2
156 40 4 5 12,500,000 498,000,000 N4
157 56 3 2 1,000,000 26,000,000 N2
158 49 4 2 15,000,000 124,000,000 N3
159 44 4 5 11,500,000 39,000,000 N2
160 49 3 5 18,000,000 711,000,000 N5
161 44 2 5 15,000,000 241,000,000 N3
162 42 4 5 20,000,000 100,000,000 N2
163 33 1 5 2,500,000 31,000,000 N2
164 42 4 5 15,000,000 27,000,000 N2
165 30 4 3 5,000,000 28,000,000 N2
168 37 4 5 2,500,000 23,000,000 N2
167 52 4 5 20,000,000 732,000,000 NS
168 47 1 5 2,500,000 89,000,000 N2
169 37 2 5 1,500,000 21,000,000 N2
170 44 2 2 22,000,000 320,000,000 N4
171 38 4 3 3,500,000 126,000,000 N3
172 51 2 3 7,000,000 155,000,000 N3
173 4 4 5 4,000,000 206,000,000 N3
174 40 4 3 3,000,000 73,000,000 N2
175 42 4 5 . 14,000,000 146,000,000 N3
176 40 3 2 3,000,000 58,000,000 N2
177 55 5 3 2,500,000 46,000,000 N2
178 45 4 3 35,000,000 148,000,000 N3
179 3 4 3 12,50C,000 46,000,000 N2
180 49 3 2 3,560,000 91,000,000 N2
181 40 4 2 5,000,000 270,000,000 N4
182 42 4 5 11,500,000 210,000,000 N3
183 67 3 2 - 15,000,000 349,000,000 N4
184 45 4 5 15,000,000 226,000,000 N3
185 40 4 5 2,000,000 24,000,000 N2
186 48 1 5 25,000,000 210,000,000 N3
187 39 4 5 15,000,000 { 145,000,000 N3
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188 40 2 2 2,000,000 26,000,000 N2
189 28 4 3 5,000,000 50,000,000 N2
190 7 4 3 2,500,000 22,000,000 N2
191 35 4 5 2,000,000 12,000,000 N1
192 28 1 5 11,500,000 221,000,000 N3
193 58 4 5 15,000,000 94,000,000 N2
194 31 2 2 12,000,000 179,000,000 N3
195 27 4 1 1,000,000 6,000,000 N1
196 44 2 5 41,000,000 214,000,000 N3
197 47 4 5 4,000,000 20,000,000 N2
198] 39 4 3 3,000,000 37,000,000 N2
199 28 4 5 14,000,000 36,000,000 N2
200 42 3 5 1,500,000 80,000,000 N2
201 39 4 3 3,000,000 27,000,000 N2
202 55 4 3 600,000 1,000,000 N1
203 36 4 3 12,500,000 50,000,000 N2
204 31 3 5 3,000,000 57,000,000 N2
205 i 4 2 5,000,000 40,000,000 N2
206 46 4 5 11,500,000 227,000,000 N3
207 41 3 5 18,000,000 147,000,000 N3
208 52 4 5 15,000,000 80,000,000 N2
209 62 4 5 2,000,000 134,000,000 N3
210 45 1 5 2,500,000 210,000,000 N3
211 47 4 5 15,000,000 273,000,000 N4
212 49 4 3 5,000,000 50,000,000 N2
213 44 4 3 2,560,000 46,000,000 N2
214 59 4 5 12,000,000 226,000,000 N3
215 49 1 5 7,000,000 135,000,000 N3
216 43 4 5 15,000,000 17,000,000 N1
217 42 2 2 2,000,000 14,000,000 N1
218 47 4 3 3,500,000 183,000,000 N3
218 29 2 3 2,500,000 25,000,000 N2
220 44 4 5 14,000,000 308,000,000 N4
221 35 4 3 1,000,000 2,000,000 N1
222 35 4 5 14,000,000 117,000,000 N3
223 49 3 5 1,500,000 385,000,000 N4
224 a1 4 - 3 3,000,000 50,000,000 N2
225 44 4 K] 1,500,000 7,000,000 N1
226 49 4 3 12,500,000 131,000,000 N3
227 40 3 6 1,000,000 59,000,000 N2
228 48 4 2 5,000,000 511,000,000 N5
229 57 4 5 11,500,000 836,000,000 NS
230 49 3 5 11,000,000 94,000,000 N2
231 38 4 5 15,000,000 | 1,419,000,000 N5
232 44 4 5 7,000,000 367,000,000 N4
233 44 1 5 5,500,000 267,000,000 N4
234 42 4 5 15,000,000 |. 37,000,000 N2
235 51 2 2 2,000,000 312,000,000 N4
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236 44 4 3 17,000,000 543,000,000 N5
237 55 4 3 2,500,000 298,000,000 N4
238 42 4 5 2,000,000 11,000,000 N1

239 41 1 5 2,500,000 23,000,000 N2
240 29 4 5 15,000,000 22,900,000 N2
241 44 2 2 2,000,000 50,000,000 N2
242 42 4 3 5,500,000 173,000,000 N3
243 45 2 3 2,500,000 101,000,000 N3
244 36 4 5 4,000,000 32,000,000 N2
245 43 4 3 3,000,000 | - 654,000,000 N5
246 56 4 5 14,000,000 73,000,000 N2
247 52 3 5 25,000,000 |  1,402,000,000 NS
248 48 4 3 3,000,000 70,000,000 N2
249 40 4 3 1,500,000 63,000,000 N2
250 55 4 3 12,500,000 44,000,000 N2
251 36 3 6 1,000,000 450,000,000 N4
252 46 4 5 18,000,000 716,000,000 N5
253 59 4 5 11,500,000 30,000,000 N2
254 44 3 5 7,500,000 126,000,000 N3
255 64 4 5 15,000,000 157,000,000 N3
256 55 4 5 2,000,000 132,000,000 N3

257 42 1 5 2,500,000 321,000,000 N4
258 29 4 5 15,000,000 9,000,000 N1

259 43 4 3 5,000,000 100,000,000 N2
260 50 4 3 2,500,000 57,000,000 N2
261 69 4 5 2,000,000 17,000,000 N1

262 42 1 5 4,500,000 152,000,000 N3
263 36 2 5 15,000,000 12,000,000 N1

264 49 2 5 12,000,000 912,000,000 N5
265 44 4 3 17,000,000 385,000,000 N4
266 42 2 k! 2,900,000 43,000,000 N2
267 29 4 5 4,000,000 57,000,000 N2
268 49 4 3 6,000,000 215,000,000 N3
269 41 4 5 14,000,000 115,000,000 N3
270 42 3 5 1,500,000 461,000,000 N4
271 49 P 3 3,000,000 | 1,319,000,000 N5
272 45 4 3 1,500,000 99,000,000 N2
273 40 4 3 12,500,000 45,000,000 N2
274 50 3 6 10,000,000 { 1,354,000,000 N5
275 48 4 5 5,000,000 601,000,000 N5
276 38 4 5 11,500,000 286,000,000 N4
277 42 K] 1 1,000,000 4,000,000 N1

278 87 2 5 15,000,000 2,105,000,000 NS
273 36 4 3 2,000,000 83,000,000 N2
280 44 i 5 4,000,000 119,000,000 N3
281 38 2 5 15,000,000 172,000,000 N3
282 52 2 5 5,000,000 672,000,000 NS
283 42 3 1 1,500,000 8,000,000 N1
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284 48 2 3 3,000,000 81,000,000 N2
285 48 4 5 6,000,000 482,000,000 N4
286 42 4 5 12,500,000 650,000,000 NS
287 44 3 § 1,000,000 117,000,000 N3
- 288 37 4 2 5,000,000 322,000,000 Nd
289 45 4 5 11,500,000 102,000,000 N3
290 36 3 5 7,000,000 131,000,000 N3
291 45 2 5 15,000,000 100,000,000 N2
292 38 4 5 2,000,000 78,000,000 N2
283 36 2 5 3,000,000 122,000,000 N3
284 42 2 5 15,000,000 350,000,000 N4
295 40 2 2 2,000,000 104,000,000 N3
296 37 5 5 15,000,000 349,000,000 N4
297 48 4 5 9,000,000 161,000,000 N3
Jmil 12,785 1,007 1,183 | 2,798,600,000 | 69,514,000,000

Rata2 43.0 34 4.0 9422895.6 234053872.1
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Lampiran 2. Hasil Pengukuran dimensi-dimensi kepuasan pelayanan pada Panin Bank Puri Indah, Jakarta Barat
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7] 1 1 4 4 A 1 4 [ 4 4 T 4 5 5 s 8 s| 2 5 ] 5 3 1 3
18 4 5 1 4 i 9 5 4 [ 1 5 I . z ? 1 3 L 3 1 1 1 2 2|
19 4 A4 4 1|13 4 [ 4 3 F 2] 1 1 [ 4 s 1 3] 19 s 5 s : p 4
2 4 Y 3 [T 3 1 3 [ 3 HIED 3 3 1 3 5 s [ i 3 3 4 5]
P 5 s sl s DT 5 5 5 4 5 5] o 5 4 5 5 | = 1 5 5 5 5 ]
22) [ L 3| s ! 4 1 3 4 IR i 4 . 4 + NN 4 q 4 5 ? :
2 [ ] 4 4 il 15 [ 4 4 3 4 A 13 [ 1 4 5 4 s 2 ! s 5 4 5 5
A § 5 5 5 5 2% 5 5 5 5 5 2 n 4 5 5 5 5 4 24 5 3 5 3 4 4
B 4 [l 1 3 | 1 i 1 3 3 3] s 3 4 4 5 5[ 4 4 1 4 4 4
% I 3 [ «] 8 ‘ ] 4 [ 1 5] 1 4 . 1 5 5 s| =@ 5 4 5 4 1 3
ul s 5 5 [ N 5 5 4 [ [ N 5 5 s 5 4] 5 5 5 5 5 z
3| 3 4 ] 4 | 1 3 2 4 4 4 4| 18 . 3 3 P 4 4] 1 1 3 fl 3 4 5
29 5 3 5 5 R 5 5 5 5 5 s| 2 5 [ q 5 5 s| 5 5 § 4 5 5
3| 4 5 5 5 NI 5 $ 5 [ 5 s| o 5 1 3 3 4 4 3 ] 3 4 [ 4
" ] 1 3 3 3| s 3 3 3 3 3 3 18 1 s ¢ 3 5 s| o 1 4 3 ] 4 4
32 [ 3 3 3 NI 3 1 3 ! 3 [ 1 3 3 3 3 5 4] 10 4 4 3 3 4 1
n 5 s 5 5 T 5 5 5 4 5 B 5 4 [ 5 5 i = 4 5 5 5 5 2
M 4 ¢ 4 4 3] 19 4 4 5 1 [ 4] 19 1 4 4 1 4 al " [ 4 1 5 2 4
3 [ 1 4 4 3] 9 4 [ 4 3 1 T 4 ] ] 5 4 5| 4 5 5 i 5 5
3 5 5 5 5 8] 25 5 5 5 5 5 2| = 4 5 5 5 5 4] 5 3 5 3 < 4
n 4 1 3 3 FIEE 3 3 3 3 3 3 s 3 4 4 1 5 s 2 4 4 1 4 4 5
38 4 i 2 4 1l v 3 ? 4 3 4 4] 1 3 x 1 4 ! T 4 i 4 4 2 )
4 4 [ 4 N [l [ 4 [ 1 NE: 4 s 5 5 5 5] 2 § 4 5 3 3 3

4 L] b 1 3 4 4 1 1 § 41 0 4 ? 2 3 3 3 13 k| 3 3 3 2 2

5 5 4 5 5] 5 4 5 5 5 s| o 5 1 2 4 4 NEE 4 5 4 4 3 ¥

2 [ 3 3 R 3 ] 3 3 4 IRE 3 3 3 4 4 s 18 i 1 i 4 4 a
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% [ 4 4 3 4 19 4 4 3 4 4] o 19 4 3 3 5 5 N § 4 5 4 4 z

51 5 5 4 5 s| 5 4 5 5 Y AN 5 4 4 4 4 N ¢ 5 4 ] 3 4

92 3 4 3 3 3| . 3 3 3 3 § KD 3 3 3 4 4 N 4 [ 4 4 4 4

93 4 L] 4 4 4 0 4 4 4 4 L] 4 0 4 5 5 5 4 5 ) 5 H 5 k] 4 3

84 4 3 3 4 i 7 1 3 4 3 [ 4« 4 3 3 4 4 4 1 4 1 4 ? 1 2

9] 5 3 5 5 5 5 5 5 5 4 5] u 5 4 4 3 5 A 4 4 3 3 4 4

9] 4 4 2 4 3 3 ? 4 3 4 i 3 4 4 4 4 3| 19 4 4 4 [l z 2

97 [ 4 4 4 4 [ 4 4 4 4 N 4 5 5 5 5 S 5 4 5 3 1 1

58} [ 5 [ 4 3 i 4 4 2 5 R [ 2 2 3 3 I 1 3 3 3 z 2

ol 4 4 4 4 3 4 4 4 1 z 2] 15 ] 4 § 4 4 1 1 q 4 4 q 1 1
__8— L] 3 ] 3 4 b k] 3 4 2 3 16 3 3 k] 3 5 4 18 4 4 1 3 L) 1
101] 5 5 5 § 4 5 ] 5 4 5 s| o 5 4 4 5 5 4 4 5 5 5 5 ]
102] 4 4 4 4 3 4 4 4 E] [] T 4 4 4 4 4 ] £ 4 4 5 2 4
103 4 4 4 4 3 4 4 4 3 4 4| 19 4 4 [ 5 Il 5 4 5 5 4 5 5
104 3 5 5 5 5 5 5 [ 5 5 2| 2 [l 5 5 5 5 4 5 3 5 3 4 4
105] 4 4 3 3 1 3 3 3 3 3 | 15 3 4 4 3 5 5 4 4 3 4 4 4
| ‘ 3 3 4 4 4 3 4 4 4 4] 1 4 4 5 5 5 5 [ 5 [ 3 3
107] 5 5 5 4 4 5 5 4 4 4 i 4 5 5 5 5 4 5 5 5 5 5 2
so8] 3 4 2 4 4 3 2 4 4 4 4] 18 4 3 3 4 4 4 4 ] [ 3 4 ‘
108 5 3 5 5 5 5 5 5 5 5 S 5 4 4 5 5 5 5 5 5 4 5 5
1 5 5 5 4 5 5 5 4 5 A 5 3 3 3 4 4 3 4 3 4 4 [
11) 4 4 3 3 3 3 3 3 3 3 D 3 [ 4 3 5 5 [ [ 3 4 4 4
128 4 3 3 3 4 3 3 3 4 3 3 % 3 3 3 3 5 4 [l 4 3 3 4 3
113 5 5 5 5 4 5 5 5 4 5 50 5 4 4 5 5 4 4 5 5 5 5 3
114 4 4 4 4 3 4 [ 4 1 4 4 1w 4 4 4 4 é 4 4 4 4 5 7 §
115} 4 4 4 4 3 1 4 4 3 4 N EET 3 4 4 5 4 5 1 5 5 4 5 5
118] 5 5 5 5 5 5 5 5 5 5 2| 2 [ 5 5 5 5 4 5 3 5 3 4 4
17| 4 4 3 ] 1 3 3 E] 3 3 il 15 3 4 4 3 5 5 4 4 3 5 4 4
118] 4 4 2 4 3 3 2 4 3 4 KD 3 4 4 4 4 3 4 4 4 4 2 2
199 4 4 4 4 4 4 4 4 4 4 NEE 4 5 5 5 5 5 5 4 5 3 3 3
120] 4 5 [ 4 3 4 4 4 3 5 4f 0 4 2 z 3 3 3 3 3 ] 3 2 ?
21 5 5 4 5 5 5 [ 5 5 5 5] M 5 4 4 4 4 4 [l 5 4 4 1 §
122 3 [ 3 3 3 3 3 3 3 4 o 3 3 3 § 4 4 4 4 4 4 4 4
12 4 [ 4 4 4 4 [ 4 4 4 | = 4 5 5 5 4 5 5 5 5 3 4 3
124 4 3 3 4 3 1 3 [ 3 4 4] 4 3 3 4 4 4 4 3 4 2 3 2
12¢] 5 3 5 5 5 5 5 5 5 4 5| u 5 4 4 3 5 5 2 4 4 3 3 4 4
12¢] 4 4 2 4 3 3 2 4 3 4 o 1 3 4 4 4 4 3| 1 4 4 4 4 2 2
121] 4 4 4 4 4 4 4 4 4 4 4] 4 5 5 5 5 5| 25 5 4 5 3 3 3
2] 4 5 4 4 1 4 4 4 3 5 e 4 2 2 1 3 3] 1 3 3 3 3 2 ?
128] 4 4 4 4 3 4 4 4 3 2 2| 15 3 4 4 4 4 3 1 4 4 4 q 1 4
130] 4 3 3 3 4 3 1 3 4 3 il 1 3 3 1 3 5 i 4 4 3 1 4 1
131 5 5 5 [ 5 5 5 4 5 2 A 4 4 4 5 5 | n 4 4 5 4 4 4
137 3 4 3 1 3 3 3 3 3 4 s ar 3 3 3 3 2 I 3 2 3 1 3 3
133] 5 5 5 5 5 5 5 5 5 5 5] 2% 5 [ 4 5 5 s| =z 5 5 5 4 5 4
1) 3 4 4 4 3 4 4 [ 3 4 | 4 ] 4 [] 4 NS 4 4 4 3 [ 3
135] 4 4 4 3 4 4 4 3 4 4 41 19 1 3 3 5 5 1| 4 4 5 4 4 2
18] 5 5 4 5 5 5 4 5 5 5 5] 2 5 [ 4 4 4 N 4 5 4 4 3 4
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137 3 4 3 3 il s 3 3 3 3 4 EE 3 3 3 4 [l a| s 4 4 1 4 4 1
138 4 4 4 ¢ ] 4 [ 4 4 [ A" 4 5 5 5 [ s| 5 5 5 3 4 3
139 4 3 1 4 1 11 3 3 4 3 4 L 13 4 3 1 4 4 4 18 4 3 4 b 3 2
140 5 3 5 3 s| 2 [ 5 5 5 4 5] 24 5 4 4 3 5 s| 2 4 4 3 3 4 4
141 4 4 ] 4 il n 3 ? 4 3 [ N 3 i [ 4 4 il se 4 [l 4 f 2 2
142 4 4 4 [ 41 20 [ 4 4 4 4 4| 2 4 5 5 5 5 K 5 { 5 1 3 ]
143 4 5 [ [ ) 4 4 4 3 5 4| n [ z 2 1 ) il 13 3 ] 2 ) 2 2
144 4 4 4 4 3| e 4 4 4 3 2 2] 15 3 4 4 4 4 K 4 4 4 4 4 4
145] 4 3 3 3 4| 17 3 3 3 4 3 1T 1 3 3 3 5 5] 18 4 4 3 3 4 3
145] 5 5 5 5 4] 5 5 5 4 5 A 5 4 4 5 5 ] = 4 5 5 5 5 1
147 4 4 4 4 3l 18 4 4 4 3 4 T 4 4 1 4 4 N 1 4 ] 5 2 4
148] 4 4 4 4 3| 1 4 4 [ 3 4 KT T 4 4 5 4 5] x 4 5 5 4 5 5
149] 5 5 5 5 5| 5 5 5 5 5 2| 4 5 5 5 5 T 5 3 5 3 4 4
150] 4 4 a 3 il n 3 3 3 3 3 3| 15 3 4 4 3 5 s| 2 4 q 3 ¢ ] 4
151] 4 4 3 3 il 17 3 3 3 3 3 3] 15 1 [ 4 3 5 5| 2 4 fl 1 4 [ .
152] 4 3 3 3 & 7 F] 3 3 § 1 KT 3 3 1 3 5 | [ 4 3 3 4 3
gau_ 5 5 § 5 4 4 El L] 5 & 5 5 Fi ] 5 & 4 5 5 4 22 L] 5 5 5 5 3
‘_mh_ 4 4 4 4 3 19 4 4 4 3 4 4 19 4 £ 4 4 4 4 0 £ 4 4 5 2 4
155] [] 4 4 [ IS 4 4 4 3 4 4| 19 4 4 4 5 4 5| a2 i 3 5 4 5 5
158] 5 [ 5 5 s| 2 5 5 5 5 5 I § 5 5 5 5 4 u 5 3 5 1 4 4
157] 4 4 3 3 | w7 3 3 3 3 3 3| 15 3 4 4 3 5 5 [ 4 3 4 4 4
156] 4 4 2 4 i 7 3 2 4 3 4 N 3 4 4 4 4 3 4 [ 4 4 2 2
159] 4 4 4 4 4] 20 4 ] 4 4 4 4 2 4 5 ] 5 5 5 5 L 5 ] 3 3
160] 4 5 4 [ 3] 4 § 4 3 5 « 4 2 2 3 3 3 3 3 3 ] ? 2
161 5 5 4 5 5] 5 § 5 [ 5 5] 5 4 4 4 4 4 4 5 4 4 3 4
162 3 4 3 3 3 16 3 3 3 3 4 4 17 3 3 k] 4 4 4 4 i 4 4 4 4
163 4 4 4 4 ¢« = 4 4 4 4 4 | 4 5 5 5 4 5 5 5 5 3 4 3
154] 4 3 3 4 | 1w 3 3 4 3 4 N 4 3 3 [ 4 4 4 3 4 2 3 2
155 5 3 5 5 | n 5 5 5 s 4 AN 5 4 4 3 5 5 f 4 3 3 § 4
‘_8_ 4 4 2 4 b 17 3 2 4 3 4 4 17 3 4 4 4 4 1 18 4 4 4 4 2 2
187] 4 4 4 4 4| 4 4 4 4 [ ] 20 4 5 5 5 5 5] 5 4 5 3 3 3
188] 4 s 4 4 il 2 4 4 4 3 5 N 4 2 z 3 3 N EE! 3 3 ] 3 2 2
169 4 4 I 4 al 1 4 4 4 3 ? 2{ 15 1 4 4 4 4 N 4 4 4 ] 4 4
170] 4 3 3 3 4 7 3 3 3 § 1 3| 18 3 1 3 3 5 4] 1 4 4 1 1 4 3
| 5 5 5 4 s| = 5 5 4 5 2 A 4 4 4 5 5 4 4 ¢ 5 4 4 4
122] ] 4 3 3 3] . 3 3 3 2 4 4| 17 3 3 3 3 2 3] 1 3 2 3 3 3 3
11l 5 5 5 5 5| 25 5 5 5 5 5 s| 2 5 4 4 5 5 A 5 5 5 4 5 4
174 3 4 4 4 3] 4 [ 4 3 4 4 1 4 4 4 4 4 N 4 q 4 3 [l 3
78] 4 4 4 3 4] 19 4 4 3 4 4 4 19 4 3 3 5 5 3| 1 [l 4 5 4 4 2
176] 5 5 4 5 5| 2 5 4 5 5 5 BEED 5 4 4 4 4 4 4 5 4 4 3 4
177| 3 4 3 3 3| 18 3 3 3 3 4 4| 17 3 3 1 4 4 4| 1B 4 § 4 4 4 4
17¢] 4 4 4 4 NI 4 4 4 4 § N 4 s 5 5 4 5| 2 5 5 5 3 4 3
19| 4 3 ) 4 il 17 1 3 4 3 § 4 % 1 3 3 4 4 9] 18 [l 3 ] 7 3 2
100] 5 3 5 5 8| o 5 5 5 5 4 s| 5 4 4 1 5 S 4 4 3 1 4 4
01| 4 4 3 4 il 3 2 4 3 4 o 7 3 4 4 4 4 | 1e 4 4 1 [ 2 2
_wu— 4 L) 4 4 L) 0 4 4 4 4 4 4 0 4 5 5 5 5 5 25 5 4 ] 1 3 3
10| 4 5 4 i il = 1 4 4 3 5 NEE: 4 2 2 3 3 R 3 ] 1 3 2 2
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4 4 4 4 il 19 s L 4 ‘ 3 2 2] s 3 4 4 ‘ 4 R 4 4 4 4 [l 4

4 3 3 3 N 3 3 3 [ 3 31 18 3 3 3 3 5 REET 4 4 3 3 4 3

5 5 5 5 NEET 5 5 5 4 5 AT 5 [ 4 5 5 N 1 5 5 5 5 3

4 4 4 4 s[ 19 4 4 4 3 4 4] 19 4 4 4 4 4 N 4 [ 4 5 2 4

4 4 4 ] 3] 19 4 4 4 3 4 T 4 4 4 5 4 5| 2 4 5 5 4 5 5

5 5 5 5 s| 2 5 5 5 5 5 2| m 4 5 5 5 5 N 5 3 5 3 [ 4

4 4 3 3 1l 17 3 3 3 3 E) al 15 3 4 4 3 5 s o § 4 3 4 4 4

4 3 3 4 YT 4 3 4 4 4 4 19 4 4 4 5 5 N 5 4 5 4 3 3

5 5 5 [ 4 = 5 5 4 4 4 = 4 5 5 5 5 o u 5 5 5 5 5 7
143] 3 L] 3 4§ 4 17 k] 2 4 [} 4 4 13 4 3 3 4 4 4 18 4 3 L] 3 4 4
194 5 ] 5 5 5| 5 5 5 5 5 s 2 5 ] [ 5 5 s| i 5 5 5 f 5 5
105 4 5 5 5 i n 5 5 5 4 5 50 24 5 3 3 1 4 o 3 4 1 4 4 q
196 4 4 3 3 al 1 ? 3 3 3 ) 3018 3 4 q 3 5 s|a 4 4 3 1 ¢ 4
1874 4 3 3 3 4 1 3 3 [ 4 3 | 18 3 3 3 3 5 4] 1 4 4 3 1 4 1
158] 5 5 [ 5 NED 5 5 5 4 5 s| 24 5 4 [] 5 5 N [ 5 5 5 5 3
199] 4 4 ] 4 D 4 4 4 3 4 T 4 4 4 4 4 T 4 1 ] 5 2 4
200 ‘ 4 4 4 1| 4 4 5 3 4 T 4 1 4 5 4 5| 2 14 5 5 4 5 5
201 5 5 4 5 5| = 5 4 5 5 5 AT 5 q 4 4 4 | 4 5 4 4 3 4
%02 3 4 F] 3 il . 3 3 3 3 [ K 3 3 3 4 4 | ©» 4 4 4 [ 4 4
20 4 4 4 4 « = 4 4 4 4 4 4] 2 4 5 5 5 4 AE 5 5 5 3 4 3
2} ‘ ] 3 4 3| 17 3 3 4 3 1 4] 18 4 3 3 ‘ 4 4] 1 4 3 4 2 3 z
205] 5 3 5 5 5] 2 5 5 5 5 4 5| A 5 4 4 3 5 5| 2 4 4 3 1 4 4
205] 4 4 ] 4 1| 9z 3 2 4 F] 4 | 7 1 4 4 4 i 31 19 4 4 [l 4 2 2
27| 4 4 4 4 4| 4 4 4 4 4 ARE: 4 5 5 5 5 5! 25 5 4 5 3 3 1
208] 4 & 4 4 | 4 4 4 3 5 N 4 2 2 3 3 A 3 3 3 3 2 2
208 4 4 4 4 3l 19 4 4 4 3 2 2] 15 3 4 4 4 4 3| e [] 4 4 4 4 4
210 4 3 1 1 4| 17 3 3 3 4 3 3 18 3 3 3 3 5 4] 18 § 4 3 3 4 3
| 5 5 3 4 HEET 5 5 4 5 2 s| o 4 4 4 5 5 NEE [l 4 5 4 [ 4
02 3 4 ] 3 3l 3 3 E] 3 4 4| a7 1 3 1 3 2 3| 1 3 2 3 3 3 1
213 5 5 5 5 5| 5 5 5 5 5 5] 25 5 4 4 5 5 s| 5 5 5 4 5 4
214 3 L) 4 4 3 13 4 & 4 3 4 4 19 L] 4 4 4 i 4 20 4 4 4 3 4 k]
218] 4 § 4 3 T [ 4 3 4 4 T 4 1 3 5 5 S 4 4 5 4 4 2
218} 5 5 4 5 5| 5 4 5 5 5 I 5 4 N 4 ] N 4 5 4 4 3 4
a1 3 4 3 1 3| 18 3 3 3 3 4 4| 17 3 3 3 4 4 4] 1 4 4 4 4 4 4
28| 4 4 4 4 N 4 4 4 4 4 4| m 4 5 5 5 4 5 24 5 5 5 3 4 1
| 4 3 3 4 al 17 3 3 4 3 4 4] 13 4 3 3 4 [ o . 4 3 1 2 3 2
220 5 3 5 5 s| 2 5 5 5 5 4 AT 5 4 4 3 5 L 4 1 1 3 4 4
21 4 4 2 4 il 17 3 2 4 3 4 i 7 3 4 4 4 ] K 4 I 4 q 2 7
22 [ 4 4 4 « o 1 4 4 4 4 AEE [ 5 5 5 5 5] 25 5 4 5 3 3 3
223 4 5 4 4 il n 4 4 4 3 5 i = 4 2 2 3 3 3 13 3 3 3 3 ] 2
22 4 4 4 4 il 4 4 4 3 3 KD 3 4 [ 4 4 il 1 4 4 q 4 4 4
225 4 3 3 3 o 17 3 3 3 4 3 T 1 3 3 3 5 al 1 4 [ 3 3 4 3
226 5 5 5 5 N 5 5 5 4 5 5] 2 5 4 4 5 5 NEE 4 5 5 5 5 3
221f 4 4 4 4 FIET 4 4 4 3 4 4 19 4 4 4 4 4 K 4 4 4 5 2 4
226] 4 4 4 4 3] 19 4 [ 1 3 4 4] 1 [ 4 4 5 4 s [ 5 5 4 5 5
12| 5 5 5 5 s| 2 5 5 5 5 5 HIE? 4 5 5 5 5 D 5 3 5 3 q 4
2 I 4 3 3 s 1 3 3 3 ] 3 i 15 3 4 4 3 5 5] o f 4 3 I 1 4
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2 4 3 3 4 4] 1 4 3 4 [ 1 N 4 4 4 5 5 5| n 5 4 5 4 3 1
_m [ 5 [ 4 i = 5 5 4 4 4 N 4 5 5 5 5 | 5 5 5 5 5 2
2| 3 4 2 4 KT 3 2 4 4 4 o 4 3 3 4 1 4 s 4 3 4 1 4 4
| 5 1 5 5 §] @ 3 5 5 5 5 AEED 5 4 4 5 5 s| o 5 5 5 4 5 5
25| 4 5 [ 5 W n 5 5 5 4 5 HEET 5 3 3 3 4 KT 3 [ 3 4 4 [
23] 4 4 F] 3 il 17 3 3 3 1 1 ] KT ] 4 4 3 5 5] 4 4 3 4 4 [
2k 4 3 3 3 4| 17 3 3 3 4 3 3] . 1 3 3 3 5 N 4 4 3 3 [ 3
130] 5 § 5 5 4 u 5 5 5 [ 5 s u 5 4 4 5 5 « 2 4 5 § 5 5 3
28] 4 [ 4 4 E] T 4 4 4 3 4 o w 4 4 1 4 4 1 4 4 1 5 2 4
240] 4 [ 4 4 il 4 4 4 3 4 « u 4 ] 4 5 4 s| 22 4 5 5 [ 5 5
2] 2 4 ] 4 NEEE 3 3 4 4 3 o 4 4 4 3 5 st 21 [ 7 3 ¢ 3 4
242 4 3 3 3 i 7 3 3 3 4 3 KL 3 2 2 3 4 1| 1 3 [ 3 4 4 3
243 5 5 4 4 5| = 5 4 [ 5 5 6| 4 4 4 5 5 AE 5 5 5 4 5 4
4 4 3 3 4 3[ w 3 3 4 3 4 al 4 3 3 3 3 4 3 4 3 3 5 2
245 5 5 4 5 3| = 4 4 5 3 5 5| = 4 4 4 3 5 HEE 4 4 3 1 [l 3
246) 5 5 5 4 AED 5 5 4 5 2 s| = 4 4 4 5 5 4] 2 4 4 5 4 4 4
aa7| 3 4 3 3 al 16 3 3 3 3 ‘ N 3 3 3 3 ] 3l 3 2 3 3 3 3
28] [ ] [ & 6| 2 5 § 3 5 5 5] 5 4 [ 3 $ 5| 2 5 5 5 [ 5 ]
248] 3} 4 4 4 T 4 4 [] 3 4 N 4 4 4 4 4 N 4 [ 4 3 4 3
250f 4 4 4 3 4 1w 4 4 3 4 ] | @ 4 3 3 5 5 3] » 4 4 5 4 [ 2
251l 5 5 5 4 5| o 5 5 4 5 2 5] 4 4 4 5 5 4| = ] 4 5 4 4 4
252 2 4 [ 3 al 16 1 3 3 3 4 ) 3 3 3 3 2 3l 3 2 3 3 3 3
253 5 5 ] 5 5| 25 5 5 5 5 5 sl 25 5 4 4 5 5 5] » 5 5 5 4 5 4
254] 3 4 4 4 il 4 4 § 3 4 4] 18 4 4 4 4 4 4| 4 4 4 3 4 3
255 4 4 4 3 4| 19 4 4 3 4 4 ] 4 3 3 5 5 KT 4 4 5 4 [ 2
Fr § 4 5 5] o 5 4 5 5 5 BEED 5 4 i 4 4 4 5 4 f 3 4
27| 3 4 3 3 b 16 1 3 3 3 [ 4| 17 3 3 [ 4 4 41 19 4 4 4 4 4 4
253 4 4 4 ] i 2 4 4 4 4 4 NE" [ 5 5 5 4 50 24 5 5 5 3 1 3
259] ] 3 3 ¢ ] 17 3 3 4 3 4 4] 4 3 3 4 4 N 4 3 4 2 3 2
w| s 3 5 5 s| @ 5 5 5 5 4 50 5 4 4 3 5 s| » ¢ 4 3 3 [ 4
21| 4 4 2 4 il 17 3 2 4 3 4 N 3 4 4 4 4 K 4 4 4 4 2 2
262} 4 4 4 4 4 2 [ 4 4 4 4 i| = 4 5 5 5 5 AES 5 4 5 1 3 1
3] 4 5 4 4 3] = 4 4 4 3 5 4| 20 4 2 F) 3 3 il 13 3 3 ] 3 2 ?
64 4 4 4 4 s[ w 4 4 4 3 2 | 15 3 4 4 4 4 [ 19 4 4 q 4 4 4
265 4 3 3 3 Y 3 1 3 4 3 3| s 3 3 3 3 5 R 4 4 3 3 4 3
265 5 5 5 5 4] 5 5 5 4 5 5| 5 4 4 5 5 4| = 4 5 5 5 5 3
267 4 4 [ 4 T 4 4 4 3 4 T 4 4 4 4 4 4] 20 4 4 4 5 2 4
268] 4 4 4 4 | 19 4 1 4 1 4 N 4 4 4 5 4 RE: 4 5 5 I 5 5
269] § 5 5 5 5| 2 3 5 5 5 5 1| 2 4 5 5 5 5 i = 5 3 5 1 I ]
270] 4 4 3 3 R KL 1 3 3 3 3 D 3 4 4 3 5 s| 2 4 4 1 4 4 [
) 4 3 3 4 4] 18 4 3 4 4 4 4 19 4 4 4 5 5 5] 2 5 4 5 [ 3 3
w| s 5 5 4 1 5 5 [ 4 4 N 4 5 5 5 5 4 2 5 5 5 5 § 2
273 3 4 2 4 4| 17 3 2 4 4 [ 4] 18 4 3 3 4 5 4| 1 4 3 4 3 4 4
| 5 3 5 5 5] @ 5 5 5 5 5 s| 5 5 4 [ 5 5 s| = 5 5 5 4 5 5
275 4 5 5 5 + = 5 5 5 [ 5 AEED 5 3 3 3 4 e 3 Il 3 4 [ 4
276 4 4 3 1 al a7 3 3 3 3 3 R 3 4 4 3 5 5] o 4 4 3 4 4 4
il | 4 3 3 L | 17 3 3 3 4 E] 3] 16 3 1 1 3 5 4] 18 4 4 3 1 4 3
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78 5 5 5 5 4] 5 5 5 4 5 5] o 5 4 4 5 5 J 2 4 5 5 5 5 3
I 4 4 4 4 T 4 4 4 3 § 4 19 4 4 4 4 4 BEEE 4 4 4 5 2 4
260 4 1 4 4 il 1 4 4 4 3 4 o 19 4 4 4 5 4 5| = 4 5 5 4 5 5
201 2 4 3 4 4] 17 3 3 4 4 3 4 4 1 4 3 5 D I 2 3 4 1 [
2 4 3 3 1 | 17 3 3 3 4 3 i 3 2 2 1 4 D 3 [ 3 4 4 3
263 5 5 4 4 51 2 5 4 4 5 5 o = 4 4 4 5 5 5] =z 5 5 5 4 5 4
264 4 3 3 4 317 3 3 4 3 4 4| 18 4 3 3 3 1 a] 15 1 [ 3 3 5 ?
265 5 5 4 5 31 2 4 4 5 3 5 5| 22 4 ‘ 4 3 5 5] = [ 4 3 3 4 3
268 $ 5 5 4 st $ 5 4 5 2 s| o 4 4 4 5 5 a| 22 . 4 5 a 3 4
287] 3 4 ] 3 a1 3 3 3 3 4 4| 3 3 3 3 z | 3 2 3 3 3 3
ug_ 5 % ] 5 ] 25 ] 5 5 5 5 5 25 1] 4 4 H 5 5 21 5 E 5 q 5 {
88| 3 4 4 4 K 4 4 4 3 [ I 4 4 4 q 4 4 2 4 4 [ 3 4 1
29 4 4 4 1 KT 4 4 3 [ 4 4 1w 4 3 3 5 5 | 19 4 [l 5 4 4 z
21 5 4 4 4 N 4 5 4 4 4 4| § 5 4 4 4 ¢« = [ 5 4 4 4 4
202 4 3 4 4 4af 1 4 4 3 4 4 4 1 4 4 3 4 4 ¢ w» [ 4 3 4 4 4
293 3 4 3 4 30 17 3 3 4 3 4 al 3 3 [ 3 4 1| 17 3 3 4 3 4 3
24 3 3 2 3 2] 13 3 3 3 2 3 FE 3 3 3 2 3 NEER 3 3 1 2 3 2
295 4 s 4 4 TS 4 4 5 4 4 N § 4 5 [ 4 | = 4 4 5 4 4 4
206 4 2 4 4 4 15 4 4 2 4 4 4 15 L] L] 2 ) 4 4 16 4 4 2 4 4 4
nr 4 4 3 1 bt 92 3 4 4 3 3 NIET 3 4 4 3 3 3| w7 3 4 4 3 3 3

Jal| taze | 4212 [ e | 12 | 4134 118 "7 156 | t118 | 1116 129 | 1z 190 | 1195 | a6 | o086 | 1904 | 399 |
Retal s3] ame 1T Fre T T ws] am ; W0} 3| 11 35| a2 . At wmr| ams] T ass| am| T wm

Vald  vaid Vaid  Vald Vaid  Vaid vald  vaid Veid  Vaid Vaid  Valid Vald  Vaid

% TR Y T S % S £ ore  on 0.4 0.4% 081 0.60 053 0 08 DEY 03 05} oM
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TINGXAT PELAKEA!
whaty Totat Tangitle Rallabliy

Yot | Ratad 73 4 23 Total | Rata? P 1 Total | Ratad B 10 Yotal | Rataz
18 ] 4 [] [] 3 [] [ 18 2 3 3 4 4 16 3 1 4 1 E] 4 3 5 4 5 [l
18 4 3 2 4 ] i 3 15 [l [ 4 1 | 0 4 E] 3 3 3 4 n 1 3 4 1 3
i) 5 L] 5 3 [ 5 4 23 [ [ 3 [] 5| 2 [ 4 5 4 4 4 2 [ [ 5 4 5
17 3 4 [] 4 ] [] 4 17 3 3 3 4 il 1 3 1 ] 1 1 4| n 3 3 1 2 3
14 3 3 H 5 4 k| [ 20 4 [ 4 5 al n 4 4 5 4 ] 51 i H [ 5 §
4] 4 [l 4 4 1 4 [ 21 1 2z 3 4 5 17 1 3 4 3 3 5] 1B 4 [} 3 ] i
14 3 3 4 3 2 4 1 15 2 3 2 4 3| F] 2 F] 2 ? 4| 1 1 H 3 E] 2
23 5 5 H 5 4 5 5 4 4 5 4 5 4] n [ 4 ] 4 4 5| 2 4 5 5 4 5
14 4 ] 4 4 3 4 4 13 3 3 3 4 i) 16 3 3 4 1 1 4| 17 3 3 2 2 3
19 4 2 4 3 ] 3 3 18 2 k] 2 3 TR 3 2 3 2 2 i 1 3 2 3 1 ?
0 4 5 ] 5 3 5 H 2 3 3 1 H 5 19 [} 3 5 -3 k] H 19 4 4 5 4 4
) [] q 4 2 3 4 E] 18 § 3 4 3 K 4 3 3 3 3 4 1 3 4 3 E] 4
! 4 4 ] [ 4 5 [ H 3 4 4 3 s] 1 4 [ [ 4 4 o 2 4 F] 2 3 H
i1 3 2 3 4 [] 4 3 17 [ [] 3 [] [T 4 [] [ 4 4 4| 2 4 F] [] 3 4
13 4 [] 5 $ 4 3 5 27 [ b [] $ 5| 2 4 4 5 4 ] 5¢ N [ 5 4 5 4
16 3 4 3 [ 3 4 4 57 3 3 3 4 3| 1 3 3 4 1 3 4 1 1 2 3 1 4
18 4 3 ] 2 F] 3 3 14 2 H 2 5 4] 15 3 ] [ 2 2 4 1 3 1 4 3 4
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Lanjutan Lampiran 2

5 & 5 3 3 5 5 ! 4 4 4 3 4 19 4 20.0 e
3 3 4 4 4 4 4 4 4 3 4 4 3] 1 180 1.0
5 4 5 3 3 5 5 ] 4 4 4 3 4 1 4 19.8 1.6
-] ] 4 3 3 3 4 3 4 4 4 3 4 10 4 13,8 0.4
4 3 4 3 3 ‘ 3 3 4 4 4 3 AR [ 170 Y
3 4 3 4 4 5 4 4 5 5 5 [ s 5 21.2 14
1 3 4 3 3 3 1 ! 4 4 4 3 4 1 3 158 1.0
[ 3 4 4 4 4 ] 4 4 5 5 4 s| = 5 1.2 .08
4 3 4 1 3 4 [ q 4 4 4 ] 4| 19 4 174 5
3 3 3 1 2 3 3 1 4 4 3 2 o 3 145 08
5 5 [ 4 1 5 4 4 5 5 5 4 AN 5 138 24
7 2 [ 3 3 4 3 [ 4 1 4 1 NG 7 22
) 3 2 2 2 4 4 3 5 4 4 4 NI 4 154 2.8
4 4 3 3 4 4 4 [ 5 4 4 4 i = 4 19.0 18
4 4 [ 3 3 4 4 [l 4 3 4 4  w 4 178 14
3 [ 2 4 4 3 [l 3 3 4 3 4 T 3 174 04
2 3 3 3 3 2 3 3 3 1 2 3 2| 1 3 142 08
4 4 4 2 4 4 4 4 4 5 4 4 | = 4 190 1.4
4 4 3 3 3 4 4 1 1 1 4 4 R 4 176 08
k] 3 3 3 3 b ] 3 ] 4 4 3 3 3 17 2 ._"_-.lm.u

1061 | 1183 | o5 0 T T 1064 188 | sz 1125 5310 410

sl Tam{ sl ] am 158 wol 110 379 358 1,38
Vald  vald  Vald  vaid Vaid  Valid
b D55 05T oS 037 08 08
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Lampiran 3. Hasil Uj

Validitas Standar layanan five stars Bank Panin Puri Indah, Jakart:

No TINGKAT PENGETAHUAN
1 3 4 5 1
Resp 1 A B c D E F A B [ Skor Rata2 1 A B
1 4 3 4 4 2 5 2 4 4 4 4 4 44 34 4 4 5
2 5 5 3 3 2 4 2 3 3 3 3 3 3 30 2 3 5
3 5 5 3 3 2 4 2 3 3 3 3 3 39 30 2 3 5
4 5 4 4 4 2 4 2 4 4 4 4 4 45 35 2 4 5
5 5 5 4 4 2 4 5 4 4 4 4 4 49 38 2 4 4
6 5 5 4 4 3 4 3 4 4 4 4 4 48 37 2 4 4
7 5 5 4 4 3 5 3 4 4 4 4 4 49 38 2 4 4
8 5 5 4 4 3 5 3 4 4 4 4 4 49 38 2 4 4
9 5 5 4 4 2 3 4 4 4 4 4 4 47 36 2 4 4
10 5 4 4 4 1 4 2 4 4 4 4 4 44 34 2 4 4
11 5 4 4 4 2 4 2 4 4 4 4 4 45 35 9 4 4
12 5 5 2 2 1 4 3 2 2 2 2 2 32 25 2 2 2
13 5 4 4 4 2 3 2 4 4 4 4 4 44 34 2 4 4
14 5 5 5 5 2 4 3 5 5 5 5 5 54 4.2 3 5 5
15 5 4 4 4 4 4 2 4 4 4 4 4 47 36 3 4 4
16 5 4 4 4 4 5 2 4 4 4 4 4 48 3.7 3 4 4
17 5 5 2 2 5 4 4 2 2 2 2 2 37 28 3 2 2
18 5 5 5 5 5 5 3 5 5 5 5 5 58 45 3 5 5
19 5 4 4 4 4 3 2 4 4 4 4 4 4 35 3 4 4
20 5 5 5 5 5 4 2 5 5 5 5 5 56 43 3 5 5
21 5 4 3 3 4 4 3 3 3 3 3 3 41 32 3 3 3
2 5 4 4 4 4 5 4 4 4 4 4 4 50 38 3 4 4
23 5 4 4 4 4 4 4 4 4 4 4 4 49 38 3 4 4
24 5 5 5 5 5 4 3 5 5 5 5 5 57 44 3 5 5
25 5 4 3 3 4 3 2 3 3 3 3 3 39 30 3 3 3
%6 5 5 5 5 5 4 2 5 5 2 5 5 53 4.1 3 5 5
27 5 4 4 4 4 4 2 4 4 1 4 4 44 34 3 4 4
28 5 5 3 3 5 5 3 4 4 1 5 5 48 3.7 3 2 2
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Lanjutan Lampiran 3

No TINGKAT PEMAHAMAN
3 4 5 .
Resp C D E F A B C Skor RataZ
1 5 1 4 4 4 5 1 4 5 48 15
2 4 2 4 2 § 5 2 3 5 42 32
3 5 2 5 3 5 4 V4 3 4 43 33
4 4 2 5 4 4 4 2 4 4 44 34
5 5 2 5 5 4 5 2 4 5 47 36
6 4 2 5 5 5 5 1 4 5 46 35
7 g 2 5 ] 5 5 2 4 5 48 3.7
8 4] 2 4 5 5 4 2 4 4 45 35
9 5 3 4 4 4 5 2 4 5 46 3.5
10 5 3 4 4 4 4 2 4 4 44 34
11 4 3 4 1 4 4 2 4 4 40 3.1
12 2 2 2 2 5 5 2 2 5 33 25
13 4 1 4 2 4 [ 2 4 4 a9 3.0
14 & 1 5 2 5 5 a 5 5 49 38
15 4 1 4 2 4 4 3 4 4 4 32
16 4 1 4 2 4 4 3 4 4 41 3.2
17 2 1 2 2 5 5 2 i 5 33 25
18 5 1 5 2 5 5 1 5 5 47 36
19 4 1 4 3 § 4 1 4 4 41 3.2
20 5 2 5 3 5 5 1 5 5 49 38
2 3 3 3 3 3 3 1 3 3 34 2.6
22 4 3 4 2 4 4 1 4 4 44 3.2
23 4 3 4 1 4 4 1 4 4 40 31
24 5 3 5 1 5 5 1 5 5 48 3.7
25 3 3 3 1 3 3 2 3 3 33 2.5
26 5 3 5 1 5 5 3 8 S 50 38
27 4 3 4 1 4 4 3 4 4 42 3.2
28 2 2 2 1 5 5 3 2 5 34 28
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Lanjutan Lampiran 3

No TINGKAT PENGETAHUAN
1 3 4 5 1

Rasp 1 A B C D E F A B G Skor Rata2 1 A B
i) 5 4 4 4 4 4 4 4 4 2 4 4 47 38 3 4 4
30 5 5 5 5 5 5 5 5 5 3 5 5 58 45 3 5 5
31 L] 4 4 4 4 3 2 4 4 3 4 4 45 35 3 4 5
32 5 4 4 4 4 4 2 4 4 3 4 4 46 35 3 4 5
33 5 5 5 5 5 4 2 5 5 3 5 5 54 42 3 5 5
34 5 5 5 5 5 5 2 5 5 3 5 5 55 4.2 3 5 5
35 5 4 3 3 4 3 4 3 3 2 3 3 40 3.1 3 3 5
36 5 4 4 4 4 5 4 4 4 2 4 4 48 37 3 4 4
¥ 5 4 4 4 4 4 4 4 4 2 4 4 47 36 3 4 4
38 5 4 4 4 4 2 4 4 4 2 4 4 45 35 3 4 4
< 5 5 3 3 5 4 3 3 3 2 3 3 42 32 3 3 3
40 5 4 4 4 4 5 4 4 4 3 4 4 49 38 3 4 4
41 5 4 4 4 4 4 4 4 4 3 4 4 48 37 3 4 4
42 5 5 5 5 5 4 3 5 5 3 5 5 55 42 3 5 5
43 5 4 4 4 4 5 2 4 4 2 4 4 48 35 3 4 4
4 5 5 5 5 5 5 2 5 5 1 5 5 53 41 3 5 5
45 5 3 3 3 3 3 3 3 3 2 3 3 37 28 3 3 3
46 5 4 4 4 4 4 3 4 4 2 4 4 48 35 3 4 4
47 5 4 4 4 4 4 3 4 4 2 4 4 46 35 3 4 4
48 5 5 5 5 5 4 3 5 5 1 5 5 53 4.1 3 5 5
49 5 4 3 3 4 3 3 3 3 1 3 3 38 28 3 3 3
50 5 5 5 5 5 4 5 5 5 1 5 5 55 42 3 5 5
51 5 4 4 4 4 4 4 4 4 2 4 4 47 38 3 4 4
52 5 3 2 2 3 3 3 2 2 3 2 2 32 25 3 2 2
53 5 4 § 4 4 4 4 4 4 3 4 4 48 3.7 3 4 4
54 5 5 5 5 5 4 5 5 5 3 5 5 57 44 3 5 5
55 5 4 4 4 4 5 4 4 4 3 4 4 49 38 3 4 4
56 5 5 5 5 5 4 5 5 5 3 5 5 57 4.4 3 5 5
57 5 3 '3 3 3 5 3 3 3 3 3 3 40 31 3 3 3
58 5 4 4 4 4 3 3 4 4 3 4 4 45 35 3 4 4
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Lanjutan Lampiran 3

No TINGKAT PEMAHAMAN |
3 4 5
Resp C D E F A B [ Skor Rata2
29 4 3 4 1 4 4 3 4 4 42 32
30 5 5 5 2 5 5 3 5 5 53 41
3t 4 3 4 3 4 4 3 4 4 45 35
32 4 2 4 3 4 4 3 4 4 44 34
33 5 2 5 3 5 5 2 5 5 50 38
34 5 2 5 3 5 5 3 5 5 51 39
35 3 2 3 3 3 4 5 3 4 41 32
36 4 1 4 3 4 4 3 4 4 42 32
37 4 1 4 3 4 4 2 4 4 41 32
38 4 1 4 2 4 4 2 4 4 40 3.1
39 3 1 3 3 3 3 2 3 3 33 25
40 4 1 4 5 4 4 2 4 4 43 3.3
41 4 1 4 3 4 4 1 4 4 40 a1
42 5 1 5 2 5 5 3 5 5 47 36
43 4 1 4 1 4 4 1 4 4 38 2.8
44 5 2 5 2 5 5 1 5 5 48 3.7
35 3 2 3 2 3 3 1 3 3 32 25
46 4 1 4 2 4 4 1 4 4 39 30
47 4 2 4 2 4 4 1 4 4 40 3.1
48 5 2 5 2 5 5 1 5 5 48 37
49 3 2 3 2 3 3 1 3 3 32 25
50 3 2 5 2 5 5 2 5 5 47 38
51 4 4 4 3 4 4 2 4 4 44 34
52 2 2 2 3 2 3 2 2 3 28 2.2
53 4 4 4 3 4 4 2 4 4 44 34
54 5 4 5 2 5 5 2 5 5 51 39
55 4 4 4 1 4 4 2 4 4 42 32
56 5 4 5 1 5 5 2 5 5 50 38
57 3 3 3 1 3 3 3 3 3 34 28
58 4 4 4 1 4 4 3 4 4 43 33
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Lanjutan Lampiran 3

No TINGKAT PENGETAHUAN
1 1 4 5 1

Resp 1 A B C b E F A B C Shor Rata2 i A B
59 5 4 4 4 4 4 3 4 4 2 4 4 46 35 3 4 4
[ 5 5 5 ] 5 4 2 5 ] 3 5 5 54 42 3 & 5
B1 5 3 3 3 3 5 3 3 3 5 3 K] 42 2 3 3 3
62 5 5 5 5 5 3 3 5 5 3 5 5 54 42 3 5 5
63 5 4 4 4 4 5 4 4 4 2 4 4 48 A7 4 4 4
64 5 3 2 2 3 4 2 2 2 2 2 2 k)| 24 4 2 2
65 5 4 4 4 4 2 4 4 4 2 4 4 45 3.5 4 4 4
66 5 5 5 5 5 4 2 5 5 2 5 5 53 4.1 4 5 5
67 5 4 4 4 4 5 4 4 4 1 4 4 47 38 4 4 4
68 5 4 4 4 4 4 4 4 4 1 4 4 46 35 4 4 4
69 5 5 5 5 5 4 2 5 5 2 5 b 53 4.1 4 5 5
70 5 5 5 5 5 § 2 5 5 2 § 5 54 42 4 5 3
71 5 3 3 3 3 5 2 3 3 1 3 3 ¥ 28 4 3 3
72 5 4 4 4 4 3 3 4 4 2 4 4 45 35 4 4 4
73 5 4 4 4 4 4 3 4 4 1 4 4 45 35 4 4 4
74 5 4 4 4 4 4 3 4 4 1 4 4 45 35 4 4 4
75 5 K] 3 3 3 4 3 3 3 2 3 3 38 29 4 3 3
76 5 4 4 4 4 3 4 4 4 2 4 4 46 35 4 4 4
77 5 4 4 4 4 4 4 4 4 1 4 4 46 35 4 4 4
78 5 5 5 5 5 4 2 5 5 2 5 5 53 41 4 5 5
79 5 4 4 4 4 5 4 4 4 2 4 4 48 3.7 4 4 4
80 5 5 5 5 5 4 5 5 5 2 5 5 56 43 4 5 5
81 ] 3 3 3 3 5 K] K] 3 2 3 3 39 20 4 3 3
82 5 4 4 4 4 3 4 4 4 4 4 4 48 7 4 4 4
83 5 5 4 4 5 4 4 4 4 2 4 4 49 8 4 4 4
84 5 4 4 4 4 4 4 4 4 4 4 4 49 38 4 4 4
a5 5 K] 3 3 3 5 3 3 3 4 3 3 4 32 4 3 3
86 5 4 4 4 4 3 4 4 4 4 4 4 44 37 4 4 4
g7 5 4 4 4 4 4 4 4 4 4 4 4 49 38 4 4 4
83 4 5 5 5 5 4 2 s § 3 5 5 53 4.1 4 5 5
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ran

L)
I

Lanjutan Lamp

No TINGKAT PEMAHAMAN
3 4 5
Resp C D E F A B C Skor Rata2

59 4 4 4 1 4 4 3 4 4 43 3.3
60 5 4 5 1 5 5 2 5 3 50 3.8
61 3 3 3 1 3 K] 1 3 3 32 25
62 5 4 5 2 5 5 L 5 5 50 38
63 4 2 4 3 4 4 1 4 4 42 3.2
64 2 2 2 3 2 2 1 2 2 26 20
65 4 4 4 3 4 4 1 4 4 44 34
66 5 2 5 3 5 5 1 5 5 50 38
67 4 4 4 3 4 4 1 4 4 44 34
68 4 4 4 3 4 4 2 4 4 45 35
69 5 2 5 3 5 ] 3 5 5 52 4.0
70 5 2 5 2 5 5 3 5 5 51 39
Al 3 2 3 3 3 3 3 3 3 36 28
72 4 2 4 5 4 4 3 4 4 48 3.5
73 4 2 4 3 4 4 3 4 4 44 34
74 4 1 4 1 4 4 3 4 4 44 3.2
75 3 2 3 2 3 3 3 3 3 35 2.7
76 4 2 4 2 4 4 2 4 4 42 3.2
77 4 1 4 2 4 4 3 4 4 42 3.2
78 ) 2 5 2 5 5 5 5 5 53 4.1
79 4 2 4 2 4 4 3 4 4 43 3.3
80 5 2 5 2 5 ] 2 5 5 50 3.8
B 3 1 3 2 3 3 2 3 3 33 25
82 4 1 4 3 4 4 2 4 4 42 32
83 4 2 4 3 4 4 2 4 4 43 33
84 4 2 4 3 4 4 1 4 4 42 3.2
85 K 1 3 2 3 3 1 3 3 32 25
86 4 2 4 1 4 4 1 4 4 40 31
a7 4 4 4 1 4 4 1 4 4 42 3.2
88 5 1 5 1 5 5 1 5 5 47 38
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Lanjutan Lampiran 3

No TINGKAT PENGETAHUAN
1 3 4 5 1

Resp 1 A B c D E F A B C Skor Rata2 1 A B
89 4 4 4 4 4 4 4 4 4 4 4 4 48 7 4 4 4
90 4 5 ] 5 5 4 3 5 5 4 5 5 55 4.2 4 5 5
N 4 3 3 3 3 3 3 3 3 4 K] 3 38 2.8 4 3 3
92 4 4 4 4 4 4 4 4 4 3 4 4 47 38 4 4 4
93 4 4 4 4 4 4 4 4 4 4 4 4 48 3.7 4 4 4
94 4 5 5 5 5 5 3 5 5 2 5 5 54 4.2 4 5 5
95 4 3 3 3 3 4 3 3 3 2 3 3 37 28 4 3 3
96 4 § 5 5 ] 5 5 5 5 4 5 5 58 45 4 5 5
a7 4 4 4 4 4 3 4 4 4 1 4 4 44 34 4 4 4
98 4 5 2 2 5 4 1 5 5 1 2 5 41 3.2 4 2 2
99 4 4 4 4 4 4 2 4 4 1 4 4 43 3.3 4 4 4
100 4 5 § 5 5 5 1 ] 5 1 5 5 51 39 4 5 5
101 4 4 4 4 4 5 2 4 4 2 4 4 45 3.5 4 4 4
102 4 4 4 4 4 § 2 4 4 4 4 4 47 38 4 4 4
103 4 5 5 5 5 5 3 5 5 4 5 5 56 4.3 4 5 5
104 4 5 5 & 5 5 3 9 5 4 5 5 56 43 4 5 ]
105 4 3 3 3 3 5 3 3 3 3 3 3 38 3.0 4 3 3
106 4 4 4 4 4 ] 4 4 4 4 4 4 49 38 4 4 4
107 4 4 4 4 4 5 4 4 4 4 4 4 49 3.8 4 4 4
108 4 4 4 4 4 5 4 4 4 3 4 4 48 3.7 4 4 4
109 4 3 3 3 3 5 3 3 3 4 3 3 40 31 4 3 3
110 4 4 4 4 4 5 4 4 4 4 4 4 49 38 4 4 4
111 4 4 4 4 4 5 4 4 4 § 4 4 50 3.8 4 4 4
112 4 ] S 5 5 5 2 ] 5 4 5 5 55 4.2 4 5 5
113 4 4 4 4 4 5 2 4 4 5 4 4 48 3.7 4 4 4
114 4 5 5 5 5 5 2 5 5 3 5 5 54 42 4 5 5
115 4 3 3 3 3 5 2 3 3 4 3 3 39 30 4 3 3
116 4 4 4 4 4 5 2 4 4 4 4 4 47 36 4 4 4
117 4 4 4 4 4 5 2 4 4 5 4 4 48 37 4 4 4
18 4 5 5 5 5 5 4 5 5 3 5 5 53 4.1 4 5 5
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ran >

Lanjutan Lamp

No TINGKAT PEMAHAMAN
3 4 5
Resp c D E F A B C Skor Rata2

85 4 2 4 1 4 4 2 4 4 1 3.2
90 5 2 5 1 5 5 2 5 5 43 38
81 3 2 3 1 3 3 2 3 3 33 25
92 4 2 4 1 4 4 2 4 4 4 32
93 4 2 4 2 4 4 1 4 4 41 32
94 5 2 5 3 5 5 2 5 5 51 39
95 3 2 3 3 3 3 2 3 3 35 27
96 ] 3 5 3 5 5 2 5 ] 52 4.0
97 4 3 4 3 4 4 2 4 4 44 34
58 2 3 2 3 2 5 2 2 ] 34 2.6
99 4 2 4 3 4 4 2 4 4 43 3.3
100 5 1 5 3 5 5 2 5 5 50 38
104 4 1 4 2 4 4 3 4 4 42 3.2
102 4 1 4 3 4 4 3 4 4 43 33
103 5 1 5 5 5 5 3 9 9 53 41
104 5 L 5 3 5 5 2 5 5 50 3.8
105 3 1 3 2 3 3 1 3 3 32 25
106 4 1 4 2 4 4 1 4 4 40 31
07 4 2 4 2 4 4 1 4 4 41 3.2
108 4 3 4 2 4 4 1 4 4 42 3.2
108 3 3 3 1 3 3 1 3 3 33 25
10 4 3 4 1 4 4 1 4 4 41 3.2
111 4 3 4 1 4 4 1 4 4 41 32
112 5 3 5 1 5 5 2 5 5 50 38
113 4 3 4 1 4 4 3 4 4 43 3.3
114 5 3 5 1 5 5 3 5 5 &) 35
115 3 2 3 1 3 3 3 3 3 34 26
116 4 3 4 1 4 4 3 4 4 43 3.3
117 4 5 4 2 4 4 3 4 4 46 3.5
118 5 3 5 2 5 5 3 5 5 52 40
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Lanjutan Lampiran 3

No TINGKAT PENGETAHUAN
1 3 4 5 1
Resp 1 A B G D E F A B G Skor Rataz 1 A B
119 4 3 3 3 3 5 3 3 3 5 3 3 41 3.2 4 3 3
120 4 5 5 5 5 5 5 5 5 4 5 5 58 45 4 5 5
121 4 3 3 3 3 5 3 3 3 2 3 3 38 2.9 4 3 3
122 4 4 4 4 4 5 2 4 4 4 4 4 47 36 4 4 4
123 4 4 4 4 4 5 2 4 4 5 4 4 48 3.7 4 4 4
124 4 5 5 5 5 § 2 5 5 4 5 5 55 42 4 5 5
125 4 3 3 3 3 5 2 3 3 4 3 3 39 3.0 4 3 3
12%6 4 5 5 5 5 5 2 5 5 5 5 5 56 43 4 5 5
127 4 5 5 5 5 5 1 5 5 5 5 5 55 4.2 4 5 5
128 4 4 4 4 4 5 4 4 4 3 4 3 48 a7 4 4 4
129 4 5 5 5 5 5 5 5 5 4 5 5 58 45 4 5 5
130 4 3 3 3 3 5 3 3 3 4 3 3 40 3.1 4 3 3
131 4 4 4 4 4 5 4 4 4 4 4 4 49 38 4 4 4
132 4 4 4 4 4 5 4 4 4 3 4 4 48 37 4 4 4
133 4 5 5 5 5 5 1 5 5 4 5 5 54 4.2 4 5 5
134 4 3 3 3 3 5 3 3 3 4 3 3 40 3.1 4 3 3
135 4 5 5 5 5 5 3 5 5 5 5 5 57 44 4 5 5
136 4 4 4 4 4 5 4 4 4 4 4 4 49 3.8 4 4 4
137 4 4 2 2 4 5 2 2 2 5 2 2 36 2.8 4 2 )
138 4 4 4 4 4 5 4 4 4 3 4 4 a8 a7 4 4 4
139 4 5 5 5 5 5 3 5 5 4 5 5 56 43 4 5 5
140 4 4 4 4 4 5 4 4 4 4 4 4 49 38 4 4 4
141 4 4 4 4 4 5 4 4 4 5 4 4 50 3.8 4 4 4
142 4 5 5 5 5 5 3 5 5 3 5 5 55 4.2 4 5 5
143 4 5 5 5 5 5 3 5 5 4 5 5 56 43 4 5 5
144 4 3 3 3 3 5 3 3 3 4 3 3 40 34 4 3 3
145 4 4 4 4 4 5 4 4 4 4 4 4 49 38 4 4 4
146 4 4 4 4 4 5 4 4 4 4 4 4 49 38 4 4 4
147 4 4 4 4 4 5 4 4 4 3 4 4 48 37 4 4 4
148 4 3 3 3 3 5 3 3 3 4 3 3 40 3.1 4 3 3
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utan Lampiran

anj

L

No TINGKAT PEMAHAMAN . |
3 4 5
Resp c D E F A B c Skor | Rata2
119 3 2 3 1 3 3 3 3 3 % 26
120 5 2 5 2 5 5 2 5 5 50 38
129 3 2 3 2 3 3 3 3 3 35 27
122 4 2 4 1 4 4 5 4 4 44 34
123 4 1 4 2 4 4 3 4 4 £ 32
124 5 1 5 2 5 5 2 5 5 49 38
125 3 4 3 2 3 3 2 3 3 33 25
126 5 1 5 2 5 5 2 5 5 49 38
127 5 1 5 2 5 | 5 2 5 5 49 38
128 4 1 4 2 4 4 { 4 4 40 31
129 5 1 5 2 5 5 1 5 5 48 37
130 3 1 3 3 3 3 1 3 3 3 25
134 4 2 4 3 4 4 1 4 4 42 32
132 4 2 4 3 4 4 1 4 4 42 32
133 5 1 5 2 5 5 1 5 5 48 37
134 3 2 3 1 3 3 1 3 3 32 25
135 5 2 5 1 5 5 2 5 5 49 38
136 4 2 4 1 4 4 2 4 4 41 a2
137 2 2 2 3 2 2 2 2 2 % 19
138 4 4 4 1 4 4 2 4 4 43 33
139 5 2 5 1 5 5 2 5 5 49 38
140 4 4 4 1 4 4 2 4 4 43 33
141 4 4 4 2 4 4 2 4 4 44 34,
14 5 4 5 3 5 5 3 5 5 54 42
143 5 4 5 3 5 5 3 5 5 54 42
144 3 3 3 3 3 3 3 3 3 37 28
145 4 4 4 3 4 4 2 4 4 46 35
14 4 1 4 3 4 4 1 4 4 41 32
147 4 2 4 3 4 4 1 4 4 42 32
148 3 2 3 3 3 3 1 3 3 34 26
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Lanjutan Lampiran 3

No TINGKAT PENGETAHUAN
1 3 4 5 1
Resp 4 A B C D E F A B C Shkor Rata2 1 A B
149 4 4 4 4 4 4 4 4 4 4 4 4 48 a7 4 4 4
150 4 4 4 4 4 5 4 4 4 5 4 4 50 3.8 4 4 4
151 4 5 5 5 5 5 3 5 5 4 5 5 56 4.3 4 5 5
152 4 4 4 4 4 5 4 4 4 5 4 4 50 3.8 4 4 4
1563 4 ] 5 ] 5 3 3 5 5 3 5 5 53 4.1 4 5 5
154 4 3 3 3 3 5 3 3 3 4 3 K] 40 31 4 3 3
155 4 4 4 4 4 5 4 4 4 4 4 4 49 38 4 4 4
156 4 4 4 4 4 5 4 4 4 5 4 4 50 38 4 4 4
157 4 5 5 5 5 5 3 5 5 3 5 5 ] 4.2 4 5 5
158 4 3 3 3 3 5 3 3 3 5 3 3 41 3.2 4 3 3
159 4 § 5 § 5 5 3 5 5 4 5 5 56 43 4 5 5
160 4 4 4 4 4 5 4 4 4 2 4 4 47 B 4 4 4
161 4 & 2 2 5 5 2 2 2 4 2 2z 37 248 4 2 4
162 4 5 5 5 5 5 2 5 5 § & 5 56 43 4 5 5
163 4 4 4 4 4 5 4 4 4 4 4 4 49 38 4 4 4
164 4 5 5 5 5 5 2 5 5 4 5 5 25 4.2 4 5 5
165 4 3 3 3 3 5 3 3 3 5 3 3 41 32 4 3 3
166 4 4 4 4 4 5 2 4 4 5 4 4 48 37 4 4 4
167 4 4 4 4 4 5 2 4 4 3 4 4 46 35 4 4 4
168 4 ] § 5 5 5 2 5 5 5 5 5 86 43 4 5 5
168 4 3 3 3 3 5 3 3 3 5 3 3 41 32 4 3 3
170 4 5 & 5 5 5 5 S S 9 5 5 58 45 4 5 5
171 4 4 4 4 4 § 2 4 4 ] 4 4 48 37 4 4 4
172 4 2 2 2 2 5 2 2 2 ] 2 2 RYA 2.5 4 i 2
173 4 4 4 4 4 ] 4 4 4 5 4 4 50 38 4 4 4
174 4 5 5 5 S 5 3 ] ] 3 ] 5 55 42 4 5 5
175 4 4 4 4 4 5 4 4 4 5 4 4 50 38 4 4 4
176 4 4 4 4 4 5 4 4 4 ] 4 4 50 38 4 4 4
177 4 5 5 5 5 5 1 5 5 5 5 5 55 42 4 5 5
178 4 5 5 5 5 5 1 5 5 § 5 5 55 4.2 4 5 5
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Lanjutan Lampiran 3

No TINGKAT PEMAHAMAN
3 4 5
Resp G D E F A 8 c Skor Rata?
149 4 2 4 2 4 4 1 4 4 41 32
150 4 2 4 3 4 4 1 4 4 42 3.2
151 5 2 5 5 5 5 1 5 5 52 40
152 4 2 4 3 4 4 1 4 4 42 3.2
153 5 2 5 2 5 5 2 5 5 50 38
154 K] 3 3 2 3 3 3 3 3 36 248
155 4 3 4 2 4 4 3 4 4 44 34
156 4 3 4 2 4 4 3 4 4 44 34
157 5 2 5 1 ] 5 3 5 5 50 38
158 3 1 3 1 3 3 3 3 3 3 2.5
159 5 1 5 1 5 5 3 5 5 49 38
160 4 1 4 1 4 4 3 4 4 43 32
161 2 1 2 1 2 2 2 2 2 4 1.8
162 5 1 5 1 5 3 3 5 5 49 38
163 4 1 4 1 4 4 5 4 4 A3 a3
164 5 2 § 1 5 5 3 5 5 50 38
165 3 2 3 2 3 3 2 3 K] 34 26
166 4 2 4 2 4 4 2 4 4 42 3.2
167 4 2 4 1 4 4 2 4 4 41 3.2
158 5 2 5 2 5 5 2 5 5 50 38
169 3 2 3 2 3 3 1 3 3 3 235
170 5 2 5 3 5 5 1 5 5 50 3.8
17 4 3 4 4 4 4 1 4 4 44 34
172 2 3 2 4 2 2 1 2 2 20 2.2
173 4 3 4 5 4 4 1 4 4 45 35
174 5 2 5 4 5 § 1 5 5 51 38
175 4 1 4 § 4 4 1 4 4 43 33
176 4 1 4 3 4 4 1 4 4 41 3.2
177 5 1 5 4 5 5 2 5 5 51 39
178 5 1 5 4 5 5 2 5 5 51 39
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Lanjutan Lampiran 3

No TINGKAT PENGETAHUAN
1 3 4 5 1
Resp | 1 A B C D E F A B c Skor Rata2 1 A B
179 4 3 3 3 3 5 3 3 3 3 3 3 39 30 4 3 3
180 4 4 4 4 4 5 2 4 4 4 4 4 47 36 4 4 4
181 4 4 4 4 4 5 2 4 4 5 4 4 48 37 4 4 4
182 4 4 4 4 4 5 4 4 4 5 4 4 50 38 4 4 4
183 4 3 3 3 3 5 3 3 3 5 3 3 41 3.2 4 3 3
184 4 4 4 4 4 5 4 4 4 3 4 4 48 37 4 4 4
185 4 4 4 4 4 5 2 4 4 4 4 4 47 36 4 4 4
186 4 5 5 5 5 5 2 5 5 4 5 5 55 4.2 4 5 5
187 4 4 4 4 4 5 2 4 4 1 4 4 44 34 4 4 4
168 4 5 5 5 5 5 1 5 5 1 5 5 54 39 4 5 5
189 4 3 3 3 3 4 3 5 3 1 3 3 38 29 4 3 3
190 4 4 4 4 4 4 3 4 4 1 4 4 44 34 4 4 4
191 4 4 4 4 4 5 3 4 4 2 4 4 46 35 4 4 4
192 4 5 5 5 5 5 2 5 5 2 5 5 53 41 4 5 5
193 4 4 4 4 4 4 2 4 4 1 4 4 43 23 4 4 4
194 4 4 4 4 4 5 2 4 4 2 4 4 45 35 4 4 4
195 4 3 3 3 3 4 1 3 3 2 3 3 35 2.7 4 3 3
196 4 4 4 4 4 5 4 4 4 2 4 4 47 36 4 4 4
197 4 4 4 4 4 5 4 4 4 2 4 4 47 3.5 4 4 4
198 4 5 5 5 5 3 3 5 5 4 5 5 54 42 4 5 5
199 4 4 4 4 4 5 2 4 4 2 4 4 45 3.5 4 4 4
200 4 5 5 5 5 5 2 5 5 2 5 5 53 41 4 5 5
201 4 3 3 3 3 5 2 3 3 2 3 3 37 28 4 3 3
202 4 4 4 4 4 4 4 4 4 2 4 4 46 35 4 4 4
203 4 4 4 4 4 4 4 4 4 2 4 4 46 35 4 4 4
204 4 5 5 5 5 4 5 5 5 3 5 5 56 43 5 5 5
205 4 3 3 3 3 4 5 4 3 3 4 3 42 32 5 3 3
206 4 5 5 5 5 3 5 5 5 3 5 5 55 42 5 5 5
207 4 4 4 4 4 5 4 4 4 ] 4 4 50 38 5 4 4
208 4 5 2 2 5 5 5 5 2 5 3 4 47 386 5 2 2
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iran 3

utan Lamp

anj

L

No TINGKAT PEMAHAMAN
3 4 5
Resp C D E F A B G Skor Rata2
179 3 1 3 5 3 3 1 3 3 35 2.7
180 4 1 4 3 4 4 2 4 4 42 32
181 4 1 4 5 4 4 2 4 4 44 3.4
182 4 2 4 4 4 4 2 4 4 44 3.4
183 3 3 3 2 3 3 2 3 3 35 2.7
184 4 3 4 4 4 4 4 4 4 47 36
185 4 3 4 5 4 4 2 4 4 46 35
186 5 3 5 4 5 5 4 5 5 55 42
187 4 3 4 4 4 4 4 4 4 47 36
168 5 3 5 5 5 5 4 5 5 56 4.3
189 3 3 3 5 3 3 4 3 3 40 31
190 4 2 4 3 4 4 3 4 4 44 34
191 4 3 4 4 4 4 4 4 4 47 36
192 5 5 5 4 5 5 4 5 5 57- 44
193 4 3 4 4 4 4 4 4 4 47 36
194 4 2 4 3 4 4 1 4 4 42 2
195 3 2 3 4 3 3 K] 3 3 37 28
186 4 2 4 4 4 4 4 4 4 46 35
157 4 2 4 3 4 4 4 4 4 45 5
198 5 1 5 4 5 5 5 5 5 B4 4.2
199 4 1 4 4 4 4 4 4 4 45 35
200 5 1 5 5 5 5 5 5 5 85 42
201 3 1 3 4 3 3 3 3 3 K 2.8
202 4 1 4 5 4 4 4 4 4 46 3.5
203 4 i 4 3 4 4 4 4 4 44 34
204 5 2 5 4 5 5 5 5 5 56 4.3
205 3 2 3 4 3 3 3 3 3 38 2.9
208 5 2 5 5 5 5 5 5 5 57 44
207 4 2 4 3 4 4 4 4 4 48 35
208 2z 2 2 5 2 2 2 2 2 a0 23
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Lanjutan Lampiran

No TINGKAT PENGETAHUAN
1 3 4 5 1
Resp 4 A B c D £ F A B [ Skor Rata? 1 A B
209 4 4 4 4 4 5 4 4 4 5 4 4 50 38 5 4 4
210 4 5 5 5 5 5 5 5 5 5 5 5 59 45 5 5 5
211 4 4 4 4 4 5 2 4 4 5 4 4 48 37 5 4 4
212 4 4 4 4 4 5 2 4 4 5 4 4 48 37 5 4 4
213 4 5 5 5 5 5 2 5 5 5 5 5 56 43 5 5 5
214 4 5 5 5 5 5 2 5 5 5 5 5 56 43 5 5 5
215 4 3 3 3 3 5 1 3 3 2 3 3 36 2.8 5 3 3
216 4 4 4 4 4 4 2 4 4 4 4 4 46 35 5 4 4
217 4 4 4 4 4 4 2 4 4 4 4 4 46 35 5 4 4
218 4 4 4 4 4 4 2 4 4 4 4 4 46 3.5 5 4 4
219 4 3 3 3 3 5 1 3 3 3 3 3 37 2.8 5 3 3
220 4 4 4 4 4 5 2 4 4 4 4 4 47 36 5 4 4
221 4 4 4 4 4 5 1 4 4 4 4 4 46 35 5 4 4
222 4 3 3 3 3 5 2 3 3 3 3 3 38 2.9 5 3 3
223 4 4 4 4 4 5 1 4 4 4 4 4 46 35 5 4 4
224 4 4 4 4 4 5 4 4 4 4 4 4 49 38 5 4 4
225 4 5 5 5 5 5 2 5 5 5 5 5 56 43 5 5 5
226 4 4 4 4 4 3 4 4 4 4 4 4 47 35 5 4 4
227 4 5 5 5 5 3 3 5 5 5 5 5 55 42 5 5 5
228 4 3 3 3 3 3 4 3 4 3 4 3 40 3.1 5 3 3
229 4 4 4 4 4 5 2 4 4 4 4 4 47 3.6 5 4 4
2% 4 4 4 4 4 5 2 4 4 4 4 4 47 36 5 4 4
231 4 5 5 5 5 4 2 5 5 5 5 5 55 42 5 5 5
232 4 3 3 3 3 4 2 3 3 3 3 3 37 28 5 3 3
233 4 5 5 5 5 4 2 5 5 5 5 5 55 42 5 5 5
234 3 4 4 4 4 4 1 4 4 4 4 4 44 3.4 5 4 4
235 3 3 2 2 3 5 2 2 2 2 2 2 30 23 5 2 2
236 3 4 4 4 4 5 2 4 4 4 4 4 46 35 5 4 4
237 3 5 5 5 5 5 1 5 5 5 5 5 54 4,2 5 5 5
238 3 4 4 4 4 5 1 4 4 4 4 4 45 35 5 4 4
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Lanjutan Lampiran 3

No TINGKAT PEMAHAMAN
K| 4 5
Rosp C D E F A B c Skor Ratn2
209 4 2 4 4 4 4 4 4 4 47 3.5
210 5 2 5 2 ] 5 ] 5 5 54 4.2
211 4 3 4 4 4 4 4 4 4 48 a7
212 4 3 4 5 4 4 4 4 4 49 3.8
213 5 3 5 4 5 5 5 5 5 57 4.4
214 5 2 5 4 5 5 5 5 5 56 4.3
215 3 1 K] 5 3 3 3 3 3 38 29
216 4 1 4 5 4 4 4 4 4 47 36
217 4 1 4 3 4 4 4 4 4 45 35
218 4 1 4 4 4 4 4 4 4 48 38
219 K] 1 3 4 3 3 3 3 3 r 28
220 4 1 4 4 4 4 4 4 4 46 35
221 4 1 4 3 4 4 4 4 4 45 35
222 3 2 3 4 3 3 3 3 3 a8 28
223 4 3 4 4 4 4 4 4 4 48 3.7
224 4 3 4 5 4 4 4 4 4 49 38
225 5 3 5 4 5 5 5 5 5 57 44
225 4 3 4 5 4 4 4 4 4 49 38
227 5 3 5 3 5 5 5 5 5 56 4.3
228 3 3 3 4 K] 3 3 3 3 39 3.0
229 4 3 4 4 4 4 4 a 4 48 A7
230 4 1 4 5 4 4 4 4 4 47 36
] ] 2 ] 3 5 5 5 5 5 55 4.2
232 3 2 3 4 3 3 3 3 3 38 29
233 5 2 5 4 5 5 2 5 5 56 4.3
234 4 2 4 4 4 4 4 4 4 47 36
235 2z 2 2 4 2 2 2 2 2 29 2.2
236 4 2 4 3 4 4 4 4 4 48 3.5
237 5 2 5 4 5 5 5 5 5 56 4.3
238 4 3 4 4 4 4 4 4 4 48 37
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utan Lampiran

anj

L

No TINGKAT PENGETAHUAN
1 3 4 5 {

Resp 1 A B C D E F A B c Skor Rata2 1 A B
239 3 4 4 4 4 5 2 4 4 4 4 4 46 35 5 4 4
240 3 5 5 5 5 5 2 5 5 5 5 5 55 42 5 § 5
241 3 5 5 5 5 5 2 5 5 5 5 5 55 42 5 5 5
242 3 3 3 3 3 5 3 3 3 3 3 3 38 29 5 3 3
243 3 4 4 4 4 5 4 4 4 4 4 4 48 a7 5 4 4
244 3 4 4 4 4 5 3 4 4 4 4 4 47 as 5 4 4
245 3 4 4 4 4 5 2 4 4 4 4 4 46 35 5 4 4
46 3 3 3 3 3 5 1 3 3 3 3 3 36 28 5 3 3
247 3 4 4 4 4 5 2 4 4 4 4 4 48 35 5 4 4
248 3 4 4 4 4 4 1 4 4 4 4 4 44 34 5 4 4
249 3 5 5 5 5 4 2 5 5 5 5 5 54 4.2 5 § 5
250 3 4 4 4 4 4 3 4 4 4 4 4 46 3.5 5 4 4
251 3 5 5 5 4 5 2 5 5 5 5 5 54 42 5 5 5
252 3 3 3 3 2 2 1 3 3 3 3 3 3z 25 5 3 3
253 3 4 4 4 4 2 1 4 4 4 4 4 42 3.2 5 4 4
254 3 4 4 4 4 5 4 4 4 4 4 4 48 a7 5 4 4
256 3 5 5 5 2 5 2 5 5 5 5 ] 52 4.0 5 5 5
256 3 3 3 3 2 5 3 3 3 3 3 3 7 28 5 3 3
257 3 4 4 4 2 5 4 4 4 4 4 4 45 35 5 4 4
258 3 4 4 4 2 5 4 4 4 4 4 4 48 35 5 4 4
259 3 4 4 4 2 5 2 4 4 4 4 4 44 34 5 4 3
260 3 4 4 4 1 5 2 4 4 4 4 4 43 3.3 5 4 4
261 3 3 3 3 2 5 2 3 3 3 3 3 38 28 5 3 3
262 3 4 4 4 2 5 4 4 4 4 4 4 46 35 5 4 4
263 3 4 4 4 1 5 4 4 4 4 4 4 45 3.5 5 4 4
264 3 5 5 5 2 5 2 5 5 5 5 5 52 4 5 5 5
265 3 4 4 4 2 4 4 4 4 4 4 4 45 35 5 4 4
266 3 5 5 5 2 5 2 ] 5 5 5 5 52 40 5 5 5
267 3 3 3 3 9 3 3 3 3 3 3 3 34 28 5 3 3
268 3 4 4 4 1 4 2 4 4 4 4 4 42 32 5 4 4
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Lanjutan Lampiran 3

No TINGKAT PEMAHAMAN
3 4 5
Resp c D E F A B c Skor Rata2
239 4 3 4 5 4 4 4 4 4 49 38
240 5 3 5 4 5 5 5 5 5 57 4.4
241 5 5 5 5 5 5 5 5 5 60 46
242 3 4 3 3 3 3 3 3 3 39 3.0
243 4 2 4 4 4 4 4 4 4 47 36
244 4 4 4 4 4 4 4 4 4 49 18
245 4 5 4 5 4 4 4 4 4 51 39
246 3 4 3 3 3 3 3 3 3 39 30
247 4 4 4 5 4 4 4 4 4 50 38
248 4 5 4 4 4 4 4 4 4 50 3.8
249 5 5 5 2 5 5 5 5 5 57 4.4
250 4 3 4 4 4 4 4 4 4 48 37
251 5 3 5 5 5 5 5 5 5 58 45
252 3 3 3 4 3 3 3 3 3 39 30
253 4 3 4 4 4 4 4 4 4 48 37
254 4 3 4 5 4 4 4 4 4 49 38
255 5 3 5 5 5 5 5 5 5 58 45
26 3 3 3 3 3 3 3 3 3 38 2.9
257 4 2 4 4 4 4 4 4 4 47 36
268 4 3 4 4 4 4 4 4 4 48 3.7
259 4 5 4 4 4 4 4 4 4 50 3.8
260 4 3 4 3 4 4 4 4 4 47 3.6
261 3 2 3 4 3 3 3 3 3 38 2.9
262 4 2 4 4 4 4 4 4 4 a7 36
263 4 2 4 5 4 4 4 4 4 48 37
264 5 2 5 4 5 5 5 5 5 56 43
265 4 4 4 5 4 4 4 4 4 50 3.8
266 5 5 5 3 5 5 5 5 5 58 45
267 3 3 3 4 3 3 3 3 3 39 30
268 4 4 4 4 4 4 4 4 4 49 3.8
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Lanjutan Lampiran 3

No TINGKAT PENGETAHUAN
1 3 5 1
Resp 1 A B c D E F A B C Skor Rata2 1
269 3 4 4 4 2 4 2 4 4 4 4 4 43 3.3 5
270 3 5 5 5 2 4 1 5 5 5 5 5 50 38 5
27 3 3 3 3 1 4 3 3 3 3 3 3 35 27 5
212 3 5 5 5 2 5 4 5 5 5 § 5 54 4.2 5
273 3 4 4 4 4 5 4 4 4 4 4 4 48 3.7 5
274 3 3 2 2 1 3 2 2 2 2 2 2 2 20 5
275 3 4 4 4 2 5 4 4 4 4 4 4 46 35 5
276 3 5 5 5 2 5 2 5 3 5 5 5 52 4.0 5
77 3 4 4 4 3 5 4 4 4 4 4 4 47 36 5
278 3 4 4 4 1 5 2 4 4 4 4 4 43 33 5
279 3 5 5 5 2 5 2 5 5 5 5 5 52 40 5
280 3 ] 5 5 2 5 2 ] 5 L] 5 5 52 . 4.0 5
281 3 3 3 5 2 5 3 5 3 3 3 5 43 33 5
282 3 4 5 5 4 5 2 5 4 5 5 5 52 40 5
283 3 4 5 5 2 5 2 5 4 5 5 5 50 3.8 5
284 3 4 5 5 2 4 2 5 4 5 5 5 49 38 5
285 3 3 5 5 2 4 2 5 4 5 5 5 48 37 5
286 2 4 5 4 2 5 4 4 4 5 5 4 48 37 5
287 2 4 5 4 2 3 4 4 4 5 5 4 45 35 5
268 2 5 3 5 2 3 2 5 4 3 3 4 43 32 5
289 2 4 5 4 2 5 2 4 4 5 5 5 47 36 5
290 2 5 5 5 2 5 2 5 5 5 5 3 49 38 5
291 2 3 5 5 2 3 2 3 5 5 5 5 45 35 5
292 2 4 5 5 2 4 2 3 4 5 5 5 46 35 5
293 2 4 3 5 3 4 1 3 4 3 3 5 40 3.1 5
294 2 5 4 5 3 5 2 4 5 4 4 5 48 3.7 5
295 2 5 5 5 2 5 4 4 5 5 5 3 50 3.8 5
296 2 4 5 5 1 3 2 3 5 5 5 4 44 34 5
297 2 5 5 5 1 4 2 4 5 5 5 4 47 36 5

iumiah 1 i 1,206 1,106 | 1,331 846) 1 1 1,047 1,244] 147 1078 | 1,209
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mpiran

Lanjutan La

No TINGKAT PEMAHAMAN B
3 4 5
Resp G D E F A B c Skor Rata?2
269 4 4 4 5 4 4 4 4 4 50 3.8
270 5 5 5 3 5 5 5 5 5 58 45
271 3 3 3 1 3 3 3 3 3 36 28
272 5 5 5 2 5 5 5 5 5 57 44
273 4 2 4 2 4 4 4 4 4 45 35
274 2 2 2 1 2 2 2 2 2 26 2.0
275 4 1 4 2 4 4 4 4 4 44 34
276 5 2 5 2 5 5 5 5 5 54 42
277 4 2 4 2 4 4 4 4 4 45 35
278 4 2 4 A 4 4 4 4 4 45 3.5
279 5 2 5 4 5 5 5 5 5 56 4.3
280 5 4 5 2 5 5 5 5 5 56 43
281 3 2 3 4 3 3 3 3 5 42 3.2
282 4 4 4 4 4 4 4 4 5 51 39
283 4 4 4 4 4 4 4 4 5 51 39
284 4 4 4 4 4 5 4 4 4 51 39
285 3 4 3 3 3 5 3 3 5 45 35
286 4 3 4 4 4 5 4 4 5 50 38
287 4 4 4 4 4 5 4 4 5 51 39
288 5 4 5 4 5 3 5 5 5 56 43
289 4 4 4 3 5 3 4 4 5 49 38
290 5 3 5 4 5 3 5 5 5 55 42
291 3 4 3 2 5 4 3 3 3 43 33
292 4 2 4 2 5 4 4 5 4 48 3.7
293 4 2 4 4 5 4 4 5 4 50 38
204 5 4 5 5 5 5 5 5 § 59 45
295 3 3 3 3 5 3 3 3 3 42 32
296 5 4 5 4 5 4 2 4 4 51 3.9
297 5 5 5 5 5 5 2 5 5 57 44
jumiah 1,203 805| 4,203 858 | 4909 | 1,218 813] 9o3| e13] 13266] 1,020




5 124

Iran >

Lanjutan Lamp

No TINGKAT PENGETAHUAN
1 2 3 a 5 3
Resp 1 A B C D E F A B C Skor Rata2 1 A B
rata-rata 41 4.2 4.1 4.1 7 4.5 2.8 4.1 41 35 4.1 4.1 471.2 36 4.1 4.1 4.1
Valid Valid Valid Valid Valid Valid Valid Valid valid Valid Valid  Valid Valid Valid Valid
0.81 0.79 0.90 0.88 0.61 0.83 0.32 0.90 0.90 0.30 0.91 0.89 0.79 0.38 0.87




Lanjutan Lampiran 3

No TINGKAT PEMAHAMAN
3 4 5
Resp [ D E F A B C Skor Rata2
rata-rala 4.1 27 4.1 29 34 4.1 2.7 3.0 3.1 44.7 34
Valid Valid Valid Valid Valid  Valid Valid Valid  Valid
0.87 0.36 0.88 0.42 0.83 0.80 0.53 0.88 0.83



Lampiran 4. Hasil Jawaban Kuestioner tentang voucer hadiah dari tabungan Panin Puri Indah
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Lanjutan Lampiran 4 127

il 11
72 1

74 i
5 1
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Tabe! § Hasil Parhitungan Rata-Rata Penilaian Tingkat Kepuasan Kensumen antara Tingkat Pelaksanaan dan Kepentingan
pada Faktor-Faktor yang Mempengaruhl Kepuasan Nasabah

Inal it Fany Fraemgaimplruin TINGAAT FILAREAHARH [FENGALAMAN TINGKAT KEREHTINGAN [ARMAREN) TINGRAT
1 EA — - -
Mo, apunann v Vorhadap L Kurang Think E LT Cabiip L Thish X ¥
Dluversl-dimanal palsysnen Ball Ralk b Ferting | Penting | Pbantl Pusting | i t
" bk 30 [ ] 2 1z 2 o ) ] [ M i 754 213 ViE
bk salply 55 132 7] 12 o 81 “ 17 2] 4 [] Bl 408 3
barte bavgth 195 w 7] B 94 % 128 [ 4 [ Fia) is Lis
bk [ » 111 1 FTH 58 1 1] T [ 0 Al 406
T M 2] 00 o 1] ma 13 el [] [ [ ] 174 177
bark selaly 4 ) 100 0y ) ) « uz LTI 18 [ m 182 e 10.10%
nasaaly asaA bk phan ek macsia b n 18 %) [] [] m % 152 F] [ ¢ 06 400 40 190.00%
Dk ylak evbaiat hatakahan dalam temiseikan nth 5 12+ [T] 10 [l w2 » 158 [1] 2 ] 7 M 118 118 J5%
vk numasbah i vy o 2 7] T 2 [] b 0 E] 108 [ ) ™ 1. 315 136.35%
1 Tt 52 2 6 [] ns [ T s [ q n1 1% 295 190.35%
il Mowh. Doty chart Wrings ik Ltk ) [1] ¥ k] ] ] i L] 112 2] H [ m 1.7 15l 107 13%
Dark el barswds mambant, rassbah, ¥ “ ar 16 [ ) " [T 3 [] L) iz 3 152 106.0I%:
1y salady Dernacka vk, nassbety [ 108 2] o [} brid 9 TH [1] [ [ i) 1) 145 117.60%
34 [nesaban e ot tiga ad 55 H 13 F2) [] 3 52 1x » 1] [] L] 415 154 172,80
1! unmar ity mambarie Tl ) [ 10§ 0 ] FI] « [T o 10 u m 412 1w 107 2%
15 Sisiabady mardisan nasabah typ bark by ] ] »n i [] a7 a5 ] 123 [ L] a7l 402 4,82 100, 00%
17 tresabuh rervs il brava ksl o0 2] iz 2 [ x 7] 10 198 1z 2 izl 08 118 128 30%
il n remay rasabah 30 13 E:) o) [ izl 3 156 0 5 [ ] 166 116 115.07%
[T aama nassten » A 117 ] [3 281 [ T nr 4 o FE ] 13 391 1%
rumaknh. widdhan barie ] 136 51 6 ] 288 - 10 14 F] 9 m 1% 268 EEY
1 _ ek induyna ey dan 55 e [T ] [] il [ 100 312 1 9 a7 8¢ 406 5.3%
27 Jbank mamil wal [ [ » i [} L) £ ] 1 [} ] Fr) 188 184 96,00%
233 Jostey bz AT ram b [ L6 ] 7] [] F2] % 152 2] 4 ] m 16| 40 100w
4 s BorTalr yarg dhwkphan piaf bink [ 14 [3] [ [ 88 “ 120 14 2 ¢ T 318 2.0 101 99%
rumakysh b g Difwa i dtaman chah bk L) 134 105 F [} 21 L] 144 ¥ 2 ] 30% 3.8L 403 S4.54%

Ih
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Lampiran & : Hasil Perhitungan Diagram Kartesius
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Gambar 7, Diagram Kartesius

Hubungan Antara Tingkat Kepentingan dan Pelaksanaan Versi Responden Tahun 2003

Ssimbol ;

A= TANGIBLE

&= RELIABILITY

3= RESPONSIBILITY
x = ASSURANCE

* = TANGIBLE



Lampiran § Pengaruh dim

ensi-dimensi pelayanan terhadap Kepuasan nasabah

Bank Panin Puri [ndah
Descriptive Statistics

Mean | Std. Deviation| N

Satisfaction |1,3798 1,31123 1297

Tangible 3,9495 27193221297

Reslibifity 13,8990 ,69011 1297

Responsibility | 4,0875 /59196 | 297

Assurance 3,8923 648681297

Empathy 3,7205 65709297

Correlations

Satisfaction | Tangible | Reliabiivy | Responsibility | Assurance | Empathy
Satisfaction 1,000 A56 Ja6d 324 391 - 020
Tangible 456 1,000 311 362 613 582
Pearson Reliability ,264 31 1,000 228 519 593
Correlation | po<ponsibility 324] 362 228 1,000 4471 298
Assurance S51 613 A9 447 1,000 ,294
Empathy -020 582 J93 298 294 1,000
Satisfaction . D00 R0 000 ,000 366
Tangible 00 . 000 ,000 ,000 ,000
Sig. (1- | Reliability 000f. 000 . 1000 ,000 000
tailed) Responsibility 000 000 000 , 0007 ,000
Assurance ,000 000 ,000 ,000 . 000
Empathy 366 000 000 ,000 L000 ’
Satisfaction 297 297 297 297 297 297
Tangible 297 297 297 297 297 297
N Reliability 297 297 297 297 297 297
Responsibility 297 267 297 297 297 297
Assurance 297 297 297 297 297 297
Empathy 297 297 297 297 297 297
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Lanjutan Lampiran 7

Mode! Summary(b)
Change Statistics
Modell - | R | Adjusted S‘:}f;:“' Durbin-
Square | R Square | o oo RSquare| F A oA C‘SI:E;IFe Watson
Change | Change g
1 819(2) ,670 673 43844 673 36,188 5291 ,000 1,941
a Predictors: (Constant), Empathy, Assurance, Responsibility, Reliability, Tangible
b Dependent Variable: Satisfaction ’
e e G ;
Model Sum of Squares | df | Meau Square F Sig.
Regressicn 195,119 5 39,0241 36,1881 ,000(a)
I [ Residual 313,800 291 1,078
Total 508,919 296
a Predictors: (Constant}, Empathy, Assurance, Responsibility, Reliability, Tangible
b Dependent Variable: Satisfaction

Coeflicients(a)
.| Standardiz 95%
Unstandardiz ed Confidence . Co-linearity
ed . Correlations .
. Coefficient - Interval for Statistics
Coefficients i
- s ¢ Slg B
Beta * |Lowe|Uppe | Zer -
Std. ] r r o- | Parti {Par{ Toleran
Model B Error Boun | Boun {orde| sl t ce VIF
d d r
1|(Constaney {1372{ 527 269100 2410 335
Tangible [1,149( 147 695 7’83.’08 g60{ 1438 | as6| 17| 28| 69| >7
A .12 . 3,26
Reliability | -,242 158 - 12711,53 7 =553} ,0691,264] -,089| ,07 ,306 5
2 1
Responsibil { 001 118 100} BT oogl s3] 324] 23] 017 7ap| 134
ity 9] 0 1 8
Assurance ! 126 681109 SUnt 38k1 391 Na4l1 0 945 23
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Lanjutan Lampiran 7

4| s 0 5
Empathy | -855] 120 -a28]7.12 ,og vooi ] ~618] ool -385] 32| sse| M7
4 ’ ’ 8
a Dependent Variable: Satisfaction
| " Coefficieat Cocrelations(a)
Model Empathy | Assurance | Responsibility | Reliability | Tangible
Empathy 1,000 172 -,198 -,288 -,206 |
Assurance 172 1,000 -337 132 -,324]
Correlations | Responsibility -,193 -337 1,000 ,189 -,139
Reliability -288 -132 189 1,000 -631
. Tangible -206] -324 -139 -631 1,000
Empathy 1,439E-02| 2,601E-03]  -2,813E-03 |-5,460E-03 | -3,627E-03
Assurance 2,601E-03{ 1,589E-02]  -5,029E-03|-2,638E-03 |-6,001E-03
Covariances | Responsibility | -2,813E-03 | -5,029E-03 1,401E-02] 3,542E-03-2,4081-03
Reliability  {-5,460E-03{-2,638E-03 3,542E-03 | 2,497E-02}-1,463E-02 ]
Tangible -3,627E-03]{-6,001E-03]  ~2,408E-03 [-1,463E-02] 2,153E-02

a Dependent Variable: Satisfaction

 Residuals Statistics(a)

Minimum { Maximum | Mean Std. Deviation| N
Predicted Value -,5766 3,102111,3798 811901297
Restdual -2,2130 1,9766] ,0000 1,02963 (297
Std. Predicted Value -2,410 2,121F 000 1,600 | 297
Std. Residual -2,131 1,903( .000 9921297

a Dependent Variable: Satisfaction

—
L
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Pengaruh tingkat kepuasan nasabah
:dengan pelaksanazn yang dilakukan oleh Bank Panin
Puri Indah Jakarta.
No|Dimenst Tingkat Score ] Tingkat Kepentigan Score
Pelaynnan Pelakssanaan
sangat | baik Jckp baik]krg balk] tdk wpenting | peoting | c.penting |krg penting | tdk penting
haik baik
Tangibel
| a RS 1m 40 1 o 297 2 125 145 30 0 297
2 b 88 145 6] 1 1] 297 L] 59 179 49 2 297
3 [ 16 114 85 22 0 297 9 101 154 i i} 297
4 d K 156 70 [ 0 297 94 125 78 0 o 297
5 e ] 102 134 1 ¢ 297 63 102 128 4 1] 297
Reability
& a 12 125 78 22 0 297 2 &0 182 i3 0 297
7 b 71 148 70 2 0 297 73 154 69 1 ¢ 297
& c - 18 154 43 2 \] 257 12 84 162 39 V] 297
9 d T 357 &9 1] 0 297 o 77 186 34 ] 297
10 e 0 168 36 23 0 297 0 167 37 23 4 257
Responsivenes
11 a 43 HY 15 19 4 297 49 85 139 34 ¢ 297
12 b 42 15% 76 24 0 297 42 120 84 LK ] 297
13 ¢ 112 90 95 0 G 297 49 90 124 34 1] 297
14 d 142 126 15 10 0 297 4} g1 182 34 a 297
15 [ 100 133 64 0 0 257 53 162 56 26 0 297
Assurance
16 a 75 164 435 12 1] 257 66 i73 53 5 g 297
17 b 114 89 94 0 4 297 0 79 184 34 0 297
18 [ 35 138 111 13 1] 297 g3 174 40 0 297
19 d 58 140 53 465 0 297 54 178 48 17 0 97
20 ] 20 125 94 58 [ 297 40 153 75 28 0 297
Emphaty
21 a &0 149 63 25 ¢ 297 55 205 37 4] Iy 297
22 b 46 ng | 128 5 o | 297 58 208 | % ) "o 297 |
23 c 47 157 43 50 0 7 40 198 59 0 a 297
24 d 82 182 33 0 0 297 KL 176 44 0 1] 297 |
25 ] 52 162 56 27 1] 297 b} 57 154 46 Q 297




SURVEI PENDAHULUAN TENTANG TINGKAT PENGETAHUAN DAN

PEMAHAMAN FIVE STARS DI BANK PANIN PURI INDAH

Lamgpiran !gh: Kuestioner pendatuluan tentang five stars

*} Pifih safdh satu dengan tanda (X).
PILTHLAH SESUAT PENDAPAT ANDA :

Pernyataan

YA / TIDAK

1. Pernah kah anda mendengar tentang standar layanan
five stars Panin Bank.

2 Apakah anda mengetahui tentang standar layanan
five stars Panin Bank seperti -

Selalu tersenyum

Gunakan Eye contact

Mengucapkan salam

Tanyakan jika nasabah mempunyai

kebutuhan lain,

e. Ucapkan terima kasih dengan

Menyebutkan nama nasabah.

oo

3.kalau anda mengetahui program layananan five stars
tersebut, apakah anda memahami maksud dan tujuan
program layanan tersebut:

Rilih salah satu
1. Memahami
2. Ragu -ragu
3. Tidak memahami

Terima Kasih Afas Partisipasi Anda
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YANG MENJAWAB YA SEBANYAK =
YANG MENJAWAB TIDAK SEBANYAK =

RAGU-RAGU

4043 %
5929 %
0.3 %

100.00 %

MENGETAHUL

TIDAK MENGETAHUI

ABSTEIN

53

24
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IS — ]

100.00 %

0 1 0 1 0 0 1 1 0 ¢ 1 0 0 1

1 1 0 1 0 0 1 i 0 0 1 i 0 1

0 0 1 0 1 0 1 0 1 0 0 0 0 1

i 0 1 1 0 0 1 1 0 0 1 0 0 1

1 0 1 0 1 1 0 0 1 i 0 1 0 0

1 0 1 1 0 1 0 ¢ 1 1 0 1 0 0

1 0 1 i 0 1 0 1 0 1 0 0 0 1

1 0 1 1 [} i 0 1 0 0 1 0 0 1

1 0 i 1 0 0 1 1 0 0 1 0 0 i

0 1 0 1 0 0 1 1 0 0 K 0 0 1

1 0 1 1 0 0 1 1 0 0 1 4 0 1

0 g 1 1 0 0 1 0 1 0 i 0 0 i

1 0 i 1 0 0 i 1 0 0 1 0 0 1

1 0 1 0 1 1 0 0 i 0 1 1 0 0

76 20 30 29 T 35 31 6% 18 81 55 3 42

YANG MENJAWAB YA SEBANYAK » 3029 % MEMAHAMI
YANG MENJAWAB TIDAK SEBANYAK = 69.29 % TIDAK MEMAHAMI
RAGU - RAGU o4 % ABSTEIN




