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LAMPIRAN 1 
Data Pra Survei 

 

Data Pra Survei 

1 Kualias Pelayanan Bagus Tidak Bagus 

 

Saya merasa aman dan nyaman ketika 
menggunakan Go-jek, karena fasilitas 
yang lengkap dan sarana 
komunikasinya mudah 

 
47% 

 
53% 

2 Brand Image Bagus Tidak Bagus 

 
Saya beraggapan bahwa merek Go-jek 
bagus 

40% 60% 

3 Kepuasan Pelanggan Puas Tidak Puas 

 

Saya senang menggunakan Go-jek 
karena dari proses pemesanan, 
penjemputan hingga pengantaran ke 
lokasi tujuan selalu sesuai dengan 
yang diharapan (aplikasi mudah 
digunakan, driver datang tepat waktu, 
ramah, memahami rute, dan 
memperhatikan keselamatan) 

 
 
 

33% 

 
 
 

67% 

4 Loyalitas Loyal Tidak Loyal 

 
Bila saya menggunakan ojek online, 
saya selalu menggunakan Go-jek 

30% 70% 

Sumber: Hasil Pra Survei 
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LAMPIRAN 2 

Kuesioner Penelitian 

 

Perihal  :  Permohonan pengisian kuesioner penelitian 

Judul   : Pengaruh Brand Image dan Kualitas Pelayanan 

       terhadap      Loyalitas Pelanggan melalui Kepuasan 

       sebagai Variabel Intervening pada pelanggan Go-jek 

       (Studi Kasus Pada Pelanggan Go-jek Pengguna 

       Layanan Go-Ride di Universitas Esa Unggul, Kebon 

       Jeruk, Jakarta Barat. 

 

Kepada Yth  : Sdr Mahasiswa/i 

Dengan Hormat, 

 
Dalam rangka penulisan Proposal Skripsi di Universitas Esa Unggul, Jakarta 

Barat sebagai salah satu syarat untuk mendapatkan gelar Strata Satu (S1) 

konsentrasi Manajemen   ̶  Pemasaran maka saya memohon dengan sangat 

kepada yang terhormat Sdr Mahasiswa/i untuk mengisi kuesioner yang telah 

disediakan. 

 
Kuesioner ini bukan tes psikologi dari Universitas atau dari manapun, maka 

dari itu Sdr Mahasiswa/i tidak perlu takut atau ragu-ragu dalam memberikan 

jawaban yang sejujurnya.Artinya semua jawaban yang diberikan oleh Sdr 

Mahasiswa/i adalah benar, dan jawaban yang diminta sesuai dengan kondisi 

yang dirasakan Sdr Mahasiwa/i selama ini. 

 
Setiap jawaban yang diberikan merupakan bantuan yang tidak ternilai harganya 

bagi penelitian ini, atas perhatian dan bantuannya saya mengucapkan terima 

kasih. 

Hormat Saya 

 

Johansyah 
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PROFIL RESPONDEN 

Pilihlah salah satu jawaban pada setiap pernyataan berikut dengan 

memberikan tanda silang (X) 

Nomor responden : ( ) (di isi oleh peneliti) 

1. Jenis Kelamin  : a. laki-laki   b. perempuan 

2. Usia : 

a. 18 – 25 tahun  c. 36 – 45 tahun 

b. 26 – 35 tahun  d. >45 tahun 

3. Latar belakang pendidikan terakhir : 

a. SLTA b. D1  c. D3  d. S1  e. S2 

4. Rata-rata pengeluaran setiap bulan 

a. 500.000 – 999.000  c. 2.000.000 – 2.999.999 

b. 1.000.000 – 1.999.999 d. > 3.000.000 

 

PETUNJUK PENGISIAN KUESIONER 

1. Mohon dengan hormat bantuan dan kesediaan Sdr Mahasiswa/i untuk 

menjawab seluruh pernyataan yang ada. 

2. Nyatakan “Tingkat Persetujuan” dari pernyataan-pernyataan di bawah 

dengan member tanda silang (X) pada kolom yang telah tersedia sesuai 

keadaan sebenarnya. 

3. Ada 4 (empat) alternatif untuk menjawab kuesioner yaitu : 

Angka 1 = Sangat Tidak Setuju (STS)      Angka 3 = Setuju (S) 

Angka 2 = Tidak Setuju (TS)         Angka 4 = Sangat Setuju (SS) 
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No PERNYATAAN 

JAWABAN 

STS TS S SS 

1 2 3 4 

 Brand Image(X1)     

1 
Saya lebih mengenal merek Go-jek dibanding 
merek lainnya 

        

2 Saya percaya dengan merek Go-jek         

3 Merek Go-jek sangat mudah diingat         

4 Go-jek selalu memberikan inovasi yang menarik         

5 Saya lebih suka menggunakan Go-jek         

6 
Go-jek selalu menjadi pilihan utama saya dalam 
menggunakan ojek online 

        

 Kualitas Pelayanan (X2)     

7 Driver Go-jek mengenakan atribut lengkap         

8 
Pemesanan Go-jek sangat mudah melalui 
aplikasinya 

        

9 
Tersedianya layanan komunikasi antara driver 
Go-jek dan penumpang 

        

10 Saya merasa driver Go-jek menghargai saya         

11 Driver Go-jek memperhatikan keselamatan saya         

12 
Driver Go-jek sangat cepat merespon permintaan 
saya 

        

13 Go-jek sangat cepat merespon keluhan saya         

14 
Driver Go-jek menyediakan perlengkapan yang 
dibutuhkan penumpang dalam berkendara 

        

15 
Driver Go-jek selalu bisa membantu saya ketika 
menemui masalah 

        

16 
Saya merasa tenang selama perjalanan saya 
karena driver mengetahui rute dengan baik 

        

17 Cara berkomunikasi driver Go-jek baik         
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 Kepuasan Pelanggan (Z)     

18 Saya puas menggunakan Go-jek         

19 
Saya mengarahkan orang lain untuk 
menggunakan Go-jek 

        

20 
Saya tidak pernah menghiraukan tawaran selain 
dari Go-jek 

        

21 
Saya lebih percaya dengan layanan yang 
diberikan Go-jek 

        

22 
Saya selalu menggunakan layanan yang 
ditawarkan oleh Go-jek 

        

23 
Saya suka menggunakan layanan lain yang 
disediakan Go-jek 

        

24 
Saya suka memberikan pendapat saya terhadap 
layanan yang diberikan oleh Go-jek 

        

 Loyalitas (Y)     

25 
Go-jek sudah menjadi transportasi sehari-hari 
saya 

        

26 Saya selalu menggunakan Go-jek         

27 
Saya suka menggunakan layanan lain yang 
ditawarkan oleh Go-jek 

        

28 
Saya mempengaruhi orang lain untuk 
menggunakan Go-jek 

        

29 
Saya selalu mengatakan kepada orang lain bahwa 
Go-jek itu baik 

        

30 
Saya tidak tertarik untuk menggunakan Ojek 
online selain Go-jek 
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LAMPIRAN 3 Tabulasi Data Kuesioner Pretest 

R 

CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

1 3 3 3 2 3 2 3 3 2 3 3 3 3 2 3 2 3 3 2 2 3 3 3 3 2 2 2 2 2 1 

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

3 3 3 4 4 3 3 3 4 3 3 4 4 3 3 3 4 3 4 3 3 4 2 3 3 2 3 3 3 3 3 

4 3 3 3 2 3 3 2 2 3 2 3 2 3 3 2 2 3 2 2 2 3 2 2 2 2 2 2 2 2 2 

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

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

7 2 3 3 3 2 2 4 3 3 4 4 3 2 2 2 3 3 3 2 2 2 2 2 2 2 2 2 2 3 2 

8 2 3 3 3 2 2 3 3 3 2 3 3 3 2 3 3 3 3 3 3 2 2 2 3 3 2 2 2 2 2 

9 2 3 3 2 2 3 3 3 3 2 3 2 2 3 2 2 3 3 3 3 2 3 2 2 2 2 2 1 2 1 

10 2 3 3 3 3 2 3 4 4 3 3 3 2 2 3 2 3 3 3 2 3 3 3 3 2 2 3 2 3 2 

11 3 3 4 3 3 2 3 4 4 4 4 4 4 3 3 4 4 4 3 2 2 2 3 3 2 2 3 2 3 2 

12 2 3 3 3 2 2 2 3 3 3 3 3 3 2 2 3 3 2 2 2 2 2 2 2 2 2 2 2 3 2 

13 2 3 3 3 2 2 3 3 2 3 3 3 2 3 2 2 3 3 2 2 2 2 2 3 2 2 2 2 2 2 

14 2 3 4 4 3 3 3 3 3 3 3 3 3 3 3 4 3 3 3 2 3 3 3 3 3 3 3 2 3 2 

15 2 3 3 2 2 2 3 3 3 3 3 2 3 3 3 2 3 2 2 3 2 2 2 2 2 2 2 2 2 2 

16 2 3 3 3 2 2 3 3 3 2 2 2 2 2 2 2 2 2 2 2 2 3 3 3 2 2 3 2 2 2 

17 3 3 4 3 2 3 2 4 3 4 3 3 3 3 3 4 3 3 3 2 2 2 3 4 2 2 2 3 2 2 

18 2 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 2 2 2 3 3 2 2 2 3 3 2 

19 3 3 3 3 2 2 2 3 3 3 3 2 3 2 2 2 3 3 2 2 2 2 3 3 2 2 2 2 2 2 

20 2 3 4 3 2 2 2 3 3 3 3 3 3 2 2 2 3 3 2 2 2 3 3 3 2 2 2 2 3 2 

21 3 3 3 2 3 3 2 3 3 3 3 3 3 3 2 3 3 3 3 2 3 2 3 3 1 2 3 2 2 1 

22 2 3 3 3 3 3 3 4 4 3 3 4 3 3 3 3 3 3 3 2 2 3 3 3 3 4 3 3 3 2 

23 4 4 4 2 3 2 3 3 3 3 3 3 3 2 3 3 3 3 3 2 3 2 3 2 3 2 2 2 3 2 



113 
 

LAMPIRAN 3 Tabulasi Data Kuesioner Pretest (Lanjutan) 

R 

CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

24 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

25 2 3 3 2 2 2 3 3 3 3 3 3 3 3 2 3 3 3 2 2 2 3 3 3 3 2 3 2 3 2 

26 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 2 3 3 3 3 2 

27 2 3 3 2 2 2 3 3 3 3 3 3 3 3 2 3 3 3 2 2 2 3 3 3 3 2 3 2 3 2 

28 1 3 3 3 2 2 3 3 4 3 3 2 3 3 3 3 3 3 2 2 3 2 2 2 2 2 3 2 3 1 

29 2 3 3 3 3 2 3 3 4 3 3 3 3 2 3 3 3 3 3 2 3 3 3 3 2 2 3 3 3 2 

30 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



114 
 

LAMPIRAN 4 Hasil Uji Validitas 

 

 

 P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 P22 P23 P24 P25 P26 P27 P28 P29 P30 TOTAL 

P1 

Pearson 
Correlation 

1 
,566*

* 
,462* ,050 

,593*

* 
,480*

* 
,016 ,227 -,073 ,290 ,265 ,337 ,454* ,217 ,344 ,235 ,408* ,290 ,435* ,294 ,457* ,095 

,507*

* 
,303 ,223 ,307 ,146 ,391* ,124 ,387* ,523** 

Sig. (2-
tailed) 

 ,001 ,010 ,793 ,001 ,007 ,933 ,228 ,700 ,120 ,157 ,069 ,012 ,250 ,063 ,210 ,025 ,120 ,016 ,114 ,011 ,618 ,004 ,104 ,236 ,099 ,441 ,033 ,514 ,035 ,003 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P2 

Pearson 
Correlation 

,566*

* 
1 

,623*

* 
,212 ,462* ,297 ,237 ,184 ,184 ,205 ,215 ,197 ,247 ,263 ,459* ,167 ,326 ,205 ,265 ,141 ,247 ,277 ,264 ,034 

,474*

* 
,296 ,272 ,296 ,460* ,205 ,481** 

Sig. (2-
tailed) 

,001  ,000 ,261 ,010 ,111 ,207 ,330 ,330 ,277 ,253 ,296 ,189 ,160 ,011 ,379 ,079 ,277 ,157 ,457 ,189 ,139 ,159 ,859 ,008 ,112 ,146 ,112 ,011 ,277 ,007 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P3 

Pearson 
Correlation 

,462* 
,623*

* 
1 

,490*

* 
,326 ,301 ,000 ,449* ,168 ,407* ,361 ,415* ,385* ,261 ,410* ,460* ,401* ,407* ,282 ,027 ,182 ,100 ,339 ,268 ,235 ,235 ,200 ,235 ,391* ,271 ,527** 

Sig. (2-
tailed) 

,010 ,000  ,006 ,079 ,106 1,00
0 

,013 ,374 ,026 ,050 ,023 ,036 ,164 ,025 ,011 ,028 ,026 ,131 ,889 ,336 ,600 ,067 ,152 ,212 ,212 ,288 ,212 ,033 ,147 ,003 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P4 

Pearson 
Correlation 

,050 ,212 
,490*

* 
1 ,338 ,358 ,213 ,423* ,312 ,323 ,364* ,446* ,165 ,207 

,488*

* 
,508*

* 
,212 ,430* ,386* ,190 ,307 ,218 ,291 ,426* ,280 

,559*

* 
,437* 

,559*

* 
,517*

* 
,538*

* 
,610** 

Sig. (2-
tailed) 

,793 ,261 ,006  ,068 ,052 ,259 ,020 ,093 ,082 ,048 ,014 ,385 ,273 ,006 ,004 ,261 ,018 ,035 ,314 ,099 ,248 ,118 ,019 ,135 ,001 ,016 ,001 ,003 ,002 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P5 

Pearson 
Correlation 

,593*

* 
,462* ,326 ,338 1 

,601*

* 
,210 ,207 ,327 ,231 ,382* 

,534*

* 
,467*

* 
,407* 

,680*

* 
,401* ,462* ,462* 

,680*

* 
,215 

,714*

* 
,418* 

,598*

* 
,324 ,333 

,634*

* 
,573*

* 
,634*

* 
,518*

* 
,347 ,759** 

Sig. (2-
tailed) 

,001 ,010 ,079 ,068  ,000 ,266 ,272 ,078 ,219 ,037 ,002 ,009 ,026 ,000 ,028 ,010 ,010 ,000 ,253 ,000 ,022 ,000 ,081 ,072 ,000 ,001 ,000 ,003 ,061 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P6 

Pearson 
Correlation 

,480*

* ,297 ,301 ,358 
,601*

* 1 ,019 ,151 ,151 ,116 ,317 ,298 ,290 
,703*

* ,411* ,452* ,297 ,347 
,629*

* 
,465*

* 
,546*

* ,432* ,365* ,362* ,367* 
,767*

* 
,495*

* 
,567*

* ,259 ,347 ,667** 

Sig. (2-
tailed) 

,007 ,111 ,106 ,052 ,000  ,920 ,424 ,424 ,543 ,088 ,109 ,120 ,000 ,024 ,012 ,111 ,061 ,000 ,010 ,002 ,017 ,047 ,049 ,046 ,000 ,005 ,001 ,167 ,061 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 
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LAMPIRAN 4 Hasil Uji Validitas (Lanjutan) 

P7 

Pearson 
Correlation 

,016 ,237 ,000 ,213 ,210 ,019 1 ,341 ,213 ,247 ,249 ,297 -,068 ,158 ,370* ,137 ,237 ,247 ,253 ,425* ,190 ,303 ,107 ,020 ,393* ,286 ,324 ,179 ,396* ,247 ,385* 

Sig. (2-
tailed) 

,933 ,207 
1,00

0 
,259 ,266 ,920  ,065 ,257 ,187 ,184 ,111 ,723 ,403 ,044 ,471 ,207 ,187 ,177 ,019 ,314 ,103 ,572 ,915 ,032 ,126 ,081 ,345 ,030 ,187 ,036 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P8 

Pearson 
Correlation 

,227 ,184 ,449* ,423* ,207 ,151 ,341 1 ,464** 
,518*

* 
,230 

,614*

* 
,198 ,166 ,424* ,325 ,397* ,388* ,424* ,229 ,080 ,103 ,396* 

,470*

* 
,075 ,299 ,327 ,299 ,290 ,259 ,525** 

Sig. (2-
tailed) 

,228 ,330 ,013 ,020 ,272 ,424 ,065  ,010 ,003 ,222 ,000 ,294 ,381 ,020 ,080 ,030 ,034 ,020 ,224 ,676 ,588 ,031 ,009 ,695 ,109 ,078 ,109 ,120 ,167 ,003 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P9 

Pearson 
Correlation 

-,073 ,184 ,168 ,312 ,327 ,151 ,213 
,464*

* 
1 ,259 ,230 ,264 ,339 ,166 ,424* ,325 ,397* ,259 ,424* ,102 ,188 ,222 ,261 ,085 ,187 ,299 

,566*

* 
,299 

,539*

* 
,129 ,458* 

Sig. (2-
tailed) 

,700 ,330 ,374 ,093 ,078 ,424 ,257 ,010  ,167 ,222 ,158 ,067 ,381 ,020 ,080 ,030 ,167 ,020 ,593 ,319 ,238 ,164 ,654 ,323 ,109 ,001 ,109 ,002 ,496 ,011 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P10 

Pearson 
Correlation 

,290 ,205 ,407* ,323 ,231 ,116 ,247 
,518*

* 
,259 1 

,605*

* 
,563*

* 
,410* ,240 ,354 

,553*

* 
,616*

* 
,500*

* 
,236 ,000 ,105 ,000 ,391* ,371* ,108 ,217 ,231 ,433* 

,480*

* 
,250 ,536** 

Sig. (2-
tailed) 

,120 ,277 ,026 ,082 ,219 ,543 ,187 ,003 ,167  ,000 ,001 ,025 ,201 ,055 ,002 ,000 ,005 ,209 
1,00

0 
,581 

1,00
0 

,033 ,043 ,569 ,250 ,219 ,017 ,007 ,183 ,002 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P11 

Pearson 
Correlation ,265 ,215 ,361 ,364* ,382* ,317 ,249 ,230 ,230 

,605*

* 1 
,581*

* ,397* ,339 ,352 
,602*

* 
,712*

* 
,756*

* ,352 ,267 ,347 -,019 ,147 ,100 ,218 ,349 ,242 ,349 
,484*

* ,302 ,582** 

Sig. (2-
tailed) 

,157 ,253 ,050 ,048 ,037 ,088 ,184 ,222 ,222 ,000  ,001 ,030 ,067 ,056 ,000 ,000 ,000 ,056 ,153 ,060 ,923 ,438 ,600 ,247 ,059 ,197 ,059 ,007 ,104 ,001 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P12 

Pearson 
Correlation 

,337 ,197 ,415* ,446* 
,534*

* 
,298 ,297 

,614*

* 
,264 

,563*

* 
,581*

* 
1 

,467*

* 
,252 ,454* 

,648*

* 
,567*

* 
,675*

* 
,560*

* 
,177 ,296 ,214 

,532*

* 
,520*

* 
,357 

,552*

* 
,430* 

,552*

* 
,577*

* 
,450* ,740** 

Sig. (2-
tailed) 

,069 ,296 ,023 ,014 ,002 ,109 ,111 ,000 ,158 ,001 ,001  ,009 ,179 ,012 ,000 ,001 ,000 ,001 ,350 ,112 ,257 ,002 ,003 ,052 ,002 ,018 ,002 ,001 ,013 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P13 
Pearson 
Correlation 

,454* ,247 ,385* ,165 
,467*

* 
,290 -,068 ,198 ,339 ,410* ,397* 

,467*

* 
1 ,394* 

,503*

* 
,574*

* 
,695*

* 
,410* ,374* ,255 ,309 ,075 

,470*

* 
,338 ,355 ,355 ,341 

,473*

* 
,394* ,273 ,599** 
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LAMPIRAN 4 Hasil Uji Validitas (Lanjutan) 

Sig. (2-
tailed) 

,012 ,189 ,036 ,385 ,009 ,120 ,723 ,294 ,067 ,025 ,030 ,009  ,031 ,005 ,001 ,000 ,025 ,042 ,174 ,096 ,692 ,009 ,068 ,054 ,054 ,065 ,008 ,031 ,144 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P14 

Pearson 
Correlation 

,217 ,263 ,261 ,207 ,407* 
,703*

* 
,158 ,166 ,166 ,240 ,339 ,252 ,394* 1 ,378* ,443* ,460* ,360 ,378* ,354 ,269 ,258 ,209 ,277 ,347 

,555*

* 
,518*

* 
,451* ,308 ,240 ,567** 

Sig. (2-
tailed) ,250 ,160 ,164 ,273 ,026 ,000 ,403 ,381 ,381 ,201 ,067 ,179 ,031  ,039 ,014 ,011 ,050 ,039 ,055 ,151 ,169 ,269 ,138 ,061 ,001 ,003 ,012 ,098 ,201 ,001 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P15 

Pearson 
Correlation 

,344 ,459* ,410* ,488*

* 
,680*

* 
,411* ,370* ,424* ,424* ,354 ,352 ,454* ,503*

* 
,378* 1 ,514*

* 
,459* ,472*

* 
,665*

* 
,383* ,518*

* 
,311 ,422* ,370* ,477*

* 
,579*

* 
,462* ,682*

* 
,492*

* 
,354 ,762** 

Sig. (2-
tailed) 

,063 ,011 ,025 ,006 ,000 ,024 ,044 ,020 ,020 ,055 ,056 ,012 ,005 ,039  ,004 ,011 ,008 ,000 ,037 ,003 ,094 ,020 ,044 ,008 ,001 ,010 ,000 ,006 ,055 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P16 

Pearson 
Correlation 

,235 ,167 ,460* 
,508*

* 
,401* ,452* ,137 ,325 ,325 

,553*

* 
,602*

* 
,648*

* 
,574*

* 
,443* 

,514*

* 
1 

,469*

* 
,645*

* 
,601*

* 
,172 ,364* ,051 ,413* ,411* ,399* 

,479*

* 
,486*

* 
,559*

* 
,532*

* 
,369* ,719** 

Sig. (2-
tailed) 

,210 ,379 ,011 ,004 ,028 ,012 ,471 ,080 ,080 ,002 ,000 ,000 ,001 ,014 ,004  ,009 ,000 ,000 ,363 ,048 ,790 ,023 ,024 ,029 ,007 ,007 ,001 ,003 ,045 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P17 

Pearson 
Correlation 

,408* ,326 ,401* ,212 ,462* ,297 ,237 ,397* ,397* 
,616*

* 
,712*

* 
,567*

* 
,695*

* 
,460* ,459* 

,469*

* 
1 

,616*

* 
,459* ,343 ,247 ,088 ,264 ,237 ,296 ,296 ,272 ,296 ,460* ,205 ,630** 

Sig. (2-
tailed) 

,025 ,079 ,028 ,261 ,010 ,111 ,207 ,030 ,030 ,000 ,000 ,001 ,000 ,011 ,011 ,009  ,000 ,011 ,064 ,189 ,644 ,159 ,207 ,112 ,112 ,146 ,112 ,011 ,277 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P18 

Pearson 
Correlation 

,290 ,205 ,407* ,430* ,462* ,347 ,247 ,388* ,259 
,500*

* 
,756*

* 
,675*

* 
,410* ,360 

,472*

* 
,645*

* 
,616*

* 
1 

,590*

* 
,245 ,419* ,230 

,521*

* 
,495*

* 
,325 ,433* ,462* ,433* 

,480*

* 
,250 ,710** 

Sig. (2-
tailed) 

,120 ,277 ,026 ,018 ,010 ,061 ,187 ,034 ,167 ,005 ,000 ,000 ,025 ,050 ,008 ,000 ,000  ,001 ,191 ,021 ,222 ,003 ,005 ,080 ,017 ,010 ,017 ,007 ,183 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P19 

Pearson 
Correlation 

,435* ,265 ,282 ,386* 
,680*

* 
,629*

* 
,253 ,424* ,424* ,236 ,352 

,560*

* 
,374* ,378* 

,665*

* 
,601*

* 
,459* 

,590*

* 
1 

,498*

* 
,518*

* 
,311 

,545*

* 
,487*

* 
,375* 

,579*

* 
,462* 

,579*

* 
,378* ,354 ,762** 

Sig. (2-
tailed) 

,016 ,157 ,131 ,035 ,000 ,000 ,177 ,020 ,020 ,209 ,056 ,001 ,042 ,039 ,000 ,000 ,011 ,001  ,005 ,003 ,094 ,002 ,006 ,041 ,001 ,010 ,001 ,039 ,055 ,000 
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LAMPIRAN 4 Hasil Uji Validitas (Lanjutan) 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P20 

Pearson 
Correlation 

,294 ,141 ,027 ,190 ,215 
,465*

* 
,425* ,229 ,102 ,000 ,267 ,177 ,255 ,354 ,383* ,172 ,343 ,245 

,498*

* 
1 ,402* ,248 ,141 ,182 ,425* ,425* ,215 ,319 ,118 

,491*

* 
,471** 

Sig. (2-
tailed) 

,114 ,457 ,889 ,314 ,253 ,010 ,019 ,224 ,593 
1,00

0 
,153 ,350 ,174 ,055 ,037 ,363 ,064 ,191 ,005  ,028 ,186 ,458 ,335 ,019 ,019 ,253 ,086 ,535 ,006 ,009 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P21 

Pearson 
Correlation ,457* ,247 ,182 ,307 

,714*

* 
,546*

* ,190 ,080 ,188 ,105 ,347 ,296 ,309 ,269 
,518*

* ,364* ,247 ,419* 
,518*

* ,402* 1 ,283 ,433* ,190 ,212 
,484*

* 
,520*

* 
,484*

* ,369* ,315 ,603** 

Sig. (2-
tailed) 

,011 ,189 ,336 ,099 ,000 ,002 ,314 ,676 ,319 ,581 ,060 ,112 ,096 ,151 ,003 ,048 ,189 ,021 ,003 ,028  ,130 ,017 ,314 ,261 ,007 ,003 ,007 ,045 ,090 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P22 

Pearson 
Correlation 

,095 ,277 ,100 ,218 ,418* ,432* ,303 ,103 ,222 ,000 -,019 ,214 ,075 ,258 ,311 ,051 ,088 ,230 ,311 ,248 ,283 1 
,567*

* 
,417* 

,564*

* 
,564*

* 
,630*

* 
,365* 

,478*

* 
,230 ,492** 

Sig. (2-
tailed) 

,618 ,139 ,600 ,248 ,022 ,017 ,103 ,588 ,238 
1,00

0 
,923 ,257 ,692 ,169 ,094 ,790 ,644 ,222 ,094 ,186 ,130  ,001 ,022 ,001 ,001 ,000 ,047 ,007 ,222 ,006 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P23 

Pearson 
Correlation 

,507*

* 
,264 ,339 ,291 

,598*

* 
,365* ,107 ,396* ,261 ,391* ,147 

,532*

* 
,470*

* 
,209 ,422* ,413* ,264 

,521*

* 
,545*

* 
,141 ,433* 

,567*

* 
1 

,752*

* 
,376* 

,489*

* 
,598*

* 
,602*

* 
,459* ,391* ,696** 

Sig. (2-
tailed) 

,004 ,159 ,067 ,118 ,000 ,047 ,572 ,031 ,164 ,033 ,438 ,002 ,009 ,269 ,020 ,023 ,159 ,003 ,002 ,458 ,017 ,001  ,000 ,041 ,006 ,000 ,000 ,011 ,033 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P24 

Pearson 
Correlation 

,303 ,034 ,268 ,426* ,324 ,362* ,020 ,470*

* 
,085 ,371* ,100 ,520*

* 
,338 ,277 ,370* ,411* ,237 ,495*

* 
,487*

* 
,182 ,190 ,417* ,752*

* 
1 ,286 ,393* ,438* ,607*

* 
,158 ,371* ,583** 

Sig. (2-
tailed) 

,104 ,859 ,152 ,019 ,081 ,049 ,915 ,009 ,654 ,043 ,600 ,003 ,068 ,138 ,044 ,024 ,207 ,005 ,006 ,335 ,314 ,022 ,000  ,126 ,032 ,015 ,000 ,403 ,043 ,001 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P25 

Pearson 
Correlation 

,223 
,474*

* 
,235 ,280 ,333 ,367* ,393* ,075 ,187 ,108 ,218 ,357 ,355 ,347 

,477*

* 
,399* ,296 ,325 ,375* ,425* ,212 

,564*

* 
,376* ,286 1 

,625*

* 
,434* ,437* 

,555*

* 
,541*

* 
,608** 

Sig. (2-
tailed) 

,236 ,008 ,212 ,135 ,072 ,046 ,032 ,695 ,323 ,569 ,247 ,052 ,054 ,061 ,008 ,029 ,112 ,080 ,041 ,019 ,261 ,001 ,041 ,126  ,000 ,017 ,016 ,001 ,002 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 
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LAMPIRAN 4 Hasil Uji Validitas (Lanjutan) 

 
 

P26 

Pearson 
Correlation 

,307 ,296 ,235 
,559*

* 
,634*

* 
,767*

* 
,286 ,299 ,299 ,217 ,349 

,552*

* 
,355 

,555*

* 
,579*

* 
,479*

* 
,296 ,433* 

,579*

* 
,425* 

,484*

* 
,564*

* 
,489*

* 
,393* 

,625*

* 
1 

,634*

* 
,719*

* 
,555*

* 
,541*

* 
,792** 

Sig. (2-
tailed) 

,099 ,112 ,212 ,001 ,000 ,000 ,126 ,109 ,109 ,250 ,059 ,002 ,054 ,001 ,001 ,007 ,112 ,017 ,001 ,019 ,007 ,001 ,006 ,032 ,000  ,000 ,000 ,001 ,002 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P27 

Pearson 
Correlation 

,146 ,272 ,200 ,437* 
,573*

* 
,495*

* 
,324 ,327 ,566** ,231 ,242 ,430* ,341 

,518*

* 
,462* 

,486*

* 
,272 ,462* ,462* ,215 

,520*

* 
,630*

* 
,598*

* 
,438* ,434* 

,634*

* 
1 

,534*

* 
,629*

* 
,347 ,718** 

Sig. (2-
tailed) 

,441 ,146 ,288 ,016 ,001 ,005 ,081 ,078 ,001 ,219 ,197 ,018 ,065 ,003 ,010 ,007 ,146 ,010 ,010 ,253 ,003 ,000 ,000 ,015 ,017 ,000  ,002 ,000 ,061 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P28 

Pearson 
Correlation 

,391* ,296 ,235 
,559*

* 
,634*

* 
,567*

* 
,179 ,299 ,299 ,433* ,349 

,552*

* 
,473*

* 
,451* 

,682*

* 
,559*

* 
,296 ,433* 

,579*

* 
,319 

,484*

* 
,365* 

,602*

* 
,607*

* 
,437* 

,719*

* 
,534*

* 
1 

,555*

* 
,650*

* 
,792** 

Sig. (2-
tailed) 

,033 ,112 ,212 ,001 ,000 ,001 ,345 ,109 ,109 ,017 ,059 ,002 ,008 ,012 ,000 ,001 ,112 ,017 ,001 ,086 ,007 ,047 ,000 ,000 ,016 ,000 ,002  ,001 ,000 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P29 

Pearson 
Correlation 

,124 ,460* ,391* 
,517*

* 
,518*

* 
,259 ,396* ,290 ,539** 

,480*

* 
,484*

* 
,577*

* 
,394* ,308 

,492*

* 
,532*

* 
,460* 

,480*

* 
,378* ,118 ,369* 

,478*

* 
,459* ,158 

,555*

* 
,555*

* 
,629*

* 
,555*

* 
1 

,480*

* 
,716** 

Sig. (2-
tailed) 

,514 ,011 ,033 ,003 ,003 ,167 ,030 ,120 ,002 ,007 ,007 ,001 ,031 ,098 ,006 ,003 ,011 ,007 ,039 ,535 ,045 ,007 ,011 ,403 ,001 ,001 ,000 ,001  ,007 ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

P30 

Pearson 
Correlation ,387* ,205 ,271 

,538*

* ,347 ,347 ,247 ,259 ,129 ,250 ,302 ,450* ,273 ,240 ,354 ,369* ,205 ,250 ,354 
,491*

* ,315 ,230 ,391* ,371* 
,541*

* 
,541*

* ,347 
,650*

* 
,480*

* 1 ,607** 

Sig. (2-
tailed) 

,035 ,277 ,147 ,002 ,061 ,061 ,187 ,167 ,496 ,183 ,104 ,013 ,144 ,201 ,055 ,045 ,277 ,183 ,055 ,006 ,090 ,222 ,033 ,043 ,002 ,002 ,061 ,000 ,007  ,000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

TOTAL 

Pearson 
Correlation 

,523*

* 
,481*

* 
,527*

* 
,610*

* 
,759*

* 
,667*

* 
,385* 

,525*

* 
,458* 

,536*

* 
,582*

* 
,740*

* 
,599*

* 
,567*

* 
,762*

* 
,719*

* 
,630*

* 
,710*

* 
,762*

* 
,471*

* 
,603*

* 
,492*

* 
,696*

* 
,583*

* 
,608*

* 
,792*

* 
,718*

* 
,792*

* 
,716*

* 
,607*

* 
1 

Sig. (2-
tailed) 

,003 ,007 ,003 ,000 ,000 ,000 ,036 ,003 ,011 ,002 ,001 ,000 ,000 ,001 ,000 ,000 ,000 ,000 ,000 ,009 ,000 ,006 ,000 ,001 ,000 ,000 ,000 ,000 ,000 ,000  

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 
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LAMPIRAN 5  

HASIL UJI ASUMSI KLASIK 

1. Uji Normalitas 

 

 

 

 

 

Tabel 4.3 
Hasil Uji Multikolinearitas 

 

 

 

 

 

 

 

 

2. Uji Multikolinearitas 

 

 

 

 

 

 

 

 

 

Coefficientsa 

Model 

Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) -1,507 1,289  -1,169 ,244   

Citra Merek ,187 ,087 ,158 2,142 ,034 ,474 2,108 

Kualitas 

Pelayanan ,045 ,057 ,057 ,787 ,433 ,487 2,054 

Kepuasan 

Pelanggan ,642 ,082 ,629 7,872 ,000 ,404 2,477 

a. Dependent Variable: Loyalitas 
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3. Uji Heteroskedastisitas           

4. Uji F 

 
 

 

 

 
 
 
 
  
 

 

5. Uji (t) 

 

 

 

 

 

 

 

 

ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 870,127 3 290,042 80,673 ,000a 

Residual 524,913 146 3,595   

Total 1395,040 149    

a. Predictors: (Constant), KEPUASAN_PELANGGAN, KUALITAS_PELAYANAN, 

CITRA_MEREK 

b. Dependent Variable: LOYALITAS 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) -1,507 1,289  -1,169 ,244 

Citra Merek ,187 ,087 ,158 2,142 ,034 

Kualitas Pelayanan ,045 ,057 ,057 ,787 ,433 

Kepuasan Pelanggan ,642 ,082 ,629 7,872 ,000 

a. Dependent Variable: Loyalitas 
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        LAMPIRAN 6 

HASIL ANALISIS JALUR (Path Analysis) 

 

1. Analisis Jalur Tahap I 

      Hasil Uji Regresi 
Citra Merek dan Kualitas Pelayanan terhadap Kepuasan Pelanggan 

 

 

 

 

 
 
 

 
Hasil Koefisien Determinasi 

Citra Merek dan Kualitas Pelayanan Terhadap Kepuasan Pelanggan 
 

 

 

 

 

 

 

2. Analisis Jalur Tahap II 

     Hasil Uji Regresi Citra Merek, 
    Kualitas Pelayanan dan Kepuasan Pelanggan Terhadap Loyalitas 

 

 

 

 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) ,089 1,303  ,068 ,946 

Citra Merek ,512 ,077 ,442 6,613 ,000 

Kualitas Pelayanan ,320 ,051 ,416 6,231 ,000 

a. Dependent Bariabel: Kepuasan Pelanggan 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 (Constant) -1,507 1,289  -1,169 ,244 

Citra Merek ,187 ,087 ,158 2,142 ,034 

Kualitas Pelayanan ,045 ,057 ,057 ,787 ,433 

Kepuasan Pelanggan ,642 ,082 ,629 7,872 ,000 

a. Dependent Variable: Loyalitas 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 ,772a ,596 ,591 1,91694 

a. Predictors: (Constant), Kualitas Pelayanan, Citra Merek 
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     Hasil Koefisien Determinasi Citra Merek, 
    Kualitas Pelayanan dan Kepuasan Pelanggan Terhadap Loyalitas 

Model Summary 

Model R R Square Adjusted R Square 
Std. Error of the 

Estimate 

1 ,790a ,624 ,616 1,89613 

a. Predictors: (Constant), Kepuasan Pelanggan, Kualitas Pelayanan, Citra Merek 
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LAMPIRAN 7 Tabulasi Data Kuesioner 

R 

CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

1 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 2 2 2 2 2 2 

2 3 3 4 4 1 1 2 3 3 3 3 3 3 2 1 2 3 3 2 2 1 2 3 3 2 2 2 2 2 1 

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

4 4 3 4 4 2 2 3 4 4 3 3 3 3 2 2 2 3 4 3 2 3 2 3 2 1 2 2 3 3 2 

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

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

7 4 4 4 4 3 2 3 3 3 3 3 3 2 3 2 3 3 4 3 4 3 4 3 4 4 4 4 3 4 4 

8 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

9 2 3 3 2 2 2 3 3 4 3 3 2 3 2 2 3 3 2 2 2 2 2 3 3 2 1 2 2 2 1 

10 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 

11 2 3 3 3 3 2 2 3 3 3 3 3 3 3 3 2 3 3 3 3 4 4 4 4 3 4 4 3 3 2 

12 2 3 3 2 2 2 3 3 3 3 3 3 1 3 3 3 3 2 3 2 3 2 3 3 2 3 3 2 2 2 

13 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 2 2 3 3 3 3 2 3 3 2 2 

14 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

15 2 2 3 2 2 3 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 3 2 2 2 2 2 

16 4 3 4 2 3 4 1 3 2 2 3 2 1 2 1 4 3 3 4 2 4 2 3 2 1 2 1 3 3 2 

17 3 3 4 3 2 2 3 4 4 3 2 3 2 3 3 3 3 3 3 1 1 1 2 2 2 1 1 2 3 1 

18 4 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 

19 4 4 3 3 3 3 3 3 3 3 3 3 2 3 2 3 3 3 3 2 3 3 3 3 4 3 3 3 3 3 

20 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

21 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 2 

22 3 3 3 3 3 3 2 3 3 3 3 3 3 2 2 3 3 3 2 2 3 3 3 2 3 3 2 2 2 2 

23 2 2 3 3 2 2 2 2 3 2 3 3 2 3 3 2 3 2 2 2 2 2 2 3 2 2 3 2 2 2 
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LAMPIRAN 7 Tabulasi Data Kuesioner (Lanjutan) 

R 

CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

24 3 2 3 3 2 2 2 3 3 3 3 3 3 2 2 3 3 3 2 2 2 3 2 3 4 4 4 4 3 4 

25 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

26 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 2 3 3 2 2 3 3 3 2 

27 2 2 3 3 2 2 4 3 2 3 3 3 2 3 3 2 3 2 3 3 2 3 3 3 2 3 3 3 3 3 

28 3 2 3 2 3 2 1 3 3 2 2 2 2 2 2 2 3 3 2 2 3 2 3 2 2 2 2 2 2 2 

29 3 3 3 4 3 4 3 4 4 3 3 2 2 3 2 2 3 3 3 2 3 3 2 3 2 2 3 3 3 2 

30 2 3 3 3 3 2 3 3 3 3 2 2 3 2 3 3 3 3 3 2 3 3 3 3 3 2 3 3 2 2 

31 2 2 3 3 2 2 2 3 3 3 3 2 3 2 3 2 3 3 2 2 2 2 3 2 1 1 2 1 2 2 

32 2 3 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 2 3 3 3 4 4 3 4 4 3 2 

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

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

35 4 4 4 4 4 4 4 4 4 4 4 4 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 

36 2 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 2 2 2 2 2 2 1 2 2 2 2 2 

37 3 3 3 3 3 3 2 3 3 3 2 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 2 

38 3 3 3 3 3 3 2 3 3 2 2 2 3 2 2 2 2 3 3 2 2 2 3 2 2 2 2 3 3 3 

39 3 3 4 3 4 4 3 4 4 3 3 3 4 4 3 3 3 3 3 3 3 3 2 3 3 2 2 2 3 2 

40 2 3 4 3 2 2 3 4 3 3 4 3 3 4 1 3 3 3 2 1 2 2 3 2 1 1 3 2 3 1 

41 3 3 3 3 2 2 3 3 3 3 3 2 2 3 2 3 3 2 2 2 2 2 2 2 2 2 2 2 2 2 

42 2 2 4 3 2 2 2 4 4 2 3 2 2 2 2 3 2 2 2 2 2 3 3 2 2 2 3 2 3 2 

43 3 3 3 3 2 3 4 3 3 3 3 3 3 3 3 3 3 3 3 2 3 2 2 3 2 2 2 3 3 2 

44 2 3 3 3 3 3 2 3 2 3 3 3 3 3 3 3 1 3 2 2 3 2 3 3 3 3 3 3 3 3 

45 3 3 3 2 3 3 2 3 3 3 3 3 3 3 3 3 3 3 2 2 2 2 2 2 2 2 2 2 2 2 

46 3 3 3 3 2 2 2 3 4 3 3 3 3 3 3 3 3 3 3 2 3 2 2 3 2 2 2 2 2 2 

47 3 3 4 4 3 3 3 3 3 3 3 3 3 3 3 3 4 4 3 2 3 2 3 3 1 2 3 3 4 2 

48 3 3 4 3 2 2 3 3 3 3 3 3 3 3 2 4 3 3 3 2 2 2 2 2 3 2 2 3 3 2 
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LAMPIRAN 7 Tabulasi Data Kuesioner (Lanjutan) 

R 

CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

49 3 4 4 3 3 2 2 3 3 3 3 3 3 3 3 2 3 3 3 2 3 2 3 3 1 2 3 3 3 1 

50 3 3 4 4 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 3 3 3 2 

51 2 3 3 2 2 2 2 3 3 3 3 2 3 3 3 2 3 2 2 2 2 3 3 3 2 2 3 2 3 2 

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

53 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

54 1 2 2 3 2 2 2 3 3 3 4 2 2 3 2 2 3 2 2 3 2 3 3 3 2 2 3 2 2 1 

55 2 3 3 4 2 3 4 3 3 3 3 4 4 3 3 3 3 3 3 2 2 2 4 2 2 2 3 3 3 2 

56 2 3 3 3 3 2 3 3 3 3 3 2 2 3 3 3 3 3 3 2 3 3 3 3 2 2 3 3 3 2 

57 2 2 3 2 2 2 2 3 3 3 2 3 3 3 2 2 3 3 3 2 3 2 3 3 2 2 3 3 3 2 

58 3 3 3 4 4 4 3 4 4 3 3 3 3 3 3 3 3 4 3 3 3 3 3 2 2 2 3 3 3 3 

59 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 2 

60 2 2 3 3 2 2 3 3 3 3 3 3 2 3 2 2 3 3 2 2 2 2 2 3 2 2 2 2 2 2 

61 4 3 3 4 4 3 4 4 4 3 4 3 2 3 3 3 4 4 4 3 3 3 4 3 3 3 3 2 2 2 

62 2 3 4 3 2 2 2 3 3 2 3 2 2 2 2 2 3 2 3 2 2 3 3 3 2 2 3 3 3 2 

63 4 4 4 4 4 4 3 4 4 3 3 4 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

64 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

65 3 3 3 3 4 3 4 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

66 2 2 4 3 2 2 3 3 4 3 3 3 3 2 3 2 3 3 2 2 2 2 3 3 2 2 3 2 2 1 

67 2 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 4 4 3 3 3 2 

68 3 3 3 3 2 2 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

69 3 3 3 3 4 4 3 4 4 3 3 3 3 3 2 3 3 3 3 2 3 3 2 3 2 2 3 2 3 2 

70 3 3 3 3 3 3 4 4 4 3 3 3 3 3 3 3 3 4 3 2 3 3 3 3 2 3 3 3 3 2 

71 4 3 3 2 3 3 3 3 3 3 3 3 3 2 3 2 3 2 3 2 2 2 2 2 3 3 3 3 3 2 

72 1 3 3 3 2 2 3 4 4 3 3 3 2 3 2 3 3 3 3 2 2 2 2 3 2 2 4 2 3 2 

73 3 3 3 4 3 3 4 3 4 4 3 3 3 4 3 3 3 3 3 2 3 3 3 3 3 2 3 3 3 1 
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LAMPIRAN 7 Tabulasi Data Kuesioner (Lanjutan) 

R 

CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

74 3 3 3 3 2 2 2 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 2 2 3 3 3 3 

75 4 4 4 3 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

76 3 3 3 3 3 3 2 3 3 3 3 3 3 2 3 3 3 3 3 2 3 3 3 3 2 2 3 3 3 2 

77 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 2 3 2 3 2 2 2 2 3 1 2 

78 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 2 2 2 3 3 2 2 3 2 3 2 

79 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 2 3 2 3 2 

80 2 2 2 2 2 2 2 2 2 2 3 2 3 2 2 2 2 2 2 2 2 2 2 2 2 2 3 2 2 2 

81 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 2 3 3 3 3 3 3 2 3 3 3 

82 2 3 3 2 2 3 2 3 3 3 3 3 2 3 2 2 3 3 3 2 2 2 2 3 2 2 2 3 3 2 

83 2 3 4 4 2 2 3 4 4 3 3 3 4 2 2 2 3 4 3 4 3 2 3 3 2 2 3 3 4 2 

84 2 4 3 3 3 3 4 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

85 1 3 3 2 3 3 2 3 3 3 2 2 2 2 3 1 2 3 4 2 2 2 1 3 2 3 3 2 3 2 

86 1 2 2 2 2 2 2 4 3 1 2 2 1 1 2 1 1 1 2 1 1 1 3 3 2 2 1 1 1 1 

87 2 3 3 2 2 2 3 3 3 3 3 2 3 3 3 3 3 3 3 2 2 2 2 2 2 2 2 2 2 2 

88 3 3 3 3 2 2 2 3 3 3 3 3 2 3 3 1 3 2 3 2 2 3 2 3 2 2 2 3 2 2 

89 3 2 3 2 2 3 1 2 3 2 2 2 2 2 2 3 3 4 2 1 3 3 3 4 3 2 3 2 2 3 

90 3 3 3 3 2 2 2 3 3 3 3 2 2 2 2 2 3 3 3 2 3 2 2 2 2 2 2 2 2 2 

91 3 2 3 3 3 2 2 3 3 3 3 2 3 2 3 3 3 3 3 3 3 3 3 3 2 2 2 3 3 2 

92 3 3 3 3 3 3 3 3 2 3 3 3 3 3 2 2 3 3 3 2 2 3 3 2 2 2 2 3 2 2 

93 2 2 2 3 2 2 3 3 3 3 3 3 2 3 2 2 3 3 2 2 2 3 3 3 2 2 3 2 2 2 

94 3 3 3 3 2 2 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 

95 2 3 3 2 2 2 3 3 3 3 2 3 2 3 2 2 2 3 2 2 2 2 2 2 2 2 2 2 2 2 

96 2 2 3 2 2 2 2 3 2 3 3 2 2 2 2 2 3 2 2 2 2 2 2 2 2 2 2 2 2 2 

97 3 3 3 3 3 3 3 4 3 3 3 3 2 3 2 3 3 4 3 2 3 3 3 3 2 2 3 3 3 2 

98 2 3 3 2 2 2 1 3 4 3 1 3 3 3 2 3 3 3 2 2 2 2 2 3 2 2 2 2 3 2 
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LAMPIRAN 7 Tabulasi Data Kuesioner (Lanjutan) 

R 
CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

99 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

100 2 3 3 3 2 2 3 3 2 3 3 3 3 2 2 3 3 3 2 2 3 2 2 2 1 1 2 2 3 1 

101 2 3 3 3 2 2 2 2 3 2 2 2 3 3 1 2 2 2 2 2 3 2 2 2 2 2 2 2 2 2 

102 3 3 3 3 3 3 3 4 3 3 3 3 2 3 3 4 3 3 3 3 3 3 3 3 3 3 2 3 3 2 

103 3 3 3 3 3 3 2 3 3 3 3 2 2 2 2 2 3 3 3 2 3 2 3 2 2 2 3 3 3 2 

104 3 2 3 3 2 2 3 3 3 2 2 2 2 3 2 2 3 3 3 2 2 2 2 3 2 2 2 2 2 2 

105 2 3 4 3 2 1 3 3 3 2 3 3 2 2 2 2 3 3 2 2 2 2 2 2 1 2 2 3 3 2 

106 2 3 3 2 2 2 2 3 2 3 3 3 2 3 2 3 3 2 2 2 2 2 2 2 2 2 2 2 2 2 

107 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

108 3 3 3 3 3 2 2 3 3 3 3 3 3 3 3 3 3 3 3 2 2 2 2 3 3 2 3 3 2 2 

109 2 3 3 1 2 2 2 3 4 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 1 3 3 3 3 3 

110 2 3 3 3 2 2 3 3 3 3 3 3 3 3 3 3 3 3 2 2 2 3 3 3 3 2 3 2 3 2 

111 3 3 2 2 3 3 2 3 3 3 2 2 3 2 3 3 3 3 2 2 2 2 3 3 3 3 3 2 3 2 

112 2 2 3 2 2 2 2 3 3 3 3 2 3 2 1 3 2 3 2 1 2 2 2 3 1 2 2 1 1 1 

113 2 2 4 3 3 2 3 4 3 3 3 3 3 3 3 2 3 3 2 3 2 1 3 2 2 2 3 2 3 2 

114 2 3 3 3 2 2 2 2 3 3 2 3 3 3 2 2 3 2 2 2 2 2 3 3 2 1 2 2 2 1 

115 3 3 3 3 3 2 1 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

116 3 3 4 4 2 2 3 4 4 4 4 4 1 4 1 2 3 4 4 2 3 4 4 4 2 2 4 4 4 2 

117 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

118 3 3 3 2 3 3 2 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 2 2 3 

119 3 2 3 2 2 2 3 2 3 3 3 3 2 3 2 3 3 2 2 2 2 2 2 3 2 2 2 2 2 1 

120 2 2 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 

121 3 3 3 3 2 2 3 3 3 3 3 3 2 3 2 2 3 3 3 2 2 2 3 3 2 2 3 2 3 2 

122 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 2 

123 2 3 3 2 2 2 3 2 3 3 3 3 3 2 3 3 3 3 3 2 2 2 3 3 2 2 3 3 3 2 

124 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 
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LAMPIRAN 7 Tabulasi Data Kuesioner (Lanjutan) 

R 
CITRA MEREK KUALITAS PELAYANAN KEPUASAN PELANGGAN LOYALITAS 

CM1 CM2 CM3 CM4 CM5 CM6 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KP1 KP2 KP3 KP4 KP5 KP6 KP7 LY1 LY2 LY3 LY4 LY5 LY6 

125 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

126 3 3 3 3 3 3 2 3 2 3 2 2 3 2 2 2 3 3 3 2 2 2 2 3 3 2 3 3 2 2 

127 2 3 4 2 3 2 3 3 3 3 3 3 3 3 3 2 3 3 3 2 2 2 3 2 3 2 3 3 2 2 

128 3 3 3 3 2 2 2 3 3 3 3 3 3 2 2 3 3 3 2 2 2 2 2 2 2 2 2 3 3 2 

129 3 3 4 4 3 3 2 4 3 3 3 3 3 4 2 2 4 4 3 3 4 3 4 4 1 2 3 2 3 3 

130 2 2 3 2 3 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 3 2 2 2 3 2 2 2 

131 4 3 4 3 3 2 3 3 3 2 2 2 2 3 2 3 2 3 2 3 3 2 2 2 3 3 2 2 3 3 

132 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 2 2 2 

133 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

134 2 3 3 3 2 3 2 3 3 3 3 3 3 4 3 3 3 4 3 2 3 2 3 1 2 2 3 3 3 2 

135 3 3 4 3 2 2 2 3 3 3 3 3 2 3 2 3 3 3 3 2 3 2 3 3 2 2 3 3 2 2 

136 4 4 4 4 4 4 2 4 4 3 3 3 3 2 3 3 3 3 3 2 3 2 3 3 3 3 3 3 3 2 

137 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 2 3 2 2 3 3 

138 3 2 3 2 2 2 3 4 3 3 3 4 3 3 3 3 3 3 3 2 3 2 3 3 2 2 3 3 3 2 

139 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 2 3 3 2 3 3 3 2 3 3 3 3 3 2 

140 2 3 4 3 3 2 2 3 3 3 3 3 4 2 1 3 3 3 2 2 3 3 3 3 2 2 3 2 3 2 

141 3 3 3 2 3 3 3 3 4 3 3 3 3 3 2 2 3 3 3 2 3 3 3 3 2 2 3 3 3 2 

142 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

143 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

144 2 3 3 2 2 2 3 2 2 3 3 2 2 2 3 3 2 3 2 2 2 2 2 2 2 2 2 2 2 2 

145 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 

146 4 4 4 3 4 3 3 3 3 3 3 3 2 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

147 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 

148 3 2 3 3 2 2 3 3 4 3 3 3 3 4 3 3 3 3 3 2 2 3 3 3 3 3 3 3 3 2 

149 2 2 3 3 2 3 2 4 4 3 3 3 3 3 2 2 3 3 3 3 3 3 3 3 1 2 3 2 2 3 

150 2 3 4 3 2 2 2 3 3 3 3 2 2 3 2 3 3 3 3 2 2 2 2 2 2 2 2 2 3 2 

 


