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Lampiran 1 


Surat Permohonan Pengisian Kuesioner 


Bersama ini saya sampaikan daftar pertanyaan dalam kuesioner yang berbentuk 


pernyataan berkenaan dengan penelitian saya yang berjudul “Analisis Pengaruh 


Kualitas Pelayanan terhadap Loyalitas Pelanggan melalui Kepuasan Pelanggan 


pada Matahari Department Store Mal Ciputra Jakarta”. Atas kesediaan Anda 


memberikan jawaban, sebelum dan sesudahnya saya ucapkan terimakasih. 


DATA RESPONDEN 


NO RESPONDEN : 


Isilah data responden di bawah ini dengan tanda (X): 


Jenis Kelamin : a. Laki-laki b. Perempuan 


Usia  : a. 17 - 20 tahun c. 31- 40 tahun 


   b. 21 - 30 tahun d. > 40 tahun 


Pendidikan Terakhir : a. SMP c. S1 


   b. SMA d. Lainnya 


Pekerjaan : a. Mahasiswa c. PNS 


   b. Pegawai Swasta d. Lainnya 


Intensi berbelanja di Matahari 


Dalam setahun terakhir :a. 3 kali c. 6 – 10 kali 


 b. 4 – 6 kali d. > 10 kali  
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Pernyataan STS TS S SS 


1. Suasana di dalam Matahari Department Store Mall 


Ciputra terasa nyaman 


    


2. Penampilan karyawan Matahari Department Store Mall 


Ciputra rapi 


    


3. Ruangan Matahari Department Store Mall Ciputra 


bersih 


    


4. Tata letak di dalam Matahari Department Store Mall 


Ciputra terlihat rapi 


    


5. Matahari Department Store Mall Ciputra memberikan 


promosi sesuai dengan janji yang diberikan 


    


6. Karyawan Matahari Department Store Mall Ciputra 


memberikan pelayanan secara tepat 


    


7. Matahari Department Store Mall Ciputra tidak pernah 


melakukan kesalahan saat Anda melakukan transaksi 


    


8. Karyawan Matahari Department Store Mall Ciputra 


dapat menjelaskan tentang produk dengan baik 


    


9. Karyawan Matahari Department Store Mall Ciputra 


berperilaku baik 


    


10. Karyawan Matahari Department Store Mall Ciputra 


memberikan pelayanan yang cepat 


    


11. Karyawan Matahari Department Store Mall Ciputra 


bersikap sopan 


    


Keterangan Nilai 


Sangat Tidak Setuju                 (STS) 1 


Tidak Setuju                               (TS) 2 


Setuju                                           (S) 3 


Sangat Setuju                             (SS) 4 
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12. Matahari Department Store Mall Ciputra menangani 


pengembalian dan penukaran barang 


    


13. Matahari Department Store Mall Ciputra mampu 


menangani keluhan pelanggan secara cepat 


    


14. Matahari Department Store Mall Ciputramemberikan 


kemudahan dalam pembayaran 


    


15. MDS Mal Ciputra menawarkan kartu keanggotaan 


(MCC) yang menarik 


    


16. Anda merasa puas dengan produk yang dijual Matahari 


Department Store Mall Ciputra 


    


17. Anda merasa puas dengan manfaat yang didapat dari 


produk yang dijual Matahari Department Store Mall 


Ciputra 


    


18. Anda merasa puas dengan pelayanan pelanggan 


Matahari Department Store Mall Ciputra 


    


19. Anda merasa puas dengan penyelesaian masalah yang 


diberikan Matahari Department Store Mall Ciputra 


    


20. Anda merasa puas dengan reputasi Matahari 


Department Store Mall Ciputra 


    


21. Anda merasa puas dengan kesopanan karyawan 


Matahari Department Store Mall Ciputra 


    


22. Anda mengatakan hal-hal positif tentang Matahari 


Department Store Mall Ciputra 


    


23. Anda akan merekomendasiksn Matahari Department 


Store Mall Ciputra kepada teman atau orang lain 


    


24. Anda akan berbelanja kembali di Matahari Department 


Store Mall Ciputra 


    


 








 
 


Lampiran 2 


Rekapitulasi Data Karakteristik 30 (Tiga Puluh) Responden 


Jenis 


Kelamin 
Pendidikan Terakhir Usia Pekerjaan Intensi Berbelanja 


L P SMP SMA S1 
Lain


nya 


17 – 


20 


21 – 


30 


31 – 


40 


> 


40 
Mahasiswa 


Pegawai 


Swasta 
PNS 


Lain


nya 


3 


kali 


4 – 


6 


kali 


6 – 


10 


ka


li 


> 


10 


kali 


12 18 2 23 4 1 8 19 2 1 16 11 1 2 8 12 6 4 


30 30 30 30 30 


 








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


1 3 3 3 3 3 4 4 3 4 4 3 2 4 3 2 2 4 54 3 4 4 3 4 3 21 3 4 3 10


2 3 3 4 3 4 4 4 4 3 4 3 3 4 3 3 4 4 60 3 3 2 3 4 3 18 4 3 4 11


3 3 3 3 3 3 3 2 2 3 3 3 3 3 2 4 3 3 49 3 3 3 3 2 3 17 3 3 3 9


4 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 50 3 3 3 3 3 3 18 4 3 3 10


5 3 3 3 3 3 3 3 4 4 3 4 4 4 3 3 3 4 57 4 4 4 4 4 4 24 4 4 4 12


6 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 50 3 3 3 3 3 3 18 3 3 3 9


7 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 3 3 52 3 3 3 3 3 3 18 3 3 3 9


8 2 4 3 3 3 2 2 3 3 3 3 3 3 3 3 3 3 49 3 3 3 3 3 3 18 3 3 3 9


9 3 3 3 3 3 3 3 3 3 2 3 3 3 2 3 3 3 49 3 3 3 3 3 3 18 3 3 3 9


10 2 3 3 2 3 2 2 3 2 2 2 2 2 2 3 4 3 42 2 2 2 2 3 2 13 2 2 3 7


11 2 3 3 2 3 3 2 3 3 3 3 3 3 2 3 3 2 46 3 3 3 3 3 3 18 3 3 3 9


12 3 4 3 2 2 3 2 3 3 2 4 3 2 1 3 3 3 46 3 3 3 2 3 3 17 3 3 3 9


13 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 50 3 3 3 3 3 3 18 3 3 3 9


14 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 51 3 3 3 3 3 3 18 3 3 3 9


15 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 50 3 4 3 3 3 3 19 3 3 3 9


16 4 3 3 3 4 3 4 4 4 3 4 3 2 3 2 4 3 56 4 4 4 3 4 4 23 4 3 4 11


17 4 4 4 2 3 3 4 3 3 3 4 3 4 3 4 4 3 58 3 4 4 3 4 3 21 3 3 3 9


18 4 4 3 3 4 3 4 4 4 3 4 3 2 2 3 4 3 57 4 4 4 3 4 4 23 4 3 4 11


19 3 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 50 3 3 3 3 3 3 18 3 3 3 9


20 3 4 3 3 3 3 3 3 3 3 3 2 3 2 2 3 3 49 3 3 4 3 3 3 19 3 3 3 9


21 4 4 4 3 4 4 3 4 4 4 4 3 4 3 4 4 3 63 4 4 4 3 4 4 23 4 4 4 12


22 4 4 4 3 4 4 3 4 4 4 4 3 2 3 3 4 3 60 4 4 4 3 4 4 23 4 4 4 12


23 3 3 4 3 3 4 2 2 3 4 3 3 4 4 3 3 2 53 3 3 4 2 3 4 19 3 4 3 10


24 3 2 4 3 3 3 3 3 3 3 3 3 3 3 1 3 3 49 3 3 3 3 3 4 19 3 3 3 9


25 2 2 3 2 2 3 3 3 3 3 3 2 3 2 3 3 2 44 3 3 3 3 3 3 18 3 4 4 11


26 3 3 4 2 3 3 2 2 3 3 3 2 3 3 4 3 3 49 3 3 3 3 3 3 18 3 3 3 9


27 3 3 3 3 3 2 2 2 3 2 3 3 2 3 4 3 3 47 3 3 3 3 3 3 18 3 3 3 9


28 3 2 3 2 3 3 3 2 3 3 2 3 4 3 3 3 2 47 3 3 3 3 3 3 18 2 4 4 10


29 3 4 3 3 3 4 4 3 3 3 3 3 2 4 4 3 3 55 3 2 3 3 3 4 18 3 3 3 9


30 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 51 3 3 3 3 3 3 18 3 3 3 9


Lampiran 3 Tabulasi Data Pre-Test 30 (Tiga Puluh) Responden


Kualitas Pelayanan Kepuasan Pelanggan Loyalitas Pelanggan
No Total Total Total
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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


SKOR_T


OTAL


Pearson 


Correlati


on 1 .381
*


.399
* .313 .587


**
.442


*
.544


**
.400


*
.650


** .331 .682
** .291 0.000 .221 .083 .487


** .257 .695
**


.653
**


.629
** .181 .586


**
.586


**
.565


** .231 .377
*


.771
**


Sig. (2-


tailed)
.038 .029 .093 .001 .015 .002 .029 .000 .074 .000 .118 1.000 .240 .661 .006 .170 .000 .000 .000 .338 .001 .001 .001 .220 .040 .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


Pearson 


Correlati


on .381
* 1 .136 .130 .288 .160 .100 .345 .277 .085 .551


** .079 -.237 -.093 .295 .362
* .239 .312 .219 .392


* -.110 .334 .225 .241 -.091 -.008 .389
*


Sig. (2-


tailed)
.038 .474 .493 .123 .398 .597 .062 .138 .653 .002 .677 .208 .623 .113 .049 .204 .094 .245 .032 .562 .072 .232 .199 .634 .966 .034


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


Pearson 


Correlati


on .399
* .136 1 -.024 .390


*
.483


** .054 .100 .145 .543
** .277 .029 .346 .337 .086 .430


* .038 .197 .233 .193 -.117 .376
*


.376
* .277 .265 .202 .456


*


Sig. (2-


tailed)
.029 .474 .901 .033 .007 .776 .599 .445 .002 .138 .879 .061 .068 .653 .018 .841 .297 .216 .307 .538 .040 .040 .138 .157 .284 .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


Pearson 


Correlati


on
.313 .130 -.024 1 .373


* .252 .273 .283 .388
* .313 .193 .277 0.000 .384


* -.185 -.063 .428
*


.365
* .223 .252 .308 .132 .436


*
.482


** .095 .023 .431
*


Sig. (2-


tailed)
.093 .493 .901 .042 .179 .144 .130 .034 .093 .308 .138 1.000 .036 .328 .740 .018 .047 .237 .179 .098 .487 .016 .007 .618 .905 .017


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


Pearson 


Correlati


on .587
** .288 .390


*
.373


* 1 .338 .396
*


.531
**


.526
**


.468
** .333 .191 0.000 .261 -.006 .629


** .279 .569
**


.433
* .295 .205 .596


**
.464


**
.582


** .082 .510
**


.680
**


Sig. (2-


tailed)
.001 .123 .033 .042 .067 .030 .003 .003 .009 .072 .311 1.000 .164 .974 .000 .135 .001 .017 .113 .276 .001 .010 .001 .666 .004 .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


Pearson 


Correlati


on .442
* .160 .483


** .252 .338 1 .473
** .297 .478


**
.781


** .297 .068 .362
*


.372
* -.009 .052 .141 .377


* .274 .366
* .034 .412


*
.537


**
.415


*
.572


** .308 .631
**


P4


Correlations


P1


P2


P3


P5


P6


Lampiran 4 Hasil Uji Validitas 30 Responden







Sig. (2-


tailed)
.015 .398 .007 .179 .067 .008 .111 .008 .000 .111 .720 .049 .043 .963 .785 .456 .040 .142 .047 .856 .024 .002 .023 .001 .098 .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


Pearson 


Correlati


on .544
** .100 .054 .273 .396


*
.473


** 1 .573
**


.469
**


.365
* .313 .072 .144 .281 -.204 .247 .400


*
.375


*
.398


* .304 .391
*


.640
** .343 .407


* .144 .392
*


.602
**


Sig. (2-


tailed)
.002 .597 .776 .144 .030 .008 .001 .009 .048 .092 .705 .449 .132 .280 .188 .028 .041 .029 .102 .032 .000 .064 .026 .447 .032 .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


Pearson 


Correlati


on .400
* .345 .100 .283 .531


** .297 .573
** 1 .588


** .299 .616
** .263 -.081 -.069 -.237 .556


**
.461


*
.629


**
.489


** .273 .317 .753
**


.419
*


.722
** .093 .590


**
.669


**


Sig. (2-


tailed)
.029 .062 .599 .130 .003 .111 .001 .001 .108 .000 .159 .672 .718 .208 .001 .010 .000 .006 .144 .087 .000 .021 .000 .626 .001 .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


Pearson 


Correlati


on .650
** .277 .145 .388


*
.526


**
.478


**
.469


**
.588


** 1 .516
**


.728
** .297 .108 .139 -.121 .154 .331 .919


**
.814


**
.768


**
.478


**
.717


**
.717


**
.728


**
.618


**
.610


**
.853


**


Sig. (2-


tailed)
.000 .138 .445 .034 .003 .008 .009 .001 .004 .000 .111 .571 .463 .523 .415 .074 .000 .000 .000 .008 .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


Pearson 


Correlati


on
.331 .085 .543


** .313 .468
**


.781
**


.365
* .299 .516


** 1 .214 .022 .536
**


.518
** -.089 .102 .131 .409


*
.428


*
.411


* .181 .463
**


.463
**


.448
*


.615
**


.377
*


.669
**


Sig. (2-


tailed)
.074 .653 .002 .093 .009 .000 .048 .108 .004 .256 .906 .002 .003 .639 .590 .491 .025 .018 .024 .338 .010 .010 .013 .000 .040 .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


Pearson 


Correlati


on .682
**


.551
** .277 .193 .333 .297 .313 .616


**
.728


** .214 1 .399
* -.094 -.086 .075 .403


* .287 .798
**


.708
**


.667
** .237 .623


**
.623


**
.755


** .268 .385
*


.741
**


Sig. (2-


tailed)
.000 .002 .138 .308 .072 .111 .092 .000 .000 .256 .029 .623 .649 .692 .027 .124 .000 .000 .000 .207 .000 .000 .000 .152 .036 .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


Pearson 


Correlati


on
.291 .079 .029 .277 .191 .068 .072 .263 .297 .022 .399


* 1 .108 .219 .121 .154 .127 .459
* .271 .154 .341 .173 .470


**
.399


* .154 .222 .410
*


Sig. (2-


tailed)
.118 .677 .879 .138 .311 .720 .705 .159 .111 .906 .029 .571 .245 .523 .415 .503 .011 .147 .418 .065 .360 .009 .029 .415 .239 .024


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


P6


P7


P8


P9


P10


P11


P12







Pearson 


Correlati


on
0.000 -.237 .346 0.000 0.000 .362


* .144 -.081 .108 .536
** -.094 .108 1 .317 0.000 -.205 .101 0.000 .270 .175 .272 .197 0.000 0.000 .512


** .110 .277


Sig. (2-


tailed)
1.000 .208 .061 1.000 1.000 .049 .449 .672 .571 .002 .623 .571 .088 1.000 .277 .594 1.000 .149 .356 .146 .297 1.000 1.000 .004 .562 .138


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


Pearson 


Correlati


on
.221 -.093 .337 .384


* .261 .372
* .281 -.069 .139 .518


** -.086 .219 .317 1 .095 -.068 .086 .118 .040 .158 .231 .178 .397
* .121 .273 -.016 .372


*


Sig. (2-


tailed)
.240 .623 .068 .036 .164 .043 .132 .718 .463 .003 .649 .245 .088 .619 .720 .651 .533 .834 .403 .219 .345 .030 .524 .144 .932 .043


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


Pearson 


Correlati


on
.083 .295 .086 -.185 -.006 -.009 -.204 -.237 -.121 -.089 .075 .121 0.000 .095 1 .178 -.095 -.015 -.192 -.104 .009 -.117 -.117 -.015 -.020 -.028 .049


Sig. (2-


tailed)
.661 .113 .653 .328 .974 .963 .280 .208 .523 .639 .692 .523 1.000 .619 .346 .619 .938 .310 .584 .963 .536 .536 .937 .917 .881 .799


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


Pearson 


Correlati


on .487
**


.362
*


.430
* -.063 .629


** .052 .247 .556
** .154 .102 .403


* .154 -.205 -.068 .178 1 .029 .361 .233 .075 -.117 .509
** .226 .403


* -.176 .538
**


.432
*


Sig. (2-


tailed)
.006 .049 .018 .740 .000 .785 .188 .001 .415 .590 .027 .415 .277 .720 .346 .879 .050 .216 .693 .538 .004 .230 .027 .351 .002 .017


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


Pearson 


Correlati


on
.257 .239 .038 .428


* .279 .141 .400
*


.461
* .331 .131 .287 .127 .101 .086 -.095 .029 1 .184 .281 .029 .372


*
.451


* .033 .420
* -.116 .042 .393


*


Sig. (2-


tailed)
.170 .204 .841 .018 .135 .456 .028 .010 .074 .491 .124 .503 .594 .651 .619 .879 .331 .133 .880 .043 .012 .864 .021 .541 .827 .032


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


Pearson 


Correlati


on .695
** .312 .197 .365


*
.569


**
.377


*
.375


*
.629


**
.919


**
.409


*
.798


**
.459


* 0.000 .118 -.015 .361 .184 1 .750
**


.708
**


.493
**


.641
**


.798
**


.798
**


.525
**


.695
**


.856
**


Sig. (2-


tailed)
.000 .094 .297 .047 .001 .040 .041 .000 .000 .025 .000 .011 1.000 .533 .938 .050 .331 .000 .000 .006 .000 .000 .000 .003 .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


Pearson 


Correlati


on .653
** .219 .233 .223 .433


* .274 .398
*


.489
**


.814
**


.428
*


.708
** .271 .270 .040 -.192 .233 .281 .750


** 1 .727
**


.411
*


.696
**


.447
*


.590
**


.491
**


.473
**


.746
**


P13


P14


P15


P16


P17


P18


P19







Sig. (2-


tailed)
.000 .245 .216 .237 .017 .142 .029 .006 .000 .018 .000 .147 .149 .834 .310 .216 .133 .000 .000 .024 .000 .013 .001 .006 .008 .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


Pearson 


Correlati


on .629
**


.392
* .193 .252 .295 .366


* .304 .273 .768
**


.411
*


.667
** .154 .175 .158 -.104 .075 .029 .708


**
.727


** 1 .244 .526
**


.646
**


.438
*


.576
** .288 .676


**


Sig. (2-


tailed)
.000 .032 .307 .179 .113 .047 .102 .144 .000 .024 .000 .418 .356 .403 .584 .693 .880 .000 .000 .194 .003 .000 .015 .001 .123 .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


Pearson 


Correlati


on
.181 -.110 -.117 .308 .205 .034 .391


* .317 .478
** .181 .237 .341 .272 .231 .009 -.117 .372


*
.493


**
.411


* .244 1 .275 .275 .415
* .273 .322 .444


*


Sig. (2-


tailed)
.338 .562 .538 .098 .276 .856 .032 .087 .008 .338 .207 .065 .146 .219 .963 .538 .043 .006 .024 .194 .142 .142 .023 .144 .083 .014


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


Pearson 


Correlati


on .586
** .334 .376


* .132 .596
**


.412
*


.640
**


.753
**


.717
**


.463
**


.623
** .173 .197 .178 -.117 .509


**
.451


*
.641


**
.696


**
.526


** .275 1 .457
*


.623
**


.367
*


.629
**


.815
**


Sig. (2-


tailed)
.001 .072 .040 .487 .001 .024 .000 .000 .000 .010 .000 .360 .297 .345 .536 .004 .012 .000 .000 .003 .142 .011 .000 .046 .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


Pearson 


Correlati


on .586
** .225 .376


*
.436


*
.464


**
.537


** .343 .419
*


.717
**


.463
**


.623
**


.470
** 0.000 .397


* -.117 .226 .033 .798
**


.447
*


.646
** .275 .457


* 1 .623
**


.509
**


.477
**


.745
**


Sig. (2-


tailed)
.001 .232 .040 .016 .010 .002 .064 .021 .000 .010 .000 .009 1.000 .030 .536 .230 .864 .000 .013 .000 .142 .011 .000 .004 .008 .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


Pearson 


Correlati


on .565
** .241 .277 .482


**
.582


**
.415


*
.407


*
.722


**
.728


**
.448


*
.755


**
.399


* 0.000 .121 -.015 .403
*


.420
*


.798
**


.590
**


.438
*


.415
*


.623
**


.623
** 1 .268 .530


**
.799


**


Sig. (2-


tailed)
.001 .199 .138 .007 .001 .023 .026 .000 .000 .013 .000 .029 1.000 .524 .937 .027 .021 .000 .001 .015 .023 .000 .000 .152 .003 .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


Pearson 


Correlati


on
.231 -.091 .265 .095 .082 .572


** .144 .093 .618
**


.615
** .268 .154 .512


** .273 -.020 -.176 -.116 .525
**


.491
**


.576
** .273 .367


*
.509


** .268 1 .538
**


.532
**


Sig. (2-


tailed)
.220 .634 .157 .618 .666 .001 .447 .626 .000 .000 .152 .415 .004 .144 .917 .351 .541 .003 .006 .001 .144 .046 .004 .152 .002 .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


P23


P24


P25


P19


P20


P21


P22







Pearson 


Correlati


on .377
* -.008 .202 .023 .510


** .308 .392
*


.590
**


.610
**


.377
*


.385
* .222 .110 -.016 -.028 .538


** .042 .695
**


.473
** .288 .322 .629


**
.477


**
.530


**
.538


** 1 .620
**


Sig. (2-


tailed)
.040 .966 .284 .905 .004 .098 .032 .001 .000 .040 .036 .239 .562 .932 .881 .002 .827 .000 .008 .123 .083 .000 .008 .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


Pearson 


Correlati


on .771
**


.389
*


.456
*


.431
*


.680
**


.631
**


.602
**


.669
**


.853
**


.669
**


.741
**


.410
* .277 .372


* .049 .432
*


.393
*


.856
**


.746
**


.676
**


.444
*


.815
**


.745
**


.799
**


.532
**


.620
** 1


Sig. (2-


tailed)
.000 .034 .011 .017 .000 .000 .000 .000 .000 .000 .000 .024 .138 .043 .799 .017 .032 .000 .000 .000 .014 .000 .000 .000 .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


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


P26


SK


OR


_TO


TAL


*. Correlation is significant at the 0.05 level (2-tailed).
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Butir Pernyataan Variabel Nilai r-hitung Nilai r-tabel Keterangan


1 Kualitas Pelayanan 0,771 0,361 Valid


2 Kualitas Pelayanan 0,389 0,361 Valid


3 Kualitas Pelayanan 0,456 0,361 Valid


4 Kualitas Pelayanan 0,431 0,361 Valid


5 Kualitas Pelayanan 0,680 0,361 Valid


6 Kualitas Pelayanan 0,631 0,361 Valid


7 Kualitas Pelayanan 0,602 0,361 Valid


8 Kualitas Pelayanan 0,669 0,361 Valid


9 Kualitas Pelayanan 0,853 0,361 Valid


10 Kualitas Pelayanan 0,669 0,361 Valid


11 Kualitas Pelayanan 0,741 0,361 Valid


12 Kualitas Pelayanan 0,410 0,361 Valid


13 Kualitas Pelayanan 0,277 0,361 Tidak Valid


14 Kualitas Pelayanan 0,372 0,361 Valid


15 Kualitas Pelayanan 0,049 0,361 Tidak Valid


16 Kualitas Pelayanan 0,432 0,361 Valid


17 Kualitas Pelayanan 0,393 0,361 Valid


18 Kepuasan Pelanggan 0,856 0,361 Valid


19 Kepuasan Pelanggan 0,746 0,361 Valid


20 Kepuasan Pelanggan 0,676 0,361 Valid


21 Kepuasan Pelanggan 0,444 0,361 Valid


22 Kepuasan Pelanggan 0,815 0,361 Valid


23 Kepuasan Pelanggan 0,745 0,361 Valid


24 Loyalitas Pelanggan 0,799 0,361 Valid


25 Loyalitas Pelanggan 0,532 0,361 Valid


26 Loyalitas Pelanggan 0,620 0,361 Valid


Lampiran 5 Ringkasan Hasil Uji Validitas 30 (Tiga Puluh) Responden
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Lampiran 6 


Hail Uji Reliabilitas Pre-test 30 (Tiga Puluh) Responden 


 


Case Processing Summary 


 N % 


Cases 


Valid 30 100.0 


Excludeda 0 .0 


Total 30 100.0 


a. Listwise deletion based on all variables in the 


procedure. 


 


 


 


 


Item-Total Statistics 


 Scale Mean if 


Item Deleted 


Scale Variance 


if Item Deleted 


Corrected Item-


Total 


Correlation 


Cronbach's 


Alpha if Item 


Deleted 


P1 77.00 55.586 .740 .905 


P2 76.90 58.576 .318 .914 


P3 76.80 59.131 .411 .911 


P4 77.30 59.183 .383 .912 


P5 76.97 56.723 .642 .908 


P6 76.93 56.892 .586 .908 


P7 77.10 55.955 .541 .910 


P8 77.00 55.931 .622 .908 


P9 76.87 56.051 .836 .905 


P10 77.00 56.483 .627 .908 


P11 76.87 56.120 .708 .906 


P12 77.20 59.269 .359 .912 


P13 77.03 59.482 .193 .917 


P14 77.27 58.754 .301 .914 


P15 77.00 62.000 -.043 .923 


P16 76.83 58.971 .380 .912 


P17 77.07 59.237 .339 .913 


P18 76.90 56.369 .840 .905 


P19 76.83 55.868 .712 .906 


P20 76.80 56.303 .634 .907 


P21 77.10 59.610 .406 .912 


P22 76.80 55.821 .791 .905 


P23 76.80 56.372 .714 .906 


P24 76.87 55.637 .772 .905 


P25 76.83 58.213 .485 .910 


P26 76.77 57.840 .583 .909 


 


 


Reliability Statistics 


Cronbach's 


Alpha 
N of Items 


.913 26 
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Lampiran 7 


Rekapitulasi Data Karakteristik 120 Responden 


                  


Jenis 


Kelamin 
Usia Pendidikan Terakhir Pekerjaan Intensi Berbelanja 


L P 


17 


- 


20 


21 


- 


30 


31 


- 


40 


> 


40 
SMP SMA S1 Lainnya Mahasiswa 


Pegawai 


Swasta 
PNS Lainnya 


3 


kali 


4 - 6 


Kali 


6 - 10 


kali 


> 10 


kali 


56 64 33 40 34 13 8 82 27 3 24 70 11 15 12 55 43 10 


120 120 120 120 120 








No


P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21 P22 P23 P24


1 3 3 3 3 4 4 4 4 4 3 3 3 3 3 3 50 4 3 3 3 3 3 19 3 4 3 10


2 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 59 4 4 4 3 4 4 23 4 4 3 11


3 3 3 3 3 3 2 3 3 3 3 3 3 4 4 3 46 4 3 3 3 2 3 18 3 3 2 8


4 3 3 3 3 3 3 3 3 3 3 4 3 3 3 4 47 3 3 4 4 3 3 20 3 4 4 11


5 4 4 3 3 3 3 4 3 4 3 3 3 3 4 3 50 3 3 3 3 3 3 18 3 3 3 9


6 3 4 3 3 3 3 3 4 3 3 3 3 4 4 4 50 3 3 3 3 3 3 18 3 4 4 11


7 3 3 3 3 4 4 3 3 3 4 3 4 4 4 4 52 3 3 3 4 4 4 21 4 3 4 11


8 4 3 4 3 3 4 3 4 4 3 3 3 3 3 4 51 4 4 3 4 3 4 22 3 3 3 9


9 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 4 3 3 4 3 3 20 3 4 4 11


10 3 3 3 3 3 3 3 3 3 3 4 4 4 4 3 49 3 3 3 3 3 3 18 3 4 3 10


11 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 59 4 3 3 4 3 3 20 3 4 3 10


12 3 3 3 3 3 3 3 4 2 2 2 2 2 2 3 40 2 2 2 2 2 3 13 3 3 2 8


13 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


14 4 3 4 4 4 4 3 3 3 3 3 3 2 4 4 51 3 3 2 3 3 3 17 3 3 3 9


15 3 2 3 4 4 1 3 4 4 4 3 3 3 3 3 47 3 3 2 4 4 3 19 4 4 3 11


16 4 3 4 4 4 3 3 4 4 4 4 3 4 4 4 56 4 4 3 4 4 3 22 3 4 2 9


17 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


18 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 46 3 3 2 3 3 3 17 3 3 4 10


19 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 44 3 3 3 3 2 3 17 3 3 4 10


20 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 4 10


21 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


22 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 2 3 3 3 17 2 2 3 7


23 4 4 4 4 4 4 4 4 4 4 4 3 3 3 3 56 3 3 2 3 3 3 17 3 3 2 8


24 4 4 4 3 4 4 4 4 3 3 4 4 4 4 4 57 4 3 3 3 3 3 19 3 3 2 8


25 4 4 4 4 4 4 4 3 3 3 3 3 4 3 3 53 3 4 2 4 4 3 20 3 3 3 9


26 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


27 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 4 2 3 3 3 18 3 3 4 10


28 3 3 3 3 3 3 3 3 3 3 3 3 3 4 4 47 4 4 2 3 3 3 19 3 3 3 9


29 4 3 3 3 3 3 4 4 4 4 4 4 4 3 3 53 3 2 2 3 3 3 16 3 3 3 9


30 3 3 3 3 3 3 4 4 4 4 3 3 4 4 3 51 3 3 2 3 3 3 17 3 3 3 9


31 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


32 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 2 8


33 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 59 4 4 4 2 3 3 20 3 4 4 11


34 4 3 3 4 4 3 3 3 3 3 4 4 4 4 4 53 4 4 3 3 3 3 20 3 3 3 9


35 4 3 4 4 4 4 3 3 3 4 3 3 4 4 4 54 4 4 2 3 3 3 19 3 3 3 9


36 4 4 4 4 4 4 4 4 4 2 4 3 4 4 4 57 4 4 3 4 4 4 23 3 3 3 9


37 2 2 2 3 3 2 2 3 3 3 3 2 2 3 3 38 3 3 2 2 3 3 16 2 2 3 7


38 4 4 4 4 4 4 4 4 4 4 3 3 3 3 3 55 4 3 2 3 3 3 18 4 4 4 12


39 4 3 4 3 3 3 4 3 3 3 3 3 4 4 3 50 3 4 2 3 3 3 18 3 3 4 10


40 3 3 3 3 3 3 3 4 4 3 3 3 3 2 2 45 3 3 2 3 3 3 17 3 3 3 9


41 4 3 2 3 3 3 3 3 3 3 3 3 3 2 4 45 3 3 4 2 3 3 18 3 3 3 9


42 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 4 19 3 3 3 9


43 4 3 3 3 3 3 4 4 4 4 4 4 4 3 3 53 3 2 2 3 3 3 16 3 3 3 9


44 3 3 3 3 3 3 4 4 4 4 3 3 4 4 3 51 3 3 2 3 3 3 17 3 3 3 9


45 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


46 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 4 10


47 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 4 10


48 4 3 4 4 4 3 3 3 3 3 3 3 3 3 3 49 3 3 2 3 3 3 17 3 3 4 10


49 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 59 4 4 4 4 3 4 23 4 3 3 10


50 3 3 2 3 3 3 3 3 3 3 3 2 3 3 4 44 4 4 3 3 2 2 18 3 3 2 8


51 4 4 4 4 4 3 4 4 4 3 4 4 4 4 4 58 4 3 3 3 3 3 19 3 3 4 10


52 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


53 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


54 4 3 3 4 4 3 3 4 4 3 4 3 3 4 4 53 4 4 3 3 3 3 20 3 2 3 8


55 4 4 3 4 4 4 4 4 4 4 3 3 3 3 3 54 4 4 2 3 3 3 19 3 3 2 8


56 4 4 4 4 4 4 4 4 4 4 4 4 4 3 3 58 3 3 3 2 3 4 18 4 4 2 10


57 4 3 3 4 4 3 3 3 3 4 4 4 4 4 4 54 4 3 4 3 4 4 22 4 4 1 9


58 3 3 3 3 3 2 3 3 3 3 3 3 3 3 3 44 3 3 3 3 3 3 18 3 3 2 8


59 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 4 4 4 4 4 4 24 3 4 2 9


60 3 3 4 4 3 4 3 3 3 3 3 3 3 3 3 48 3 3 3 3 4 3 19 3 3 3 9


61 4 4 3 4 3 3 4 3 4 3 4 4 4 4 4 55 4 4 3 4 4 4 23 4 4 3 11


62 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 2 3 3 3 17 2 2 4 8


63 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 44 3 3 3 3 3 3 18 3 3 3 9


64 3 3 2 3 3 3 3 3 3 3 2 2 3 2 2 40 2 2 3 3 2 2 14 3 3 3 9


65 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 2 8


66 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


67 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


68 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 44 3 3 3 2 3 3 17 3 3 3 9


69 3 3 3 3 3 3 4 4 4 3 3 3 3 3 3 48 4 4 2 3 3 3 19 3 3 3 9


70 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 58 4 4 4 4 4 4 24 4 4 4 12


71 4 4 4 4 4 4 4 4 4 4 4 3 4 4 4 59 4 4 3 3 3 4 21 4 4 4 12


Kualitas Pelayanan Kepuasn Pelanggan Loyalitas Pelanggan


Lampiran 8 Tabulasi Data 120 Responden


Total Total Total







72 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 2 8


73 4 4 3 4 3 3 3 4 3 3 3 3 3 2 2 47 3 3 2 3 3 3 17 3 3 3 9


74 4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 46 3 3 3 3 3 3 18 3 3 3 9


75 3 3 3 3 4 3 3 3 3 3 2 2 3 3 3 44 3 3 2 3 3 3 17 3 3 3 9


76 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 44 3 3 2 3 3 3 17 2 3 2 7


77 4 3 2 4 4 3 3 3 4 3 4 3 4 3 3 50 4 3 2 3 4 3 19 3 3 3 9


78 3 3 3 3 4 3 3 3 3 3 2 2 2 3 3 43 3 3 2 3 3 4 18 4 4 3 11


79 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


80 4 3 3 4 4 3 3 4 4 3 4 3 3 4 4 53 4 4 3 3 3 3 20 3 2 3 8


81 3 3 4 3 4 4 4 4 3 4 3 3 4 3 3 52 4 4 3 3 2 4 20 4 3 4 11


82 3 3 3 3 3 3 2 2 3 3 3 3 3 2 3 42 3 3 3 3 3 3 18 2 3 3 8


83 3 3 3 3 3 3 3 3 3 3 3 3 4 3 3 46 3 3 3 3 3 3 18 3 3 3 9


84 3 3 3 3 3 3 3 4 4 3 4 4 4 3 4 51 3 4 4 4 4 4 23 4 4 3 11


85 3 3 3 2 3 3 3 3 3 3 3 3 3 3 3 44 3 3 3 3 3 3 18 3 3 3 9


86 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 3 18 3 3 3 9


87 2 3 3 3 3 2 2 3 3 3 3 3 3 3 3 42 3 3 3 3 3 3 18 3 3 4 10


88 3 3 3 3 3 3 3 3 3 2 3 3 3 2 3 43 3 3 3 3 3 3 18 3 3 3 9


89 2 3 3 2 3 2 2 3 2 2 2 2 2 2 4 36 4 3 2 2 2 4 17 3 2 2 7


90 2 3 3 2 3 3 2 3 3 3 3 3 3 2 3 41 3 2 3 3 3 3 17 3 3 3 9


91 3 3 3 2 2 3 2 3 3 2 4 3 2 1 3 39 3 3 3 3 3 2 17 3 3 3 9


92 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 44 3 3 3 3 3 3 18 3 3 3 9


93 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 3 3 4 19 3 3 3 9


94 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 45 3 3 3 4 3 2 18 3 3 3 9


95 4 3 3 3 4 3 4 4 4 3 4 2 2 2 3 48 4 3 4 4 4 3 22 4 4 4 12


96 4 3 4 2 3 3 4 3 3 3 4 3 4 3 3 49 4 3 3 4 4 4 22 4 3 3 10


97 4 3 3 3 4 3 4 4 4 3 4 4 2 2 3 50 4 3 4 4 4 3 22 4 4 4 12


98 3 3 3 3 2 3 3 3 3 3 3 2 3 3 3 43 3 3 3 3 3 3 18 3 3 3 9


99 3 3 3 3 3 3 3 3 3 3 3 2 3 2 2 42 3 3 3 3 3 3 18 3 3 3 9


100 4 3 4 3 4 4 3 4 4 4 4 4 4 3 3 55 4 3 4 4 4 3 22 4 4 4 12


101 4 4 4 3 4 4 3 4 4 4 4 2 4 3 4 55 4 3 4 4 4 3 22 4 4 3 11


102 3 3 4 3 3 4 2 2 3 4 3 4 2 4 3 47 3 2 3 3 4 4 19 3 4 3 10


103 3 3 4 3 3 3 3 3 3 3 3 4 3 3 2 46 3 3 3 3 3 3 18 3 4 3 10


104 2 4 3 2 2 3 3 3 3 3 3 3 3 3 3 43 3 2 3 3 3 3 17 3 3 3 9


105 3 2 4 2 3 3 3 2 3 3 3 4 3 3 3 44 3 3 3 3 3 3 18 3 3 3 9


106 3 2 3 3 3 2 2 2 3 2 3 3 3 3 2 39 3 3 3 3 3 3 18 3 3 3 9


107 3 3 3 2 3 3 3 2 3 3 2 3 3 3 3 42 3 2 3 3 3 3 17 3 3 2 8


108 3 4 3 3 3 4 2 3 3 3 3 4 4 4 4 50 3 3 3 4 3 3 19 3 4 4 11


109 2 3 3 3 3 3 2 3 3 3 3 3 3 3 3 43 3 3 3 3 3 3 18 3 3 3 9


110 3 1 3 4 2 3 2 2 4 1 3 2 2 2 2 36 3 2 3 2 2 2 14 2 2 3 7


111 3 3 4 4 3 2 3 3 4 2 3 4 4 2 1 45 3 3 3 2 4 3 18 3 3 2 8


112 2 2 2 4 3 2 3 2 4 2 3 4 3 2 2 40 3 3 2 2 3 3 16 3 3 4 10


113 3 3 2 3 3 2 2 3 3 3 3 2 2 3 2 39 4 1 2 1 3 3 14 3 3 2 8


114 2 3 2 3 3 4 2 3 4 4 2 3 3 4 4 46 4 2 3 2 3 3 17 3 3 3 9


115 2 3 3 3 4 2 3 2 3 4 2 3 3 4 4 45 4 1 1 3 3 2 14 1 2 3 6


116 3 2 4 3 4 3 3 2 3 3 2 4 3 3 3 45 2 3 2 3 2 2 14 2 2 3 7


117 4 4 4 4 3 2 3 1 4 3 4 4 3 3 3 49 3 2 3 3 1 2 14 2 3 3 8


118 2 4 4 4 3 2 3 3 1 3 4 4 2 4 3 46 3 2 3 2 1 3 14 3 4 3 10


119 2 4 4 3 3 1 3 3 2 3 4 2 2 4 3 43 3 3 3 3 2 3 17 2 4 3 9


120 4 3 4 3 4 4 2 3 2 3 3 3 3 2 3 46 3 3 3 3 2 3 17 4 4 4 12
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Lampiran 9 


Hasil Uji Asumsi Klasik 


 


A. Normalitas 


Variables Entered/Removeda 


Model Variables 


Entered 


Variables 


Removed 


Method 


1 


Kepuasan 


Pelanggan, 


Kualitas 


Pelayananb 


. Enter 


a. Dependent Variable: Loyalitas Pelanggan 


b. All requested variables entered. 


 


Model Summaryb 


Model R R Square Adjusted R 


Square 


Std. Error of the 


Estimate 


1 .543a .295 .283 1.031 


a. Predictors: (Constant), Kepuasan Pelanggan, Kualitas Pelayanan 


b. Dependent Variable: Loyalitas Pelanggan 


 


 


ANOVAa 


Model Sum of 


Squares 


df Mean Square F Sig. 


1 


Regression 51.979 2 25.990 24.446 .000b 


Residual 124.387 117 1.063   


Total 176.367 119    


a. Dependent Variable: Loyalitas Pelanggan 


b. Predictors: (Constant), Kepuasan Pelanggan, Kualitas Pelayanan 
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Coefficientsa 


Model Unstandardized Coefficients Standardized 


Coefficients 


t 
S


i


g


. 


B Std. Error Beta 


1 


(Constant) 


3.181 .895  3.554 
.


0


0


1 


Kualitas 


Pelayanan 


.037 .023 .170 1.659 
.


1


0


0 


Kepuasan 


Pelanggan 


.235 .058 .416 4.049 
.


0


0


0 


a. Dependent Variable: Loyalitas Pelanggan 


 


Residuals Statisticsa 


 Minimum Maximum Mean Std. Deviation N 


Predicted Value 7.73 11.07 9.28 .661 120 


Residual -2.155 3.102 .000 1.022 120 


Std. Predicted Value -2.346 2.699 .000 1.000 120 


Std. Residual -2.090 3.009 .000 .992 120 


a. Dependent Variable: Loyalitas Pelanggan 


 


One-Sample Kolmogorov-Smirnov Test 


 Unstandardized 


Residual 


N 120 


Normal Parametersa,b 
Mean .0000000 


Std. Deviation 1.02238466 


Most Extreme Differences 


Absolute .115 


Positive .092 


Negative -.115 


Kolmogorov-Smirnov Z 1.259 


Asymp. Sig. (2-tailed) .084 


a. Test distribution is Normal. 
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B. Uji Mulikolonearitas 


Coefficientsa 


Model Collinearity Statistics 


Tolerance VIF 


1 
Kualitas Pelayanan .571 1.750 


Kepuasan Pelanggan .571 1.750 


a. Dependent Variable: Loyalitas Pelanggan 


C. Uji Heteroskedastisitas 


       Uji Heteroskedastisitas yang digunakan adalah Uji Glesjer. Berikut ini adalah 


hasil perhitungan melalui SPSS 


 
Coefficientsa 


Model Unstandardized Coefficients Standardized 


Coefficients 


t Sig. 


B Std. Error Beta 


1 


(Constant) -.551 .577  -.955 .342 


Kualitas Pelayanan .023 .015 .186 1.557 .122 


Kepuasan Pelanggan .013 .037 .041 .345 .731 


a. Dependent Variable: RES2 
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Lampiran 12 


Hasil Uji Analisis Jalur 


 


A. Hasil Uji Tahap I 


Descriptive Statistics 


 Mean Std. Deviation N 


Kepuasan Pelanggan 18.37 2.153 120 


Kualitas Pelayanan 47.72 5.546 120 


 


Correlations 


 Kepuasan 


Pelanggan 


Kualitas 


Pelayanan 


Pearson Correlation 
Kepuasan Pelanggan 1.000 .655 


Kualitas Pelayanan .655 1.000 


Sig. (1-tailed) 
Kepuasan Pelanggan . .000 


Kualitas Pelayanan .000 . 


N 
Kepuasan Pelanggan 120 120 


Kualitas Pelayanan 120 120 


 


Variables Entered/Removeda 


Model Variables 


Entered 


Variables 


Removed 


Method 


1 
Kualitas 


Pelayananb 


. Enter 


a. Dependent Variable: Kepuasan Pelanggan 


b. All requested variables entered. 


 


Model Summary 


Model R R Square Adjusted R 


Square 


Std. Error of the 


Estimate 


1 .655a .429 .424 1.635 


a. Predictors: (Constant), Kualitas Pelayanan 
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ANOVAa 


Model Sum of Squares df Mean Square F Sig. 


1 


Regression 236.525 1 236.525 88.507 .000b 


Residual 315.342 118 2.672   


Total 551.867 119    


a. Dependent Variable: Kepuasan Pelanggan 


b. Predictors: (Constant), Kualitas Pelayanan 


 


Coefficientsa 


Model Unstandardized Coefficients Standardized 


Coefficients 


t Sig. 


B Std. Error Beta 


1 
(Constant) 6.237 1.298  4.805 .000 


Kualitas Pelayanan .254 .027 .655 9.408 .000 


a. Dependent Variable: Kepuasan Pelanggan 


 


B. Hasil Uji Tahap II 


Descriptive Statistics 


 Mean Std. Deviation N 


Loyalitas Pelanggan 9.28 1.217 120 


Kualitas Pelayanan 47.72 5.546 120 


Kepuasan Pelanggan 18.37 2.153 120 


 


Correlations 


 Loyalitas 


Pelanggan 


Kualitas 


Pelayanan 


Kepuasan 


Pelanggan 


Pearson Correlation 


Loyalitas Pelanggan 1.000 .443 .527 


Kualitas Pelayanan .443 1.000 .655 


Kepuasan Pelanggan .527 .655 1.000 


Sig. (1-tailed) 


Loyalitas Pelanggan . .000 .000 


Kualitas Pelayanan .000 . .000 


Kepuasan Pelanggan .000 .000 . 


N 


Loyalitas Pelanggan 120 120 120 


Kualitas Pelayanan 120 120 120 


Kepuasan Pelanggan 120 120 120 
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Variables Entered/Removeda 


Model Variables 


Entered 


Variables 


Removed 


Method 


1 


Kepuasan 


Pelanggan, 


Kualitas 


Pelayananb 


. Enter 


a. Dependent Variable: Loyalitas Pelanggan 


b. All requested variables entered. 


 


Model Summary 


Model R R Square Adjusted R 


Square 


Std. Error of the 


Estimate 


1 .543a .295 .283 1.031 


a. Predictors: (Constant), Kepuasan Pelanggan, Kualitas Pelayanan 


 


ANOVAa 


Model Sum of Squares df Mean Square F Sig. 


1 


Regression 51.979 2 25.990 24.446 .000b 


Residual 124.387 117 1.063   


Total 176.367 119    


a. Dependent Variable: Loyalitas Pelanggan 


b. Predictors: (Constant), Kepuasan Pelanggan, Kualitas Pelayanan 


 


Coefficientsa 


Model Unstandardized Coefficients Standardized 


Coefficients 


t Sig. 


B Std. Error Beta 


1 


(Constant) 3.181 .895  3.554 .001 


Kualitas Pelayanan .037 .023 .170 1.651 .100 


Kepuasan Pelanggan .235 .058 .416 4.049 .000 


a. Dependent Variable: Loyalitas Pelanggan 
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C. Hasil Uji Model Trimming 


Descriptive Statistics 


 Mean Std. Deviation N 


Loyalitas Pelanggan 9.28 1.217 120 


Kepuasan Pelanggan 18.37 2.153 120 


 


Correlations 


 Loyalitas 


Pelanggan 


Kepuasan 


Pelanggan 


Pearson Correlation 
Loyalitas Pelanggan 1.000 .527 


Kepuasan Pelanggan .527 1.000 


Sig. (1-tailed) 
Loyalitas Pelanggan . .000 


Kepuasan Pelanggan .000 . 


N 
Loyalitas Pelanggan 120 120 


Kepuasan Pelanggan 120 120 


 


Variables Entered/Removeda 


Model Variables 


Entered 


Variables 


Removed 


Method 


1 
Kepuasan 


Pelangganb 


. Enter 


a. Dependent Variable: Loyalitas Pelanggan 


b. All requested variables entered. 


 


Model Summary 


Model R R Square Adjusted R 


Square 


Std. Error of the 


Estimate 


1 .527a .278 .272 1.039 


a. Predictors: (Constant), Kepuasan Pelanggan 


 


ANOVAa 


Model Sum of Squares df Mean Square F Sig. 


1 


Regression 49.054 1 49.054 45.466 .000b 


Residual 127.313 118 1.079   


Total 176.367 119    


a. Dependent Variable: Loyalitas Pelanggan 
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b. Predictors: (Constant), Kepuasan Pelanggan 


 


Coefficientsa 


Model Unstandardized Coefficients Standardized 


Coefficients 


t Sig. 


B Std. Error Beta 


1 
(Constant) 3.808 .818  4.657 .000 


Kepuasan Pelanggan .298 .044 .527 6.743 .000 


a. Dependent Variable: Loyalitas Pelanggan 
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Lampiran 11 


Hasil Uji Deskiptif Crosstabulation 


A. Pendidikan Terakhir Crosstabulation Berdasarkan Jenis Kelamin 


Jenis Kelamin * PT Crosstabulation 


Count   


 PT Total 


SMP SMA S1 Lainnya 


Jenis Kelamin 
Laki-laki 4 41 11 0 56 


Perempuan 4 41 16 3 64 


Total 8 82 27 3 120 


 


B. Pekerjaan Crosstabulation Berdasarkan Jenis Kelamin 


Jenis Kelamin * Pekerjaan Crosstabulation 


Count   


 Pekerjaan Total 


Mahasiswa Pegawai 


Swasta 


PNS Lainnya 


Jenis Kelamin 
Laki-laki 12 35 3 6 56 


Perempuan 12 35 8 9 64 


Total 24 70 11 15 120 


 


C. Intensi Berbelanja Crosstabulation Berdasarkan Jenis Kelamin 


 


Jenis Kelamin * Intensi Berbelanja Crosstabulation 


Count   


 Intensi Berbelanja Total 


3 kali 4 - 6 kali 6 - 10 kali > 10 kali 


Jenis Kelamin 
Laki-laki 12 28 12 4 56 


Perempuan 0 27 31 6 64 


Total 12 55 43 10 120 
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D. Pendidikan Terakhir Crosstabulation Berdasarkan Usia 


Usia * Pendidikan Terakhir Crosstabulation 


Count   


 Pendidikan Terakhir Total 


SMP SMA S1 Lainnya 


Usia 


17 - 20 tahun 1 32 0 0 33 


21 - 30 tahun 2 23 15 0 40 


31 - 40 tahun 3 20 10 1 34 


> 40 tahun 2 7 2 2 13 


Total 8 82 27 3 120 


 


E. Pekerjaan Crosstabulation Berdasarkan Usia 


 


Usia * Pekerjaan Crosstabulation 


Count   


 Pekerjaan Total 


Mahasiswa Pegawai 


Swasta 


PNS Lainnya 


Usia 


17 - 20 tahun 23 9 0 1 33 


21 - 30 tahun 1 36 2 1 40 


31 - 40 tahun 0 17 8 9 34 


> 40 tahun 0 8 1 4 13 


Total 24 70 11 15 120 


 


F. Intensi Berbelanja Crosstabulation Berdasarkan Usia 


 


Usia * Intensi Berbelanja Crosstabulation 


Count   


 Intensi Berbelanja Total 


3 kali 4 - 6 kali 6 - 10 kali > 10 kali 


Usia 


17 - 20 tahun 5 13 13 2 33 


21 - 30 tahun 3 22 12 3 40 


31 - 40 tahun 3 15 12 4 34 


> 40 tahun 1 5 6 1 13 


Total 12 55 43 10 120 
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