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Lampiran 1: Kuisiner Penelitian

MNUNIVERSITAS 17 AGUSTUS 1945 SURABAYA
: FAKULTAS EKONOMI
PROGRAM STUDI MANJEMEN

KUESIONER PENELITIAN
PENGARUH KUALITAS PELAYANAN, CITRA MEREK, PRESEPSI HARGA
TERHADAP KEPUTUSAN PEMBELIAN OJEK ONLINE
(Studi Kasus Terhadap Grabbike di Kota Surabaya)
I. Petunjuk Pengisian

Responden yang terhormat, bersama ini saya mohon kesediaan Saudara/i untuk
mengisi data kuesioner yang diberikan. Informasi yang Anda berikan merupakan
bantuan yang sangat berarti dalam menyelesaikan penyusunan skripsi saya. Oleh
karena itu mengharapkan:

1. Saudara/i menjawab setiap pertanyaan dengan sejujur-jujurnya, dan perlu
diketahui bahwa jawaban Anda tidak berhubungan dengan benar atau salah.

2. Pilihlah jawaban dengan memberikan tanda checklist (V) pada salah satu jawaban
yang paling sesuai menurut Saudara/i.

3. Isilah pernyataan tersebut sesuai dengan apa yang responden rasakan, dengan

keterangan :

SS = Sangat Setuju Skor (5)
S = Setuju Skor (4)
N = Netral Skor (3)
TS = Tidak Setuju Skor (2)
STS = Sangat Tidak Setuju Skor (1)

Surabaya, 13 Februari 2018

Hormat Saya

M. Andri Mardian
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11. Data Responden

Nama

Alamat

Usia

Jenis Kelamin

Pendidikan

Pekerjaan

A. Pelajar/Mahasiswa

B. Wiraswasta

C. Pegawai Swasta

D. Pegawai Negeri

Lainnya ....

Penghasilan

A. <Rp 2.000.000,00

B. Rp 2.000.0000,00 — Rp 3.000.000,00

C. Rp 4.000.0000,00 — Rp 5.000.000,00

D. >Rp 5.000.000,00

No.

Hp:

Kuisoner Variabel

X1 = Kualitas Pelayanan
No Pernyataan SS TS | STS
1 | Armada diatas tahun 2010 dan layak untuk
melakukan perjalanan.
2 | Pengemudi Grabbike berpenampilan rapi dan
bersih dalam bekerja selama perjalanan.
3 | Pengemudi Grabbike terampil ketika berkendara.
4 | Pengemudi langsung menghubungi pelanggan jika
lokasi pelanggan tidak dapat ditemukan atau
pelangan mengalami kesulitan.
5 | Memberikan saran untuk rute tang lebih cepat

menuju lakoasi tujuan.
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6 | Asuransi dan jaminan kecelakaan diberikan
kepada pelanggan oleh Grab.

7 | Pengemudi Grabbike memiliki inisiatif dalam
membantu penumpang ketika mengalami
kesulitan dalam membawa barang bawaan.

X2 = Citra Merek
No Pernyataan SS TS | STS

1 | Grabbike dikenal baik oleh masyarakat dan
pengguna ojek online.

2 | Grabbike sudah profesional dalam melakukan
bisnis ojek online.

3 | Teknologi Grabbike sudah mampu bersaing
dengan jasa ojek lainnya.

4 | Grabbike telah melayani semua segemen
masyarakat luas.

5 | Grabbike telah memberikan pelayanan yang
memuaskan sebagai wujud citra mereknya.

X3 = Presepsi Harga
No Pernyataan SS TS | STS

1 | Tarif yang ditawarkan Grabbike Sudah
terjangkau.

2 | Tarif yang ditawarkan Grabbike sesuai dengan
manfaat yang diberikan.

3 | Tarif Grabbike mampu bersaing dengan ojek
online lainnya.

4 | Potongan tarif pada event tertertu pada pelanggan
membuat pelanggan tertarik melakukan
pembelian.

5 | Tarif yang ditetapkan tidak mengalami perubahan
ketika sampai tujuan.

6 | Pembayaran tarif cash Grabbike sangat mudah.

7 | Grabpay membantu pelanggan mendapatkan
potongan dalam pembayaran.

Y = Keputusan Pembelian

No Pernyataan SS TS | STS
1 | Ojek Online Grabbike sangat dibutuhkan.
2 | Pelanngan melakukan pencarian informasi
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mengenai keunggulan dan kekurangan Grabbik
sebelum melakukan pembelian.

Saya mengevaluasi Grabbike dengan ojek online
lainnya yang ada di pasaran.

Faktor cuaca dan kondisi lalu lintas
mempengaruhi penggunaan Grabbike.

Jarak yang ditempuh sesuai dengan harga &
pelayanan selama di proses pembelian.




Lampiran 3: Uji Validitas Instrumen

Correlations

Output Created
Comments
Input

Missing Value Handling

Syntax

Resources

Notes
Data
Active Dataset
Filter
Weight
Split File

N of Rows in Working
Data File
Definition of Missing

Cases Used

Processor Time
Elapsed Time
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09-APR-2018 13:13:34

E:\validitas.sav
DataSet2
<none>
<none>
<none>
30

User-defined missing
values are treated as
missing.
Statistics for each pair of
variables are based on all
the cases with valid data
for that pair.
CORRELATIONS
/VARIABLES=KPL1 KPL2
KPL3 KPL4 KPL5 KPL6
KPL7 Kualitas
/PRINT=TWOTAIL

NOSIG
/IMISSING=PAIRWISE.
00:00:00,00
00:00:00,06




Correlations
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KPL KPL KPL KPL KPL KPL KPL Kualita
1 2 3 4 5 6 7 S

KPL1 Pearson 1 ,533° 481" -014 ,053 -117 ,239 446

Correlation . .

Sig. (2-tailed) ,002 ,007 ,940 ,782 ,538 ,203 ,014

N 30 30 30 30 30 30 30 30
KPL2 Pearson 533 1 ,406° ,029 ,106 ,133 ,066 ,470"

Correlation :

Sig. (2-tailed) ,002 ,026 878 575 ,484 729 009

N 30 30 30 30 30 30 30 30
KPL3 Pearson 481" 406 1 -180 ,219 ,258 ,436  ,609"

Correlation :

Sig. (2-tailed) ,007 ,026 341 244 168 ,016  ,000

N 30 30 30 30 30 30 30 30
KPL4 Pearson -,014 ,029 -,180 1 ,399° ,095 ,334 314

Correlation

Sig. (2-tailed) 940 ,878 ,341 ,029 618 ,071  ,091

N 30 30 30 30 30 30 30 30
KPL5 Pearson ,053 ,106 ,219 ,399 1 ,589" ,422° 6527

Correlation ’

Sig. (2-tailed) 782 575 ,244 029 ,001 ,020  ,000

N 30 30 30 30 30 30 30 30
KPL6 Pearson -117 ,133 258 ,095 ,589 1 ,416° 626"

Correlation '

Sig. (2-tailed) 538 ,484 168 ,618 ,001 022,000

N 30 30 30 30 30 30 30 30
KPL7 Pearson 239 ,066 ,436 ,334 422" 416 1 ,704"

Correlation

Sig. (2-tailed) 203 ,729 ,016 ,071 ,020 ,022 ,000

N 30 30 30 30 30 30 30 30
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Kualitas Pearson 446" 470" 609" ,314 ,652° ,626 704 1
Correlation : : : : :
Sig. (2-tailed) ,014 ,009 ,000 ,091 ,000 ,000 ,000
N 30 30 30 30 30 30 30 30

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

CORRELATIONS
/VARIABLES=CMR1 CMR2 CMR3 CMR4 CMR5 CitraMerek
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations

Notes
Output Created 09-APR-2018 13:14:45
Comments
Input Data E:\validitas.sav
Active Dataset DataSet2
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working 30
Data File
Missing Value Handling Definition of Missing User-defined missing
values are treated as
missing.
Cases Used Statistics for each pair of

variables are based on all
the cases with valid data
for that pair.
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Syntax CORRELATIONS
/VARIABLES=CMR1
CMR2 CMR3 CMR4
CMR5 CitraMerek
/PRINT=TWOTAIL
NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00,02
Elapsed Time 00:00:00,04
Correlations
CMR CMR CMR CMR CMR CitraMere
1 2 3 4 5 k
CMR1 Pearson Correlation 1 ,539° ,605 423" 556" 739"
Sig. (2-tailed) ,002 ,000 ,020 ,001 ,000
N 30 30 30 30 30 30
CMR2 Pearson Correlation ,539” 1 4277 295 ,301 511"
Sig. (2-tailed) ,002 019 ,113 ,106 ,004
N 30 30 30 30 30 30
CMR3 Pearson Correlation ,605~ 427 1,361 ,444 ,690"
Sig. (2-tailed) ,000 ,019 ,050 ,014 ,000
N 30 30 30 30 30 30
CMR4 Pearson Correlation  ,423° ,295 ,361 1 ,605" 740"
Sig. (2-tailed) ,020 ,113 ,050 ,000 ,000
N 30 30 30 30 30 30
CMR5 Pearson Correlation ,556° ,301 ,444  ,605" 1 7717
Sig. (2-tailed) ,001 ,106 ,014 ,000 ,000
N 30 30 30 30 30 30
CitraMerek Pearson Correlation ,739” 511" ,690" ,740" ,771" 1
Sig. (2-tailed) ,000 ,004 ,000 ,000 ,000
N 30 30 30 30 30 30
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**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).

CORRELATIONS
/VARIABLES=PHG1l PHG2 PHG3 PHG4 PHG5 PHG6 PHG7 Presepsi
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations

Notes
Output Created 09-APR-2018 13:16:22
Comments
Input Data E:\validitas.sav
Active Dataset DataSet2
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working 30
Data File
Missing Value Handling Definition of Missing User-defined missing
values are treated as
missing.
Cases Used Statistics for each pair of

variables are based on all
the cases with valid data
for that pair.
Syntax CORRELATIONS
IVARIABLES=PHG1
PHG2 PHG3 PHG4 PHG5
PHG6 PHG7 Presepsi
/PRINT=TWOTAIL
NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00,02
Elapsed Time 00:00:00,11




Correlations
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PHG PHG PHG PHG PHG PHG PHG Prese

1 2 3 4 5 6 7 Si

PHG1 Pearson 1 ,757° 557 225 ,139 292 ,400° ,60
Correlation

Sig. (2-tailed) ,000 ,001 ,231 ,463 ,118 ,028 0

N 30 30 30 30 30 30 30 ‘

PHG2 Pearson 757" 1 ,515° ,102 -059 ,420° ,208 57
Correlation

Sig. (2-tailed) ,000 ,004 592 755 021 ,269 0

N 30 30 30 30 30 30 30 :

PHG3 Pearson 557" 515" 1 ,031 ,143 ,459° 314 57
Correlation

Sig. (2-tailed) ,001 ,004 872 452 011 ,091 0

N 30 30 30 30 30 30 30 |

PHG4 Pearson 225 102 ,031 1 ,508" ,184 249 50
Correlation

Sig. (2-tailed) 231 592 872 ,004 331 ,185 0

N 30 30 30 30 30 30 30 |

PHG5 Pearson ,139 -,059 ,143 ,508" 1 ,270 ,275 53
Correlation

Sig. (2-tailed) 463 755 452 004 149 141 0

N 30 30 30 30 30 30 30 :

PHG6 Pearson 292 420" 459" 184 270 1 ,183 54
Correlation

Sig. (2-tailed) 118 ,021 ,011 ,331 ,149 ,332 0

N 30 30 30 30 30 30 30 :

PHG7 Pearson 4000 208 314 249 275 ,183 1 4F
Correlation

Sig. (2-tailed) ,028 269 ,091 ,185 ,141 ,332 0

N 30 30 30 30 30 30 30 ‘



*k *k

Presepsi  Pearson ,607 577 570
Correlation
Sig. (2-tailed) ,000 ,001 ,001
N 30 30

73

** ** *k *

504 533 ,545 456

,005 ,002 ,002 ,011

30 30 30 30

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

CORRELATIONS

/VARIABLES=KPB1l KPB2 KPB3 KPB4 KPB5 Keputusan

/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations

Notes
Output Created
Comments
Input Data
Active Dataset
Filter
Weight
Split File
N of Rows in Working
Data File
Missing Value Handling Definition of Missing

Cases Used

09-APR-2018 13:17:08

E:\validitas.sav
DataSet2
<none>
<none>
<none>
30

User-defined missing
values are treated as
missing.

Statistics for each pair of
variables are based on all
the cases with valid data
for that pair.



Syntax

74

CORRELATIONS

IVARIABLES=KPB1
KPB2 KPB3 KPB4 KPB5

Keputusan
/PRINT=TWOTAIL
NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00,02
Elapsed Time 00:00:00,11
Correlations
KPB KPB KPB KPB KPB Keputusa
1 2 3 4 5 n
KPB1 Pearson 1 ,109 -,004 ,222 -,033 ,262
Correlation
Sig. (2-tailed) ,565 ,983 ,238 ,863 ,162
N 30 30 30 30 30 30
KPB2 Pearson ,109 1 ,567° ,276 ,296 7317
Correlation
Sig. (2-tailed) ,565 ,001 ,140 112 ,000
N 30 30 30 30 30 30
KPB3 Pearson -,004 567" 1 ,268 ,293 678"
Correlation
Sig. (2-tailed) ,983 ,001 , 152,116 ,000
N 30 30 30 30 30 30
KPB4 Pearson 222 276 268 1 ,053 ,638"
Correlation
Sig. (2-tailed) ,238 1,140 ,152 779 ,000
N 30 30 30 30 30 30
KPB5 Pearson -,033 ,296 ,293 ,053 1 405
Correlation
Sig. (2-tailed) ,863 ,112 ,116 ,779 ,026
N 30 30 30 30 30 30
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Keputusan Pearson 262 731" 678" ,638" ,405 1
Correlation
Sig. (2-tailed) ,162 ,000 ,000 ,000 ,026
N 30 30 30 30 30 30

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



Lampran 4: Uji Reabilitas Instrumen
Reliability

Notes
Output Created
Comments
Input Data
Active Dataset
Filter
Weight
Split File
N of Rows in Working
Data File
Matrix Input
Missing Value Handling Definition of Missing

Cases Used

Syntax

Resources Processor Time
Elapsed Time
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09-APR-2018 13:19:52

E:\validitas.sav
DataSet2
<none>
<none>
<none>
30

User-defined missing
values are treated as
missing.
Statistics are based on all
cases with valid data for all
variables in the procedure.
RELIABILITY
IVARIABLES=KPL1 KPL2
KPL3 KPL4 KPL5 KPL6
KPL7 Kualitas
/SCALE(ALL
VARIABLES') ALL
/IMODEL=ALPHA.
00:00:00,02
00:00:00,06

Scale: ALL VARIABLES
Case Processing Summary



N %
Cases Valid 30 100,0
Excluded?® 0 ,0
Total 30 100,0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
, 736 8
RELIABILITY
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/VARIABLES=PHG1l PHG2 PHG3 PHG4 PHG5 PHG6 PHG7 Presepsi

/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability
Notes
Output Created
Comments
Input Data
Active Dataset
Filter
Weight
Split File
N of Rows in Working
Data File
Matrix Input

Missing Value Handling Definition of Missing

Cases Used

09-APR-2018 13:21:18

E:\validitas.sav
DataSet2
<none>
<none>
<none>
30

User-defined missing
values are treated as
missing.

Statistics are based on all
cases with valid data for all
variables in the procedure.
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Syntax RELIABILITY
/VARIABLES=PHG1
PHG2 PHG3 PHG4 PHG5
PHG6 PHG7 Presepsi
/SCALE('ALL
VARIABLES") ALL
/IMODEL=ALPHA.
Resources Processor Time 00:00:00,02
Elapsed Time 00:00:00,01

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 30 100,0
Excluded® 0 ,0
Total 30 100,0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
,705 8
RELIABILITY

/VARIABLES=CMR1 CMR2 CMR3 CMR4 CMR5 CitraMerek
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.

Reliability
Notes
Output Created 09-APR-2018 13:22:12

Comments



Input Data
Active Dataset
Filter
Weight
Split File
N of Rows in Working
Data File
Matrix Input
Missing Value Handling Definition of Missing

Cases Used

Syntax

Processor Time
Elapsed Time

Resources
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E:\validitas.sav
DataSet2
<none>
<none>
<none>
30

User-defined missing
values are treated as
missing.
Statistics are based on all
cases with valid data for all
variables in the procedure.
RELIABILITY
/VARIABLES=CMR1
CMR2 CMR3 CMR4
CMRS5 CitraMerek
/SCALE('ALL
VARIABLES") ALL
/IMODEL=ALPHA.
00:00:00,02
00:00:00,08

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 30 100,0
Excluded?® 0 ,0
Total 30 100,0

a. Listwise deletion based on all variables in
the procedure.
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Reliability Statistics

Cronbach's
Alpha N of Items
772 6
CORRELATIONS

/VARIABLES=KPL1 KPL2 KPL3 KPL4 KPL5 KPL6 KPL7 Kualitas
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.
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Lampiran 5: Hasil Uji Hipotesis

REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA

/CRITERIA=PIN(.05) POUT(.10)

/NOORIGIN

/DEPENDENT Keputusan

/METHOD=ENTER Kualitas CitraMerek Presepsi.
Regression

Notes

Output Created 02-MAR-2018 13:20:08
Comments
Input Data E:\Untitled2.sav

Active Dataset DataSetl

Filter <none>

Weight <none>

Split File <none>

N of Rows in Working 101

Data File
Missing Value Definition of Missing User-defined missing
Handling values are treated as

missing.
Cases Used Statistics are based on

cases with no missing
values for any variable
used.



Syntax

Resources

Processor Time
Elapsed Time
Memory Required
Additional Memory
Required for Residual
Plots

REGRESSION
IMISSING LISTWISE
ISTATISTICS COEFF

OUTS R ANOVA
/ICRITERIA=PIN(.05)

POUT(.10)

/NOORIGIN
/DEPENDENT

Keputusan
IMETHOD=ENTER

Kualitas CitraMerek

Presepsi.

00:00:00,02
00:00:00,08

4576 bytes

0 bytes
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Variables Entered/Removed?

Variables Variables
Model Removed Method
1 Presepsi, . Enter
Kualitas,
CitraMerek”
a. Dependent Variable: Keputusan
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of
Model R Square Square the Estimate
1 279 ,257 2,35634
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a. Predictors: (Constant), Presepsi, Kualitas, CitraMerek

ANOVA?®
Sum of Mean
Model Squares df Square F Sig.
1 Regression 206,364 3 68,788 12,389 ,000°
Residual 533,026 96 5,552
Total 739,390 99

a. Dependent Variable: Keputusan
b. Predictors: (Constant), Presepsi, Kualitas, CitraMerek

Coefficients?

Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 4,756 2,483 1,915 ,058
Kualitas ,283 ,085 ,319 3,320 ,001
CitraMerek ,118 ,091 ,130 1,303 ,196
Presepsi 77 ,084 223 2,108 ,038

a. Dependent Variable: Keputusan

RELIABILITY
/VARIABLES=KPL1 KPL2 KPL3 KPL4 KPL5 KPL6 KPL7 Kualitas
/SCALE ('ALL VARIABLES') ALL
/MODEL=ALPHA.
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