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LAMPIRAN 

 

LAMPIRAN 1.KUISIONER PENELITIAN  

 

Kepada 

Yth. Pelanggan 

Starbucks Gubeng Surabaya  

 

Dengan hormat,  

       Sehubungan dengan penelitian yang akan dilakukan sebagai penunjang proposal 

dalam manajemen yang berjudul Pengaruh Perceived Quality, Customer 

Relationship Marketing dan Store Atmosphere Terhadap Loyalitas Pelanggan 

Starbucks Coffee Gubeng Surabaya dan disusun sebagai tugas akhir (skripsi) pada 

Program Studi Manajemen Pada Universitas 17 Agustus 1945 Surabaya. Saya 

mohon kesediaan Saudara/i untuk mengisi kuesioner yang terlampir berikut ini. 

Kesediaan Saudara/i untuk mengisi pendapat pendapat atas pernyataan-pernyataan 

yang diajukan dalam kuesioner ini sangat berharga bagi keberhasilan penelitian ini 

dan bukan untuk maksud evaluasi atau penilaian. Seluruh jawaban yang Saudara/i 

berikan akan dirahasiakan. 

       Atas bantuan dan partisipasi Bapak/Ibu , saya sampaikan terima kasih.   

  Peneliti 

 

 

 

(Anastasia Yani Kartini) 
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A. IDENTITAS RESPONDEN: 

Nama     : 

Umur     : .......... Tahun 

Jenis Kelamin    :  

 

B. TATA CARA PENGISIAN KUESIONER: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A. Variabel Perceived Quality (X1) 

Pernyataan SS S CS TS STS 

1. Saya membeli starbucks  di starbucks coffee 

gubeng Surabaya sesuai kebutuhan saya 
     

2. saya selalu membeli menu baru starbucks  di 

starbucks coffee gubeng Surabaya 
     

3. Menu starbucks  di starbucks coffee gubeng 

Surabaya selalu mempunyai ciri khas tersendiri 
     

 

 

1. Isilah jawaban dengan memberikan tanda centang (Ѵ) pada jwaban 

yang anda pilih. 

2. Ada empat alternatif dari jawaban yang anda pilih. Masing-masing 

alternatif mempunyai poin/nilai yang berbeda 

 Sangat Setuju (SS)  -> 5 

 Setuju (S)   -> 4 

 Cukup Setuju (CS)  -> 3 

 Tidak Setuju (TS)  -> 2 

 Sangat Tidak Setuju (STS) -> 1 

Jawaban dari Bapak/Ibu akan sangat mempengaruhi hasil dan objektivitas 

dari penelitian ini. Bila ada pernyataan yang kurang jelas bisa menghubungi 

nomor (081218177594). Dan atas segala partisipasi dan kerjasama dari 

Bapak/Ibu, saya atas nama peneliti menyampaikan terima kasih 

  Netral (N)   -> 3 

 Tidak Setuju (TS)  -> 2 

 Sangat Tidak Setuju (STS) -> 1 

Jawaban dari Bapak/Ibu akan sangat mempengaruhi hasil dan objektivitas 

dari penelitian ini. Bila ada pernyataan yang kurang jelas bisa menghubungi 

nomor (ganti nomor hp). Dan atas segala partisipasi dan kerjasama dari 

Bapak/Ibu, saya atas nama peneliti menyampaikan terima kasih 
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B. Variabel Customer Relationship Marketing (X2) 

Pernyataan SS S CS TS STS 

1. starbucks  di starbucks coffee gubeng Surabaya 

selalu berkomitmen memberikan sajian 

minuman terbaik 

     

2. Komunikasi pegawai starbucks  di starbucks 

coffee gubeng Surabaya sangat jelas 
     

3. Pelayanan yang diberikan starbucks  di starbucks 

coffee gubeng Surabaya sangat memuaskan  
     

 

C. Variabel Store Atmosphere (X3) 

Pernyataan SS S CS TS STS 

1. Bangunan starbucks  di starbucks coffee gubeng 

Surabaya terlihat kokoh dan bagus 
     

2. Display dan penataan ruangan starbucks  di 

starbucks coffee gubeng Surabaya sangat baik 
     

3. lokasi starbucks  di starbucks coffee gubeng 

Surabaya sangat strategis 
     

4. nuansa starbucks  di starbucks coffee gubeng 

Surabaya sangat nyaman 
     

 

D. Variabel Loyalitas Pelanggan (Y) 

Pernyataan SS S CS TS STS 

1 Saya membeli ulang produk starbucks  di 

starbucks coffee gubeng Surabaya 
     

2. saya terbiasa membeli minuman starbucks  di 

starbucks coffee gubeng Surabaya 
     

3. saya suka dengan berbagai pilihan menu 

starbucks  di starbucks coffee gubeng Surabaya  
     

4. saya tetap memilih starbucks  di starbucks coffee 

gubeng Surabaya meskipun banyak kedai kopi 

lainnya 

     

5. saya meyakini bahwa starbucks  di starbucks 

coffee gubeng Surabaya yang terbaik 
     

6. saya merekomendasikan starbucks  di starbucks 

coffee gubeng Surabaya kepada orang-orang 

terdekat saya 
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LAMPIRAN 2.KARTU BIMBINGAN SKRIPSI  
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LAMPIRAN 3. SURAT BALASAN PENELITIAN 
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LAMPIRAN 4. DATA TABULASI X1 

Tabulasi X1 

NO X1.1 X1.2 X1.3 TOTAL 

1 4 4 4 12 

2 5 5 4 14 

3 4 4 4 12 

4 4 4 4 12 

5 4 4 4 12 

6 4 4 5 13 

7 5 5 4 14 

8 4 5 5 14 

9 5 5 5 15 

10 5 5 5 15 

11 5 5 5 15 

12 4 4 5 13 

13 5 4 4 13 

14 4 5 4 13 

15 4 4 4 12 

16 4 4 4 12 

17 4 4 4 12 

18 4 5 4 13 

19 5 5 5 15 

20 5 4 5 14 

21 5 5 4 14 

22 5 5 5 15 

23 4 4 4 12 

24 4 4 4 12 

25 4 4 4 12 

26 4 4 4 12 

27 5 5 5 15 

28 4 4 4 12 

29 5 4 5 14 

30 5 5 5 15 

31 5 5 5 15 

32 5 5 5 15 

33 5 5 5 15 

34 5 5 5 15 

35 5 4 4 13 

36 5 5 4 14 

37 5 5 5 15 

38 4 4 4 12 

39 4 4 4 12 



57 

 

 

40 4 4 4 12 

41 4 4 4 12 

42 5 5 5 15 

43 4 4 4 12 

44 5 4 5 14 

45 5 5 5 15 

46 5 5 5 15 

47 5 5 5 15 

48 5 5 5 15 

49 5 5 5 15 

50 4 4 4 12 

51 5 5 4 14 

52 4 4 4 12 

53 4 4 4 12 

54 4 4 4 12 

55 4 4 5 13 

56 5 5 4 14 

57 4 5 5 14 

58 5 5 5 15 

59 5 5 5 15 

60 5 5 5 15 

61 4 4 5 13 

62 5 4 4 13 

63 4 5 4 13 

64 4 4 4 12 

65 4 4 4 12 

66 4 4 4 12 

67 4 5 4 13 

68 5 5 5 15 

69 5 4 5 14 

70 5 5 4 14 

71 5 5 5 15 

72 4 4 4 12 

73 4 4 4 12 

74 4 4 4 12 

75 4 4 4 12 

76 5 5 5 15 

77 4 4 4 12 

78 5 4 5 14 

79 5 5 5 15 

80 4 4 4 12 

81 5 5 5 15 
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82 4 4 4 12 

83 4 4 4 12 

84 4 5 4 13 

85 4 5 4 13 

86 5 4 5 14 

87 5 5 4 14 

88 5 5 5 15 

89 5 5 5 15 

90 4 5 5 14 

91 5 4 4 13 

92 4 4 5 13 

93 4 4 4 12 

94 4 3 4 11 

95 4 4 4 12 

96 4 4 4 12 
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LAMPIRAN 5.DATA TABULASI X2 

Tabulasi X2 

NO X2.1 X2.2 X2.3 TOTAL 

1 5 5 5 15 

2 5 5 4 14 

3 5 4 4 13 

4 4 4 4 12 

5 4 4 5 13 

6 4 4 5 13 

7 5 5 4 14 

8 4 5 5 14 

9 5 5 5 15 

10 4 5 5 14 

11 5 4 5 14 

12 5 5 4 14 

13 4 4 4 12 

14 5 4 4 13 

15 4 4 3 11 

16 4 4 4 12 

17 5 4 4 13 

18 5 5 4 14 

19 4 4 5 13 

20 5 5 5 15 

21 5 5 5 15 

22 4 4 4 12 

23 5 5 5 15 

24 4 4 4 12 

25 4 4 4 12 

26 3 4 3 10 

27 5 5 5 15 

28 5 4 5 14 

29 4 5 4 13 

30 5 4 4 13 

31 5 5 5 15 

32 5 5 5 15 

33 4 5 5 14 

34 5 5 4 14 

35 5 4 5 14 

36 5 5 5 15 

37 4 4 4 12 

38 5 5 5 15 

39 4 4 4 12 
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40 4 4 4 12 

41 3 4 3 10 

42 5 5 5 15 

43 5 4 5 14 

44 4 5 4 13 

45 5 4 4 13 

46 5 5 5 15 

47 5 5 5 15 

48 4 5 5 14 

49 5 5 4 14 

50 5 5 5 15 

51 5 5 4 14 

52 5 4 4 13 

53 4 4 4 12 

54 4 4 5 13 

55 4 4 5 13 

56 5 5 4 14 

57 4 5 5 14 

58 5 5 5 15 

59 4 5 5 14 

60 5 4 5 14 

61 5 5 4 14 

62 4 4 4 12 

63 5 4 4 13 

64 4 4 3 11 

65 4 4 4 12 

66 5 4 4 13 

67 5 5 4 14 

68 4 4 5 13 

69 5 5 5 15 

70 5 5 5 15 

71 4 4 4 12 

72 5 5 5 15 

73 4 4 4 12 

74 4 4 4 12 

75 3 4 3 10 

76 5 5 5 15 

77 5 4 5 14 

78 4 5 5 14 

79 5 5 5 15 

80 3 5 4 12 

81 4 4 5 13 
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82 4 4 4 12 

83 4 4 5 13 

84 4 4 4 12 

85 4 4 4 12 

86 4 5 4 13 

87 4 4 4 12 

88 4 5 4 13 

89 4 5 4 13 

90 4 5 4 13 

91 4 5 5 14 

92 4 4 5 13 

93 4 4 4 12 

94 5 4 4 13 

95 5 5 4 14 

96 4 5 4 13 
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LAMPIRAN 6.DATA TABULASI X3 

Tabulasi X3 

NO X3.1 X3.2 X3.3 X3.4 TOTAL 

1 5 5 4 4 18 

2 5 5 5 5 20 

3 5 5 4 4 18 

4 4 4 4 4 16 

5 4 5 4 4 17 

6 5 4 4 4 17 

7 4 4 5 5 18 

8 5 5 4 5 19 

9 4 5 5 5 19 

10 4 5 5 5 19 

11 5 5 5 5 20 

12 5 4 4 4 17 

13 4 5 5 4 18 

14 4 4 4 5 17 

15 4 4 4 4 16 

16 4 4 4 4 16 

17 5 5 4 4 18 

18 4 5 4 5 18 

19 5 4 5 5 19 

20 5 5 5 4 19 

21 5 5 5 5 20 

22 4 5 5 5 19 

23 4 4 4 4 16 

24 5 5 4 4 18 

25 4 4 4 4 16 

26 4 4 4 4 16 

27 5 5 5 5 20 

28 4 4 4 4 16 

29 5 5 5 4 19 

30 5 5 5 5 20 

31 5 4 5 5 19 

32 5 5 5 5 20 

33 5 5 5 5 20 

34 4 5 5 5 19 

35 5 4 5 4 18 

36 5 5 5 5 20 

37 4 5 5 5 19 

38 4 4 4 4 16 

39 5 5 4 4 18 



63 

 

 

40 4 4 4 4 16 

41 4 4 4 4 16 

42 5 5 5 5 20 

43 4 4 4 4 16 

44 5 5 5 4 19 

45 5 5 5 5 20 

46 5 4 5 5 19 

47 5 5 5 5 20 

48 5 5 5 5 20 

49 4 5 5 5 19 

50 5 5 4 4 18 

51 5 5 5 5 20 

52 5 5 4 4 18 

53 4 4 4 4 16 

54 4 5 4 4 17 

55 5 4 4 4 17 

56 4 4 5 5 18 

57 5 5 4 5 19 

58 4 5 5 5 19 

59 4 5 5 5 19 

60 5 5 5 5 20 

61 5 4 4 4 17 

62 4 5 5 4 18 

63 4 4 4 5 17 

64 4 4 4 4 16 

65 4 4 4 4 16 

66 5 5 4 4 18 

67 4 5 4 5 18 

68 5 4 5 5 19 

69 5 5 5 4 19 

70 5 5 5 5 20 

71 4 5 5 5 19 

72 4 4 4 4 16 

73 5 5 4 4 18 

74 4 4 4 4 16 

75 4 4 4 4 16 

76 5 5 5 5 20 

77 4 4 4 4 16 

78 4 5 5 4 18 

79 5 5 5 5 20 

80 3 4 4 4 15 

81 4 4 5 5 18 
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82 4 4 4 4 16 

83 4 4 4 4 16 

84 4 4 4 5 17 

85 4 4 4 5 17 

86 4 4 5 4 17 

87 4 4 5 5 18 

88 4 4 5 5 18 

89 5 5 5 5 20 

90 4 4 4 5 17 

91 4 4 5 4 17 

92 4 4 4 4 16 

93 4 4 4 4 16 

94 4 5 4 3 16 

95 5 5 4 4 18 

96 4 4 4 4 16 
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LAMPIRAN 7.DATA TABULASI Y 

Tabulasi Y 

NO Y.1 Y.2 Y.3 Y.4 Y.5 Y.6 TOTAL 

1 5 4 4 4 4 4 25 

2 5 5 4 4 4 5 27 

3 5 4 4 4 4 4 25 

4 4 4 4 4 4 4 24 

5 5 4 4 4 4 4 25 

6 4 4 5 4 4 4 25 

7 4 5 4 5 4 5 27 

8 5 5 5 4 5 5 29 

9 5 5 5 5 5 5 30 

10 5 5 5 5 5 5 30 

11 5 5 5 5 5 5 30 

12 4 4 5 5 4 4 26 

13 5 4 4 4 5 4 26 

14 4 5 4 4 4 5 26 

15 4 4 4 4 4 4 24 

16 4 4 4 4 4 4 24 

17 5 4 4 4 4 4 25 

18 5 5 4 4 5 5 28 

19 4 4 4 4 4 5 25 

20 5 4 5 5 5 4 28 

21 5 5 4 5 4 5 28 

22 5 5 5 5 5 5 30 

23 4 4 4 4 5 4 25 

24 5 4 4 4 4 4 25 

25 4 4 4 3 4 4 23 

26 4 4 4 4 4 4 24 

27 5 5 5 5 5 5 30 

28 4 4 4 5 4 4 25 

29 5 4 5 4 5 4 27 

30 5 5 5 5 4 5 29 

31 4 5 5 5 5 5 29 

32 5 5 5 5 5 5 30 

33 5 5 5 5 5 5 30 

34 5 5 5 4 5 5 29 

35 4 4 4 5 4 4 25 

36 5 5 4 5 4 5 28 

37 5 5 5 5 5 5 30 

38 4 4 4 4 5 4 25 

39 5 4 4 4 4 4 25 
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40 4 4 4 3 4 4 23 

41 4 4 4 4 4 4 24 

42 5 5 5 5 5 5 30 

43 4 4 4 5 4 4 25 

44 5 4 5 4 5 4 27 

45 5 5 5 5 4 5 29 

46 4 5 5 5 5 5 29 

47 5 5 5 5 5 5 30 

48 5 5 5 5 5 5 30 

49 5 5 5 4 5 5 29 

50 5 4 4 5 5 4 27 

51 5 5 4 4 4 5 27 

52 5 4 4 4 4 4 25 

53 4 4 4 4 4 4 24 

54 5 4 4 4 4 4 25 

55 4 4 5 4 4 4 25 

56 4 5 4 5 4 5 27 

57 5 5 5 4 5 5 29 

58 5 5 5 5 5 5 30 

59 5 5 5 5 5 5 30 

60 5 5 5 5 5 5 30 

61 4 4 5 5 4 4 26 

62 5 4 4 4 5 4 26 

63 4 5 4 4 4 5 26 

64 4 4 4 4 4 4 24 

65 4 4 4 4 4 4 24 

66 5 4 4 4 4 4 25 

67 5 5 4 4 5 5 28 

68 4 5 5 5 5 5 29 

69 5 4 5 5 5 4 28 

70 5 5 4 5 4 5 28 

71 5 5 5 5 5 5 30 

72 4 4 4 4 5 4 25 

73 5 4 4 4 4 4 25 

74 4 4 4 3 4 4 23 

75 4 4 4 4 4 4 24 

76 5 5 5 5 5 5 30 

77 4 4 4 5 4 4 25 

78 5 4 5 4 5 5 28 

79 5 4 4 5 4 4 26 

80 4 4 4 4 5 5 26 

81 4 5 5 5 4 5 28 
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82 4 4 4 4 4 5 25 

83 4 4 4 4 4 5 25 

84 4 5 5 4 4 5 27 

85 4 4 4 4 5 5 26 

86 4 4 4 4 4 5 25 

87 4 4 4 4 4 4 24 

88 4 4 4 5 5 4 26 

89 5 5 5 4 5 5 29 

90 4 4 5 5 4 5 27 

91 4 5 5 5 4 5 28 

92 4 5 4 4 4 5 26 

93 4 4 4 4 4 4 24 

94 5 4 4 5 5 5 28 

95 5 4 4 4 5 4 26 

96 4 4 4 4 5 4 25 

 



68 

 

 

LAMPIRAN 8. UJI VALIDITAS X1 

Lampiran Uji Validitas X1 

Correlations 

  X1.1 X1.2 X1.3 TOTAL 

X1.1 Pearson 

Correlation 
1 .600

**
 .583

**
 .867

**
 

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

N 96 96 96 96 

X1.2 Pearson 

Correlation 
.600

**
 1 .476

**
 .831

**
 

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

N 96 96 96 96 

X1 

.3 

Pearson 

Correlation 
.583

**
 .476

**
 1 .815

**
 

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

N 96 96 96 96 

TOTAL Pearson 

Correlation 
.867

**
 .831

**
 .815

**
 1 

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

N 96 96 96 96 

**. Correlation is significant at the 0.01 level (2-tailed).  
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LAMPIRAN 9.UJI VALIDITAS X2 

Lampiran Uji Validitas X2 

Correlations 

  X2.1 X2.2 X2.3 TOTAL 

X2.1 Pearson 

Correlation 
1 .343

**
 .383

**
 .773

**
 

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

N 96 96 96 96 

X2.2 Pearson 

Correlation 
.343

**
 1 .334

**
 .712

**
 

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

N 96 96 96 96 

X2.3 Pearson 

Correlation 
.383

**
 .334

**
 1 .776

**
 

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

N 96 96 96 96 

TOTAL Pearson 

Correlation 
.773

**
 .712

**
 .776

**
 1 

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

N 96 96 96 96 

**. Correlation is significant at the 0.01 level (2-tailed).  
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LAMPIRAN 10.UJI VALIDITAS X3 

Lampiran Uji Validitas X3 

Correlations 

  X3.1 X3.2 X3.3 X3.4 TOTAL 

X3.1 Pearson 

Correlation 
1 .472

**
 .277

**
 .185 .670

**
 

Sig. (2-tailed)  .000 .006 .072 .000 

N 96 96 96 96 96 

X3.2 Pearson 

Correlation 
.472

**
 1 .400

**
 .267

**
 .734

**
 

Sig. (2-tailed) .000  .000 .009 .000 

N 96 96 96 96 96 

X3.3 Pearson 

Correlation 
.277

**
 .400

**
 1 .600

**
 .783

**
 

Sig. (2-tailed) .006 .000  .000 .000 

N 96 96 96 96 96 

X3.4 Pearson 

Correlation 
.185 .267

**
 .600

**
 1 .711

**
 

Sig. (2-tailed) .072 .009 .000  .000 

N 96 96 96 96 96 

       

TOTAL Pearson 

Correlation 
.670

**
 .734

**
 .783

**
 .711

**
 1 

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

N 96 96 96 96 96 

**. Correlation is significant at the 0.01 level (2-tailed).   
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LAMPIRAN 11, UJI VALIDITAS Y 

Correlations 

  Y.1 Y.2 Y.3 Y.4 Y.5 Y.6 TOTAL 

Y.1 Pearson 

Correlation 
1 .347

**
 .309

**
 .221

*
 .426

**
 .227

*
 .591

**
 

Sig. (2-tailed)  .001 .002 .031 .000 .026 .000 

N 96 96 96 96 96 96 96 

Y.2 Pearson 

Correlation 
.347

**
 1 .529

**
 .451

**
 .323

**
 .828

**
 .815

**
 

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

N 96 96 96 96 96 96 96 

Y.3 Pearson 

Correlation 
.309

**
 .529

**
 1 .485

**
 .492

**
 .454

**
 .766

**
 

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

N 96 96 96 96 96 96 96 

Y.4 Pearson 

Correlation 
.221

*
 .451

**
 .485

**
 1 .266

**
 .388

**
 .674

**
 

Sig. (2-tailed) .031 .000 .000  .009 .000 .000 

N 96 96 96 96 96 96 96 

Y.5 Pearson 

Correlation 
.426

**
 .323

**
 .492

**
 .266

**
 1 .319

**
 .660

**
 

Sig. (2-tailed) .000 .001 .000 .009  .002 .000 

N 96 96 96 96 96 96 96 

Y.6 Pearson 

Correlation 
.227

*
 .828

**
 .454

**
 .388

**
 .319

**
 1 .753

**
 

Sig. (2-tailed) .026 .000 .000 .000 .002  .000 

N 96 96 96 96 96 96 96 

TOTA

L 

Pearson 

Correlation 
.591

**
 .815

**
 .766

**
 .674

**
 .660

**
 .753

**
 1 

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

N 96 96 96 96 96 96 96 

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

*. Correlation is significant at the 0.05 level (2-tailed).    
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LAMPIRAN 12.UJI REABILITAS X1 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.787 3 

 

 

 

LAMPIRAN 13.UJI REABILITAS X2 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.620 3 

 

 

 

LAMPIRAN 14.UJI REABILITAS X3 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.697 4 

 

 

 

 

LAMPIRAN 15.UJI REABILITAS Y 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.801 6 
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LAMPIRAN 16.UJI NORMALITAS   
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LAMPIRAN 17.UJI HETEROSKEDASITAS 
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LAMPIRAN 18.UJI REGRENSI LINEAR BERGANDA 

 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 3.908 1.494  2.616 .010 

X1 .947 .159 .559 5.958 .000 

X2 .312 .106 .182 2.927 .004 

X3 .335 .145 .230 2.304 .023 

a. Dependent Variable: Y     

 

Uji F 

 

ANOVA
b
 

Model 

Sum of 

Squares df Mean Square F Sig. 

1 Regression 329.652 3 109.884 89.221 .000
a
 

Residual 113.307 92 1.232   

Total 442.958 95    

a. Predictors: (Constant), X3, X2, X1    

b. Dependent Variable: Y     
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LAMPIRAN 19 HASIL TURNITIN 

 

 


