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Lampiran 2. Surat Izin Penelitian 
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Lampiran 3. Kuesioner 

PENGANTAR 

Dengan hormat,  

Pada kesempatan ini perkenankanlah saya memohon kesediaan 

Bapak/Ibu/Saudara/Saudari untuk menjadi responden dan menjawab seluruh 

pertanyaan atau pernyataan yang telah disediakan (angket terlampir). Sehubungan 

dengan hal tersebut, maka jawaban responden diharapkan objektif karena tidak akan 

mempengaruhi status dan penilaian Bapak/Ibu/Saudara/Saudari sebagai responden.  

Penelitian ini berjudul “Pengaruh Kualitas Pelayanan dan Fasilitas terhadap 

Kepuasan Wajib Pajak Pada Kantor Pelayanan Pajak Pratama Surabaya 

Krembangan” bertujuan untuk mengetahui gambaran tentang tingkat pemahaman 

Bapak/Ibu/Saudara/Saudari dalam bidang perpajakan. Data yang diperoleh akan 

digunakan sebagai bahan skripsi pada Program Studi Manajemen, Fakultas Ekonomi 

dan Bisnis Universitas 17 Agustus 1945 Surabaya. Data yang diperoleh tersebut 

tidak akan digunakan untuk keperluan lainnya.  

Demikian pengantar ini saya buat, atas perhatian serta bantuannya, saya 

ucapkan terima kasih.  

     

Hormat saya, 

 

Oktaviana Elysadewi 

 

PETUNJUK PENGISIAN ANGKET 

1. Mohon angket diisi oleh Bapak/Ibu/Saudara/Saudari untuk menjawab seluruh 

pertanyaan atau pernyataan yang telah disediakan.  

2. Beri tanda silang (X) pada kolom yang tersedia dan pilih sesuai dengan keadaan 

yang sebenarnya.  

3. Dalam menjawab pertanyaan atau pernyataan ini, tidak ada jawaban yang salah. 

Oleh karena itu, usahakan agar tidak ada jawaban yang dikosongkan. 

I. IDENTIFIKASI RESPONDEN 
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Berikan tanda (X) sesuai dengan data diri Anda: 

1. Nama : 

2. Asal Surabaya: 

a. Ya 

b. Tidak 

3. Umur : 

a. 21-30 tahun 

b. 31-40 tahun 

c. 41-50 tahun 

d. >50 tahun 

4. Jenis Kelamin :  

a. Laki – laki 

b. Perempuan  

5. Pendidikan terakhir: 

a. SMA sederajat 

b. D3 

c. S1 

d. Pasca Sarjana 

6. Jenis Pekerjaan: 

a. PNS 

b. Wiraswasta 

c. Lainnya  

7. Penghasilan :  

a. < Rp. 5.000.000,00 

b. Rp. 5.000.000,00 - Rp.10.000.000,00 

c. Rp. 10.000.000,00 – Rp. 20.000.000,00 

d. > Rp. 20.000.000,00 

 



75 

 

KUESIONER 

Petunjuk Pengisian: 

Mohon berikan tanda () pada jawaban Bapak/Ibu pilih, dan pilihlah hanya satu 

jawaban dari masing-masing kategori yang disediakan. 

a. Angka skala 1 menunjukkan Sangat Tidak Setuju (STS)  

b. Angka skala 2 menunjukkan Tidak Setuju (TS) 

c. Angka skala 3 menunjukkan Kurang Setuju (KS) 

d. Angka skala 4 menunjukkan Setuju (S) 

e. Angka skala 5 menunjukkan Sangat Setuju (SS) 

 

Daftar Pertanyaan:KUALITAS PELAYANAN 

No. Indikator Pelayanan yang diterima 

Kehandalan (Reability) STS TS KS S SS 

1. Pelayanan yang diberikan pegawai sudah 

baik saat melayani masyarakat. 

     

2. Pegawai memberikan  layanan tepat 

waktu kepada masyarakat. 

     

3. Pegawai bertanggung jawab atas 

kesalahan. 

     

Ketanggapan (Responsiveness)      

4. Pegawai memberikan pelayanan dengan 

cepat. 

     

5. Pegawai selalu siap membantu dalam 

pelayanan. 

     

6. Pegawai selalu tanggap dalam pelayanan.      

Jaminan (Assurance)      

7. Informasi yang diberikan petugas dapat 

dipercaya. 

     

8. Terjaminnya keamanan data-data wajib 

pajak. 

     

9. Pegawai memiliki kemampuan baik dalam 

menghadapi keluhan dari pengguna 

pelayanan. 

     

Empati (Empaty)      

10. Pegawai memberikan perhatian yang 

tulus/ikhlas kepada wajib pajak. 

     

11. Petugas selalu memberikan informasi 

yang dibutuhkan oleh wajib pajak. 

     

12. Pegawai memahami kebutuhan pengguna      



76 

 

layanan. 

Bukti fisik (Tangible)      

13. Penampilan petugas selalu rapi dan bersih.      

14. Teknologi yang digunakan sangat 

mendukung pelayanan. 

     

15. Bagunan di KPP Pratama Surabaya 

Krembangan terlihat bersih. 

     

 

Daftar pertanyaan: FASILITAS 

No. Indikator Pelayanan yang diterima 

 Pertimbangan/perencanaa spasial STS TS KS S SS 

1. Fasilitas gedung yang dimiliki KPP 

Pratama Surabaya Krembangan kokoh 

dan mewah. 

     

2. Tempat Parkir di KPP Pratama Surabaya 

Krembangan Luas 

     

3. Konsep penataaan taman yang baik.      

Perencanaan ruang       

4.  Fasilitas ruang tunggu yang disediakan 

KPP Pratama Surabaya Krembangan luas, 

bersih, dan nyaman. 

     

5. Penempatan perabotan di dalam  ruang 

pelayanan KPP Pratama Surabaya 

Krembangan baik. 

     

6. Lokasi penempatan ruang pelayanan yang 

strategis. 

     

Perlengkapan/Perabotan      

7. Tersedianya stop kontak listrik, AC, 

Televisi didalam ruang pelayanan. 

     

8. Fasilitas tempat duduk di ruang pelayanan 

baik. 

     

9. Penyediaan ruang bermain anak dan ruang 

menyusui kepada wajib pajak. 

     

Tata cahaya dan warna      

10. Warna interior memberikan kesan rileks.      

11. Cahaya didalam ruang pelayanan sangat 

baik. 

     

12. Penggunaan warna dalam ruangan sesuai.      

Pesan-pesan yang disampaikan      

13. Tersedianya papan informasi.      

14. Tersedianya peringatan untuk menjaga 

kebersihan di KPP  Pratama Surabaya 
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Krembangan. 

15. Tersedianya banner untuk pembayaran 

pajak. 

     

 

Daftar Pertanyaan: KEPUASAN KONSUMEN 

No. Indikator Pelayanan yang diterima 

  STS TS KS S SS 

1. Saya puas dengan pelayanan di KPP 

Pratama Surabaya Krembangan. 

     

2.  Saya akan kembali memakai pelayanan 

di KPP Pratama Surabaya Krembangan 

     

3. Saya akan merekomendasikan 

pelayanan kepada wajib pajak yang 

lain. 

     

4. Saya puas dengan fasilitas yang 

diberikan KPP Pratama Surabaya 

Krembangan. 

     

5.  Saya merasa puas akan sarana dan 

prasarana di dalam KPP Pratama 

Surabaya Krembangan. 

     

6. Saya merasa puas kinerja pegawai dli 

KPP Pratama Surabaya Krembangan. 

     

7. Saya merasa puas dengan keamanan di 

dalam KPP Pratama Surabaya 

Krembangan. 

     

8. Saya merasa puas dengan terjaminnya 

kerahasiaan data-data wajib pajak. 

     

9. Saya merasa puas dengan hubungan 

baik yang dijalin instansi dengan 

masyarakat. 

     

10. Saya merasa puas dengan tempat 

parkir yang disediakan oleh KPP 

Pratama Surabaya Krembangan. 

     

11. Saya merasa puas dengan desain 

interior di dalam KPP Pratama 

Surabaya Krembangan. 

     

12. Saya merasa puas dengan teknologi 

yang digunakan saat pelayanan. 

     

13. Saya merasa puas dengan konsep 

penataan ruang di dalam KPP Pratama 

Surabaya Krembangan. 
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14. Saya merasa puas dengan kemampuan 

pegawai dalam memberikan informasi 

yang jelas kepada pengguna layanan. 

     

15. Saya merasa puas dengan dengan 

penampilan pegawai yang rapi dan 

bersih. 
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Lampiran 4. Tabulasi Data 

TABULASI DATA 

No 

Responden 

Kualitas Pelayanan (X1) 
TOTAL 

(X1) 
X1.

1 

X1.

2 
X1.3 X1.4 X1.5 X1.6 X1.7 X1.8 X1.9 

X1.10 
X1.11 X1.12 X1.13 X1.14 X1.15 

1 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

2 4 4 4 4 4 4 5 5 5 5 5 5 4 4 5 67 

3 4 4 4 5 5 4 5 5 4 4 5 5 5 5 5 69 

4 4 4 4 5 5 5 4 4 4 4 4 4 5 5 5 66 

5 5 4 4 4 4 4 4 5 4 4 4 4 5 5 5 65 

6 5 4 4 5 5 5 5 5 4 5 5 5 5 5 5 72 

7 4 4 4 4 4 4 5 4 4 4 4 4 5 4 5 63 

8 4 4 4 3 4 4 3 4 3 4 3 4 4 4 5 57 

9 5 5 4 4 4 5 5 5 3 4 4 4 5 4 5 66 

10 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

11 4 4 4 4 5 4 4 5 4 4 5 5 5 5 5 67 

12 4 4 4 4 5 4 3 4 3 4 3 4 4 4 5 59 

13 4 4 4 4 4 4 4 4 3 4 4 4 4 3 3 57 

14 4 4 4 4 5 4 5 3 4 5 4 5 5 4 5 65 

15 4 4 4 4 4 4 4 4 4 4 4 3 3 4 4 58 

16 3 4 3 4 4 4 4 3 4 4 5 4 3 2 4 55 

17 4 4 4 3 4 4 4 4 4 3 4 4 4 4 4 58 

18 3 4 3 4 4 4 4 5 4 3 5 4 5 5 3 60 

19 2 2 2 3 3 3 5 5 5 2 2 2 4 4 4 48 

20 4 3 5 4 5 5 4 4 4 5 4 4 3 5 4 63 

21 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

22 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 



80 

 

23 4 4 4 3 4 4 4 4 3 3 4 4 4 4 4 57 

24 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 59 

25 4 4 4 3 4 4 3 4 3 3 4 4 4 4 4 56 

26 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 59 

27 2 4 4 3 3 3 4 4 3 3 3 3 4 4 4 51 

28 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

29 4 5 3 4 4 3 4 5 4 3 4 4 4 3 4 58 

30 4 4 4 4 4 4 5 4 4 4 4 4 4 4 4 61 

31 5 4 4 4 4 4 4 5 4 4 4 4 4 5 4 63 

32 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

33 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 74 

34 5 5 4 5 5 5 4 4 5 5 5 5 5 5 5 72 

35 5 4 4 5 4 5 5 5 5 4 4 4 4 5 5 68 

36 4 4 4 5 5 5 4 4 4 4 4 3 4 5 4 63 

37 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

38 5 5 5 5 5 5 5 5 5 5 4 4 5 5 5 73 

39 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

40 4 4 4 3 4 3 5 5 4 4 3 4 4 4 5 60 

41 4 4 4 5 4 4 5 4 4 4 4 4 5 5 4 64 

42 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 59 

43 4 4 4 4 4 4 4 4 4 4 4 3 4 4 5 60 

44 5 4 4 5 5 5 4 4 5 5 4 4 5 5 4 68 

45 4 4 4 4 4 4 4 4 4 3 3 4 4 4 5 59 

46 4 4 4 5 4 4 5 5 5 4 4 5 5 4 5 67 

47 4 4 4 4 3 4 4 5 4 4 3 4 4 4 4 59 

48 4 4 3 5 5 4 4 4 4 5 4 4 5 5 5 65 

49 4 4 3 4 4 3 4 4 4 4 4 4 4 4 4 58 
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50 5 4 4 4 4 4 4 5 4 4 4 4 5 5 5 65 

51 5 5 5 5 5 4 4 4 4 4 4 4 5 5 5 68 

52 4 4 5 5 5 5 4 5 5 5 5 4 4 4 4 68 

53 4 4 4 4 5 4 5 5 4 3 3 4 5 5 5 64 

54 5 5 5 5 4 5 5 5 4 4 5 5 5 5 5 72 

55 4 4 4 4 4 4 4 4 4 5 5 5 4 5 4 64 

56 4 4 5 4 4 4 4 5 5 5 4 4 4 4 4 64 

57 3 4 3 3 3 3 4 4 3 3 4 3 4 3 4 51 

58 5 5 4 5 5 5 5 5 5 5 5 5 5 5 4 73 

59 5 4 4 4 4 4 5 4 4 5 4 5 5 5 5 67 

60 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

61 5 5 5 5 5 5 5 5 4 4 5 5 5 5 5 73 

62 5 4 4 5 5 4 5 5 4 5 5 5 5 5 5 71 

63 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

64 4 4 5 4 5 4 4 5 4 4 4 4 4 4 3 62 

65 4 4 4 4 4 4 4 5 4 4 4 4 5 4 5 63 

66 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

67 4 4 3 4 4 4 4 4 4 3 4 4 4 2 4 56 

68 4 4 4 4 5 5 4 5 5 4 4 4 4 4 5 65 

69 4 4 4 5 5 5 4 5 5 5 5 5 5 5 5 71 

70 5 4 4 5 5 5 4 5 5 5 4 4 4 5 4 68 

71 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 61 

72 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 74 

73 4 3 4 4 4 4 3 4 4 4 4 4 4 4 5 59 

74 5 5 5 5 5 5 4 4 5 5 4 4 5 5 5 71 

75 4 3 2 3 5 4 5 4 4 1 3 4 5 2 4 53 

76 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 
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77 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

78 4 5 4 5 5 4 4 4 4 5 5 4 5 5 4 67 

79 4 4 4 4 4 4 4 5 4 4 4 4 5 5 4 63 

80 4 4 4 4 4 4 4 4 4 4 4 4 5 5 5 63 

81 4 4 4 4 4 4 5 5 5 4 4 4 5 5 4 65 

82 4 4 4 5 4 5 4 4 4 4 4 4 4 4 5 63 

83 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

84 4 4 4 4 4 4 4 4 4 3 3 4 3 4 4 57 

85 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

86 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

87 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

88 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 62 

89 5 5 4 5 4 4 4 4 4 4 4 4 4 4 5 64 

90 4 5 4 5 4 4 4 4 4 4 4 4 4 4 5 63 

91 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 61 

92 4 5 4 5 4 4 4 4 4 4 4 4 4 4 4 62 

93 4 4 4 5 3 3 4 3 3 3 4 4 4 4 5 57 

94 5 5 5 5 4 4 4 4 4 3 4 4 4 4 5 64 

95 4 4 4 5 5 5 4 4 4 3 4 4 4 4 4 62 

96 5 5 4 5 4 3 4 4 4 3 4 4 4 4 4 61 

97 5 4 4 4 4 4 4 3 4 3 4 4 4 4 4 59 

98 4 4 4 5 5 4 4 4 4 4 4 5 4 4 4 63 

99 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

100 4 5 4 5 4 4 4 4 4 3 4 4 4 4 5 62 
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No 

Responden 

Fasilitas (X2) TOTAL 

(X2) X2.1 X2.2 X2.3 X2.4 X2.5 X2.6 X2.7 X2.8 X2.9 X2.10 X2.11 X2.12 X2.13 X2.14 X2.15 

1 5 3 3 5 4 4 4 5 4 4 5 5 4 4 5 64 

2 5 5 4 4 4 4 4 5 4 4 4 4 4 4 4 63 

3 5 3 4 4 4 4 4 4 4 3 4 4 4 4 5 60 

4 5 5 5 5 5 5 5 5 5 5 5 5 5 4 4 73 

5 5 5 5 5 5 4 4 5 4 4 4 4 5 5 4 68 

6 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

7 4 4 3 5 4 4 4 4 3 3 3 3 4 4 4 56 

8 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 66 

9 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 61 

10 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

11 5 4 5 5 5 5 4 4 4 4 4 4 4 4 4 65 

12 4 4 4 4 4 4 5 5 2 3 4 4 4 4 3 58 

13 3 3 3 3 3 3 4 4 4 3 3 3 4 4 4 51 

14 4 5 4 5 4 3 4 3 4 4 5 4 3 4 5 61 

15 4 4 4 3 4 4 4 4 4 3 3 4 4 4 4 57 

16 4 4 4 3 4 5 5 5 5 3 4 3 4 4 5 62 

17 4 4 3 3 3 4 4 4 4 4 4 4 4 4 4 57 

18 4 4 4 4 4 5 5 4 3 3 4 3 4 5 4 60 

19 3 3 3 4 3 2 5 5 5 5 5 5 4 3 3 58 

20 4 4 3 4 4 3 5 4 4 4 4 4 4 5 4 60 

21 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

22 5 5 4 5 4 4 5 4 4 4 4 4 4 4 4 64 

23 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 59 

24 4 4 4 4 4 4 4 5 5 5 4 4 4 4 4 63 

25 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 58 
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26 4 4 4 4 4 4 5 4 4 4 4 4 4 4 4 61 

27 4 4 4 4 3 3 2 3 4 4 3 4 4 4 4 54 

28 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

29 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

30 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 59 

31 3 3 4 4 4 4 4 4 4 3 3 3 4 4 4 55 

32 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

33 4 5 4 5 5 5 5 5 4 5 5 5 4 4 5 70 

34 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 74 

35 5 5 4 5 4 4 5 4 4 5 4 4 5 4 4 66 

36 4 4 3 4 4 4 4 4 4 4 4 4 3 4 4 58 

37 5 5 5 5 4 4 5 5 4 4 4 4 4 4 4 66 

38 4 5 4 5 4 5 4 5 4 4 5 5 4 5 5 68 

39 4 4 3 5 4 4 3 4 5 5 5 5 4 4 4 63 

40 4 5 4 4 4 4 5 4 4 4 4 4 4 3 4 61 

41 4 4 4 5 4 4 5 4 5 5 5 5 4 4 4 66 

42 4 4 4 4 4 4 4 3 3 4 4 4 4 3 4 57 

43 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 61 

44 4 4 4 5 5 5 4 4 5 4 5 4 4 4 4 65 

45 4 4 4 5 4 4 5 5 5 5 5 5 4 4 4 67 

46 5 5 5 5 5 5 5 5 5 3 5 4 4 4 4 69 

47 4 4 4 4 4 5 5 4 4 3 4 3 3 3 2 56 

48 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 61 

49 4 2 4 4 4 4 5 4 3 4 4 4 4 4 4 58 

50 5 5 4 5 4 4 4 4 5 4 4 5 4 5 5 67 

51 5 3 4 4 5 4 5 5 5 4 5 5 4 4 4 66 

52 4 4 5 4 4 4 4 4 4 5 4 4 4 5 4 63 
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53 4 4 5 5 5 5 5 5 5 4 4 5 5 4 5 70 

54 5 5 5 5 5 5 5 5 5 4 4 4 5 4 4 70 

55 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

56 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

57 4 3 4 4 4 4 4 4 4 4 3 4 4 3 4 57 

58 4 5 5 5 5 4 5 5 5 4 5 5 4 5 4 70 

59 4 4 5 5 4 4 5 4 5 4 4 4 4 4 5 65 

60 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

61 4 4 4 5 5 5 5 5 4 5 5 5 5 5 5 71 

62 5 5 4 5 5 5 5 5 4 5 5 4 4 5 4 70 

63 4 4 5 5 5 5 5 5 5 5 5 5 4 4 4 70 

64 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

65 5 4 4 5 5 5 3 4 4 4 4 4 4 4 4 63 

66 5 5 4 5 4 4 5 5 4 4 4 4 4 4 4 65 

67 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 59 

68 4 3 3 4 4 4 4 4 4 4 4 4 4 4 4 58 

69 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

70 4 4 4 5 4 4 5 4 4 4 5 4 4 4 4 63 

71 5 5 5 5 5 5 5 5 4 4 4 4 4 4 4 68 

72 5 4 4 5 4 4 4 4 4 4 4 4 4 4 4 62 

73 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 72 

74 5 5 5 5 4 5 4 5 5 4 5 4 4 5 4 69 

75 5 4 5 5 3 4 5 4 2 3 4 4 4 3 5 60 

76 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

77 4 4 3 5 5 5 5 5 5 5 5 5 5 5 5 71 

78 4 4 4 5 5 5 4 4 4 4 5 4 4 5 4 65 

79 3 4 4 4 4 4 4 4 4 5 5 4 4 4 4 61 



86 

 

80 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 59 

81 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 59 

82 4 3 4 5 4 5 5 4 4 4 4 4 4 4 4 62 

83 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

84 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 59 

85 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

86 4 5 5 5 5 5 5 5 5 5 5 5 4 4 4 71 

87 4 4 4 5 5 5 5 5 5 5 5 5 4 4 4 69 

88 4 4 4 5 5 5 5 5 5 5 5 5 4 4 4 69 

89 4 4 4 5 4 4 5 5 5 5 5 5 4 4 4 67 

90 4 5 5 5 5 5 5 5 5 4 4 4 4 4 4 68 

91 4 5 5 5 4 4 5 5 5 4 4 4 4 4 4 66 

92 3 3 3 4 3 4 4 4 4 4 5 4 4 4 4 57 

93 4 4 3 4 4 4 4 4 5 4 5 5 4 4 4 62 

94 4 4 4 5 5 5 5 5 5 4 4 4 4 4 4 66 

95 3 4 4 5 5 5 5 4 5 4 5 4 5 4 4 66 

96 4 4 4 5 5 5 5 5 5 4 4 4 4 4 4 66 

97 3 4 4 5 4 4 4 4 4 5 5 5 4 4 4 63 

98 4 4 4 5 4 4 4 5 5 4 4 4 4 4 4 63 

99 4 5 5 5 4 4 5 4 4 4 4 4 4 4 4 64 

100 4 4 4 5 4 4 5 5 5 5 5 5 5 5 5 70 
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No 

Responden 

 Kepuasan Konsumen (Y) TOTAL 

(Y)  Y.1 Y.2 Y.3 Y.4 Y.5 Y.6 Y.7 Y.8 Y.9 Y.10 Y.11 Y.12 Y.13 Y.14 Y.15 

1  5 4 5 5 4 5 5 5 5 4 5 5 5 5 5 72 

2  5 5 5 5 4 4 4 5 4 5 4 4 4 4 4 66 

3  4 4 4 4 3 4 4 5 4 4 5 5 5 5 5 65 

4  4 4 4 4 4 5 5 5 5 4 4 4 4 5 5 66 

5  4 4 4 4 4 5 4 5 4 4 4 4 4 5 4 63 

6  5 4 4 4 4 4 4 5 5 4 4 4 4 4 4 63 

7  4 4 4 4 4 4 4 4 4 4 3 4 3 4 4 58 

8  4 4 3 4 4 4 4 4 4 4 4 4 4 3 4 58 

9  5 5 4 4 4 4 4 4 4 3 4 4 4 5 5 63 

10  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

11  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

12  4 4 4 4 3 4 4 4 3 4 5 4 4 4 4 59 

13  4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 59 

14  4 5 4 4 4 5 5 4 5 3 4 4 5 5 5 66 

15  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

16  5 4 3 3 4 3 5 5 5 3 3 4 4 3 5 59 

17  4 4 3 4 4 4 4 4 3 4 4 4 4 4 4 58 

18  4 4 3 4 4 5 4 5 4 2 3 5 3 4 5 59 

19  3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 46 

20  4 4 4 4 4 3 4 5 4 4 4 3 4 3 4 58 

21  4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 59 

22  5 5 4 5 4 4 5 4 4 5 4 4 4 5 4 66 

23  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

24  5 5 5 5 4 5 5 5 5 4 4 4 5 4 4 69 

25  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 
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26  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

27  3 4 4 3 3 3 3 4 3 4 4 4 4 4 4 54 

28  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

29  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

30  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

31  4 4 4 4 4 4 4 4 4 3 3 5 4 4 4 59 

32  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

33  5 5 5 5 5 5 5 5 5 5 5 4 4 5 5 73 

34  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

35  5 4 4 4 4 4 5 5 4 4 4 5 4 4 4 64 

36  4 4 4 4 4 3 4 4 3 4 3 3 4 3 3 54 

37  4 4 4 4 4 4 4 4 4 5 5 5 4 4 4 63 

38  5 4 3 5 5 5 5 5 4 5 5 5 5 5 5 71 

39  4 4 4 4 4 4 4 4 4 4 4 5 5 5 5 64 

40  4 5 4 4 4 4 4 5 4 3 4 4 4 4 4 61 

41  4 4 4 4 4 4 4 4 4 4 5 5 4 4 4 62 

42  4 4 4 4 3 4 4 4 3 4 4 4 4 4 4 58 

43  4 4 4 5 5 5 5 3 3 4 4 4 4 4 4 62 

44  5 4 4 5 5 5 4 4 4 4 4 5 5 4 5 67 

45  4 4 4 4 4 4 4 4 4 3 4 4 4 3 4 58 

46  5 5 5 4 5 5 5 5 3 5 3 3 3 5 5 66 

47  4 4 3 4 3 4 4 4 3 3 3 4 4 4 4 55 

48  5 4 4 5 4 4 4 5 4 4 4 4 4 4 4 63 

49  4 4 4 4 4 4 4 4 3 1 4 4 4 4 4 56 

50  4 4 5 4 4 4 5 5 5 5 5 5 4 4 5 68 

51  4 5 5 5 5 4 4 4 4 3 4 4 4 4 5 64 

52  4 4 4 4 4 5 4 4 4 5 4 4 4 4 4 62 



89 

 

53  5 4 4 4 5 5 4 5 5 5 5 4 4 4 5 68 

54  5 5 5 4 4 5 5 5 5 5 4 5 5 5 5 72 

55  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

56  5 4 4 4 4 5 5 5 5 5 4 5 5 4 4 68 

57  3 4 4 4 4 3 4 4 4 3 4 3 4 3 4 55 

58  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

59  5 4 5 4 4 5 4 4 4 5 4 5 4 5 4 66 

60  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

61  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

62  5 5 4 5 4 5 5 5 4 5 4 4 4 5 5 69 

63  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

64  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

65  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

66  4 5 5 4 4 4 4 4 4 5 4 4 4 4 4 63 

67  4 4 4 4 3 5 4 4 4 4 4 4 4 4 4 60 

68  4 4 4 4 4 4 5 4 4 3 4 4 4 4 4 60 

69  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

70  5 5 4 4 4 5 5 5 5 4 4 4 4 5 4 67 

71  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

72  4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 61 

73  4 4 4 5 5 4 5 5 4 5 4 5 5 5 5 69 

74  4 4 4 5 5 4 5 5 4 5 4 5 5 5 5 69 

75  3 4 4 5 4 3 4 5 4 4 5 3 4 4 5 61 

76  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

77  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

78  4 4 4 5 5 4 5 4 5 4 4 5 4 5 5 67 

79  5 5 5 5 5 5 5 5 5 4 4 5 4 5 5 72 
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80  5 5 5 4 4 4 4 5 4 4 4 5 5 5 5 68 

81  5 5 5 5 4 4 4 5 4 4 4 5 4 4 5 67 

82  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

83  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

84  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

85  5 4 4 5 5 4 4 4 4 4 5 4 4 4 4 64 

86  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

87  5 4 4 5 5 4 4 4 4 5 5 4 4 4 4 65 

88  5 4 4 5 4 4 4 4 4 4 4 4 4 4 4 62 

89  4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 61 

90  3 4 3 5 5 4 4 4 4 4 5 4 5 4 4 62 

91  4 4 4 5 5 4 4 4 4 5 4 4 4 4 4 63 

92  4 4 4 5 5 4 4 4 4 3 4 4 4 4 4 61 

93  5 5 5 4 4 4 4 3 4 4 4 4 4 4 4 62 

94  5 5 4 5 5 4 4 4 4 5 5 5 5 4 4 68 

95  5 5 4 5 4 4 4 4 4 5 5 4 4 4 5 66 

96  5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 75 

97  4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 60 

98  4 5 4 5 4 4 4 4 4 4 4 4 5 4 4 63 

99  4 4 4 5 5 4 4 4 4 4 4 4 4 4 4 62 

100  4 5 4 5 5 4 4 4 4 5 5 4 5 4 4 66 
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Lampiran 5. Diskripsi Karakteristik Responden 

Diskripsi Karakteristik Responden 

No. Asal Surabaya Jumlah Persentase 

1. Ya 65 65 % 

2. Tidak 35 35 % 

Jumlah 100 100 % 

 

No. Usia Responden Jumlah Persentase 

1. 21 – 30 tahun 67 67 % 

2. 31 – 40 tahun 16 16 % 

3. 41 – 50 tahun 17 17 % 

4. > 50 tahun 0 0 % 

Jumlah 100 100 % 

 

No. Gender Jumlah Persentase 

1. Laki – laki 57 57 % 

2. Perempuan 43 43 % 

Jumlah 100 100 % 

 

No. Pendidikan Terakhir Jumlah Persentase 

1. SMA Sederajat 50 50 % 

2. D3 11 11 % 

3. S1 37 37 % 

4. Pasca sarjana 2 2 % 

Jumlah 100 100 % 

 

No. Pekerjaaan Jumlah Persentase 

1. PNS 8 8 % 

2. Wiraswasta 87 87 % 

3. Lainnya 5 5 % 

Jumlah 100 100 % 

 

No. Penghasilan Jumlah Persentase 

1. < Rp. 5.000.000,00 78 78 % 

2. Rp. 5.000.000,00 – Rp. 10.000.000,00 22 22 % 

3. Rp. 10.000.000,00 – Rp. 20.000.000,00 0 0 % 

4. > Rp. 20.000.000,00 0 0 % 

Jumlah 100 100 % 
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Lampiran 6. Hasil Analisis Data 

UJI VALIDITAS 

Hasil Uji Validitas Kualitas Pelayanan (X1) 

Variabel Nilai R Hitung Nilai R tabel Keputusan 

X1.1 0,746 0,195 Valid 

X1.2 0,612 0,195 Valid 

X1.3 0,645 0,195 Valid 

X1.4 0,745 0,195 Valid 

X1.5 0,702 0,195 Valid 

X1.6 0,74 0,195 Valid 

X1.7 0,525 0,195 Valid 

X1.8 0,534 0,195 Valid 

X1.9 0,634 0,195 Valid 

X1.10 0,738 0,195 Valid 

X1.11 0,696 0,195 Valid 

X1.12 0,738 0,195 Valid 

X1.13 0,662 0,195 Valid 

X1.14 0,691 0,195 Valid 

X1.15 0,523 0,195 Valid 

 

Hasil Uji Validitas Fasilitas (X2) 

Variabel Nilai R Hitung Nilai R tabel Keputusan 

X2.1 0,508 0,195 Valid 

X2.2 0,598 0,195 Valid 

X2.3 0,579 0,195 Valid 

X2.4 0,731 0,195 Valid 

X2.5 0,756 0,195 Valid 

X2.6 0,657 0,195 Valid 

X2.7 0,557 0,195 Valid 

X2.8 0,722 0,195 Valid 

X2.9 0,623 0,195 Valid 

X2.10 0,619 0,195 Valid 

X2.11 0,671 0,195 Valid 

X2.12 0,678 0,195 Valid 

X2.13 0,623 0,195 Valid 

X2.14 0,53 0,195 Valid 

X2.15 0,492 0,195 Valid 
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Hasil Uji Validitas Kepuasan Konsumen (Y) 

Variabel Nilai R Hitung Nilai R tabel Keputusan 

Y1 0,723 0,195 Valid 

Y2 0,687 0,195 Valid 

Y3 0,634 0,195 Valid 

Y4 0,669 0,195 Valid 

Y5 0,656 0,195 Valid 

Y6 0,728 0,195 Valid 

Y7 0,762 0,195 Valid 

Y8 0,668 0,195 Valid 

Y9 0,738 0,195 Valid 

Y10 0,644 0,195 Valid 

Y11 0,629 0,195 Valid 

Y12 0,681 0,195 Valid 

Y13 0,688 0,195 Valid 

Y14 0,760 0,195 Valid 

Y15 0,743 0,195 Valid 
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Kualitas Pelayanan (X1) 

 X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 X1.7 X1.8 X1.9 X1.10 X1.11 X1.12 X1.13 X1.14 X1.15 SUM

_X1 

X1.1 

Pearson 

Correlation 

1 .599
**

 .547
**

 .567
**

 .489
**

 .553
**

 .297
**

 .281
**

 .354
**

 .467
**

 .430
**

 .566
**

 .427
**

 .456
**

 .415
**

 .748
**

 

Sig. (2-tailed)  .000 .000 .000 .000 .000 .003 .005 .000 .000 .000 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.2 

Pearson 

Correlation 

.599
**

 1 .523
**

 .578
**

 .307
**

 .339
**

 .214
*
 .178 .202

*
 .351

**
 .499

**
 .443

**
 .346

**
 .254

*
 .310

**
 .612

**
 

Sig. (2-tailed) .000  .000 .000 .002 .001 .032 .076 .044 .000 .000 .000 .000 .011 .002 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.3 

Pearson 

Correlation 

.547
**

 .523
**

 1 .444
**

 .379
**

 .510
**

 .140 .248
*
 .278

**
 .547

**
 .383

**
 .410

**
 .181 .473

**
 .294

**
 .645

**
 

Sig. (2-tailed) .000 .000  .000 .000 .000 .165 .013 .005 .000 .000 .000 .071 .000 .003 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.4 

Pearson 

Correlation 

.567
**

 .578
**

 .444
**

 1 .539
**

 .564
**

 .286
**

 .194 .477
**

 .493
**

 .541
**

 .465
**

 .386
**

 .470
**

 .353
**

 .745
**

 

Sig. (2-tailed) .000 .000 .000  .000 .000 .004 .053 .000 .000 .000 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.5 

Pearson 

Correlation 

.489
**

 .307
**

 .379
**

 .539
**

 1 .672
**

 .248
*
 .278

**
 .442

**
 .491

**
 .461

**
 .528

**
 .463

**
 .422

**
 .259

**
 .702

**
 

Sig. (2-tailed) .000 .002 .000 .000  .000 .013 .005 .000 .000 .000 .000 .000 .000 .009 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.6 

Pearson 

Correlation 

.553
**

 .339
**

 .510
**

 .564
**

 .672
**

 1 .273
**

 .334
**

 .515
**

 .536
**

 .490
**

 .443
**

 .359
**

 .451
**

 .298
**

 .740
**

 

Sig. (2-tailed) .000 .001 .000 .000 .000  .006 .001 .000 .000 .000 .000 .000 .000 .003 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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X1.7 

Pearson 

Correlation 

.297
**

 .214
*
 .140 .286

**
 .248

*
 .273

**
 1 .465

**
 .464

**
 .218

*
 .281

**
 .415

**
 .525

**
 .264

**
 .289

**
 .525

**
 

Sig. (2-tailed) .003 .032 .165 .004 .013 .006  .000 .000 .029 .005 .000 .000 .008 .004 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.8 

Pearson 

Correlation 

.281
**

 .178 .248
*
 .194 .278

**
 .334

**
 .465

**
 1 .495

**
 .271

**
 .262

**
 .308

**
 .455

**
 .421

**
 .202

*
 .534

**
 

Sig. (2-tailed) .005 .076 .013 .053 .005 .001 .000  .000 .006 .008 .002 .000 .000 .044 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.9 

Pearson 

Correlation 

.354
**

 .202
*
 .278

**
 .477

**
 .442

**
 .515

**
 .464

**
 .495

**
 1 .489

**
 .368

**
 .346

**
 .321

**
 .366

**
 .205

*
 .634

**
 

Sig. (2-tailed) .000 .044 .005 .000 .000 .000 .000 .000  .000 .000 .000 .001 .000 .041 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.10 

Pearson 

Correlation 

.467
**

 .351
**

 .547
**

 .493
**

 .491
**

 .536
**

 .218
*
 .271

**
 .489

**
 1 .596

**
 .542

**
 .317

**
 .548

**
 .284

**
 .738

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .029 .006 .000  .000 .000 .001 .000 .004 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.11 

Pearson 

Correlation 

.430
**

 .499
**

 .383
**

 .541
**

 .461
**

 .490
**

 .281
**

 .262
**

 .368
**

 .596
**

 1 .685
**

 .382
**

 .356
**

 .157 .696
**

 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .005 .008 .000 .000  .000 .000 .000 .120 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.12 

Pearson 

Correlation 

.566
**

 .443
**

 .410
**

 .465
**

 .528
**

 .443
**

 .415
**

 .308
**

 .346
**

 .542
**

 .685
**

 1 .504
**

 .353
**

 .378
**

 .738
**

 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.13 

Pearson 

Correlation 

.427
**

 .346
**

 .181 .386
**

 .463
**

 .359
**

 .525
**

 .455
**

 .321
**

 .317
**

 .382
**

 .504
**

 1 .547
**

 .448
**

 .662
**

 

Sig. (2-tailed) .000 .000 .071 .000 .000 .000 .000 .000 .001 .001 .000 .000  .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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X1.14 

Pearson 

Correlation 

.456
**

 .254
*
 .473

**
 .470

**
 .422

**
 .451

**
 .264

**
 .421

**
 .366

**
 .548

**
 .356

**
 .353

**
 .547

**
 1 .350

**
 .691

**
 

Sig. (2-tailed) .000 .011 .000 .000 .000 .000 .008 .000 .000 .000 .000 .000 .000  .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X1.15 

Pearson 

Correlation 

.415
**

 .310
**

 .294
**

 .353
**

 .259
**

 .298
**

 .289
**

 .202
*
 .205

*
 .284

**
 .157 .378

**
 .448

**
 .350

**
 1 .523

**
 

Sig. (2-tailed) .000 .002 .003 .000 .009 .003 .004 .044 .041 .004 .120 .000 .000 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

SUM_

X1 

Pearson 

Correlation 

.748
**

 .612
**

 .645
**

 .745
**

 .702
**

 .740
**

 .525
**

 .534
**

 .634
**

 .738
**

 .696
**

 .738
**

 .662
**

 .691
**

 .523
**

 1 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

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

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

Fasilitas (X2) 

 X2.1 X2.2 X2.3 X2.4 X2.5 X2.6 X2.7 X2.8 X2.9 X2.10 X2.11 X2.12 X2.13 X2.14 X2.15 SUM_

X2 

X2.1 

Pearson 

Correlatio

n 

1 .472
**

 .435
**

 .420
**

 .367
**

 .342
**

 .184 .327
**

 .077 .054 .103 .179 .258
**

 .221
*
 .276

**
 .508

**
 

Sig. (2-

tailed) 

 .000 .000 .000 .000 .000 .066 .001 .444 .596 .306 .075 .009 .027 .006 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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X2.2 

Pearson 

Correlatio

n 

.472
**

 1 .559
**

 .469
**

 .395
**

 .343
**

 .250
*
 .331

**
 .241

*
 .232

*
 .232

*
 .194 .239

*
 .303

**
 .189 .598

**
 

Sig. (2-

tailed) 

.000  .000 .000 .000 .000 .012 .001 .016 .020 .020 .053 .017 .002 .060 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.3 

Pearson 

Correlatio

n 

.435
**

 .559
**

 1 .445
**

 .483
**

 .455
**

 .345
**

 .337
**

 .208
*
 .124 .108 .142 .315

**
 .165 .187 .579

**
 

Sig. (2-

tailed) 

.000 .000  .000 .000 .000 .000 .001 .038 .218 .286 .159 .001 .102 .062 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.4 

Pearson 

Correlatio

n 

.420
**

 .469
**

 .445
**

 1 .545
**

 .460
**

 .359
**

 .411
**

 .350
**

 .427
**

 .497
**

 .470
**

 .332
**

 .285
**

 .299
**

 .731
**

 

Sig. (2-

tailed) 

.000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .001 .004 .002 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.5 

Pearson 

Correlatio

n 

.367
**

 .395
**

 .483
**

 .545
**

 1 .757
**

 .382
**

 .508
**

 .443
**

 .339
**

 .411
**

 .374
**

 .434
**

 .372
**

 .229
*
 .756

**
 

Sig. (2-

tailed) 

.000 .000 .000 .000  .000 .000 .000 .000 .001 .000 .000 .000 .000 .022 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.6 

Pearson 

Correlatio

n 

.342
**

 .343
**

 .455
**

 .460
**

 .757
**

 1 .369
**

 .463
**

 .303
**

 .173 .345
**

 .185 .363
**

 .311
**

 .244
*
 .657

**
 



98  
 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000  .000 .000 .002 .085 .000 .065 .000 .002 .014 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.7 

Pearson 

Correlatio

n 

.184 .250
*
 .345

**
 .359

**
 .382

**
 .369

**
 1 .588

**
 .266

**
 .222

*
 .379

**
 .262

**
 .322

**
 .097 .121 .557

**
 

Sig. (2-

tailed) 

.066 .012 .000 .000 .000 .000  .000 .007 .027 .000 .009 .001 .336 .230 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.8 

Pearson 

Correlatio

n 

.327
**

 .331
**

 .337
**

 .411
**

 .508
**

 .463
**

 .588
**

 1 .515
**

 .364
**

 .447
**

 .474
**

 .434
**

 .333
**

 .211
*
 .722

**
 

Sig. (2-

tailed) 

.001 .001 .001 .000 .000 .000 .000  .000 .000 .000 .000 .000 .001 .035 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.9 

Pearson 

Correlatio

n 

.077 .241
*
 .208

*
 .350

**
 .443

**
 .303

**
 .266

**
 .515

**
 1 .522

**
 .482

**
 .518

**
 .333

**
 .253

*
 .226

*
 .623

**
 

Sig. (2-

tailed) 

.444 .016 .038 .000 .000 .002 .007 .000  .000 .000 .000 .001 .011 .024 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.10 

Pearson 

Correlatio

n 

.054 .232
*
 .124 .427

**
 .339

**
 .173 .222

*
 .364

**
 .522

**
 1 .632

**
 .738

**
 .422

**
 .292

**
 .241

*
 .619

**
 

Sig. (2-

tailed) 

.596 .020 .218 .000 .001 .085 .027 .000 .000  .000 .000 .000 .003 .016 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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X2.11 

Pearson 

Correlatio

n 

.103 .232
*
 .108 .497

**
 .411

**
 .345

**
 .379

**
 .447

**
 .482

**
 .632

**
 1 .722

**
 .274

**
 .345

**
 .274

**
 .671

**
 

Sig. (2-

tailed) 

.306 .020 .286 .000 .000 .000 .000 .000 .000 .000  .000 .006 .000 .006 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.12 

Pearson 

Correlatio

n 

.179 .194 .142 .470
**

 .374
**

 .185 .262
**

 .474
**

 .518
**

 .738
**

 .722
**

 1 .426
**

 .287
**

 .415
**

 .678
**

 

Sig. (2-

tailed) 

.075 .053 .159 .000 .000 .065 .009 .000 .000 .000 .000  .000 .004 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.13 

Pearson 

Correlatio

n 

.258
**

 .239
*
 .315

**
 .332

**
 .434

**
 .363

**
 .322

**
 .434

**
 .333

**
 .422

**
 .274

**
 .426

**
 1 .443

**
 .474

**
 .623

**
 

Sig. (2-

tailed) 

.009 .017 .001 .001 .000 .000 .001 .000 .001 .000 .006 .000  .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.14 

Pearson 

Correlatio

n 

.221
*
 .303

**
 .165 .285

**
 .372

**
 .311

**
 .097 .333

**
 .253

*
 .292

**
 .345

**
 .287

**
 .443

**
 1 .450

**
 .530

**
 

Sig. (2-

tailed) 

.027 .002 .102 .004 .000 .002 .336 .001 .011 .003 .000 .004 .000  .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

X2.15 

Pearson 

Correlatio

n 

.276
**

 .189 .187 .299
**

 .229
*
 .244

*
 .121 .211

*
 .226

*
 .241

*
 .274

**
 .415

**
 .474

**
 .450

**
 1 .492

**
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Sig. (2-

tailed) 

.006 .060 .062 .002 .022 .014 .230 .035 .024 .016 .006 .000 .000 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

SUM_X2 

Pearson 

Correlatio

n 

.508
**

 .598
**

 .579
**

 .731
**

 .756
**

 .657
**

 .557
**

 .722
**

 .623
**

 .619
**

 .671
**

 .678
**

 .623
**

 .530
**

 .492
**

 1 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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Kepuasan Konsumen (Y) 

 Y1 Y2 Y3 Y4 Y5 Y6 Y7 Y8 Y9 Y10 Y11 Y12 Y13 Y14 Y15 SU

M_Y 

Y1 

Pearson 

Correlation 

1 .592
**

 .479
**

 .430
**

 .403
**

 .577
**

 .549
**

 .508
**

 .511
**

 .441
**

 .292
**

 .469
**

 .343
**

 .469
**

 .453
**

 .723
*

*
 

Sig. (2-tailed)  .000 .000 .000 .000 .000 .000 .000 .000 .000 .003 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y2 

Pearson 

Correlation 

.592
**

 1 .623
**

 .472
**

 .388
**

 .448
**

 .475
**

 .408
**

 .435
**

 .363
**

 .327
**

 .282
**

 .432
**

 .507
**

 .494
**

 .687
*

*
 

Sig. (2-tailed) .000  .000 .000 .000 .000 .000 .000 .000 .000 .001 .004 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y3 

Pearson 

Correlation 

.479
**

 .623
**

 1 .350
**

 .313
**

 .403
**

 .385
**

 .357
**

 .448
**

 .420
**

 .334
**

 .332
**

 .312
**

 .460
**

 .387
**

 .634
*

*
 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y4 

Pearson 

Correlation 

.430
**

 .472
**

 .350
**

 1 .701
**

 .386
**

 .433
**

 .291
**

 .327
**

 .428
**

 .520
**

 .335
**

 .484
**

 .404
**

 .404
**

 .669
*

*
 

Sig. (2-tailed) .000 .000 .000  .000 .000 .000 .003 .001 .000 .000 .001 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y5 

Pearson 

Correlation 

.403
**

 .388
**

 .313
**

 .701
**

 1 .412
**

 .492
**

 .277
**

 .441
**

 .412
**

 .419
**

 .339
**

 .399
**

 .370
**

 .447
**

 .656
*

*
 

Sig. (2-tailed) .000 .000 .002 .000  .000 .000 .005 .000 .000 .000 .001 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y6 

Pearson 

Correlation 

.577
**

 .448
**

 .403
**

 .386
**

 .412
**

 1 .621
**

 .429
**

 .526
**

 .381
**

 .316
**

 .520
**

 .387
**

 .672
**

 .501
**

 .728
*

*
 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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Y7 

Pearson 

Correlation 

.549
**

 .475
**

 .385
**

 .433
**

 .492
**

 .621
**

 1 .596
**

 .639
**

 .382
**

 .287
**

 .464
**

 .467
**

 .605
**

 .609
**

 .762
*

*
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000  .000 .000 .000 .004 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y8 

Pearson 

Correlation 

.508
**

 .408
**

 .357
**

 .291
**

 .277
**

 .429
**

 .596
**

 1 .596
**

 .332
**

 .298
**

 .412
**

 .383
**

 .480
**

 .637
**

 .668
*

*
 

Sig. (2-tailed) .000 .000 .000 .003 .005 .000 .000  .000 .001 .003 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y9 

Pearson 

Correlation 

.511
**

 .435
**

 .448
**

 .327
**

 .441
**

 .526
**

 .639
**

 .596
**

 1 .361
**

 .425
**

 .494
**

 .490
**

 .456
**

 .566
**

 .738
*

*
 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y10 

Pearson 

Correlation 

.441
**

 .363
**

 .420
**

 .428
**

 .412
**

 .381
**

 .382
**

 .332
**

 .361
**

 1 .519
**

 .331
**

 .405
**

 .423
**

 .276
**

 .644
*

*
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .001 .000  .000 .001 .000 .000 .005 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y11 

Pearson 

Correlation 

.292
**

 .327
**

 .334
**

 .520
**

 .419
**

 .316
**

 .287
**

 .298
**

 .425
**

 .519
**

 1 .406
**

 .572
**

 .370
**

 .393
**

 .629
*

*
 

Sig. (2-tailed) .003 .001 .001 .000 .000 .001 .004 .003 .000 .000  .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y12 

Pearson 

Correlation 

.469
**

 .282
**

 .332
**

 .335
**

 .339
**

 .520
**

 .464
**

 .412
**

 .494
**

 .331
**

 .406
**

 1 .593
**

 .572
**

 .556
**

 .681
*

*
 

Sig. (2-tailed) .000 .004 .001 .001 .001 .000 .000 .000 .000 .001 .000  .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y13 

Pearson 

Correlation 

.343
**

 .432
**

 .312
**

 .484
**

 .399
**

 .387
**

 .467
**

 .383
**

 .490
**

 .405
**

 .572
**

 .593
**

 1 .482
**

 .458
**

 .688
*

*
 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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Y14 

Pearson 

Correlation 

.469
**

 .507
**

 .460
**

 .404
**

 .370
**

 .672
**

 .605
**

 .480
**

 .456
**

 .423
**

 .370
**

 .572
**

 .482
**

 1 .658
**

 .760
*

*
 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

Y15 

Pearson 

Correlation 

.453
**

 .494
**

 .387
**

 .404
**

 .447
**

 .501
**

 .609
**

 .637
**

 .566
**

 .276
**

 .393
**

 .556
**

 .458
**

 .658
**

 1 .743
*

*
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .005 .000 .000 .000 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

SU

M_

Y 

Pearson 

Correlation 

.723
**

 .687
**

 .634
**

 .669
**

 .656
**

 .728
**

 .762
**

 .668
**

 .738
**

 .644
**

 .629
**

 .681
**

 .688
**

 .760
**

 .743
**

 1 

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

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

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

Hasil Uji Reabilitas Kualitas Pelayanan (X1) 

Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

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

Reliability Statistics 

Cronbach's Alpha N of Items 

.909 15 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X1.1 59,03 28,837 ,698 ,899 

X1.2 59,06 30,198 ,551 ,905 

X1.3 59,20 29,697 ,582 ,904 

X1.4 58,96 28,524 ,689 ,900 

X1.5 58,95 29,402 ,648 ,901 

X1.6 59,07 29,056 ,690 ,900 

X1.7 59,00 30,747 ,456 ,908 

X1.8 58,91 30,507 ,461 ,908 

X1.9 59,11 29,917 ,572 ,904 

X1.10 59,21 27,804 ,670 ,901 

X1.11 59,13 29,246 ,638 ,902 

X1.12 59,09 29,295 ,691 ,900 

X1.13 58,90 29,667 ,603 ,903 

X1.14 58,95 28,694 ,622 ,902 

X1.15 58,79 30,551 ,447 ,908 

Uji Reabilitas Fasilitas (X2) 
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Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 
 

Reliability Statistics 

Cronbach's Alpha N of Items 

.886 15 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X2.1 59,45 24,896 ,418 ,884 

X2.2 59,45 24,088 ,511 ,881 

X2.3 59,49 24,414 ,495 ,881 

X2.4 59,08 23,610 ,673 ,873 

X2.5 59,34 23,560 ,704 ,872 

X2.6 59,32 23,998 ,586 ,877 

X2.7 59,16 24,600 ,472 ,882 

X2.8 59,23 23,876 ,667 ,874 

X2.9 59,33 23,880 ,538 ,879 

X2.10 59,46 24,150 ,540 ,879 

X2.11 59,30 23,970 ,604 ,876 

X2.12 59,38 24,137 ,616 ,876 

X2.13 59,48 25,202 ,572 ,879 

X2.14 59,48 25,282 ,460 ,882 

X2.15 59,45 25,462 ,419 ,884 
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Uji Reabilitas Kepuasan Konsumen (Y) 

Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

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

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.921 15 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Y1 59,40 28,828 ,670 ,915 

Y2 59,43 29,662 ,639 ,916 

Y3 59,57 29,561 ,572 ,918 

Y4 59,37 29,367 ,611 ,916 

Y5 59,51 29,323 ,594 ,917 

Y6 59,50 28,818 ,677 ,914 

Y7 59,44 29,118 ,722 ,913 

Y8 59,38 29,389 ,611 ,916 

Y9 59,59 28,729 ,688 ,914 

Y10 59,59 28,305 ,560 ,920 

Y11 59,56 29,441 ,564 ,918 

Y12 59,48 29,181 ,624 ,916 

Y13 59,51 29,505 ,637 ,916 

Y14 59,49 28,576 ,713 ,913 

Y15 59,40 29,111 ,699 ,914 
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UJI ASUMSI KLASIK 

UJI NORMALITAS 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardized 

Residual 

N 100 

Normal Parameters
a,b

 Mean ,0000000 

Std. Deviation 3,39872197 

Most Extreme Differences Absolute ,084 

Positive ,077 

Negative -,084 

Test Statistic ,084 

Asymp. Sig. (2-tailed) ,082
c
 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 
 

Kurva Uji Normalitas 

 

 



108 
 

Uji P-Plot 

 

 

UJI MULTIKOLINEARITAS 

Coefficients
a
 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

Collinearity 

Statistics 

B 

Std. 

Error Beta Tolerance VIF 

1 (Constant) 3,706 4,487  ,826 ,411   

Kualitas 

Pelayanan 
,460 ,074 ,462 6,247 ,000 ,654 1,528 

Fasilitas ,487 ,081 ,444 6,007 ,000 ,654 1,528 

a. Dependent Variable: Kepuasan Konsumen 
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UJI HETEROSKEDASTISITAS 

 

ANALISIS REGRESI  LINEAR  BERGANDA 

Variables Entered/Removed
a
 

Model Variables Entered Variables Removed Method 

1 
Fasilitas, Kualitas 

Pelayanan
b
 

. Enter 

a. Dependent Variable: Kepuasan Konsumen 

b. All requested variables entered. 
 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .808
a
 .653 .645 3.43358 

a. Predictors: (Constant), Fasilitas, Kualitas Pelayanan 
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ANOVA
a
 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 

Regression 2148.130 2 1074.065 91.104 .000
b
 

Residual 1143.580 97 11.789   

Total 3291.710 99    

a. Dependent Variable: Kepuasan Konsumen 

b. Predictors: (Constant), Fasilitas, Kualitas Pelayanan 
 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

B Std. 

Error 

Beta 

1 

(Constant) 3.706 4.487  .826 .411 

Kualitas 

Pelayanan 

.460 .074 .462 6.247 .000 

Fasilitas .487 .081 .444 6.007 .000 

a. Dependent Variable: Kepuasan Konsumen 
 

Uji Koefisien Determinasi (R
2
) 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .808
a
 .653 .645 3.43358 

a. Predictors: (Constant), Fasilitas, Kualitas Pelayanan 
 


