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Lampiran 2 Kusioner

LEMBAR KUESIONER PENELITIAN

ANALISIS KUALITAS PELAYANAN DENGAN METODE IPA

(IMPORTANCE PERFORMANCE ANALYSIS)

PADA AYAM NELONGSO DHARMAWANGSA SURABAYA

Bersama ini saya mohon Saudara/Saudari untuk mengisi kuesioner yang
dibawah ini sebagai bahan analisis dalam penyelesaian penelitian terhadap
kepuasan pelanggan dan kualitas pelayanan terhadap pelayanan jasa rumah makan

nl.

1.

Identitas Responden

Nama :
Umur :
Jenis Kelamin : a. Laki-laki b. Perempuan
Pekerjaan : a. Pelajar/Mahasiswa b. Pegawai Negeri
c. Pegawai Swasta d. Wiraswasta
e. Lain-lain
Frekuensi Berkunjung :a. 1 Kali b. 2 Kali

c. Lebih dari 2 (dua) kali
Petunjuk pengisian pertanyaan: pilihlah yang sesuai dengan pendapat
Anda dengan cara memberikan tanda checklist (V) pada kotak yang
tersedia
Harapan yaitu opini Anda terhadap hal-hal yang berkaitan dengan
Ayam Nelongso Dharmawangsa Surabaya
Kriterianya ialah: 1 = Sangat Tidak Puas (STP) 4 =Puas (P)
2 =Tidak Puas (TP) 5 = Sangat Puas (SP)
3 = Cukup (C)
Kepuasan yaitu kepuasan konsumen setelah membandingkan apa
yang telah diterima dengan apa yang diharapkannya.
Kriterianya: 1 = Sangat Tidak Puas (STP) 4 = Puas (P)
2 =Tidak Puas (TP) 5 = Sangat Puas (SP)
3 =Cukup (C)
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No

Karakteristik
Kualitas Pelayanan

Harapan

Kepuasan

STP

2
TP

3
C

4
P

SP

STP

2
TP

3
C

4
P

SP

Tangiable
(Bukti Fisik)

Tersedia fasilitas
penunjang Kipas angin

Kebersihan, kerapian,
kenyaman ruangan

Tersedia fasilitas
penunjang wifi

Hiasan dinding dan
susunan meja makan
di restoran ini terlihat
bagus

Karyawan yang
berpenampilan rapi
dan menarik

Realibility
(Kehandalan)

Kesesuaian menu yang
disajikan dengan
pemesanan

Menyajikan makanan
dengan cita rasa yang
enak dan harga yang
terjangkau

Menyajikan menu
makanan dengan
beraneka ragam

Kemampuan penataan
hidangan yang baik

10

Memberikan
pelayanan tepat waktu
pada pelanggan
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No

Karakteristik
Kualitas Pelayanan

Harapan

Kepuasan

STP

2
TP

3
C

4
p

SP

STP

2
TP

3
C

4
p

SP

Responsiveness
(Daya Tanggap)

11

Respon yang cepat
saat menerima keluhan
dari pelanggan

12

Karyawan segera
memina maaf jika
terjadi kesalahan

13

Kesigapan karyawan
dalam melayani setiap
permintaan pelanggan

14

Kecepatan karyawan
dalam penyajian
makanaan

15

Kecepatan karyawan
dalam melayani
pesanan take away
(bungkus)

Assurance (Jaminan)

16

Kasir yang cepat dan
tepat dalam melayani
proses pembayaran

17

Menyajikan makanan
dan minuman yang
bersih dan higienis

18

Pelanggan merasa
aman saat akan
melakukan transaksi
pembayaran

19

Tempat parkir yang
aman
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No

Karakteristik Kualitas
Pelayanan

Harapan

Kepuasan

STP

2
TP

3
C

4
P

SP

STP

2
TP

3
C

4
)

SP

20

Menu makanan dan
minuman yang halal

Empathy (Perhatian)

21

Karyawan yang
memberikan saran menu
terbaik dan info tentang
promo

22

Karyawan yang menerima
pelanggan dengan sapa,
senyum dan ramah

23.

Kemampuan karyawan
memperlakukan pelanggan
dengan penuh perhatian

24

Perhatian terhadap Kkritik
dan saran yang diberikan
oleh konsumen

25

Kesungguhan karyawan
dalam mengutamakam
kepentingan pelanggan

Terima Kasih Atas Kerjasamanya
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Lampiran 3 Konfirmasi Hasil Penelitian Pada Pihak Manajemen
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Lampiran 4 Tabel Tabulasi 30 Responden (Harapan)

TOTAL

103
61
90

106
65

102
66

87

103
61
77

89
105

50
79
106

50
103

68
54
110
103
57

106
82

55

106

74
56
66

X25

X24

X23

X22

X21

X20

X19

X18

X17

X16

X15

X14

HARAPAN
X13

X12

X11

X10

X9

X8

X7

X6

X5

X4

X3

X2

X1

No Responden

10
11
12
13
14
15
16
17
18
19
20
21

22
23
24
25
26
27
28
29
30
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Lampiran 5 Tabel Tabulasi 30 Responden (Kepuasan)
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Lampiran 6 Tabel Tabulasi 52 Responden (Harapan)

89
76
111
60
106
81

105
60
97
62

106

54
83

107
69

108
56
99

103

77
112
55
80

HARAPAN

X9 [ X10 | X11 | X12 | X13 | X14 | X15 | X16 | X17 | X18 | X19 | X20 | X21 | X22 | X23 | X24 | X25 | TOTAL

X8

X7

X6

X5

X4

X3

X2

X1

No Responden

10
11
12
13
14
15
16
17
18
19
20
21

22

23
2%
25
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105
62

79
107
57
75
104
51

76
108
68
107
76
114
62

90
106
68
86
112
49

86

105
59
77

111
74

26
27
28
29
30
31

32
33
34
35
36
37
38
39

41

42

43

45

46

47

49

50
51

52
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Lampiran 7 Tabel Tabulasi 52 Responden (Kepuasan)

TOTAL

105
109
67

58
75
107
57

86
109
65

104
64

89

106
58
76
91

108
50
78

111
52
72
70
54

KEPUASAN

X8 | X9 | X10 | X11 | X12 | X13 | X14 [ X15 | X16 | X17 | X18 | X19 | X20 | X21 | X22 | X23 | X24 | X25

X6 | X7

X4 | X5

X3

X2

X1

No Responden

10
11
12
13

14
15

16
17
18
19
20
21

22
23
24
25
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111
71

54
108

80
55
109

74
55
109

59
81

106

56
72
111

50
78
108

59
80
105

53
79
111
49

72

26
27
28
29
30
31

32
33
34
35
36
37

38
39
40
41

42

43

45

46

47

48
49

50
51

52
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Lampiran 8 Uji Validitas 30 Responden (Harapan)

Correlations

TOTAL

WARDDOD!  Pearson Comelstion i
Sig. (2-tailed) oo

N a0

WARDDODZ  Pearson Comelstion &
Sig. (2-tailed) oon

N a0

WAROODDG  Pearson Comelation i
Sig. (2-tailed) oon

N a0

WARDDOD4  Pearson Comelation 5917
Sig. (2-tailed) 001

N a0

WARDDODS  Pearson Comelstion &
Sig. (2-tailed) oo

N a0

WARDDODG  Pearson Comelstion f
Sig. (2-tailed) oo

N a0

WARDDDD?  Pearson Comelstion Ta
Sig. (2-tailed) oon

N a0

WAROODDE  Pearson Comelation hd
Sig. (2-tailed) oon

N a0

Correlations

TOTAL

“WEROOODY  Pearson Correlation 07
Sig. (2-tailed) 000

M 30

“WARDODID  Pearzon Cormrelation a0
Sig. (Z-tailed) 000

H 30

“EROO011  Pearson Comelation BEE
Sig. (E-tailed) 000

H a0

WARDDD1Z  Pearsan Correlation ATE
Sig. (2-tailed) ool

M 30

“EAROO013  Pearson Comelation Brz”
Sig. (Z-tailed) 000

H 30

“WEROOD14  Pearson Correlation &0
Sig. (2-tailed) 000

M 30

“WARDOD1S  Pearzon Cormrelation maz
Sig. (Z-tailed) 000

H 30

“EROO01G  Pearson Comelation EaET
Sig. (E-tailed) 000

H a0

WARDDDT  Pearson Correlation &
Sig. (2-tailed) oo

M 30

“EAROO01E  Pearson Comelation BEF
Sig. (Z-tailed) 000

H 30

“WAROO019  Pearson Correlation &0
Sig. (2-tailed) 000

M 30
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Correlations

WAROD0E0

AR OO0

WAROD0E:

WAROD0E:

WA ROD 0

WAROD0ES

TOTAL

Pearson Comelation
Sig. (2-tailed))

M

Pearzon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed))

M

Pearson Comelation
Sig. (2-tailed))

M

Pearzon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed))

M

Pearson Comelation
Sig. (2-tailed))

M

TOTAL
76
000
20
i
ooo
a0
i
000
a0
Jos”
000
20
B51
ooo
a0
A3z
003
20

|

1]

*. Comelation is significant at the 0.05 lewel (2-tailed).

#® . Comelation is significant at the 0.01 lewel (2-tailed).
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Lampiran 9 Uji Validitas 30 Responden (Kepuasan)

Correlations

TOTAL

WAR00001  Pearson Comelation A0y
Sig. (2-tailed) 025

H 0

WARDODDZ  Pearzon Camelation s017
Sig. (2-tailed) 005

M 0

WORO0002  Pearson Comelation Ao
Sig. (2-tailed) 025

H 0

WAROOOO4  Pearson Comelation a7
Sigg. (2-tailed) 037

H 30

WARDOODS  Pearzon Comelation AGd
Sig. (2-tailed) 010

H 0

WARDOODG  Pearzon Comelation 453
Sig. (2-tailed) o7

H 0

WARDODO?  Pearson Comelation A50T
Sig. (2-tailed) 009

M 0

WARDOODE  Pearson Comelation A4
Sig. (2-tailed) 015

H 0

Correlations

TOTAL

WAROOO0A

WARDDDD

WARDDO0T

WARO0012

WARDDD 3

e

WAROO01S

WARDDO G

WARDDOT

WAROO01E

WARDDDTG

Pearzon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearzon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearzon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearzon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

26
e
a0
A
fires
an
A
DO
30
62
048
a0
6T
Jiij|
an
A48
ooz
30
ar4
042
a0
A0
Firls
an
A
D04
30
£l
024
a0
g
Juil)
an
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Correlations

TOTAL

WAARO0020

WAARO00Z

“WARO00Z2

WARO00ZS

WARO0024

WAOROO02S

TOTAL

Pearson Comelation
Sig. (2-tailed)

M

Pearszon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

Pearszon Comelation
Sig. (2-tailed)

M

Pearson Comelation
Sig. (2-tailed)

M

409

By
a0
EEE
oot
a0
A4
019
a0
A7
oog
a0

405
0%
a0
E5E
oot
a0

a0

#® . Comelation is significant at the 0.01 lewel (2-tailed).

®. Comelation is significant at the 0.05 lewvel (2-tailed).
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Lampiran 10 Uji Validitas 52 Responden (Harapan)

Correlations
total Correlations

WERDDOO  Pearzan Comelation 762" total
Sig. r2-tailed) .oon “WARDDDDS  Pearson Comelation iz
M 52 Sig. (2-tailed) .oon
WARDODDZ  Pearson Comelation et M 52
Sig. (2-tailed) oo WARO0010  Pearson Comelation 0z
N 57 Sig. (2-tailed) oo
WARDODDZ  Pearson Comelation il . &
WARO0011  Pearson Comelation i
Sig. (Z-tailed) .oon P ——— o
N ﬁf M 52
WARO0OO4  Pearson Comelation it WAARO001Z  Pearson Comrelation oo™
Sig. (Z-tailed) .00p Sig. (2-tailed) 000
M 52 M 52
WARDODDS  Pearson Comelation 703" WARDODIZ  Pearson Comelation 568~
Sig. (Ztailed) oo Sig. (2-tailed) oo
N 52 N 52

\WARODOOG  Pearson Comelation 636 G e
Sig. (2-tailed) oo
Sig. (Z-tailed) .oon N 52
N ﬁf WAROODS — Pearson Comelation i
WOROO00OY  Pearson Caomelation fizd Sig. (2-tailed) oo
Sig. (2-tailed) oo N 52
H 52 WARDDD1E  Pearson Comelation A5E
WARDODDE  Pearson Comelation T4 Sig. (Z-tailed) 000
Sig. (2-tailed) 000 & 52

M 53 WAROOD1Y  Pearson Comelation 36
Sig. (#-tailed) oo
M 52
WARDODE  Pearson Comelation BO7
Sig. (2-tailed) oo
H &2
“WAROOOS  Pearson Comelation el
Sig. (2-tailed) oo
M 52




Correlations
total
WAROOOZN  Pearson Comelation ol
Sig. (#-tailed) oo
M 5%
WAROODE]  Pearson Comelation EE
Sig. (#-tailed) oo
M 5%
WAROOOEE  Pearson Comelation i
Sig. (#-tailed) oo
M 5%
WAROODEE  Pearson Comelation s
Sig. (#-tailed) oo
M 5%
WAROOOZ4  Pearson Comelation g
Sig. (#-tailed) oo
M 5%
WAROODES  Pearson Comelation e
Sig. (2-tailed) o0
M 5%
total Pearson Comelation 1
Sig. (2-tailed)
M 5%

#® . Comelation is significant at the 0.01 lewvel (2-tailed).

®. Comelation is significant at the 0.05 lewel (2-tailed).
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Lampiran 11 Uji Validitas 52 Responden (Kepuasan)

Correlations
TOTAL Correlations
WARDOON]  Pearson Comelation kS TOTAL
Sig. (Z-tailed) oo WEROOODY  Pearson Cormrelation B
N 52 Sig. (2-tailed) .ooo
WAROODODZ  Pearson Comelation irc M i
Sig. (2-tailed) Do WRARO0O0ID  Pearson Comelation .Th8
N P Sig. (2-tailed) Uil
WARDODDZ  Rearson Comelation 680 . _ o
Sig. (2tailed) 0o WRARO0011  Pearson Comelation rag
" - Sig. (2tailed) o0o
) - M 52
VARDDDDS - Rearson Comelation b3 \ARODD1Z  Pearson Comelation | 674
i, (et Lo Sig. (2-tailed) 000
i 5 N 52
WARO0O0S  Pearson Comelation it WAROOD1S  Pearson Comelation &7
gig. (2-tailed]) ooo Sig. (2-tailed) ood
M 52 N 52
WAROOODG  Pearson Comelgtion Bz WOROO014  Pearson Comelation el
Sig. (2-tailed) .oo0 Sig. (2-tailed) .ooo
N 52 M 52
WARODDOD?  Pearson Comelation 739 WAROODIS  Pearson Comelation 7187
Sig. (Ztailed) oo SOA (Ll oo
] 52 N 5&‘
\ARDDODZ  Pearson Comelstion 663 WRAIDIY  (Feeeem Comebien |
. ; Sig. (2-tailed) .ooo
zlg. (2-tailed) Dzz N 53
WRARO0O01T  Pearson Comelation gt
Sig. (2-tailed) o0o
N 53
WARDDO1E  Pearzon Comelation i
Sig. (-tailed) Juili]
M 52
WARDOD1Y  Pearson Comelation B4
Sig. (2-tailed) Uil
N 52
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Correlations

TOTAL

WAROO0Z0

WARO00Z

WAROO0E:

WAAROOD0ZS

WARDO02

WAAROO02S

TOTAL

Pearson Comelation
ig. (2-tailed)

il

Pearson Comelation
Sig. (2-tailed)

il

Pearson Comelation
Sig. (2-tailed)

il

Pearson Comelation
Sig. (2-tailed)

N

Pearson Comelation
Sig. (2-tailed)

il

Pearson Comelation
Sig. (2-tailed)

il

Pearson Comelation
Sig. (2-tailed)

M

e

il
oo
52
EEOT
.ooo
52
iri
.ooo
52
vl
.ooo
52
g
.ooo
52
16
oo
52

1

52

=® Comelation is significant at the 0.01 level (2-tailed).
®. Comelation is significant at the 0.05 lewel (2-tailed).
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Lampiran 12 Uji Reliabilitas 30 Responden (Harapan)

Reliability Statistics
Cronbach's
Apha M of kems
45 25

hem-Total Statistics

Comected Cronbach's
Scale hean if  Scale Vanance ftem-Total Apha if kem
tterm Deleted  if Hem Deleted Cormrelation Delated

WAARO0001 T8.3332 411.333 i34 A43
WAEEOOO0E ¥7.2000 405,290 L] A4
WAEEOO002 78 0667 405 926 Eid 43
WAERO0004 Ta.1000 412 645 A5 A4
WAEROO005 T&.0000 402 207 G183 A43
WAROO00G6 78 0667 407 720 Al 44
WAARO0007 T8 4667 403 637 Al A4z
WAEEOOO0E T8 2667 407 247 G06 A4
WAAREO0009 ¥8.3000 397183 &7 A4z
WAEREOO010 T8.2000 395 545 e A4
WAaREO0011 T7.A333 404133 G115 A43
WAAREO0012 ¥8.3000 416 3455 Al 44
WAARO0013 77 Q66T 407 295 433 A43
WAEEO00 14 81332 409 223 AT A4
WAEROO01S 78 0667 402 409 &7 A4z
WAEREO00 16 Ta.1000 405 147 &O7 A43
WEROO01T T8.2000 409 752 Agd A43
WAAREO0012 ¥&.0000 403 536 A28 A43
AARO0019 77 Q66T 404 447 G111 A43
WAEREOO020 T8.0333 405 275 2] 43
WAEEOO021 77 Q66T 409 413 ] 43
WEROO022 T7.A33 400 592 yov A4z
WAROO0Z23 ¥7 8667 400 602 GiGa A4z
WAARO0024 T7.9000 404 921 G112 A43

WAROO025 TE.0333 CAL R A9 44
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Lampiran 13 Uji Reliabilitas 30 Responden (Kepuasan)

Reliability Statistics
Cronbach's
Apha M of kems=
851 24

em-Total Statistics

Comected Cronbach's
Scale hean it Scale “Warance ftem-Taotal Apha if tem
ftem Deleted i Rem Deleted Comelation Dizleted

SAsRO000 7 .2000 177269 337 Ada
SASRO0002 TE.4333 175.909 437 Ad4
SASROO0003 T332 178.092 332 847
AMEOO004 T QGET 179 620 2 e
AmROO00S T8 .266T 176.102 eci] | b
AMROO00G T8 2667 175 995 414 Adb
“ASRO0007 T7.A333 174340 387 46
sASRO0003 82333 176 Qg 36T Bd6
sAsRO00039 FE.2333 178875 362 Bd6
“ASEOO010 F ] 180 547 S360 847
“AEOO0011 F&.0000 174.828 G b
“AERO0012 77 .BGET 130 464 291 44
“AERO0013 T8 .2667 170823 L] 42
SASRO00 1< FE.4000 174248 a7 842
SASRO0015 T332 179164 296 Hda
AmEOO0 16 0333 177 6849 32T e
SASRO0017 7 BGET 176209 455 44
SAERO0015 T7.TGET 177 409 33T 847
“AERO0014 81667 165 454 G2 36
SASRO00Z0 82333 177 978 333 847
SASRO00Z FE.2333 174.737 493 B4z
SASROO0Z2 T8 2667 178.133 354 847
SASROO0Z23 Fi ] 175.099 393 ABdb
SAARO00 24 T8 0667 176.754 434 Ad4

“AAROO0ZS o .0G6ET 171.857 A3E kL]
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Lampiran 14 Uji Reliabilitas 52 Responden (Harapan)

Reliability Statistics
Cronbach's
Apha M of kems
Az x5

tem-Total Statistics

Comected Cronbach's
Scale hdean i Scale “Warance ttem-Tatal Apha if kem
frem Deleted  if Hem Deleted Comelation Deleted

WAARODO0 &1.0000 B WA ey e
WAAROO00ZE B0.672H 381.009 all e
WAROO00F 80.730% aT9.3ET 93 240
WAROD004 209038 380520 19 240
WAROO005 80.730% 381.730 A7z 240
WAROO00G 805345 380928 594 ReCY|
WEROO00F 807385 384092 585 ReEY|
WAEROOO0E 209038 381,893 Al ek
WAR0O009 808654 380.903 586 ReCY |
NAROO010 808462 388.329 filali] ReCY |
WAEROD01 206721 AreTTE iz 240
WEROO01Z 809038 a8z2.010 Sz oL
WEROO01 3 05345 384,310 A1g oL
WAROD01 4 209038 ATA.TTS a0 ReEY|
WAROO01S £1.0385 379.8z20 [G0g ReCY |
WAROO01 6 806538 389760 A6 ReCY|
WEROO01 T 08462 il 03 ReEY|
WAROO01 S 805385 a89.097 AT ReEY|
WAROO019 805962 376064 Ga7 39
NAROO020 £1.0385 381.528 540 ReCY |
WEROD02 207115 383425 f2d4 240
WEROO02E 03654 383334 ity ReCY|
WEROO02S 05345 381,830 06 ReEY|
WAROD02S 209221 290504 AT6 ReEY|

“AAROO0S 208260 383058 o7 A4
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Lampiran 15 Uji Reliabilitas 52 Responden (Kepuasan)

Reliability Statistics
Cronbach's
Apha M of tems
40 24

hem-Total Statistics

Comacted Cronbach's
Scale hizan if  Secale Varance ftem-Total Apha if kem
ftem Oelsted  if ftem Deleted Cormelation Deleted

WAARO0001 773654 il R L 844
“WARO0D0: TE.F115 A6 445 ik 47
WARO0DD0S TE 9423 447193 Rttt 847
WAARO0004 770335 455013 A9z ReCL
WARO000S Tr154 443 673 GG ReCH
WARO0D0G Tr.1638 447 297 itk ReLL
WARO0D0T 772500 441 132 o4 47
WARODDODS T7.1923 447139 28 A48
WARO00D0A 770962 447 048 2 A48
WWARO0010 T7.0962 A2 834 s ReLl
WAR00011 770335 430 646 o7 47
WARO001 2 772692 451.220 s ReLL
WARO001 3 772308 4465 Q26 34 ReLL
WARO0014 770385 443 TE3 G A48
WARO001 S 71346 441 452 684 847
WARO00G Tr.0000 442 073 GTa 47
“WAARO001 T TT 362 441 995 il 47
WARO001 S 770962 447 579 it ReLL
WARO0D14 Tr.2600 447 211 AT ReCL
WARO00Z0 TT. 1346 446 550 i 847
WARO00Z21 770335 450 116 17 ReEL
WARO0DZ2 TGO 8269 445 126 k3 47
WAROOD23S TE 9803 444 804 47 847
WARO00Z24 TGO 7935 447 543 (GGG 47

WARO00ES T 2600 452230 a0 Reb
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Lampiran 16 Perhitungan Nilai Rata-Rata (Harapan)

HARAPAN
X9 [ X10 | X11 | X12 | X13 | X14 [ X15 | X16 | X17 | X18 | X19 | X20 | X21 | X22 | X23 | X24 | X25

X8

X7

X6

X5

X4

X3

X2

X1

No Responden

10
11
12
13
14
15
16
17
18
19
20
21

22
23
24
25

26
27
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166 | 183 | 180 171|180 | 172 | 177 | 171 | 173 [ 174 | 183 | 171 | 172 | 171 | 164 [ 184 | 174 | 190 | 187 | 164 | 181 | 173 | 172 | 170 | 175
3.19]3.52|3.46|3.29|3.46(3.31| 3.4 |3.29]3.33|3.35(3.52(3.29|3.31|3.29| 3.15| 3.54| 3.35[ 3.65| 3.6 | 3.15]3.48] 3.33| 3.31| 3.27| 3.37

28
29
30
31
32
33
34
35
36
37
38
39
40
41

)

43

45

46

47

48

49

50
51
52
Total
Rata-Rata Tingkat Harapan
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Lampiran 17 Perhitungan Nilai Rata-Rata (Kepuasan)

KEPUASAN
X9 | X10 | X11 [ X12 | X13 | X14 [ X15 | X16 | X17 [ X18 | X19 | X20 | X21 [ X22 | X23 | X24 [ X25

X8

X7

X6

X5

X4

X3

X2

X1

No Responden

10
11
12
13
14
15
16
17
18
19
20

21
22
23
24
25

26
27
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1531187 175|170 | 166 | 164 159 | 162 [ 167 | 167 | 170 | 158 | 160 [ 170 | 165 | 172 | 154 | 167 [ 159 | 165 | 170 | 181 | 173 | 183 [ 159

28
29
30
31

32
33
34
35
36
37
38
39
40
41

42

43

45

46

47

48

49

50
51

52

Total
Rata-Rata Tingkat Kepuasar 2.94| 3.6 |3.37(3.27|3.19|3.15|3.06(3.12(3.21| 3.21| 3.27| 3.04( 3.08 3.27| 3.17| 3.31| 2.96| 3.21 3.06| 3.17| 3.27| 3.48( 3.33( 3.52 | 3.06
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Lampiran 18 Surat Izin Penelitian

% i AT
AYAM GORENG
JL. CAKALANG NO. 100 A, POLOWLEN,
ONGSO BUIMBING, KOTA MALANG,
JAWA TIMUR, 65125

e e e s e
SURAT KETERANGAN PENELITIAN

No : 0002/AGN/PKL//0503/2020
Perihal : Surat Keterangan Penelitian
Lampiran  :-

Dengan diterbitkan surat ini,

Kami sclaku HRD PT. Bersama Mencapai Puncak yang menjalankan usaha dibidang kuliner,
dengan brand Ayam Goreng Nelongso menyatakan bahwa nama di bawah ini benar-benar
melakukan penelitian PT. Bersama Mencapai Puncak dengan judul penelitian Analisis
Faktor Yang Mempengaruhi Tingkat Kepuasan Terhadap Loyalitas Konsumen (study kasus
kepuasan customer rumah makan ayam goreng nelongso).

Nama : Rakayusi Firmantara

NPM : 1411600092

Fakultas . Teknik

Universitas : Universitas 17 Agustus 1945 Surabaya

Apabila ada penyalahgunaan dalam penggunaan surat ini, maka kami akan tindak lanjuti
sesuai dengan jalur hukum yang berlaku.

Terimakasih sebelumnya kami ucapkan.

Surabaya, 05 Maret 2020
Mengetahui.
HR Ayam Goreng Nelongso

AYAM GORENG
ELONGSO
OURCE DEPARTMEN!

Rizky Trisanti, S.E
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