
LAMPIRAN KUISIONER 

 

Kepada 

Yth Saudara/i Responden 

Di tempat 

 
Dengan Hormat, 
 

Berkaitan dengan penelitian yang saya lakukan dalam rangka menyelesaikan skripsi 

program S1 di Teknik Industri UNTAG, maka saya mohon kesediaan dari saudara/i untuk 

dapat mengisi kuesioner penelitian ini. 

Penelitian  ini  diharapkan  memberikan  hasil  yang  bermanfaat  dan  oleh karena 

itu dimohon untuk kesediaannya dalam mengisi atau menjawab kuesioner ini dengan jujur 

dan sungguh-sugguh. Jawaban yang anda berikan akan dijamin kerahasiaannya dan hanya 

akan digunakan untuk kepentingan ilmiah. 

Atas kerjasama yang baik dan kesungguhan saudara/i dalam mengisi kuisioner ini, 

saya ucapkan terima kasih. 

 
 
 

Peneliti 
 
 
 
 
Edi Suyanto 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



PETUNJUK PENGISIAN KUISIONER 
 

I. Identitas Pelanggan 

 

1. Nama  : 

2. Usia    : 

  Bapak/ibu, Saudara/i diminta untuk mengisi jawaban sesuai dengan keadaan nyata 

yang Bapak/ibu, Saudara/i rasakan selama menggunakan jasa terhadap seluruh kualitas 

layanan Bengkel Duta Bayu Mobil, dengan memberikan tanda centang ( √ ) pada salah 

satu kotak yang sesuai dengan pilihan jawaban sesuai skala pemilihan sebagai berikut  

 
Kuesioner Servqual : 

 
  Tingkat Kepuasan (Persepsi)  Tingkat Harapan (Ekspektasi)  

  Nilai  Arti  Nilai  Arti  

1 Sangat tidak puas 1 Sangat tidak penting 
2 Tidak puas 2 Tidak penting 
3 Cukup puas 3 Cukup penting 
4 Puas 4 Penting 
5 Sangat puas 5 Sangat penting 

 

Kuesioner Kano : 
 

                 Fungsional  Disfungsional  

  Nilai  Arti  Nilai  Arti  

1 Sangat suka 1 Sangat suka 
2 Suka 2 Suka 
3 Biasa saja 3 Biasa 
4 Tidak suka 4 Tidak suka 
5 Sangat tidak suka 5 Sangat tidak suka 

 
Contoh Pengisian Kuesioner 

 
 
No. 

 
Pertanyaan (Atribut Layanan) 

Harapan Kepuasan 
  1  2  3  4  5     1  2  3  4  5   

1 Tata letak lokasi bengkel   √       √ 
 
 
 
 
 
 
 



KUISIONER METODE SERVQUAL 

 
No. 

 
PERTANYAAN 

      Harapan       Kepuasan 

  1  2  3  4  5     1  2  3  4  5   
 Tangible ( Fisik )           

1 Suasana bengkel yang nyaman dan bersih           

2 Kapasitas dan kebersihan ruang tunggu           

3 Tersedia minuman gratis           
 

4   Kelengkapan fasilitas ( TV, majalah, koran, 
dll ) di ruang tunggu 

          

5 Kapasitas lahan parkir bagi kendaraan           

 Reliability ( Kehandalan )           

6 Harga service yang murah           

7 Ketersediaan spare part yang ready           

8 Proses pelayanan yang tidak membingungkan 
pelanggan 

          

       9 Pelayanan Service yang tepat waktu           

10 Ketelitian pengerjaan oleh mekanik           

 Responsivenes ( Ketanggapan )           
 
      11 

Petugas  service  memberikan  informasi 
yang jelas dan mudah dimengerti . 

          

12 Adanya penjelasan tentang kualitas spare 
part.original dan tidak original. 

          

 
13 

Ketanggapan   dan   kehandalan   semua 
karyawan terkait dengan hasil pekerjaan 

          

14 Ketanggapan pada keluhan konsumen           

 Assurance ( Jaminan )           

15 Kualitas service yang diberikan           
 

16 
 

Kualitas spare part yang terjamin           

 
17 Garansi spare part yang diberikan           

18 Keamanan barang bawaan di dalam mobil           

 Emphaty ( Empati )           

19 Kemudahan pendaftaran ketika service           

20 Keramahan dalam melayani pelanggan           
 

21 Proses follow up yang sopan dan ramah 
kepada pelangggan 

          

22 Perhatian penuh pada keluhan pelanggan           



KUISIONER METODE KANO FUNGSIONAL 
 

Jika fasilitas atau layanan dibawah ini tersedia, apa yang anda rasakan ? 

 
 
 

 
No. 

 
PERTANYAAN FUNGSIONAL 

NILAI  
  1  2  3  4  5   

 Tangible ( Fisik )      
1 Suasana bengkel yang nyaman dan bersih      

2 Kapasitas dan kebersihan ruang tunggu      

3 Tersedia minuman gratis      
 

4   Kelengkapan fasilitas ( TV, majalah, koran, dll ) di 
ruang tunggu 

     

5 Kapasitas lahan parkir bagi kendaraan      
 Reliability ( Kehandalan )      

6 Harga service yang murah      

7 Ketersediaan spare part yang ready      

8 Proses pelayanan yang tidak membingungkan 
pelanggan 

     

         9 Pelayanan Service yang tepat waktu      

10 Ketelitian pengerjaan oleh mekanik      
 Responsivenes ( Ketanggapan )      

      11 
  Petugas  service  memberikan  informasi yang 

jelas dan mudah dimengerti . 
     

12 Adanya penjelasan tentang kualitas spare 
part.original dan tidak original. 

     

 
13 

Ketanggapan   dan   kehandalan   semua 
karyawan terkait dengan hasil pekerjaan 

     

14 Ketanggapan pada keluhan konsumen      
 Assurance ( Jaminan )      

15 Kualitas service yang diberikan      
 

16 Kualitas spare part yang terjamin      

 
17 Garansi spare part yang diberikan      

18 Keamanan barang bawaan di dalam mobil      
 Emphaty ( Empati )      

19 Kemudahan pendaftaran ketika service      

20 Keramahan dalam melayani pelanggan      
 

21 
Proses follow up yang sopan dan ramah kepada 
pelangggan 

     

22 Perhatian penuh pada keluhan pelanggan      



KUISIONER METODE KANO DISFUNGSIONAL 
 

Jika fasilitas atau layanan dibawah ini tidak tersedia, apa yang anda rasakan ? 

 
------TERIMA KASIH------ 

 
No. 

 
PERTANYAAN DISFUNGSIONAL 

NILAI  
  1  2  3  4  5   

 Tangible ( Fisik )      
1 Suasana bengkel yang nyaman dan bersih      

2 Kapasitas dan kebersihan ruang tunggu      

3 Tersedia minuman gratis      
 

4   Kelengkapan fasilitas ( TV, majalah, koran, dll ) 
di ruang tunggu 

     

5 Kapasitas lahan parkir bagi kendaraan      
 Reliability ( Kehandalan )      

6 Harga service yang murah      

7 Ketersediaan spare part yang ready      

8 Proses pelayanan yang tidak membingungkan 
pelanggan 

     

        9 Pelayanan Service yang tepat waktu      

10 Ketelitian pengerjaan oleh mekanik      
 Responsivenes ( Ketanggapan )      

      11 
  Petugas  service  memberikan  informasi yang 

jelas dan mudah dimengerti . 
     

12 Adanya penjelasan tentang kualitas spare 
part.original dan tidak original. 

     

 
13 

Ketanggapan   dan   kehandalan   semua 
karyawan terkait dengan hasil pekerjaan 

     

14 Ketanggapan pada keluhan konsumen      
 Assurance ( Jaminan )      

15 Kualitas service yang diberikan      
 

16 Kualitas spare part yang terjamin      

 
17 Garansi spare part yang diberikan      

18 Keamanan barang bawaan di dalam mobil      
 Emphaty ( Empati )      

19 Kemudahan pendaftaran ketika service      

20 Keramahan dalam melayani pelanggan      
 

21 
Proses follow up yang sopan dan ramah kepada 
pelangggan 

     

22 Perhatian penuh pada keluhan pelanggan      
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Hasil Kuisionner Persepsi Metode Servqual 

 

Total

T1 T2 T3 T4 T5 R1 R2 R3 R4 R5 Res1 Res2 Res3 Res4 A1 A2 A3 A4 E1 E2 E3 E4 rerata

1 4 3 3 3 3 3 3 3 4 3 3 3 3 3 4 3 3 4 3 3 3 5 72 3.27

2 4 4 4 4 4 4 3 4 3 4 4 4 3 4 4 3 4 4 4 4 4 5 85 3.86

3 3 3 4 4 3 3 3 4 2 4 3 3 3 3 3 4 3 3 3 4 3 3 71 3.23

4 3 2 4 3 4 3 4 4 3 3 3 4 4 3 4 3 4 4 4 4 4 3 77 3.50

5 3 3 5 3 5 4 3 4 4 3 4 5 3 4 4 4 4 5 3 4 5 4 86 3.91

6 5 3 5 3 5 4 5 4 4 4 4 4 4 4 4 5 4 4 4 4 5 3 91 4.14

7 5 3 4 4 5 4 5 5 3 5 4 5 3 4 4 5 4 5 4 5 5 5 96 4.36

8 4 4 4 4 4 3 4 4 3 4 3 4 3 3 4 4 4 4 4 4 4 4 83 3.77

9 3 3 4 3 4 4 3 4 2 4 4 4 3 4 3 4 4 4 4 4 4 3 79 3.59

10 4 3 3 4 3 3 2 4 2 3 3 3 3 3 4 4 4 3 3 4 3 4 72 3.27

11 3 2 3 3 3 5 3 4 2 4 5 4 4 5 4 4 4 4 3 4 3 5 81 3.68

12 4 3 4 4 4 5 3 4 3 4 5 5 3 5 4 4 3 5 4 4 4 4 88 4.00

13 3 3 4 3 4 3 4 3 3 3 3 3 3 3 3 4 3 3 3 3 4 3 71 3.23

14 4 3 3 3 4 2 3 4 4 4 2 4 4 2 3 4 4 4 3 4 4 4 76 3.45

15 4 3 5 2 4 3 4 4 3 4 3 4 4 3 3 4 4 4 4 4 4 3 80 3.64

16 5 4 5 4 5 3 3 5 4 5 3 5 4 3 4 5 3 5 5 5 5 3 93 4.23

17 4 2 3 3 3 4 4 4 2 4 4 3 3 4 4 4 3 4 3 4 3 4 76 3.45

18 3 3 5 4 4 3 4 3 3 3 3 4 4 3 3 3 4 3 4 3 4 4 77 3.50

19 4 2 4 3 4 3 4 4 2 4 3 4 4 3 4 4 4 4 4 4 4 4 80 3.64

20 5 3 3 2 3 4 3 4 3 4 4 4 3 4 3 3 4 3 5 4 3 4 78 3.55

21 5 2 4 3 3 4 4 5 3 5 4 3 4 4 5 5 3 5 3 5 3 4 86 3.91

22 4 4 3 4 3 3 4 4 3 4 3 4 4 3 5 3 4 4 4 4 3 4 81 3.68

23 4 2 3 3 3 3 4 4 2 4 3 3 3 3 4 4 3 3 3 4 3 4 72 3.27

24 4 4 4 3 4 4 3 3 2 3 4 3 4 4 4 3 3 3 4 3 4 4 77 3.50

25 5 3 4 4 4 4 4 3 4 3 4 3 4 4 4 4 3 4 4 3 4 4 83 3.77

26 4 3 4 4 4 3 4 4 3 4 3 5 3 3 4 4 5 4 3 4 4 5 84 3.82

27 5 4 4 5 5 4 4 4 3 4 4 5 4 4 4 4 5 4 4 4 5 5 94 4.27

28 3 4 5 3 5 5 3 3 2 3 5 5 4 5 4 4 5 4 5 3 5 5 90 4.09

29 4 4 4 4 4 4 4 4 2 4 4 4 4 4 5 4 4 3 4 4 4 4 86 3.91

30 4 3 4 3 4 5 4 3 3 3 5 4 4 5 4 3 4 3 4 3 4 4 83 3.77

31 3 4 4 4 4 5 3 4 3 4 5 4 4 5 4 4 4 4 5 4 4 4 89 4.05

32 3 3 3 3 3 2 3 3 2 3 2 3 3 2 4 3 3 3 3 3 3 3 63 2.86

33 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 67 3.05

34 3 3 3 3 3 5 3 3 3 3 5 3 3 5 4 3 3 3 3 3 3 3 73 3.32

35 3 3 4 3 4 3 4 3 3 3 3 4 4 3 4 3 4 3 3 3 4 4 75 3.41

36 4 3 3 3 3 3 3 3 4 3 3 3 3 3 4 3 3 4 3 3 3 5 72 3.27

37 4 4 4 4 4 4 3 4 3 4 4 4 3 4 4 3 4 4 4 4 4 5 85 3.86

38 3 3 4 4 3 3 3 4 2 4 3 3 3 3 3 4 3 3 3 4 3 3 71 3.23

39 3 2 4 3 4 3 4 4 3 3 3 4 4 3 4 3 4 4 4 4 4 3 77 3.50

40 3 3 5 3 5 4 3 4 4 3 4 5 3 4 4 4 4 5 3 4 5 4 86 3.91

41 5 3 5 3 5 4 5 4 4 4 4 4 4 4 4 5 4 4 4 4 5 3 91 4.14

42 5 3 4 4 5 4 5 5 3 5 4 5 3 4 4 5 4 5 4 5 5 5 96 4.36

43 4 4 4 4 4 3 4 4 3 4 3 4 3 3 4 4 4 4 4 4 4 4 83 3.77

44 3 3 4 3 4 4 3 4 2 4 4 4 3 4 3 4 4 4 4 4 4 3 79 3.59

45 4 3 3 4 3 3 2 4 2 3 3 3 3 3 4 4 4 3 3 4 3 4 72 3.27

46 3 2 3 3 3 5 3 4 2 4 5 4 4 5 4 4 4 4 3 4 3 5 81 3.68

47 4 3 4 4 4 5 3 4 3 4 5 5 3 5 4 4 3 5 4 4 4 4 88 4.00

48 3 3 4 3 4 3 4 3 3 3 3 3 3 3 3 4 3 3 3 3 4 3 71 3.23

49 4 3 3 3 4 2 3 4 4 4 2 4 4 2 3 4 4 4 3 4 4 4 76 3.45

50 4 3 5 2 4 3 4 4 3 4 3 4 4 3 3 4 4 4 4 4 4 3 80 3.64

No
Atribut
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Lanjutan Hasil Kuisionner Persepsi Metode Servqua 

 

51 5 4 5 4 5 3 3 5 4 5 3 5 4 3 4 5 3 5 5 5 5 3 93 4.23

52 4 2 3 3 3 4 4 4 2 4 4 3 3 4 4 4 3 4 3 4 3 4 76 3.45

53 3 3 5 4 4 3 4 3 3 3 3 4 4 3 3 3 4 3 4 3 4 4 77 3.50

54 4 2 4 3 4 3 4 4 2 4 3 4 4 3 4 4 4 4 4 4 4 4 80 3.64

55 5 3 3 2 3 4 3 4 3 4 4 4 3 4 3 3 4 3 5 4 3 4 78 3.55

56 5 2 4 3 3 4 4 5 3 5 4 3 4 4 5 5 3 5 3 5 3 4 86 3.91

57 4 4 3 4 3 3 4 4 3 4 3 4 4 3 5 3 4 4 4 4 3 4 81 3.68

58 4 2 3 3 3 3 4 4 2 4 3 3 3 3 4 4 3 3 3 4 3 4 72 3.27

59 4 4 4 3 4 4 3 3 2 3 4 3 4 4 4 3 3 3 4 3 4 4 77 3.50

60 5 3 4 4 4 4 4 3 4 3 4 3 4 4 4 4 3 4 4 3 4 4 83 3.77

61 4 3 4 4 4 3 4 4 3 4 3 5 3 3 4 4 5 4 3 4 4 5 84 3.82

62 5 4 4 5 5 4 4 4 3 4 4 5 4 4 4 4 5 4 4 4 5 5 94 4.27

63 3 4 5 3 5 5 3 3 2 3 5 5 4 5 4 4 5 4 5 3 5 5 90 4.09

64 4 4 4 4 4 4 4 4 2 4 4 4 4 4 5 4 4 3 4 4 4 4 86 3.91

65 4 3 4 3 4 5 4 3 3 3 5 4 4 5 4 3 4 3 4 3 4 4 83 3.77

66 3 4 4 4 4 5 3 4 3 4 5 4 4 5 4 4 4 4 5 4 4 4 89 4.05

67 3 3 3 3 3 2 3 3 2 3 2 3 3 2 4 3 3 3 3 3 3 3 63 2.86

68 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 67 3.05

69 3 3 3 3 3 5 3 3 3 3 5 3 3 5 4 3 3 3 3 3 3 3 73 3.32

70 3 3 4 3 4 3 4 3 3 3 3 4 4 3 4 3 4 3 3 3 4 4 75 3.41

71 4 3 3 3 3 3 3 3 4 3 3 3 3 3 4 3 3 4 3 3 3 5 72 3.27

72 4 4 4 4 4 4 3 4 3 4 4 4 3 4 4 3 4 4 4 4 4 5 85 3.86

73 3 3 4 4 3 3 3 4 2 4 3 3 3 3 3 4 3 3 3 4 3 3 71 3.23

74 3 2 4 3 4 3 4 4 3 3 3 4 4 3 4 3 4 4 4 4 4 3 77 3.50

75 3 3 5 3 5 4 3 4 4 3 4 5 3 4 4 4 4 5 3 4 5 4 86 3.91

76 5 3 5 3 5 4 5 4 4 4 4 4 4 4 4 5 4 4 4 4 5 3 91 4.14

77 5 3 4 4 5 4 5 5 3 5 4 5 3 4 4 5 4 5 4 5 5 5 96 4.36

78 4 4 4 4 4 3 4 4 3 4 3 4 3 3 4 4 4 4 4 4 4 4 83 3.77

79 3 3 4 3 4 4 3 4 2 4 4 4 3 4 3 4 4 4 4 4 4 3 79 3.59

80 4 3 3 4 3 3 2 4 2 3 3 3 3 3 4 4 4 3 3 4 3 4 72 3.27

81 3 2 3 3 3 5 3 4 2 4 5 4 4 5 4 4 4 4 3 4 3 5 81 3.68

82 4 3 4 4 4 5 3 4 3 4 5 5 3 5 4 4 3 5 4 4 4 4 88 4.00

83 3 3 4 3 4 3 4 3 3 3 3 3 3 3 3 4 3 3 3 3 4 3 71 3.23

84 4 3 3 3 4 2 3 4 4 4 2 4 4 2 3 4 4 4 3 4 4 4 76 3.45

85 4 3 5 2 4 3 4 4 3 4 3 4 4 3 3 4 4 4 4 4 4 3 80 3.64

86 5 4 5 4 5 3 3 5 4 5 3 5 4 3 4 5 3 5 5 5 5 3 93 4.23

87 4 2 3 3 3 4 4 4 2 4 4 3 3 4 4 4 3 4 3 4 3 4 76 3.45

88 3 3 5 4 4 3 4 3 3 3 3 4 4 3 3 3 4 3 4 3 4 4 77 3.50

89 4 2 4 3 4 3 4 4 2 4 3 4 4 3 4 4 4 4 4 4 4 4 80 3.64

90 5 3 3 2 3 4 3 4 3 4 4 4 3 4 3 3 4 3 5 4 3 4 78 3.55

91 5 2 4 3 3 4 4 5 3 5 4 3 4 4 5 5 3 5 3 5 3 4 86 3.91

92 4 4 3 4 3 3 4 4 3 4 3 4 4 3 5 3 4 4 4 4 3 4 81 3.68

93 4 2 3 3 3 3 4 4 2 4 3 3 3 3 4 4 3 3 3 4 3 4 72 3.27

94 4 4 4 3 4 4 3 3 2 3 4 3 4 4 4 3 3 3 4 3 4 4 77 3.50

95 5 3 4 4 4 4 4 3 4 3 4 3 4 4 4 4 3 4 4 3 4 4 83 3.77

96 4 3 4 4 4 3 4 4 3 4 3 5 3 3 4 4 5 4 3 4 4 5 84 3.82

97 5 4 4 5 5 4 4 4 3 4 4 5 4 4 4 4 5 4 4 4 5 5 94 4.27

98 3 4 5 3 5 5 3 3 2 3 5 5 4 5 4 4 5 4 5 3 5 5 90 4.09

99 4 4 4 4 4 4 4 4 2 4 4 4 4 4 5 4 4 3 4 4 4 4 86 3.91

100 4 3 4 3 4 5 4 3 3 3 5 4 4 5 4 3 4 3 4 3 4 4 83 3.77

Rerata 3.87 3.08 3.88 3.38 3.85 3.63 3.56 3.8 2.86 3.71 3.63 3.88 3.52 3.63 3.86 3.8 3.73 3.8 3.7 3.8 3.85 3.96
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Hasil Kuisionner Harapan Metode Servqual 

 

Total

T1 T2 T3 T4 T5 R1 R2 R3 R4 T6 Res1 Res2 Res3 Res4 A1 A2 A3 A4 E1 E2 E3 E4

1 4 3 3 4 3 4 4 4 3 4 3 3 3 3 4 3 3 3 3 3 3 4 74

2 4 3 3 3 4 4 5 4 4 4 4 3 3 3 5 3 3 3 3 3 4 4 79

3 4 4 5 3 4 4 5 5 3 3 4 5 5 3 4 4 3 3 4 4 4 5 88

4 5 5 3 3 4 5 5 5 4 4 5 3 3 4 4 4 4 4 4 4 4 5 91

5 5 4 4 4 4 5 5 5 4 4 5 4 5 4 4 3 4 3 4 4 4 3 91

6 5 4 5 5 3 5 5 5 5 4 5 5 5 5 5 3 5 4 4 5 4 4 100

7 4 3 3 3 3 4 4 5 5 4 4 3 5 4 4 4 4 4 4 4 3 4 85

8 5 4 5 5 4 5 4 5 4 5 4 4 4 5 4 5 4 5 5 5 4 5 100

9 3 3 4 4 3 3 4 4 3 3 3 4 3 4 3 4 3 4 3 3 3 4 75

10 5 3 4 5 4 5 5 5 4 5 5 4 5 5 5 4 5 3 4 4 4 5 98

11 4 3 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 87

12 3 4 4 3 3 3 3 5 3 3 4 3 4 3 3 3 3 3 4 3 3 4 74

13 4 3 4 3 3 4 4 4 3 4 4 3 3 3 4 3 3 3 4 4 3 4 77

14 4 4 3 4 3 4 4 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 84

15 3 4 3 4 4 3 3 4 3 3 4 4 5 4 3 4 5 3 3 3 4 4 80

16 5 5 4 5 3 5 4 5 4 4 5 3 4 4 5 3 3 3 4 4 3 5 90

17 4 4 3 3 4 4 5 4 4 3 5 4 3 3 4 4 5 4 3 3 4 4 84

18 3 3 5 4 3 3 4 5 4 4 5 3 4 3 4 3 5 3 4 3 4 5 84

19 4 3 4 3 4 4 4 5 5 4 5 4 5 3 4 5 3 4 3 3 4 5 88

20 3 4 3 4 3 3 5 5 3 3 4 3 3 5 4 4 3 3 4 4 3 5 81

21 4 4 3 4 3 4 4 4 4 3 4 3 3 4 3 4 3 4 4 4 5 4 82

22 4 3 3 3 3 4 4 4 4 4 3 4 5 5 4 3 4 4 5 4 5 5 87

23 5 3 4 3 3 5 5 4 4 4 4 3 3 4 5 5 3 3 5 4 4 4 87

24 4 4 3 4 5 4 4 4 3 3 4 3 5 3 4 4 5 3 3 3 3 5 83

25 3 3 3 3 4 3 5 3 4 4 5 4 4 5 3 3 4 4 4 3 3 4 81

26 3 3 4 4 4 3 3 4 5 5 4 3 5 5 3 4 5 3 4 4 4 4 86

27 4 3 4 4 4 4 4 4 3 4 5 5 5 3 4 3 3 4 4 4 4 5 87

28 5 3 4 4 4 5 5 4 4 3 3 5 3 4 5 3 3 3 4 4 3 4 85

29 5 4 5 3 5 4 5 5 3 4 4 5 4 5 3 3 3 4 5 3 4 5 91

30 5 4 3 3 4 5 4 5 5 3 5 4 3 3 4 4 4 5 4 4 4 4 89

31 5 3 3 3 3 5 5 4 4 3 5 4 4 4 5 3 3 3 5 3 3 4 84

32 4 3 4 4 4 4 4 4 3 4 5 4 4 5 4 5 4 5 4 3 4 4 89

33 4 3 3 3 4 4 4 4 3 4 5 3 3 4 4 3 3 3 4 4 3 4 79

34 3 3 3 3 3 3 4 3 3 3 4 3 4 3 4 3 4 4 4 4 4 4 76

35 3 5 5 5 4 5 4 3 5 5 4 5 4 3 4 4 4 4 4 4 3 4 91

36 4 3 3 4 3 4 4 4 3 4 3 3 3 3 4 3 3 3 3 3 3 4 74

37 4 3 3 3 4 4 5 4 4 4 4 3 3 3 5 3 3 3 3 3 4 4 79

38 4 4 5 3 4 4 5 5 3 3 4 5 5 3 4 4 3 3 4 4 4 5 88

39 5 5 3 3 4 5 5 3 4 4 5 3 3 4 4 4 4 4 4 4 4 5 89

40 5 4 4 4 4 5 3 3 4 4 3 4 5 4 4 3 4 3 4 4 4 3 85

41 5 4 5 5 3 5 3 5 5 4 3 5 5 5 5 3 5 4 4 5 4 4 96

42 4 3 3 3 3 4 4 3 5 4 4 3 5 4 4 4 4 4 4 4 3 4 83

43 5 4 5 5 4 5 3 3 4 5 3 4 4 5 4 5 4 5 5 5 4 5 96

44 3 3 4 4 3 3 4 3 3 3 3 4 3 4 3 4 3 4 3 3 3 4 74

45 5 3 4 5 4 5 5 5 4 5 5 4 5 5 5 4 5 3 4 4 4 5 98

46 4 3 5 4 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 4 3 4 85

47 3 4 4 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 4 3 3 4 71

48 4 3 4 3 3 4 4 4 3 4 3 3 3 3 4 3 3 3 4 4 3 4 76

49 4 4 3 4 3 4 4 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 84

50 3 4 3 4 4 3 3 4 3 3 4 4 5 4 3 4 5 3 3 3 4 4 80

No
Atribut
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Lanjutan Hasil Kuisionner Harapan Metode Servqual 

 

51 5 5 4 5 3 5 4 5 4 4 3 3 4 4 5 3 3 3 4 4 3 5 88

52 4 4 3 3 4 4 5 3 4 3 3 4 3 3 4 4 5 4 3 3 4 4 81

53 3 3 5 4 3 3 4 5 4 4 3 3 4 3 4 3 5 3 4 3 4 5 82

54 4 3 4 3 4 4 3 3 5 4 5 4 5 3 4 5 3 4 3 3 4 5 85

55 3 4 3 4 3 3 5 5 3 3 4 3 3 5 4 4 3 3 4 4 3 5 81

56 4 4 3 4 3 4 3 3 4 3 3 3 3 4 3 4 3 4 4 4 5 4 79

57 4 3 3 3 3 4 4 4 4 4 3 4 5 5 4 3 4 4 5 4 5 5 87

58 5 3 4 3 3 5 5 4 4 4 4 3 3 4 5 5 3 3 5 4 4 4 87

59 4 4 3 4 5 4 4 4 3 3 3 3 5 3 4 4 5 3 3 3 3 5 82

60 3 3 3 3 4 3 5 3 4 4 5 4 4 5 3 3 4 4 4 3 3 4 81

61 3 3 4 4 4 3 3 4 5 5 4 3 5 5 3 4 5 3 4 4 4 4 86

62 4 3 4 4 4 4 4 4 3 4 3 5 5 3 4 3 3 4 4 4 4 5 85

63 5 3 4 4 4 5 5 3 4 3 3 5 3 4 5 3 3 3 4 4 3 4 84

64 5 4 5 3 5 4 3 5 3 4 3 5 4 5 3 3 3 4 5 3 4 5 88

65 5 4 3 3 4 5 4 3 5 3 5 4 3 3 4 4 4 5 4 4 4 4 87

66 5 3 3 3 3 5 3 4 4 3 3 4 4 4 5 3 3 3 5 3 3 4 80

67 4 3 4 4 4 4 4 3 3 4 3 4 4 5 4 5 4 5 4 3 4 4 86

68 4 3 3 3 4 4 4 3 3 4 3 3 3 4 4 3 3 3 4 4 3 4 76

69 3 3 3 3 3 3 3 3 3 3 3 3 4 3 4 3 4 4 4 4 4 4 74

70 3 5 5 5 4 5 3 3 5 5 4 5 4 3 4 4 4 4 4 4 3 4 90

71 4 3 3 4 3 4 4 4 3 4 3 3 3 3 4 3 3 3 3 3 3 4 74

72 4 3 3 3 4 4 5 3 4 4 3 3 3 3 5 3 3 3 3 3 4 4 77

73 4 4 5 3 4 4 5 3 3 3 4 5 5 3 4 4 3 3 4 4 4 5 86

74 5 5 3 3 4 5 3 5 4 4 3 3 3 4 4 4 4 4 4 4 4 5 87

75 5 4 4 4 4 5 3 5 4 4 5 4 5 4 4 3 4 3 4 4 4 3 89

76 5 4 5 5 3 5 5 3 5 4 3 5 5 5 5 3 5 4 4 5 4 4 96

77 4 3 3 3 3 4 4 3 5 4 3 3 5 4 4 4 4 4 4 4 3 4 82

78 5 4 5 5 4 5 3 5 4 5 3 4 4 5 4 5 4 5 5 5 4 5 98

79 3 3 4 4 3 3 4 4 3 3 3 4 3 4 3 4 3 4 3 3 3 4 75

80 5 3 4 5 4 5 5 5 4 5 3 4 5 5 5 4 5 3 4 4 4 5 96

81 4 3 5 4 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 4 3 4 85

82 3 4 4 3 3 3 3 5 3 3 3 3 4 3 3 3 3 3 4 3 3 4 73

83 4 3 4 3 3 4 3 3 3 4 4 3 3 3 4 3 3 3 4 4 3 4 75

84 4 4 3 4 3 4 4 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 84

85 3 4 3 4 4 3 3 4 3 3 4 4 5 4 3 4 5 3 3 3 4 4 80

86 5 5 4 5 3 5 3 5 4 4 5 3 4 4 5 3 3 3 4 4 3 5 89

87 4 4 3 3 4 4 5 3 4 3 5 4 3 3 4 4 5 4 3 3 4 4 83

88 3 3 5 4 3 3 3 3 4 4 3 3 4 3 4 3 5 3 4 3 4 5 79

89 4 3 4 3 4 4 4 5 5 4 5 4 5 3 4 5 3 4 3 3 4 5 88

90 3 4 3 4 3 3 5 3 3 3 4 3 3 5 4 4 3 3 4 4 3 5 79

91 4 4 3 4 3 4 3 4 4 3 4 3 3 4 3 4 3 4 4 4 5 4 81

92 4 3 3 3 3 4 4 4 4 4 3 4 5 5 4 3 4 4 5 4 5 5 87

93 5 3 4 3 3 5 3 3 4 4 3 3 3 4 5 5 3 3 5 4 4 4 83

94 4 4 3 4 5 4 4 4 3 3 3 3 5 3 4 4 5 3 3 3 3 5 82

95 3 3 3 3 4 3 3 4 4 4 3 4 4 5 3 3 4 4 4 3 4 4 79

96 3 3 4 4 4 3 3 4 5 5 4 3 5 5 3 4 5 3 4 4 4 4 86

97 4 3 4 4 4 4 4 4 3 4 5 5 5 3 4 3 3 4 4 4 4 5 87

98 5 3 4 4 4 5 5 3 4 3 4 5 3 4 5 3 3 3 4 4 3 4 85

99 5 4 5 3 5 4 5 5 3 4 3 5 4 5 3 3 3 4 5 3 4 5 90

100 5 4 3 3 4 5 4 3 5 3 4 4 3 3 4 4 4 5 4 4 4 4 86

Rerata 4.07 3.55 3.75 3.69 3.63 4.08 4.03 3.97 3.81 3.77 3.8 3.74 3.98 3.86 3.99 3.66 3.75 3.59 3.93 3.69 3.68 4.33
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Hasil uji Validitas Kuisionner Persepsi Metode Servqual 

 

T1 T2 T3 T4 T5 R1 R2 R3 R4 R5 RES1 RES2 RES3 RES4 A1 A2 A3 A4 E1 E2 E3 E4 TOTAL

Pearson 

Correlatio

n

1 .105 .029 .190 .197
* .037 .362

**
.479

**
.359

**
.556

** .037 .141 .158 .037 .304
**

.442
** -.011 .351

**
.294

**
.479

**
.197

* .192 .515
**

Sig. (2-

tailed)

.299 .775 .058 .049 .714 .000 .000 .000 .000 .714 .163 .117 .714 .002 .000 .911 .000 .003 .000 .049 .056 .000

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

Pearson 

Correlatio

n

.105 1 .288
**

.470
**

.418
** .093 -.174 -.115 .156 -.017 .093 .334

** .117 .093 .114 -.106 .276
** -.031 .519

** -.115 .418
** .142 .369

**

Sig. (2-

tailed)

.299 .004 .000 .000 .356 .083 .256 .121 .870 .356 .001 .247 .356 .258 .295 .005 .757 .000 .256 .000 .159 .000

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

Pearson 

Correlatio

n

.029 .288
** 1 .104 .781

** .155 .285
** .090 .260

** .059 .155 .517
**

.359
** .155 -.072 .361

**
.281

**
.337

**
.456

** .090 .781
** -.184 .565

**

Sig. (2-

tailed)

.775 .004 .305 .000 .123 .004 .371 .009 .557 .123 .000 .000 .123 .479 .000 .005 .001 .000 .371 .000 .068 .000

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

Pearson 

Correlatio

n

.190 .470
** .104 1 .260

** .020 .065 .202
* .052 .200

* .020 .290
** .007 .020 .320

** .186 .183 .174 .104 .202
*

.260
**

.310
**

.402
**

Sig. (2-

tailed)

.058 .000 .305 .009 .841 .523 .044 .608 .046 .841 .003 .941 .841 .001 .063 .068 .084 .303 .044 .009 .002 .000

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

Pearson 

Correlatio

n

.197
*

.418
**

.781
**

.260
** 1 .185 .316

** .147 .370
** .107 .185 .735

**
.310

** .185 -.003 .408
**

.465
**

.443
**

.491
** .147 1.000

** .072 .739
**

Sig. (2-

tailed)

.049 .000 .000 .009 .065 .001 .143 .000 .288 .065 .000 .002 .065 .979 .000 .000 .000 .000 .143 0.000 .477 .000

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

Pearson 

Correlatio

n

.037 .093 .155 .020 .185 1 -.043 -.030 -.128 .025 1.000
**

.249
* .105 1.000

**
.267

** .090 .121 .193 .338
** -.030 .185 .284

**
.506

**

Sig. (2-

tailed)

.714 .356 .123 .841 .065 .670 .769 .204 .803 0.000 .013 .298 0.000 .007 .373 .230 .054 .001 .769 .065 .004 .000

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

Pearson 

Correlatio

n

.362
** -.174 .285

** .065 .316
** -.043 1 .163 .173 .277

** -.043 .142 .272
** -.043 .219

*
.295

** .153 .140 .065 .163 .316
** -.017 .348

**

Sig. (2-

tailed)

.000 .083 .004 .523 .001 .670 .106 .085 .005 .670 .159 .006 .670 .029 .003 .130 .165 .518 .106 .001 .865 .000

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

T3

T4

T5

R1

R2

T1

T2



48 

 

Lanjutan Hasil uji Validitas Kuisionner Persepsi Metode Servqual 

 

Pearson 

Correlatio

n

.479** -.115 .090 .202* .147 -.030 .163 1 .054 .889** -.030 .369** -.021 -.030 .257** .678** .101 .632** .131 1.000** .147 .005 .514**

Sig. (2-

tailed)

.000 .256 .371 .044 .143 .769 .106 .591 .000 .769 .000 .839 .769 .010 .000 .320 .000 .195 0.000 .143 .960 .000

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

Pearson 

Correlatio

n

.359** .156 .260** .052 .370** -.128 .173 .054 1 .022 -.128 .245* .124 -.128 -.052 .119 -.042 .430** .084 .054 .370** -.033 .299**

Sig. (2-

tailed)

.000 .121 .009 .608 .000 .204 .085 .591 .829 .204 .014 .221 .204 .610 .240 .680 .000 .408 .591 .000 .743 .003

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

Pearson 

Correlatio

n

.556** -.017 .059 .200* .107 .025 .277** .889** .022 1 .025 .322** .035 .025 .204* .667** .031 .551** .204* .889** .107 .068 .529**

Sig. (2-

tailed)

.000 .870 .557 .046 .288 .803 .005 .000 .829 .803 .001 .731 .803 .042 .000 .762 .000 .042 .000 .288 .504 .000

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

Pearson 

Correlatio

n

.037 .093 .155 .020 .185 1.000** -.043 -.030 -.128 .025 1 .249* .105 1.000** .267** .090 .121 .193 .338** -.030 .185 .284** .506**

Sig. (2-

tailed)

.714 .356 .123 .841 .065 0.000 .670 .769 .204 .803 .013 .298 0.000 .007 .373 .230 .054 .001 .769 .065 .004 .000

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

Pearson 

Correlatio

n

.141 .334** .517** .290** .735** .249* .142 .369** .245* .322** .249* 1 .172 .249* .084 .275** .668** .561** .492** .369** .735** .316** .763**

Sig. (2-

tailed)

.163 .001 .000 .003 .000 .013 .159 .000 .014 .001 .013 .087 .013 .409 .006 .000 .000 .000 .000 .000 .001 .000

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

Pearson 

Correlatio

n

.158 .117 .359** .007 .310** .105 .272** -.021 .124 .035 .105 .172 1 .105 .266** .076 .262** .071 .385** -.021 .310** -.027 .352**

Sig. (2-

tailed)

.117 .247 .000 .941 .002 .298 .006 .839 .221 .731 .298 .087 .298 .008 .453 .008 .484 .000 .839 .002 .788 .000

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

Pearson 

Correlatio

n

.037 .093 .155 .020 .185 1.000** -.043 -.030 -.128 .025 1.000** .249* .105 1 .267** .090 .121 .193 .338** -.030 .185 .284** .506**

Sig. (2-

tailed)

.714 .356 .123 .841 .065 0.000 .670 .769 .204 .803 0.000 .013 .298 .007 .373 .230 .054 .001 .769 .065 .004 .000

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

RES3

RES4

R3

R4

R5

RES1

RES2



49 

 

Lanjutan Hasil uji Validitas Kuisionner Persepsi Metode Servqual 

 

Pearson 

Correlatio

n

.304** .114 -.072 .320** -.003 .267** .219* .257** -.052 .204* .267** .084 .266** .267** 1 .150 .036 .301** .022 .257** -.003 .308** .387**

Sig. (2-

tailed)

.002 .258 .479 .001 .979 .007 .029 .010 .610 .042 .007 .409 .008 .007 .136 .720 .002 .826 .010 .979 .002 .000

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

Pearson 

Correlatio

n

.442** -.106 .361** .186 .408** .090 .295** .678** .119 .667** .090 .275** .076 .090 .150 1 .015 .583** .048 .678** .408** -.065 .562**

Sig. (2-

tailed)

.000 .295 .000 .063 .000 .373 .003 .000 .240 .000 .373 .006 .453 .373 .136 .879 .000 .634 .000 .000 .518 .000

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

Pearson 

Correlatio

n

-.011 .276** .281** .183 .465** .121 .153 .101 -.042 .031 .121 .668** .262** .121 .036 .015 1 .086 .320** .101 .465** .431** .459**

Sig. (2-

tailed)

.911 .005 .005 .068 .000 .230 .130 .320 .680 .762 .230 .000 .008 .230 .720 .879 .392 .001 .320 .000 .000 .000

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

Pearson 

Correlatio

n

.351** -.031 .337** .174 .443** .193 .140 .632** .430** .551** .193 .561** .071 .193 .301** .583** .086 1 .180 .632** .443** .200* .677**

Sig. (2-

tailed)

.000 .757 .001 .084 .000 .054 .165 .000 .000 .000 .054 .000 .484 .054 .002 .000 .392 .073 .000 .000 .046 .000

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

Pearson 

Correlatio

n

.294** .519** .456** .104 .491** .338** .065 .131 .084 .204* .338** .492** .385** .338** .022 .048 .320** .180 1 .131 .491** -.005 .582**

Sig. (2-

tailed)

.003 .000 .000 .303 .000 .001 .518 .195 .408 .042 .001 .000 .000 .001 .826 .634 .001 .073 .195 .000 .965 .000

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

Pearson 

Correlatio

n

.479** -.115 .090 .202* .147 -.030 .163 1.000** .054 .889** -.030 .369** -.021 -.030 .257** .678** .101 .632** .131 1 .147 .005 .514**

Sig. (2-

tailed)

.000 .256 .371 .044 .143 .769 .106 0.000 .591 .000 .769 .000 .839 .769 .010 .000 .320 .000 .195 .143 .960 .000

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

Pearson 

Correlatio

n

.197* .418** .781** .260** 1.000** .185 .316** .147 .370** .107 .185 .735** .310** .185 -.003 .408** .465** .443** .491** .147 1 .072 .739**

Sig. (2-

tailed)

.049 .000 .000 .009 0.000 .065 .001 .143 .000 .288 .065 .000 .002 .065 .979 .000 .000 .000 .000 .143 .477 .000

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

Pearson 

Correlatio

n

.192 .142 -.184 .310** .072 .284** -.017 .005 -.033 .068 .284** .316** -.027 .284** .308** -.065 .431** .200* -.005 .005 .072 1 .336**

Sig. (2-

tailed)

.056 .159 .068 .002 .477 .004 .865 .960 .743 .504 .004 .001 .788 .004 .002 .518 .000 .046 .965 .960 .477 .001

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

Pearson 

Correlatio

n

.515** .369** .565** .402** .739** .506** .348** .514** .299** .529** .506** .763** .352** .506** .387** .562** .459** .677** .582** .514** .739** .336** 1

Sig. (2-

tailed)

.000 .000 .000 .000 .000 .000 .000 .000 .003 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .001

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

TOTAL

A4

E1

E2

E3

E4

A1

A2

A3
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Lanjutan Hasil uji Validitas Kuisionner Harapan Metode Servqual 

 

T1 T2 T3 T4 T5 R1 R2 R3 R4 R5 RES1 RES2 RES3 RES4 A1 A2 A3 A4 E1 E2 E3 E4 TOTAL

Pearson 

Correlatio

n

1 .212* .152 .117 .192 .900** .243* .225* .252* .182 .090 .252* -.046 .183 .604** .047 -.107 .144 .396** .418** .166 .093 .616**

Sig. (2-

tailed)

.035 .131 .247 .055 .000 .015 .024 .011 .070 .374 .011 .648 .069 .000 .639 .291 .152 .000 .000 .099 .360 .000

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

Pearson 

Correlatio

n

.212* 1 .056 .269** .141 .313** -.076 .214* .055 -.108 .117 .071 -.036 -.045 -.060 .087 .095 .112 .023 .218* .043 .173 .302**

Sig. (2-

tailed)

.035 .579 .007 .162 .002 .454 .033 .589 .284 .244 .484 .721 .656 .554 .390 .345 .265 .823 .029 .670 .085 .002

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

Pearson 

Correlatio

n

.152 .056 1 .394** .148 .179 -.056 .188 .079 .378** -.049 .474** .261** .139 .076 .068 .013 .057 .316** .277** -.022 .203* .475**

Sig. (2-

tailed)

.131 .579 .000 .141 .075 .579 .061 .435 .000 .629 .000 .009 .169 .450 .498 .901 .576 .001 .005 .825 .043 .000

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

Pearson 

Correlatio

n

.117 .269** .394** 1 -.035 .263** -.114 .184 .124 .381** -.057 .194 .231* .296** .215* .095 .315** .007 -.028 .404** -.072 .114 .476**

Sig. (2-

tailed)

.247 .007 .000 .728 .008 .257 .067 .220 .000 .574 .053 .021 .003 .031 .346 .001 .949 .780 .000 .480 .261 .000

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

Pearson 

Correlatio

n

.192 .141 .148 -.035 1 .137 .136 .041 -.049 .120 .181 .378** .230* .059 -.141 .162 .232* .128 -.131 -.188 .063 .197* .328**

Sig. (2-

tailed)

.055 .162 .141 .728 .173 .176 .687 .631 .235 .072 .000 .021 .558 .161 .107 .020 .204 .192 .060 .536 .049 .001

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

Pearson 

Correlatio

n

.900** .313** .179 .263** .137 1 .195 .109 .400** .279** .130 .283** -.047 .070 .686** .117 -.053 .157 .339** .509** .084 .009 .652**

Sig. (2-

tailed)

.000 .002 .075 .008 .173 .052 .278 .000 .005 .197 .004 .641 .486 .000 .244 .603 .118 .001 .000 .407 .927 .000

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

Pearson 

Correlatio

n

.243* -.076 -.056 -.114 .136 .195 1 .052 -.046 -.112 .258** .214* -.192 .057 .394** -.039 -.089 -.079 -.040 -.002 -.069 .150 .204*

Sig. (2-

tailed)

.015 .454 .579 .257 .176 .052 .604 .651 .269 .009 .033 .056 .576 .000 .697 .377 .436 .690 .987 .493 .136 .042

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

Pearson 

Correlatio

n

.225* .214* .188 .184 .041 .109 .052 1 -.047 .149 .215* .021 .232* .169 .059 -.039 .004 -.146 .126 .046 .111 .362** .371**

Sig. (2-

tailed)

.024 .033 .061 .067 .687 .278 .604 .643 .140 .032 .832 .020 .092 .557 .701 .968 .147 .211 .650 .271 .000 .000

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

T4

T5

R1

T1

T3

R2

R3

T2
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 Lanjutan Hasil uji Validitas Kuisionner Harapan Metode Servqual 

 

Pearson 

Correlatio

n

.252* .055 .079 .124 -.049 .400** -.046 -.047 1 .398** .217* .079 .183 .131 .262** .225* .333** .296** .113 .347** .218* -.154 .484**

Sig. (2-

tailed)

.011 .589 .435 .220 .631 .000 .651 .643 .000 .030 .434 .068 .196 .008 .024 .001 .003 .262 .000 .029 .127 .000

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

Pearson 

Correlatio

n

.182 -.108 .378** .381** .120 .279** -.112 .149 .398** 1 .048 .022 .280** .353** .168 .123 .229* .114 .308** .353** .127 .137 .531**

Sig. (2-

tailed)

.070 .284 .000 .000 .235 .005 .269 .140 .000 .638 .827 .005 .000 .095 .222 .022 .257 .002 .000 .209 .173 .000

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

Pearson 

Correlatio

n

.090 .117 -.049 -.057 .181 .130 .258** .215* .217* .048 1 .048 .100 -.028 .074 .116 .064 .035 -.094 -.004 .056 .061 .300**

Sig. (2-

tailed)

.374 .244 .629 .574 .072 .197 .009 .032 .030 .638 .636 .322 .781 .463 .249 .526 .726 .354 .966 .580 .545 .002

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

Pearson 

Correlatio

n

.252* .071 .474** .194 .378** .283** .214* .021 .079 .022 .048 1 .324** .143 .059 -.038 .026 .332** .168 .165 .158 .067 .491**

Sig. (2-

tailed)

.011 .484 .000 .053 .000 .004 .033 .832 .434 .827 .636 .001 .155 .562 .709 .794 .001 .096 .102 .117 .510 .000

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

Pearson 

Correlatio

n

-.046 -.036 .261** .231* .230* -.047 -.192 .232* .183 .280** .100 .324** 1 .178 -.057 .024 .444** -.035 .059 .113 .216* .221* .421**

Sig. (2-

tailed)

.648 .721 .009 .021 .021 .641 .056 .020 .068 .005 .322 .001 .077 .572 .812 .000 .731 .559 .263 .031 .027 .000

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

Pearson 

Correlatio

n

.183 -.045 .139 .296** .059 .070 .057 .169 .131 .353** -.028 .143 .178 1 -.061 .098 .184 .163 .490** .317** .162 .109 .459**

Sig. (2-

tailed)

.069 .656 .169 .003 .558 .486 .576 .092 .196 .000 .781 .155 .077 .545 .331 .066 .106 .000 .001 .108 .281 .000

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

Pearson 

Correlatio

n

.604** -.060 .076 .215* -.141 .686** .394** .059 .262** .168 .074 .059 -.057 -.061 1 -.055 -.045 -.207* .131 .343** -.089 .098 .376**

Sig. (2-

tailed)

.000 .554 .450 .031 .161 .000 .000 .557 .008 .095 .463 .562 .572 .545 .588 .656 .039 .194 .000 .377 .332 .000

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

RES2

RES3

RES4

A1

R4

R5

RES1



52 

 

Lanjutan Hasil uji Validitas Kuisionner Harapan Metode Servqual 

 

Pearson 

Correlatio

n

.047 .087 .068 .095 .162 .117 -.039 -.039 .225* .123 .116 -.038 .024 .098 -.055 1 .144 .380** -.035 .116 .184 .148 .306**

Sig. (2-

tailed)

.639 .390 .498 .346 .107 .244 .697 .701 .024 .222 .249 .709 .812 .331 .588 .152 .000 .728 .251 .067 .143 .002

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

Pearson 

Correlatio

n

-.107 .095 .013 .315** .232* -.053 -.089 .004 .333** .229* .064 .026 .444** .184 -.045 .144 1 .116 -.147 .072 .243* -.018 .348**

Sig. (2-

tailed)

.291 .345 .901 .001 .020 .603 .377 .968 .001 .022 .526 .794 .000 .066 .656 .152 .249 .143 .476 .015 .858 .000

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

Pearson 

Correlatio

n

.144 .112 .057 .007 .128 .157 -.079 -.146 .296** .114 .035 .332** -.035 .163 -.207* .380** .116 1 .191 .226* .323** .046 .345**

Sig. (2-

tailed)

.152 .265 .576 .949 .204 .118 .436 .147 .003 .257 .726 .001 .731 .106 .039 .000 .249 .056 .024 .001 .653 .000

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

Pearson 

Correlatio

n

.396** .023 .316** -.028 -.131 .339** -.040 .126 .113 .308** -.094 .168 .059 .490** .131 -.035 -.147 .191 1 .496** .227* .170 .424**

Sig. (2-

tailed)

.000 .823 .001 .780 .192 .001 .690 .211 .262 .002 .354 .096 .559 .000 .194 .728 .143 .056 .000 .023 .090 .000

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

Pearson 

Correlatio

n

.418** .218* .277** .404** -.188 .509** -.002 .046 .347** .353** -.004 .165 .113 .317** .343** .116 .072 .226* .496** 1 .181 .040 .576**

Sig. (2-

tailed)

.000 .029 .005 .000 .060 .000 .987 .650 .000 .000 .966 .102 .263 .001 .000 .251 .476 .024 .000 .071 .692 .000

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

Pearson 

Correlatio

n

.166 .043 -.022 -.072 .063 .084 -.069 .111 .218* .127 .056 .158 .216* .162 -.089 .184 .243* .323** .227* .181 1 .148 .357**

Sig. (2-

tailed)

.099 .670 .825 .480 .536 .407 .493 .271 .029 .209 .580 .117 .031 .108 .377 .067 .015 .001 .023 .071 .142 .000

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

Pearson 

Correlatio

n

.093 .173 .203* .114 .197* .009 .150 .362** -.154 .137 .061 .067 .221* .109 .098 .148 -.018 .046 .170 .040 .148 1 .345**

Sig. (2-

tailed)

.360 .085 .043 .261 .049 .927 .136 .000 .127 .173 .545 .510 .027 .281 .332 .143 .858 .653 .090 .692 .142 .000

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

Pearson 

Correlatio

n

.616** .302** .475** .476** .328** .652** .204* .371** .484** .531** .300** .491** .421** .459** .376** .306** .348** .345** .424** .576** .357** .345** 1

Sig. (2-

tailed)

.000 .002 .000 .000 .001 .000 .042 .000 .000 .000 .002 .000 .000 .000 .000 .002 .000 .000 .000 .000 .000 .000

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

A3

A4

E1

E2

E3

E4

TOTAL

A2
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Cronbach'

s Alpha

Cronbach'

s Alpha 

Based on 

Standardiz

ed Items N of Items

.738 .884 23

Reliability Statistics

Mean Std. Deviation N

T1 3.8700 .73382 100

T2 3.0800 .66180 100

T3 3.8800 .68579 100

T4 3.3800 .64792 100

T5 3.8500 .70173 100

R1 3.6300 .81222 100

R2 3.5600 .65628 100

R3 3.8000 .58603 100

R4 2.8600 .69660 100

R5 3.7100 .62434 100

RES1 3.6300 .81222 100

RES2 3.8800 .72864 100

RES3 3.5200 .50212 100

RES4 3.6300 .81222 100

A1 3.8600 .55085 100

A2 3.8000 .63564 100

A3 3.7300 .61718 100

A4 3.8000 .68165 100

E1 3.7000 .65905 100

E2 3.8000 .58603 100

E3 3.8500 .70173 100

E4 3.9600 .68046 100

TOTAL 80.7800 7.56865 100

Item Statistics

Mean Variance Std. Deviation N of Items

161.5600 229.138 15.13730 23

Scale Statistics

Hasil uji Reliabilitas Kuisionner Persepsi Metode Servqual 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

N %

Valid 100 100.0

Excludeda 0 0.0

Total 100 100.0

Case Processing Summary

Cases
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N %

Valid 100 100.0

Excludeda 0 0.0

Total 100 100.0

Case Processing Summary

Cases

Cronbach'

s Alpha

Cronbach'

s Alpha 

Based on 

Standardiz

ed Items N of Items

.715 .814 23

Reliability Statistics

Mean Variance

Std. 

Deviation N of Items

168.7000 163.667 12.79323 23

Scale 

Mean if 

Item 

Deleted

Scale 

Variance if 

Item 

Deleted

Corrected 

Item-Total 

Correlatio

n

Squared 

Multiple 

Correlatio

n

Cronbach'

s Alpha if 

Item 

Deleted

T1 164.6300 152.336 .577 .696

T2 165.1500 159.119 .256 .710

T3 164.9500 154.896 .426 .702

T4 165.0100 155.566 .431 .703

T5 165.0700 159.015 .285 .709

R1 164.6200 151.955 .617 .695

R2 164.6700 160.284 .146 .714

R3 164.7300 156.846 .316 .706

R4 164.8900 155.412 .440 .703

R5 164.9300 155.460 .494 .702

RES1 164.9000 158.131 .242 .709

RES2 164.9600 154.988 .446 .702

RES3 164.7200 155.436 .365 .704

RES4 164.8400 154.863 .407 .702

A1 164.7100 157.885 .332 .707

A2 165.0400 158.867 .258 .710

A3 164.9500 157.301 .293 .707

A4 165.1100 158.442 .300 .709

E1 164.7700 157.613 .385 .706

E2 165.0100 155.444 .544 .702

E3 165.0200 158.666 .317 .709

E4 164.3700 159.246 .308 .709

TOTAL 84.3500 40.917 1.000 .772

Item-Total Statistics

Hasil uji Reliabilitas Kuisionner Harapan Metode Servqual 
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Pengolahan Data Dengan Metode Kano 

 

No
Pertanya

an
T1 T2 T3 T4 T5 R1 R2 R3 R4 T6 Res1 Res2 Res3 Res4 A1 A2 A3 A4 E1 E2 E3 E4
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2 D
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Lanjutan Pengolahan Data Dengan Metode Kano 
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33 D
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37 D
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38 D
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39 D
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40 D
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41 D
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42 D
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43 D
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45 D
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Lanjutan Pengolahan Data Dengan Metode Kano 
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Lanjutan Pengolahan Data Dengan Metode Kano 

 

F A
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F A
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F I

81 D
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