Lampiran 1

KUESIONER
Pernyataan dibawah ini dalam rangka penelitian skripsi dengan judul:

Analisis Kepuasan Konsumen PT Bunda Asri Lestari (Menggunakan Metode
Importance Performance Analysis dan Customer Satisfaction Index)

PETUNJUK PENGISISAN

1. Jawablah pertanyaan yang diajukan dibawah ini dengan benar dan jujur.

2. Berilah tanda (V) pada salah satu jawaban yang paling benar.
3. Pertanyaan/ pernyataan harus dijawab semua.

A. IDENTITAS RESPONDEN

1. Nama Responden

2. Jenis Kelamin . [ ] Laki-Laki [ ] Perempuan
3. Usia : [ ]20-29 tahun [ ] 40-49 tahun

[ 130-39tahun  [] > 50 tahun

4. Pekerjaan

D PNS D Karyawan

] TNI || Wirausaha

| | POLRI || Petani

D Dokter D Pelajar/Mahasiswa

D Guru D Lainnya :..........

B. Kuisioner tentang Kepuasan Konsumen Pada PT Bunda Asri Lestari Bandar
Lampung. Berdasarkan Pengukuran Tingkat Kepentingan (harapan konsumen)
dan Tingkat Kinerja ( kenyataan yang diterima oleh konsumen).

Dibawah ini terdapat pertanyaan — pertanyaan yang berkaitan dengan tingkat
kepentingan dan tingkat kinerja atribut menurut anda sebagai konsumen pengguna
jasa PT Bunda Asri Lestari. Dimohonkan anda memberi penilaian dengan memberi

tanda checklist () pada pernyataan dibawah ini :



Keterangan :

Tingkat Kepentingan

Tingkat Kinerja

Sangat Penting (SP)

Sangat Puas (SP)

Penting (P)

Puas (P)

Cukup Penting (CP)

Cukup Puas (CP)

Tidak Penting (TP)

Tidak Puas (TP)

Sangat Tidak Penting (STP)

Sangat Tidak Puas (STP)

(2]
Hmwhmé
Py,

No

Pernyataan

Ke

entingan

Kinerja

Tangible

SP

CP [ TP [STP

SP [P

KP

TP

STP

Karyawan berpakaian rapi

Fasilitas ruang tunggu yang
luas

Suasana lingkungan kantor
bersih dan nyaman.

Reliability

Pelayanan custumer service
cepat tanpa keraguan.

Perusahaan selalu menepati
semua janji.

Perusahaan tidak pilih kasih
dalam memberikan
pelayanan

Emphaty

Manajemen dan karyawan
selalu terbuka menerima
keluhan dari jamaah.

Pihak perusahaan mencari
tahu apa yang dibutuhkan
oleh konsumen.

Karyawan memberikan
perhatian khusus pada setiap
konsumen

Responsiveness

10

Memberikan pelayanan yang
cepat dan tepat.

11

Karyawaan sigap
menanggapi keluhan
konsumen.

12

Memberikan pengarahan yang
jelas terhadap jamaah




Assurance

13 Tepat waktu saat
keberangkatan sesuai dengan
yang di janjikam

14 | Merasa aman saat transaksi
dengan karyawan
15 | Merasa aman dalam
melaksanakan ibadah di tanah
Sucl
2. Karakteristik Responden
Statistics
Jenis_Kelamin USIA PEKERJAAN
Valid 92 92 92
N Missing 0 0 0
Jenis_Kelamin
Frequency Percent Valid Percent Cumulative
Percent
Laki-Laki 41 44.6 44.6 44.6
Valid Perempuan 51 55.4 55.4 100.0
Total 92 100.0 100.0
USIA
Frequency Percent Valid Percent Cumulative
Percent
17-27 tahun 4 4.3 4.3 4.3
28-38 tahun 7 7.6 7.6 12.0
Valid  39-49 tahun 50 54.3 54.3 66.3
>50 tahun 31 33.7 33.7 100.0
Total 92 100.0 100.0
PEKERJAAN
Frequency Percent Valid Percent Cumulative
Percent
PNS 37 40.2 40.2 40.2
Valid TNI 8 8.7 8.7 48.9
Polri 14 15.2 15.2 64.1




Dokter 7 7.6 7.6 71.7
Guru 7 7.6 7.6 79.3
Karyawan 10 10.9 10.9 90.2
Wirausaha 4 4.3 4.3 94.6
Petani 4 4.3 4.3 98.9
Lainnya 1 11 11 100.0
Total 92 100.0 100.0
3. Jawaban Responden
a. Tingkat Kepentingan
tangiblel
Frequency Percent | Valid Percent Cumulative
Percent
1 3 3.3 3.3 3.3
2 3 3.3 3.3 6.5
3 26 28.3 28.3 34.8
Valid
4 46 50.0 50.0 84.8
5 14 15.2 15.2 100.0
Total 92 100.0 100.0
tangible2
Frequency Percent Valid Percent Cumulative
Percent
2 2 2.2 2.2 2.2
3 23 25.0 25.0 27.2
Valid 4 37 40.2 40.2 67.4
5 30 32.6 32.6 100.0
Total 92 100.0 100.0
tangible3
Frequency Percent Valid Percent Cumulative
Percent
1 1 1.1 1.1 1.1
2 9 9.8 9.8 10.9
3 31 33.7 33.7 44.6
Valid
4 34 37.0 37.0 81.5
5 17 18.5 18.5 100.0
Total 92 100.0 100.0




reliabilityl

Frequency Percent Valid Percent Cumulative
Percent
1 2 2.2 2.2 2.2
2 12 13.0 13.0 15.2
3 33 35.9 35.9 51.1
Valid
4 32 34.8 34.8 85.9
5 13 14.1 14.1 100.0
Total 92 100.0 100.0
reliability2
Frequency Percent Valid Percent Cumulative
Percent
1 1 1.1 1.1 1.1
2 7 7.6 7.6 8.7
3 34 37.0 37.0 45.7
Valid
4 32 34.8 34.8 80.4
5 18 19.6 19.6 100.0
Total 92 100.0 100.0
reliability3
Frequency Percent Valid Percent Cumulative
Percent
1 1 1.1 1.1 1.1
2 5 5.4 54 6.5
3 27 29.3 29.3 35.9
Valid
4 28 304 30.4 66.3
5 31 337 33.7 100.0
Total 92 100.0 100.0
emphatyl
Frequency Percent Valid Percent Cumulative
Percent
1 1 1.1 1.1 1.1
2 7 7.6 7.6 8.7
3 31 33.7 33.7 42.4
Valid
4 31 337 33.7 76.1
5 22 23.9 23.9 100.0
Total 92 100.0 100.0




emphaty?2

Frequency Percent Valid Percent Cumulative
Percent
1 2 2.2 2.2 2.2
2 11 12.0 12.0 14.1
3 34 37.0 37.0 51.1
Valid
4 34 37.0 37.0 88.0
5 11 12.0 12.0 100.0
Total 92 100.0 100.0
emphaty3
Frequency Percent Valid Percent Cumulative
Percent
1 1 1.1 1.1 1.1
2 10 10.9 10.9 12.0
3 35 38.0 38.0 50.0
Valid
4 34 37.0 37.0 87.0
5 12 13.0 13.0 100.0
Total 92 100.0 100.0
responsivnessl
Frequency Percent Valid Percent Cumulative
Percent
2 11 12.0 12.0 12.0
3 31 337 33.7 45.7
Valid 4 46 50.0 50.0 95.7
5 4 4.3 4.3 100.0
Total 92 100.0 100.0
responsivness?2
Frequency Percent Valid Percent Cumulative
Percent
1 2 2.2 2.2 2.2
2 14 15.2 15.2 17.4
3 38 41.3 41.3 58.7
Valid
4 36 39.1 39.1 97.8
5 2 2.2 2.2 100.0
Total 92 100.0 100.0




responsivness3

Frequency Percent Valid Percent Cumulative
Percent
1 2 2.2 2.2 2.2
2 10 10.9 10.9 13.0
3 43 46.7 46.7 59.8
Valid
4 31 33.7 33.7 93.5
5 6 6.5 6.5 100.0
Total 92 100.0 100.0
ansurancel
Frequency Percent | Valid Percent Cumulative
Percent
2 13 14.1 14.1 14.1
3 36 39.1 39.1 53.3
Valid 4 31 33.7 33.7 87.0
5 12 13.0 13.0 100.0
Total 92 100.0 100.0
ansurance?2
Frequency Percent Valid Percent Cumulative
Percent
2 1 1.1 1.1 1.1
3 27 29.3 29.3 30.4
Valid 4 55 59.8 59.8 90.2
5 9 9.8 9.8 100.0
Total 92 100.0 100.0
ansurance3
Frequency Percent Valid Percent Cumulative
Percent
2 5 5.4 54 54
3 22 23.9 23.9 29.3
Valid 4 38 41.3 41.3 70.7
5 27 29.3 29.3 100.0
Total 92 100.0 100.0




Tingkat Kinerja

tangiblela
Frequency | Percent | Valid Percent Cumulative
Percent
2 1 1.1 1.1 1.1
3 19 20.7 20.7 21.7
Valid 4 36 39.1 39.1 60.9
5 36 39.1 39.1 100.0
Total 92 100.0 100.0
tangible2a
Frequency Percent | Valid Percent Cumulative
Percent
1 2 2.2 2.2 2.2
2 3 3.3 3.3 54
3 19 20.7 20.7 26.1
Valid
4 38 41.3 41.3 67.4
5 30 32.6 32.6 100.0
Total 92 100.0 100.0
tangible3a
Frequency Percent Valid Percent Cumulative
Percent
1 2 2.2 2.2 2.2
3 32 34.8 34.8 37.0
Valid 4 37 40.2 40.2 77.2
5 21 22.8 22.8 100.0
Total 92 100.0 100.0
reliabilityla
Frequency Percent Valid Percent Cumulative
Percent
2 8 8.7 8.7 8.7
3 23 25.0 25.0 33.7
Valid 4 32 34.8 34.8 68.5
5 29 31.5 315 100.0
Total 92 100.0 100.0




reliability2a

Frequency Percent Valid Percent Cumulative
Percent
1 4 4.3 4.3 4.3
2 10 10.9 10.9 15.2
3 31 337 33.7 48.9
Valid
4 38 41.3 41.3 90.2
5 9 9.8 9.8 100.0
Total 92 100.0 100.0
reliability3a
Frequency Percent | Valid Percent Cumulative
Percent
2 2 2.2 2.2 2.2
3 25 27.2 27.2 29.3
Valid 4 45 48.9 48.9 78.3
5 20 21.7 21.7 100.0
Total 92 100.0 100.0
emphatyla
Frequency Percent Valid Percent Cumulative
Percent
2 6 6.5 6.5 6.5
3 30 32.6 32.6 39.1
Valid 4 36 39.1 39.1 78.3
5 20 21.7 21.7 100.0
Total 92 100.0 100.0
emphaty2a
Frequency Percent Valid Percent Cumulative
Percent
2 4 4.3 4.3 4.3
3 18 19.6 19.6 23.9
Valid 4 39 42.4 42.4 66.3
5 31 33.7 33.7 100.0
Total 92 100.0 100.0




emphaty3a

Frequency Percent Valid Percent Cumulative
Percent
2 7 7.6 7.6 7.6
3 30 32.6 32.6 40.2
Valid 4 32 34.8 34.8 75.0
5 23 25.0 25.0 100.0
Total 92 100.0 100.0
responsivnessila
Frequency Percent Valid Percent Cumulative
Percent
1 1 1.1 1.1 1.1
2 4 4.3 4.3 5.4
3 28 304 30.4 35.9
Valid
4 38 41.3 41.3 77.2
5 21 22.8 22.8 100.0
Total 92 100.0 100.0
responsivness2a
Frequency Percent Valid Percent Cumulative
Percent
1 3 3.3 3.3 3.3
2 6 6.5 6.5 9.8
3 40 435 435 53.3
Valid
4 36 39.1 39.1 92.4
5 7 7.6 7.6 100.0
Total 92 100.0 100.0
responsivness3a
Frequency Percent Valid Percent Cumulative
Percent
2 7 7.6 7.6 7.6
3 35 38.0 38.0 45.7
Valid 4 40 435 435 89.1
5 10 10.9 10.9 100.0
Total 92 100.0 100.0




ansurancela

Frequency Percent Valid Percent Cumulative
Percent
2 6 6.5 6.5 6.5
3 28 304 304 37.0
Valid 4 41 44.6 44.6 81.5
5 17 18.5 18.5 100.0
Total 92 100.0 100.0
ansurance2a
Frequency Percent | Valid Percent Cumulative
Percent
1 4 4.3 4.3 4.3
2 10 10.9 10.9 15.2
3 31 337 33.7 48.9
Valid
4 37 40.2 40.2 89.1
5 10 10.9 10.9 100.0
Total 92 100.0 100.0
ansurance3a
Frequency Percent Valid Percent Cumulative
Percent
1 3 3.3 3.3 3.3
2 7 7.6 7.6 10.9
3 38 41.3 41.3 52.2
Valid
4 31 337 33.7 85.9
5 13 141 141 100.0
Total 92 100.0 100.0




4. UJI VALIDITAS

a. Tingkat Kepentingan

Correlations

T1 T2 T3 R1 R2 R3 E1l E2 E3 | RES1 | RES2 | RES3 | A1 A2 A3 KEPENTIN
GAN

Pearson Correlation 1| .027| 306 .175| .354°| .347°| .382"| -130| .026| .093| .027| .306| .175| .339 347 415

Tl  Sig. (1-tailed) 443| 050 .177| .027| .030| .019| .247| .445| .313| .443| 050 .177| .034 .030 011
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 027 1| .083| .083| .378"| .4727| .174| 5267| .317| .400|1.0007| .083| .083| .366 | 472" 666~

T2  Sig. (1-tailed) 443 331| 332 .020( .004| .178| .001| .044| .014| .000| .331| .332| .023 .004 .000
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation .306| .083 1| .374"| .255| .244| .154| -o056| .338"| .253| .083|1.0007| .374°| .324 244 553"

T3  Sig. (1-tailed) 050| .331 021 .087| .097| .208| .384| .034| .089| .331| .000| .021| .040 .097 .001
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 175| .083| .374 1| .067| -126| .115| 307 | .175| .167| .083| .3747|1.0007| .116 -126 423"

R1  Sig. (1-tailed) 77| 332 021 362| 253 .273| .049| .178| .189| .332( .021| .000| .271 253 .010
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 354°| .378°| .255| .067 1| 5817 62| .171| .321°| .148| .378"| 255 .067| .984" 581" 685"

R2  Sig. (1-tailed) .027| .020( .087| .362 000| .196| .183| .042| .217| .020| .087| .362| .000 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 347" | 4727 | 244| -126| 5817 1| .266| .093| 313" .267| .4727| .244| -126| 537 | 1.000" 670"

R3  Sig. (1-tailed) .030| .004| .097| .253| .000 078| 312 .046| .077| .004| .097| .253| .001 .000 .000
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson Correlation 382" .174| .a54| 115| 162|266 1| 191 .as2| 3317 74| .154| 115 167 266 444"

E1  Sig. (1-tailed) 019| .178| 208 .273| .196| .078 A156| 211 037 .178| .208| .273| .190 .078 .007
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30

E2  Pearson Correlation -130| 5267 | -056| .307°| .171| .093| .191 1| .231| .324°| 5267| -056| .307| .190 .093 459"
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**_Correlation is significant at the 0.01 level (1-tailed).

b. Tingkat Kinerja

Correlations

TA1 | TA2 | TA3 | RA1 | RA2 | RA3 | EA1 | EA2 | EA3 | RESAL | RESA2 | RESA3 | AA1 | AA2 | AA3 [ KINERJ
A
Pearson 1| .285| 272 .133| .133| 375 | -109| -.097| .094 332" 287 197| .162| .099| .188| 4307
Correlation
TAL
Sig. (1-tailed) 064| 073 .241| .241| .020| .283| .304| .310 .036 .062 148| .196| .301| .160 .009
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson 285 1| 5057 | .121| .121| .143| 417 121 366 227 274 159 | .348"| .327°| .048| 566
Correlation
A2 Sig. (1-tailed) .064 002| 262 .262| .226| .011| .262| .023 114 071 201| .030| .039| .401 .001
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson 272| 505" 1| .034| .034| 334 .241| .034| .313 329" 317 163| .8837| .4697| .183| .647"
TA3 Correlation
Sig. (1-tailed) .073| .002 429| 429 036 .099| .429| .046 .038 044 194 .000| .004| .166 .000
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson 133|121 .034 1| 1.000"| -006| .367| .8947| .051 202 -.033 090| .127| -092| .365| .453"
Correlation
RAL Sig. (1-tailed) 241 262 .429 .000| .487| .023| .000| .395 143 432 318| .251| .314| .024 .006
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
Pearson 133|121 .034]|1.000" 1| -o06| .367| .8947| .051 202 -.033 09| .127| -092| .365| .453"
Correlation
RA2 Sig. (1-tailed) 241 262 .429| .000 487| 023 .000| .395 143 432 318| .251| .314| .024 .006
N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30
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.007
30
.359

.026
30

.304

.051
30

.857

.000
30
.370

.022
30

o

.703

.000
30

.248

.094
30
131

.245
30
134

.240
30

ke

487

.003
30

404

.013
30
.386

.018
30
.292

.059
30

*k

.608

.000
30

178

173
30
.187

161
30
.187

162
30

412

.012
30

30

ok

483

.003
30
.235

.106
30

*k

.670

.000
30

ok

.483

.003
30

30
.283

.065
30

3

.637

.000
30

.235

.106

30

.283

.065
30

30

.546

.001
30

3

.670

.000
30

.637

.000
30

3

.546

.001
30

30

*, Correlation is significant at the 0.05 level (1-tailed).

**_Correlation is significant at the 0.01 level (1-tailed).




5. Reliabel

Scale;: KEPENTINGAN

Case Processing Summary

N %
Valid 30 100.0
Cases Excluded® 0 .0
Total 30 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's N of ltems

Alpha

.899 15

Scale: KINERJA

Case Processing Summary

N %
Valid 30 100.0
Cases  Excluded® 0 .0
Total 30 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's N of Items

Alpha

.786 15

6. Rata — Rata Tingkat Kepentingan

Jumlah Skor Jawaban

Rata-

Indikator | STP(1) | TP(2) [ CP(3) | P(@4) | SP(5) | Total rata
Tl 8 12 35 28 9 294 3.20

T2 4 5 33 30 20 361 3.92

T3 9 15 31 27 10 290 3.15

R1 7 15 36 24 10 291 3.16

R2 9 12 34 25 12 295 3.36

R3 4 10 35 28 15 316 3.43

El 10 7 31 29 15 308 3.35




E2 9 11 34 27 11 296 3.22
E3 8 12 32 28 12 316 3.43
RES1 8 11 35 30 8 295 3.21
RES2 7 14 37 25 9 291 3.16
RES3 9 10 38 28 7 290 3.39
Al 9 13 35 23 12 308 3.35
A2 7 11 28 35 11 308 3.35
A3 8 10 23 31 20 321 3.49
Total Rata-rata 49.61 3.34
7. Rata — Rata Tingkat Kinerja
Jumlah Skor Jawaban
Rata-
Indikator | STP(1) | TP(2) | CP(3) | P(4) | SP(5) | Total rata
Tl 8 15 38 21 10 286 3.11
T2 7 12 35 24 14 351 3.82
T3 5 13 34 21 19 312 3.39
R1 7 11 39 23 12 298 3.24
R2 4 10 38 31 9 307 3.34
R3 8 14 27 25 18 307 3.34
El 5 18 36 20 13 294 3.20
E2 9 13 38 21 11 288 3.13
E3 6 8 41 25 12 299 3.25
RES1 7 10 39 24 12 300 3.26
RES2 8 13 36 24 11 293 3.18
RES3 8 13 39 20 12 291 3.16
Al 9 12 41 19 11 287 3.12
A2 9 18 35 20 10 280 3.04
A3 8 13 38 23 10 290 3.15
Total Rata-rata 48.73 3.25




8. Diagram kartesius
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