
Lampiran 1 

 

Bandar Lampung,   Januari 2018 

 

Hal :  Permohonan Bantuan Pengisian Kuisioner 

Kepada Yth : 

Bapak/ Ibu 

Di 

Tempat 

 

Dengan Hormat, 

Bersama ini saya sampaikan bahwa saya bermaksud mengadakan penelitian pada 

Konsumen yang menggunakan Smartfren di Bandar Lampung. Penelitian ini dilaksanakan 

dalam rangka penulisan skripsi sebagai salah satu syarat dalam penyelesaian studi pada 

program Sarjana IBI Darmajaya. Konsentrasi Manajemen Pemasaran. Tentang 

“PENGARUH KUALITAS LAYANAN DAN KEPUASAN KONSUMEN 

TERHADAP LOYALITAS KONSUMEN PADA PT SMARTFREN BANDAR 

LAMPUNG”. 

 

Sehubungan dengan maksud di atas, saya mengharapkan bantuan saudara untuk bersedia 

mengisi instrument penelitian ini sesuai dengan pendapat dan pengalaman yang dimiliki. 

Instrumen ini dirancang sedemikian rupa sehingga tidak seorang pun dapat menelusuri 

sumber informasinya. Oleh karena itu saudara diharapkan dapat memberikan jawaban 

sesuai dengan keadaan sesungguhnya, dan jawaban tersebut tidak berpengaruh terhadap 

kondisi saudara. 

 

Bantuan dan partisipasi saudara merupakan sumbangan yang sangat berharga bagi 

terselenggaranya penelitian ilmiah ini. Untuk itu semuanya saya ucapkan terimakasih. 

Hormat Saya 

 



Andre Triguna 

                                                               NPM. 1312110210 

KUESIONER  

 

 

Pertanyaan di bawah ini dalam rangka penelitian skripsi dengan judul : 

PENGARUH KUALITAS LAYANAN DAN KEPUASAN KONSUMEN TERHADAP 

LOYALITAS KONSUMEN PADA PT SMARTFREN BANDAR LAMPUNG 

 

Petunjuk pengisian : 

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

2. Berilah tanda (√) pada salah satu jawaban yang paling benar. 

3. Pertanyaan / pernyataan harus dijawab semua 

 

SS = Sangat Setuju  S = Setuju  CS = Cukup Setuju 

TS = Tidak Setuju  STS = Sangat Tidak Setuju 

 

                                                                                          No. Res :  

 

 

INDENTITAS RESPONDEN 

 

1. Nama Responden : ……………………………………………………… 

2. Tanggal  :  .......................................................................... 

 

3. Usia : .   17 -30 Tahun   41 – 50 Tahun 

       31 –  40 Tahun   > 50 tahun 

 



4. Jenis Kelamin :       Laki – Laki       Perempuan 

 

5. Pekerjaan :        PNS/BUMN 

         Karyawan Swasta 

          Wiraswasta 

         Pelajar 

         DLL …………………….. 

 

Lampiran 2 Jawaban responden 

1.kualitas layanan  

NO P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 
TOTAL 
X1 

1 3 4 3 4 4 4 3 4 3 4 22 

2 5 5 5 5 4 4 5 5 5 5 28 

3 2 4 2 4 5 5 2 4 2 4 22 

4 5 5 5 5 4 4 5 5 5 5 28 

5 3 3 3 3 3 3 3 3 3 3 18 

6 4 4 4 4 4 4 4 4 4 4 24 

7 3 5 3 5 5 5 3 5 3 5 26 

8 3 4 3 4 4 4 3 4 3 4 22 

9 2 2 2 2 3 3 2 2 2 2 14 

10 5 4 5 4 5 5 5 4 5 4 28 

11 3 4 3 4 4 4 3 4 3 4 22 

12 4 3 4 3 4 4 4 3 4 3 22 

13 4 5 4 5 5 5 4 5 4 5 28 

14 4 5 4 5 4 4 4 5 4 5 26 

15 5 5 5 5 5 5 5 5 5 5 30 

16 3 3 3 3 4 4 3 3 3 3 20 

17 4 4 4 4 4 4 4 4 4 4 24 

18 5 4 5 4 5 5 5 4 5 4 28 

19 5 4 5 4 4 4 5 4 5 4 26 

20 4 4 4 4 4 4 4 4 4 4 24 

21 4 4 4 4 5 5 4 4 4 4 26 

22 4 4 4 4 5 5 4 4 4 4 26 

23 4 5 4 5 4 4 4 5 4 5 26 

24 3 4 3 4 4 4 3 4 3 4 22 



25 5 3 5 3 4 4 5 3 5 3 24 

26 4 4 4 4 4 4 4 4 4 4 24 

27 4 3 4 3 4 4 4 3 4 3 22 

28 5 5 3 5 5 4 5 5 3 5 27 

29 4 4 4 4 4 4 4 4 4 4 24 

30 4 4 4 4 3 3 4 4 4 4 22 

31 4 4 5 5 4 4 4 4 5 5 26 

32 3 4 3 4 4 4 3 4 3 4 22 

33 4 4 4 4 5 5 4 4 4 4 26 

34 4 5 4 5 4 4 4 5 4 5 26 

35 4 4 4 4 4 4 4 4 4 4 24 

36 4 4 4 4 4 4 4 4 4 4 24 

37 4 4 5 5 5 5 4 4 5 5 28 

38 4 5 4 5 4 4 4 5 4 5 26 

39 2 4 5 4 4 4 2 4 5 4 23 

40 3 4 4 4 3 3 3 4 4 4 21 

41 4 5 4 5 4 4 4 5 4 5 26 

42 4 4 4 4 5 5 4 4 4 4 26 

43 4 4 4 4 4 4 4 4 4 4 24 

44 5 4 5 4 4 4 5 4 5 4 26 

45 4 4 4 4 3 3 4 4 4 4 22 

46 4 4 4 4 4 4 4 4 4 4 24 

47 5 4 5 4 5 5 5 4 5 4 28 

48 4 3 4 4 4 3 4 3 4 4 22 

49 5 5 5 5 4 4 5 5 5 5 28 

50 4 4 4 4 5 5 4 4 4 4 26 

51 5 5 5 5 4 4 5 5 5 5 28 

52 4 4 4 4 3 3 4 4 4 4 22 

53 4 4 4 4 3 3 4 4 4 4 22 

54 5 4 4 4 4 4 5 4 4 4 25 

55 4 4 4 3 4 4 4 4 4 3 23 

56 2 4 4 4 5 5 2 4 4 4 24 

57 4 5 4 5 4 4 4 5 4 5 26 

58 4 4 4 4 5 5 4 4 4 4 26 

59 3 4 4 4 5 5 3 4 4 4 25 

60 5 4 5 4 5 5 5 4 5 4 28 

61 5 4 5 4 5 5 5 4 5 4 28 

62 4 4 4 4 4 4 4 4 4 4 24 

63 5 4 5 4 4 4 5 4 5 4 26 

64 3 4 4 4 4 3 3 4 4 4 22 

65 4 4 4 4 3 3 4 4 4 4 22 



66 5 4 4 4 4 4 5 4 4 4 25 

67 4 4 4 4 5 5 4 4 4 4 26 

68 2 4 2 4 4 4 2 4 2 4 20 

69 4 4 4 4 4 4 4 4 4 4 24 

70 4 4 4 4 4 4 4 4 4 4 24 

71 3 4 3 4 4 4 3 4 3 4 22 

72 5 5 5 5 4 4 5 5 5 5 28 

73 5 3 5 3 5 5 5 3 5 3 26 

74 5 4 5 4 4 4 5 4 5 4 26 

75 3 3 3 3 4 4 3 3 3 3 20 

76 4 4 4 4 5 5 4 4 4 4 26 

77 4 4 4 4 4 4 4 4 4 4 24 

78 4 5 4 5 4 4 4 5 4 5 26 

79 4 5 4 5 5 5 4 5 4 5 28 

80 4 3 4 3 4 4 4 3 4 3 22 

81 4 5 5 5 5 5 4 5 5 5 29 

82 5 4 5 4 5 5 5 4 5 4 28 

83 4 5 4 5 4 4 4 5 4 5 26 

84 3 4 5 4 4 4 3 4 5 4 24 

85 4 4 4 4 4 4 4 4 4 4 24 

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

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

88 3 5 5 4 4 4 3 5 5 4 25 

89 4 4 4 4 4 4 4 4 4 4 24 

90 2 5 2 5 4 4 2 5 2 5 22 

91 4 5 4 5 4 4 4 5 4 5 26 

92 4 3 4 3 4 4 4 3 4 3 22 

93 5 4 5 4 5 5 5 4 5 4 28 

94 4 5 4 5 5 5 4 5 4 5 28 

95 4 4 4 4 4 4 4 4 4 4 24 

96 4 5 4 5 4 4 4 5 4 5 26 

97 4 4 4 4 4 4 4 4 4 4 24 

98 2 5 2 5 4 4 2 5 2 5 22 

99 4 5 4 5 4 4 4 5 4 5 26 

100 4 3 4 3 4 4 4 3 4 3 22 

 

2. konsumen 

NO Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 
TOTAL 
X2 

1 3 4 3 4 4 4 4 4 5 4 39 



2 5 5 5 5 4 4 4 4 4 4 44 

3 2 4 2 4 5 5 4 4 5 4 39 

4 5 5 5 5 4 4 4 4 4 4 44 

5 3 3 3 3 3 3 4 4 4 4 34 

6 4 4 4 4 4 4 4 4 4 4 40 

7 3 5 3 5 5 5 5 5 5 5 46 

8 3 4 3 4 4 4 4 4 5 4 39 

9 2 2 2 2 3 3 4 4 4 4 30 

10 5 4 5 4 5 5 3 3 5 5 44 

11 3 4 3 4 4 4 4 4 4 4 38 

12 4 3 4 3 4 4 4 4 4 4 38 

13 4 5 4 5 5 5 3 4 4 4 43 

14 4 5 4 5 4 4 4 4 5 5 44 

15 5 5 5 5 5 5 3 3 4 4 44 

16 3 3 3 3 4 4 4 4 4 4 36 

17 4 4 4 4 4 4 3 3 4 3 37 

18 5 4 5 4 5 5 4 4 4 4 44 

19 5 4 5 4 4 4 4 4 4 4 42 

20 4 4 4 4 4 4 4 4 4 4 40 

21 4 4 4 4 5 5 5 5 4 5 45 

22 4 4 4 4 5 5 4 4 4 4 42 

23 4 5 4 5 4 4 4 4 4 4 42 

24 3 4 3 4 4 4 4 4 5 4 39 

25 5 3 5 3 4 4 4 4 3 4 39 

26 4 4 4 4 4 4 4 4 3 4 39 

27 4 3 4 3 4 4 4 4 2 4 36 

28 5 5 3 5 5 4 4 4 4 3 42 

29 4 4 4 4 4 4 3 3 4 3 37 

30 4 4 4 4 3 3 2 2 4 2 32 

31 4 4 5 5 4 4 4 4 4 4 42 

32 3 4 3 4 4 4 5 5 5 5 42 

33 4 4 4 4 5 5 5 5 5 5 46 

34 4 5 4 5 4 4 4 4 4 4 42 

35 4 4 4 4 4 4 4 4 4 4 40 

36 4 4 4 4 4 4 2 2 4 2 34 

37 4 4 5 5 5 5 4 4 4 4 44 

38 4 5 4 5 4 4 4 4 5 4 43 

39 2 4 5 4 4 4 4 4 5 4 40 

40 3 4 4 4 3 3 3 3 4 3 34 

41 4 5 4 5 4 4 5 5 4 5 45 

42 4 4 4 4 5 5 5 5 4 5 45 



43 4 4 4 4 4 4 4 4 5 4 41 

44 5 4 5 4 4 4 4 4 4 4 42 

45 4 4 4 4 3 3 4 4 4 4 38 

46 4 4 4 4 4 4 4 4 4 4 40 

47 5 4 5 4 5 5 4 4 3 4 43 

48 4 3 4 4 4 3 5 5 5 5 42 

49 5 5 5 5 4 4 4 4 3 4 43 

50 4 4 4 4 5 5 5 5 5 5 46 

51 5 5 5 5 4 4 4 4 3 4 43 

52 4 4 4 4 3 3 5 5 4 5 41 

53 4 4 4 4 3 3 4 4 4 4 38 

54 5 4 4 4 4 4 4 4 5 4 42 

55 4 4 4 3 4 4 5 5 4 5 42 

56 2 4 4 4 5 5 4 4 4 4 40 

57 4 5 4 5 4 4 4 4 4 4 42 

58 4 4 4 4 5 5 5 5 4 5 45 

59 3 4 4 4 5 5 5 5 4 5 44 

60 5 4 5 4 5 5 5 5 5 5 48 

61 5 4 5 4 5 5 5 5 4 5 47 

62 4 4 4 4 4 4 4 4 4 4 40 

63 5 4 5 4 4 4 4 4 4 4 42 

64 3 4 4 4 4 3 3 4 4 5 38 

65 4 4 4 4 3 3 3 3 4 5 37 

66 5 4 4 4 4 4 4 4 5 4 42 

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

68 2 4 2 4 4 4 5 5 5 5 40 

69 4 4 4 4 4 4 4 4 4 4 40 

70 4 4 4 4 4 4 4 4 5 4 41 

71 3 4 3 4 4 4 4 4 5 4 39 

72 5 5 5 5 4 4 4 4 4 4 44 

73 5 3 5 3 5 5 5 5 4 5 45 

74 5 4 5 4 4 4 4 4 4 4 42 

75 3 3 3 3 4 4 4 4 5 4 37 

76 4 4 4 4 5 5 5 5 5 5 46 

77 4 4 4 4 4 4 4 4 5 4 41 

78 4 5 4 5 4 4 5 5 5 5 46 

79 4 5 4 5 5 5 4 4 4 4 44 

80 4 3 4 3 4 4 4 4 4 4 38 

81 4 5 5 5 5 5 5 5 4 5 48 

82 5 4 5 4 5 5 4 4 4 4 44 

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



84 3 4 5 4 4 4 5 5 4 5 43 

85 4 4 4 4 4 4 4 4 4 4 40 

86 3 5 5 5 4 4 4 5 5 4 44 

87 3 4 4 4 4 4 3 4 5 4 39 

88 3 5 5 4 4 4 4 4 4 4 41 

89 4 4 4 4 4 4 5 5 4 5 43 

90 2 5 2 5 4 4 4 4 4 4 38 

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

92 4 3 4 3 4 4 4 4 4 4 38 

93 5 4 5 4 5 5 5 5 4 4 46 

94 4 5 4 5 5 5 4 4 4 5 45 

95 4 4 4 4 4 4 4 4 4 4 40 

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

97 5 5 5 5 4 4 4 4 4 3 43 

98 3 5 3 5 5 5 4 4 4 4 42 

99 4 4 4 4 4 4 4 4 4 4 40 

100 4 5 4 5 5 5 3 3 4 4 42 

 

3. loyalitas 

NO R1 R2 R3 R4 R5 R6 R7 R8 R9 R10 
JUMLAH 
Y 

1 4 4 4 4 5 3 4 3 3 4 38 

2 4 4 4 4 5 5 5 3 2 3 39 

3 5 5 4 4 4 2 4 4 4 3 39 

4 4 4 4 4 4 5 4 4 4 4 41 

5 3 3 4 4 4 4 3 3 1 3 32 

6 4 4 4 4 3 4 4 4 3 3 37 

7 5 5 5 5 5 3 5 5 3 2 43 

8 4 4 4 4 5 3 5 4 3 3 39 

9 3 3 4 4 3 2 3 2 5 3 32 

10 5 5 3 3 4 5 5 4 3 5 42 

11 4 4 4 4 4 3 4 4 2 5 38 

12 4 4 4 4 5 4 5 3 1 2 36 

13 5 5 3 4 5 4 5 5 3 4 43 

14 4 4 4 4 5 4 5 5 4 2 41 

15 5 5 3 3 4 5 5 5 5 3 43 

16 4 4 4 4 4 3 5 3 4 2 37 

17 4 4 3 3 3 4 3 4 5 3 36 

18 5 5 4 4 3 5 5 4 3 4 42 

19 4 4 4 4 3 5 5 4 4 4 41 



20 4 4 4 4 4 4 4 4 5 3 40 

21 5 5 5 5 3 4 4 4 4 2 41 

22 5 5 4 4 4 4 5 4 2 2 39 

23 4 4 4 4 5 4 5 5 4 3 42 

24 4 4 4 4 3 3 4 4 4 4 38 

25 4 4 4 4 3 5 4 3 3 3 37 

26 4 4 4 4 4 4 4 4 5 4 41 

27 4 4 4 4 4 4 4 3 5 4 40 

28 5 4 4 4 3 3 3 3 5 3 37 

29 4 4 3 3 5 3 4 3 3 4 36 

30 3 3 2 2 3 4 4 4 4 3 32 

31 4 4 4 4 3 2 3 2 4 4 34 

32 4 4 5 5 3 3 4 4 4 3 39 

33 5 5 5 5 4 4 4 4 4 3 43 

34 4 4 4 4 4 4 5 5 4 4 42 

35 4 4 4 4 4 4 4 4 4 3 39 

36 4 4 2 2 3 4 4 4 5 3 35 

37 5 5 4 4 4 3 3 4 4 2 38 

38 4 4 4 4 5 4 5 5 3 3 41 

39 4 4 4 4 3 5 4 3 4 3 38 

40 3 3 3 3 3 3 4 4 3 5 34 

41 4 4 5 5 5 4 5 4 3 5 44 

42 5 5 5 5 5 5 5 4 3 2 44 

43 4 4 4 4 4 4 5 4 4 4 41 

44 4 4 4 4 3 5 5 5 2 2 38 

45 3 3 4 4 2 5 3 4 4 3 35 

46 4 4 4 4 3 5 3 4 4 2 37 

47 5 5 4 4 5 3 4 5 5 3 43 

48 4 3 5 5 5 3 3 4 4 4 40 

49 4 4 4 4 5 5 5 5 4 4 44 

50 5 5 5 5 4 3 2 4 4 3 40 

51 4 4 4 4 4 3 5 5 5 2 40 

52 3 3 5 5 4 5 3 4 3 2 37 

53 3 3 4 4 3 3 4 4 4 3 35 

54 4 4 4 4 5 3 3 5 3 4 39 

55 4 4 5 5 5 3 3 4 4 3 40 

56 5 5 4 4 3 3 2 2 5 4 37 

57 4 4 4 4 4 4 5 4 3 4 40 

58 5 5 5 5 4 4 3 4 2 3 40 

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

60 5 5 5 5 5 4 4 5 2 3 43 



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

62 4 4 4 4 2 2 4 4 4 3 35 

63 4 4 4 4 4 5 4 5 4 3 41 

64 4 3 3 4 3 4 3 3 3 4 34 

65 3 3 3 3 3 4 4 4 3 3 33 

66 4 4 4 4 3 3 5 5 3 3 38 

67 5 5 5 5 3 3 5 4 4 2 41 

68 4 4 5 5 4 2 3 2 4 3 36 

69 4 4 4 4 4 5 5 4 3 3 40 

70 4 4 4 4 4 3 4 4 3 5 39 

71 4 4 4 4 4 4 5 3 2 5 39 

72 4 4 4 4 5 4 5 5 3 2 40 

73 5 5 5 5 3 4 5 5 4 4 45 

74 4 4 4 4 4 5 5 5 3 2 40 

75 4 4 4 4 3 3 5 3 5 3 38 

76 5 5 5 5 4 4 3 4 4 2 41 

77 4 4 4 4 4 5 5 4 4 3 41 

78 4 4 5 5 5 5 5 4 3 4 44 

79 5 5 4 4 5 4 4 4 2 4 41 

80 4 4 4 4 3 4 4 4 3 3 37 

81 5 5 5 5 3 4 5 4 4 2 42 

82 5 5 4 4 4 4 5 5 3 2 41 

83 4 4 4 4 5 3 4 4 3 3 38 

84 4 4 5 5 4 5 4 3 4 4 42 

85 4 4 4 4 4 4 4 4 2 3 37 

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

87 4 4 3 4 3 3 3 3 3 4 34 

88 4 4 4 4 3 3 4 3 2 3 34 

89 4 4 5 5 4 4 4 4 3 4 41 

90 4 4 4 4 5 2 3 2 5 3 36 

91 4 4 4 4 5 3 4 4 4 3 39 

92 4 4 4 4 3 4 4 4 4 4 39 

93 5 5 5 5 4 4 5 5 4 4 46 

94 5 5 4 4 5 4 4 4 3 3 41 

95 4 4 4 4 4 4 4 4 3 4 39 

96 4 4 4 4 5 3 3 4 3 3 37 

97 5 5 4 4 4 4 5 5 3 2 41 

98 4 4 4 4 5 3 4 4 3 3 38 

99 4 4 5 5 4 5 4 3 4 4 42 

100 4 4 4 4 4 4 4 4 2 3 37 

 



 

 

 

 

 

 

 

Lampiran 3 

Hasil jawaban responden berdasarkan jenis kelamin 

Jenis_Kelamin 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid Pria 67 67.0 67.0 67.0 

Wanita 33 33.0 33.0 100.0 

Total 100 100.0 100.0   

 
 
Lampiran 4 
Hasil jawaban responden berdasarkan pekerjaan 

 
 
 

Pekerjaan 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid PNS/BUMN 
17 17.0 17.0 17.0 

Karyawan 
Swasta 11 11.0 11.0 28.0 

Wiraswasta 
14 14.0 14.0 42.0 

Pelajar 41 41.0 41.0 83.0 

dll 17 17.0 17.0 100.0 

Total 100 100.0 100.0   

 
 

Lampiran 5 
Deskripsi jawaban responden dari kualitas layanan(x1) 

 
 

P1 



  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 7 7.0 7.0 7.0 

3 17 17.0 17.0 24.0 

4 54 54.0 54.0 78.0 

5 22 22.0 22.0 100.0 

Total 100 100.0 100.0   

 
 

 
 
 
 
 

P2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 11 11.0 11.0 12.0 

4 61 61.0 61.0 73.0 

5 27 27.0 27.0 100.0 

Total 100 100.0 100.0   

 
      

P3 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 5 5.0 5.0 5.0 

3 11 11.0 11.0 16.0 

4 58 58.0 58.0 74.0 

5 26 26.0 26.0 100.0 

Total 100 100.0 100.0   

      

      P4 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 11 11.0 11.0 12.0 

4 60 60.0 60.0 72.0 

5 28 28.0 28.0 100.0 

Total 100 100.0 100.0   

      



P5 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3 8 8.0 8.0 8.0 

4 65 65.0 65.0 73.0 

5 27 27.0 27.0 100.0 

Total 100 100.0 100.0   

      P6 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3 10 10.0 10.0 10.0 

4 64 64.0 64.0 74.0 

5 26 26.0 26.0 100.0 

Total 100 100.0 100.0   

      P7 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 7 7.0 7.0 7.0 

3 17 17.0 17.0 24.0 

4 54 54.0 54.0 78.0 

5 22 22.0 22.0 100.0 

Total 100 100.0 100.0   

      P8 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 11 11.0 11.0 12.0 

4 61 61.0 61.0 73.0 

5 27 27.0 27.0 100.0 

Total 100 100.0 100.0   

      P9 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 5 5.0 5.0 5.0 

3 11 11.0 11.0 16.0 

4 58 58.0 58.0 74.0 



5 26 26.0 26.0 100.0 

Total 100 100.0 100.0   

      P10 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 11 11.0 11.0 12.0 

4 60 60.0 60.0 72.0 

5 28 28.0 28.0 100.0 

Total 100 100.0 100.0   

Deskripsi jawaban responden dari konsumen(x2) 
  
 

Q1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 6 6.0 6.0 6.0 

3 18 18.0 18.0 24.0 

4 53 53.0 53.0 77.0 

5 23 23.0 23.0 100.0 

Total 100 100.0 100.0   

      Q2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 10 10.0 10.0 11.0 

4 61 61.0 61.0 72.0 

5 28 28.0 28.0 100.0 

Total 100 100.0 100.0   

      Q3 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 4 4.0 4.0 4.0 

3 12 12.0 12.0 16.0 

4 57 57.0 57.0 73.0 

5 27 27.0 27.0 100.0 

Total 100 100.0 100.0   

      



Q4 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 10 10.0 10.0 11.0 

4 60 60.0 60.0 71.0 

5 29 29.0 29.0 100.0 

Total 100 100.0 100.0   

      Q5 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3 8 8.0 8.0 8.0 

4 63 63.0 63.0 71.0 

5 29 29.0 29.0 100.0 

Total 100 100.0 100.0   

      Q6 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3 10 10.0 10.0 10.0 

4 62 62.0 62.0 72.0 

5 28 28.0 28.0 100.0 

Total 100 100.0 100.0   

      Q7 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 10 10.0 10.0 12.0 

4 65 65.0 65.0 77.0 

5 23 23.0 23.0 100.0 

Total 100 100.0 100.0   

      Q8 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 7 7.0 7.0 9.0 

4 67 67.0 67.0 76.0 



5 24 24.0 24.0 100.0 

Total 100 100.0 100.0   

      Q9 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 5 5.0 5.0 6.0 

4 66 66.0 66.0 72.0 

5 28 28.0 28.0 100.0 

Total 100 100.0 100.0   

      Q10 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 6 6.0 6.0 8.0 

4 65 65.0 65.0 73.0 

5 27 27.0 27.0 100.0 

Total 100 100.0 100.0   

 
 
 

Deskripsi  jawaban responden dari loyalitas(Y) 
 

R1 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3 8 8.0 8.0 8.0 

4 64 64.0 64.0 72.0 

5 28 28.0 28.0 100.0 

Total 100 100.0 100.0   

      R2 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 3 10 10.0 10.0 10.0 

4 63 63.0 63.0 73.0 

5 27 27.0 27.0 100.0 

Total 100 100.0 100.0   

      R3 



  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 9 9.0 9.0 11.0 

4 65 65.0 65.0 76.0 

5 24 24.0 24.0 100.0 

Total 100 100.0 100.0   

      R4 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 6 6.0 6.0 8.0 

4 67 67.0 67.0 75.0 

5 25 25.0 25.0 100.0 

Total 100 100.0 100.0   

      R5 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 30 30.0 30.0 32.0 

4 39 39.0 39.0 71.0 

5 29 29.0 29.0 100.0 

Total 100 100.0 100.0   

      R6 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 6 6.0 6.0 6.0 

3 29 29.0 29.0 35.0 

4 43 43.0 43.0 78.0 

5 22 22.0 22.0 100.0 

Total 100 100.0 100.0   

      R7 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 2 2.0 2.0 2.0 

3 19 19.0 19.0 21.0 



4 42 42.0 42.0 63.0 

5 37 37.0 37.0 100.0 

Total 100 100.0 100.0   

      R8 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 5 5.0 5.0 5.0 

3 19 19.0 19.0 24.0 

4 54 54.0 54.0 78.0 

5 22 22.0 22.0 100.0 

Total 100 100.0 100.0   

      R9 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 1 2 2.0 2.0 2.0 

2 11 11.0 11.0 13.0 

3 35 35.0 35.0 48.0 

4 37 37.0 37.0 85.0 

5 15 15.0 15.0 100.0 

Total 100 100.0 100.0   

      R10 

    Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

Valid 2 19 19.0 19.0 19.0 

  3 44 44.0 44.0 63.0 

  4 31 31.0 31.0 94.0 

  5 6 6.0 6.0 100.0 

  Total 100 100.0 100.0   

 

 

 

 

 

 



 

 

 

 

 

 

LAMPIRAN 7 

Hasil uji validitas kualitas layanan  

 

Correlations 

 P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 Total_

X1 

P1 

Pearson Correlation 1 .367
*
 .456

*
 .548

**
 .389

*
 .053 .375

*
 .296 .407

*
 .199 .624

**
 

Sig. (2-tailed)  .046 .011 .002 .034 .781 .041 .113 .026 .291 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

P2 

Pearson Correlation .367
*
 1 .567

**
 .515

**
 .193 .182 .254 .286 .243 .210 .587

**
 

Sig. (2-tailed) .046  .001 .004 .306 .337 .175 .125 .196 .265 .001 

N 30 30 30 30 30 30 30 30 30 30 30 

P3 

Pearson Correlation 
.456

*
 .567

**
 1 .557

**
 .485

*

*
 

.515
*

*
 

.235 .216 .198 .143 .683
**
 

Sig. (2-tailed) .011 .001  .001 .007 .004 .211 .252 .295 .451 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

P4 

Pearson Correlation 
.548

**
 .515

**
 .557

**
 1 .452

*
 .279 .474

*

*
 

.211 .242 .443
*
 .739

**
 

Sig. (2-tailed) .002 .004 .001  .012 .136 .008 .262 .197 .014 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

P5 

Pearson Correlation 
.389

*
 .193 .485

**
 .452

*
 1 .659

*

*
 

.506
*

*
 

.260 -.016 .377
*
 .704

**
 

Sig. (2-tailed) .034 .306 .007 .012  .000 .004 .165 .934 .040 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

P6 

Pearson Correlation 
.053 .182 .515

**
 .279 .659

*

*
 

1 .405
*
 .132 -.096 .416

*
 .597

**
 

Sig. (2-tailed) .781 .337 .004 .136 .000  .027 .487 .614 .022 .001 

N 30 30 30 30 30 30 30 30 30 30 30 



P7 

Pearson Correlation 
.375

*
 .254 .235 .474

**
 .506

*

*
 

.405
*
 1 .155 .197 .586

*

*
 

.679
**
 

Sig. (2-tailed) .041 .175 .211 .008 .004 .027  .413 .297 .001 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

P8 

Pearson Correlation 
.296 .286 .216 .211 .260 .132 .155 1 .494

*

*
 

.326 .534
**
 

Sig. (2-tailed) .113 .125 .252 .262 .165 .487 .413  .006 .079 .002 

N 30 30 30 30 30 30 30 30 30 30 30 

P9 

Pearson Correlation 
.407

*
 .243 .198 .242 -.016 -.096 .197 .494

*

*
 

1 .253 .454
*
 

Sig. (2-tailed) .026 .196 .295 .197 .934 .614 .297 .006  .178 .012 

N 30 30 30 30 30 30 30 30 30 30 30 

P1

0 

Pearson Correlation 
.199 .210 .143 .443

*
 .377

*
 .416

*
 .586

*

*
 

.326 .253 1 .658
**
 

Sig. (2-tailed) .291 .265 .451 .014 .040 .022 .001 .079 .178  .000 

N 30 30 30 30 30 30 30 30 30 30 30 

Tot

al_

X1 

Pearson Correlation 
.624

**
 .587

**
 .683

**
 .739

**
 .704

*

*
 

.597
*

*
 

.679
*

*
 

.534
*

*
 

.454
*
 .658

*

*
 

1 

Sig. (2-tailed) .000 .001 .000 .000 .000 .001 .000 .002 .012 .000  

N 30 30 30 30 30 30 30 30 30 30 30 

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

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

 

Hasil uji validitas kepuasan konsumen 

 

Correlations 

 Q1 Q2 Q3 Q4 Q5 Q6 Q7 Q8 Q9 Q10 Total

_X2 

Q1 

Pearson Correlation 
1 .284 .141 -.056 .109 -.088 1.00

0
**
 

.284 .141 -.056 .445
*
 

Sig. (2-tailed)  .129 .458 .767 .566 .645 .000 .129 .458 .767 .014 

N 30 30 30 30 30 30 30 30 30 30 30 

Q2 

Pearson Correlation 
.284 1 .166 -.122 -.157 .231 .284 1.00

0
**
 

.166 -.122 .442
*
 

Sig. (2-tailed) .129  .382 .522 .408 .219 .129 .000 .382 .522 .014 

N 30 30 30 30 30 30 30 30 30 30 30 

Q3 Pearson Correlation 
.141 .166 1 .333 .099 .119 .141 .166 1.000

**
 .333 .612

*

*
 



Sig. (2-tailed) .458 .382  .072 .603 .530 .458 .382 .000 .072 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

Q4 

Pearson Correlation 
-.056 -.122 .333 1 .382

*
 .131 -.056 -.122 .333 1.00

0
**
 

.543
*

*
 

Sig. (2-tailed) .767 .522 .072  .037 .489 .767 .522 .072 .000 .002 

N 30 30 30 30 30 30 30 30 30 30 30 

Q5 

Pearson Correlation 
.109 -.157 .099 .382

*
 1 .170 .109 -.157 .099 .382

*
 .546

*

*
 

Sig. (2-tailed) .566 .408 .603 .037  .370 .566 .408 .603 .037 .002 

N 30 30 30 30 30 30 30 30 30 30 30 

Q6 

Pearson Correlation 
-.088 .231 .119 .131 .170 1 -.088 .231 .119 .131 .489

*

*
 

Sig. (2-tailed) .645 .219 .530 .489 .370  .645 .219 .530 .489 .006 

N 30 30 30 30 30 30 30 30 30 30 30 

Q7 

Pearson Correlation 1.000
**
 .284 .141 -.056 .109 -.088 1 .284 .141 -.056 .445

*
 

Sig. (2-tailed) .000 .129 .458 .767 .566 .645  .129 .458 .767 .014 

N 30 30 30 30 30 30 30 30 30 30 30 

Q8 

Pearson Correlation .284 1.000
**
 .166 -.122 -.157 .231 .284 1 .166 -.122 .442

*
 

Sig. (2-tailed) .129 .000 .382 .522 .408 .219 .129  .382 .522 .014 

N 30 30 30 30 30 30 30 30 30 30 30 

Q9 

Pearson Correlation 
.141 .166 1.000

**
 .333 .099 .119 .141 .166 1 .333 .612

*

*
 

Sig. (2-tailed) .458 .382 .000 .072 .603 .530 .458 .382  .072 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

Q1

0 

Pearson Correlation 
-.056 -.122 .333 1.000

**
 .382

*
 .131 -.056 -.122 .333 1 .543

*

*
 

Sig. (2-tailed) .767 .522 .072 .000 .037 .489 .767 .522 .072  .002 

N 30 30 30 30 30 30 30 30 30 30 30 

Tot

al_

X2 

Pearson Correlation 
.445

*
 .442

*
 .612

**
 .543

**
 .546

*

*
 

.489
*

*
 

.445
*
 .442

*
 .612

**
 .543

*

*
 

1 

Sig. (2-tailed) .014 .014 .000 .002 .002 .006 .014 .014 .000 .002  

N 30 30 30 30 30 30 30 30 30 30 30 

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

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

Hasil uji validitas loyalitas 

 

Correlations 

 R1 R2 R3 R4 R5 R6 R7 R8 R9 R10 Total

_Y 



R1 

Pearson Correlation 
1 .231 .324 .191 .273 .231 .322 .191 1.000

**
 .231 .601

*

*
 

Sig. (2-tailed)  .220 .081 .311 .145 .220 .083 .311 .000 .220 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

R2 

Pearson Correlation 
.231 1 .573

**
 .152 .231 1.00

0
**
 

.677
*

*
 

.152 .231 1.00

0
**
 

.785
*

*
 

Sig. (2-tailed) .220  .001 .422 .220 .000 .000 .422 .220 .000 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

R3 

Pearson Correlation 
.324 .573

**
 1 .331 .139 .573

*

*
 

.796
*

*
 

.331 .324 .573
*

*
 

.741
*

*
 

Sig. (2-tailed) .081 .001  .074 .464 .001 .000 .074 .081 .001 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

R4 

Pearson Correlation 
.191 .152 .331 1 .383

*
 .152 .290 1.00

0
**
 

.191 .152 .566
*

*
 

Sig. (2-tailed) .311 .422 .074  .037 .422 .120 .000 .311 .422 .001 

N 30 30 30 30 30 30 30 30 30 30 30 

R5 

Pearson Correlation 
.273 .231 .139 .383

*
 1 .231 .138 .383

*
 .273 .231 .490

*

*
 

Sig. (2-tailed) .145 .220 .464 .037  .220 .467 .037 .145 .220 .006 

N 30 30 30 30 30 30 30 30 30 30 30 

R6 

Pearson Correlation 
.231 1.000

**
 .573

**
 .152 .231 1 .677

*

*
 

.152 .231 1.00

0
**
 

.785
*

*
 

Sig. (2-tailed) .220 .000 .001 .422 .220  .000 .422 .220 .000 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

R7 

Pearson Correlation 
.322 .677

**
 .796

**
 .290 .138 .677

*

*
 

1 .290 .322 .677
*

*
 

.775
*

*
 

Sig. (2-tailed) .083 .000 .000 .120 .467 .000  .120 .083 .000 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

R8 

Pearson Correlation 
.191 .152 .331 1.000

**
 .383

*
 .152 .290 1 .191 .152 .566

*

*
 

Sig. (2-tailed) .311 .422 .074 .000 .037 .422 .120  .311 .422 .001 

N 30 30 30 30 30 30 30 30 30 30 30 

R9 

Pearson Correlation 
1.000

**
 .231 .324 .191 .273 .231 .322 .191 1 .231 .601

*

*
 

Sig. (2-tailed) .000 .220 .081 .311 .145 .220 .083 .311  .220 .000 

N 30 30 30 30 30 30 30 30 30 30 30 

R1

0 

Pearson Correlation 
.231 1.000

**
 .573

**
 .152 .231 1.00

0
**
 

.677
*

*
 

.152 .231 1 .785
*

*
 

Sig. (2-tailed) .220 .000 .001 .422 .220 .000 .000 .422 .220  .000 

N 30 30 30 30 30 30 30 30 30 30 30 



Tot

al_

Y 

Pearson Correlation 
.601

**
 .785

**
 .741

**
 .566

**
 .490

*

*
 

.785
*

*
 

.775
*

*
 

.566
*

*
 

.601
**
 .785

*

*
 

1 

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

N 30 30 30 30 30 30 30 30 30 30 30 

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

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

 
 

 

Lampiran 7 

Hasil uji reliabilitas kualitas layanan 

 

 

Case Processing Summary 

 N % 

Cases 

Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables 

in the procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.754 11 

 

Hasil uji reliabilitas kepuasan konsumen 

 

Case Processing Summary 

 N % 

Cases 

Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 



a. Listwise deletion based on all variables 

in the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.690 11 

 

 

 

Hasil uji reliabilitas loyalitas 

 

 

Case Processing Summary 

 N % 

Cases 

Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables 

in the procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.764 11 

 
 

 

 

 

 

 

 



 

 

 

 

 

 

 

Lampiran 8 

Hasil uji homogen 

Hasil uji kualitas layanan(X1) 

 

Test of Homogeneity of Variances 

Total_Y 

Levene 

Statistic 

df1 df2 Sig. 

.357 12 84 .975 

 

ANOVA 

Total_Y 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Between Groups 668.876 15 44.592 11.205 .000 

Within Groups 334.284 84 3.980   

Total 1003.160 99    

 

Hasil uji kepuasan konsumen (X2) 

 

Test of Homogeneity of Variances 

Total_Y 

Levene 

Statistic 

df1 df2 Sig. 

.824 6 87 .555 



 

 

ANOVA 

Total_Y 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Between Groups 477.067 12 39.756 6.574 .000 

Within Groups 526.093 87 6.047   

Total 1003.160 99    

 

 

Lampiran 9 

Hasil uji linieritas kualitas layanan  (X1) terhadap loyalitas konsumen (Y) 

 

ANOVA Table 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Total_Y * Total_X1 

Between Groups 

(Combined) 477.067 12 39.756 6.574 .000 

Linearity 433.605 1 433.605 71.705 .000 

Deviation from 

Linearity 

43.462 11 3.951 .653 .778 

Within Groups 526.093 87 6.047   

Total 1003.160 99    

 

Kepuasan konsumen (X2) terhadap loyalitas konsumen 

 

ANOVA Table 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

Total_Y * Total_X2 

Between Groups 

(Combined) 668.876 15 44.592 11.205 .000 

Linearity 596.308 1 596.308 149.842 .000 

Deviation from 

Linearity 

72.568 14 5.183 1.303 .223 

Within Groups 334.284 84 3.980   

Total 1003.160 99    

Lampiran 10 



Hasil uji multikolonieritas kualitas layanan(X1) dan kepuasan konsumen (X2) 

 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) 9.426 2.511  3.754 .000   

Total_X1 .131 .131 .108 .999 .321 .355 2.816 

Total_X2 .643 .101 .684 6.339 .000 .355 2.816 

a. Dependent Variable: Total_Y 

 

Lampiran 11 

Hasil analisis regresi linier berganda 

 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) 9.426 2.511  3.754 .000   

Total_X1 .131 .131 .108 .999 .321 .355 2.816 

Total_X2 .643 .101 .684 6.339 .000 .355 2.816 

a. Dependent Variable: Total_Y 

 

Lampiran 12 

Hasil uji koevisien determinasi 

 

Model Summary
b
 

Model R R Square Adjusted R 

Square 

Std. Error 

of the 

Estimate 

1 .774
a
 .599 .590 2.038 

a. Predictors: (Constant), Total_X2, Total_X1 

b. Dependent Variable: Total_Y 

 



 

 

 

 

 

 

 

 

 

 

Lampiran 13 

Hasil uji koevisien regresi kualitas layanan(X1) dan kepuasan konsumen(X2) terhadap loyalist 

konsumen(Y) 

 

Coefficients
a
 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t Sig. Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 

(Constant) 9.426 2.511  3.754 .000   

Total_X1 .131 .131 .108 .999 .321 .355 2.816 

Total_X2 .643 .101 .684 6.339 .000 .355 2.816 

a. Dependent Variable: Total_Y 

 

 

 

Lampiran 14 

Hasil uji F 

 

 

ANOVA
a
 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 Regression 600.448 2 300.224 72.314 .000
b
 



Residual 402.712 97 4.152   

Total 1003.160 99    

a. Dependent Variable: Total_Y 

b. Predictors: (Constant), Total_X2, Total_X1 

 
 


