Lampiran 1

KUESIONER

Angket Mengenai Pengaruh Tarif dan Kualitas Layanan Terhadap Kepuasan Pelanggan

Pada Jalur Nugraha Ekakurir (JNE) Agen Semampir Surabaya
Oleh : Dati Rahmah
Lampiran 1
Assalamualaikum wr. wb.

Yang terhormat Bapak/Ibu/Saudara yang terpilih menjadi responden ini. Sebelumnya
perkenalkan saya adalah mahasiswi Universitas Muhammadiyah Surabaya, prodi manajemen.
Sedang melakukan penelitian dengan judul: Pengaruh Tarif dan Kualitas Layanan Terhadap
Kepuasan Pelanggan Pada PT. Jalur Nugraha Ekakurir Agen Semampir Surabaya. Untuk itu saya
mohon bersdia meluangkan waktu untuk mengisi kuesioner ini. Atas perhatiannya saya ucapkan

terimakasih.

Wassalam

Peneliti

Petunjuk pengisian kuesioner:

Berikan jawaban sesuai dengan pendapat Bapak/Ibu/Saudara dari setiap pertanyaan di

bawah ini, dengan memberikan tanda centang (Y ) pada piihan jawaban yang dianggap sesuai.
Pilihan/alternatif jawaban: SS = Sangat Setuju

S =Setuju

R =Ragu-ragu

TS =Tidak Setuju

STS = Sangat Tidak Setuju



Data Responden

1. Usia anda saat ini
a. 13-20 tahun c. 25-30 tahun e. >50 tahun
b. 21-25 tahun d. 31-35 tahun

2. Jenis kelamin

a. Perempuan

b. Laki-laki

3. Pendidikan
a. SD/MI c. SMA/Madrasah Aliyah e. lainnya
b. SMP/MTS d. Perguruan Tinggi

4. Pekerjaan anda saat ini
a. Pelajar/mahasiswa c. PNS/BUMN e. lainnya
b. Wiraswasta d. Pegawai Swasta

5. Penghasilan per bulan:
a. Rp.2000.000 c. Rp. 5000.000 — Rp. 6000.000
b. Rp. 3000.000 — Rp. 4000.000 d.>Rp. 7000.000

Penelitian Tentang Tarif di PT. JNE Agen Semampir

Pernyataan Jawaban

SS |S |R |TS |STS

1. Tarif yang ditawarkan (OKE, REG,
YES) terjangkau oleh pelanggan

2. Tarif yang ditetapkan PT. JNE
disesuaikan dengan jenis pelayanan
yang dibutuhkan (OKE, REG, YES)

3. Tarif layanan ditetapkan sesuai dengan
keinginan pelanggan

4. Pelanggan rutin yang melakukan
transaksi di atas Rp. 100.000,-




mendapatkan potongan tarif sebesar
5%

5. Tarif yang ditetapkan sesuai manfaat

layanan yang diberikan oleh PT. JNE

Penelitian Tentang Kualitas Layanan di PT. JNE Agen Semampir

Pernyataan Jawaban

SS |S R TS | STS

1. Keberangatan kendaraan/alat angkut sesuai

dengan jadwal

2. Karyawan PT. JNE memiliki kemampuan

layanan yang memuaskan

3. Layanan PT. JNE sesuai dengan waktu yang

dijanjikan

4. PT. JNE bersedia menerima complain apabila

terjadi kesalahan yang tidak disengaja

5. Layanan PT. JNE memperhatikan ketetapan

waktu dan keselamatan barang yang dikirim

6. PT.JNE memberikan ganti rugi bila pelanggan
bersedia mengasuransikan barang/paket yang

dikirimkan

7. PT. JNE dalam memberikan informasi yang
lengkap tentang layanan kepada para

pelanggan

8. PT. JNE mengutamakan kejujuran dalam

layanannya kepada pelanggan

9. PT. JNE memberikan perhatian kepada para
pelanggan yakni bersedia mengirim nomor resi

melalui sms sebagai bukti barang telah dikirim

10. PT. JNE menyediakan jam/waktu layanan

lebih panjang dibandingkan perusahaan lain.




Penelitian Tentang Kepuasan Pelanggan di PT. JNE Agen Semampir

Pernyataan Jawaban

SS| S| R | TS | STS

1. Terdapat kesesuaian antara Kinerja
yang dihasilkan PT. JNE dengan

harapan konsumen

2. Kualitas pelayanan yang diberikan PT.

JNE melebihi harapan konsumen

3. Saya akan menggunakan jasa di PT.
JNE

4. Saya akan melakukan pengiriman
kembali di PT. JNE

5. Saya akan menyatakan hal-hal positif

tentang PT. JNE kepada orang lain.

6. Saya akan merekomendasikan kepada
orang lain untuk menggunakan jasa

pengiriman PT. JNE

Surabaya, 5 Juni 2019

Sekian terimakasih

Peneliti



Lampiran 2

Kisi — kisi Instrumen

Pengaruh Tarif dan Kualitas Layanan Terhadap Kepuasan Pelanggan Jalur Nugraha

Ekakurir (JNE) Agen Semampir Surabaya

Variabel Variabel Indikator Item
X Tarif (X1) 1. Keterjangkauan tariff 1
2. Kesesuaian tariff dengan produk 1
2
3. Daya saing tariff .
4. Kesesuaian dengan manfaat produk.
X Kualitas Layanan (Xz) 1. Berwujud (tangible) 2
2. Keandalan (reability) 2
3. Ketanggapan (responsiveness) 2
4. Jaminan dan Kepastian (assurance) 2
5. Empati (empaty) 5
Y Kepuasan Pelanggan (Y) - Kesesuaian harapan 2
- Minat berkunjung kembali 2
- Bersedia merekomendasi 2
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Tabulasi Data Responden
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431 425 414 416 430 2116

Total:
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Hasil Uji Validitas

Correlations

X1.1 X1.2 X1.3 X1.4 X1.5 Total X1
Pearson Correlation 1 449™ .266™ .285" 278" 704"
X1.1 Sig. (2-tailed) .000 .007 .004 .005 .000
N 100 100 100 100 100 100
Pearson Correlation 449” 1 .351" .082 .394" .695™
X1.2 Sig. (2-tailed) .000 .000 417 .000 .000
N 100 100 100 100 100 100
Pearson Correlation .266" .351" 1 .075 .78 .555™
X1.3 Sig. (2-tailed) .007 .000 457 .077 .000
N 100 100 100 100 100 100
Pearson Correlation .285" .082 .075 1 .340" 574"
X1.4 Sig. (2-tailed) .004 417 457 .001 .000
N 100 100 100 100 100 100
Pearson Correlation 278" .394" .178 .340" 1 .695™
X1.5 Sig. (2-tailed) .005 .000 .077 .001 .000
N 100 100 100 100 100 100
Pearson Correlation 704" .695™ .555" 574" .695™ 1
Total_X1  Sig. (2-tailed) .000 .000 .000 .000 .000
N 100 100 100 100 100 100

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




Correlations

Y.l Y.2 Y.3 Y.4 Y.5 Y.6 Total Y
Pearson Correlation 1 .309™ 491" .208" 374" .300™ .654"
Y.l Sig. (2-tailed) .002 .000 .038 .000 .002 .000
N 100 100 100 100 100 100 100
Pearson Correlation .309™ 1 .323" .354" .350" 367" .652™
Y.2 Sig. (2-tailed) .002 .001 .000 .000 .000 .000
N 100 100 100 100 100 100 100
Pearson Correlation 491™ .323" 1 .393" 421" 310" 718"
Y.3 Sig. (2-tailed) .000 .001 .000 .000 .002 .000
N 100 100 100 100 100 100 100
Pearson Correlation .208" .354" .393" 1 466" 497" .689"
Y.4 Sig. (2-tailed) .038 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
Pearson Correlation 374" .350™ 421" 466" 1 482" 749"
Y.5 Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100
Pearson Correlation .300™ 367" .310" 497 482" 1 .695"
Y.6 Sig. (2-tailed) .002 .000 .002 .000 .000 .000
N 100 100 100 100 100 100 100
Pearson Correlation .654™ .652" 718" .689" 749" .695™ 1
Total Y  Sig. (2-tailed) .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100

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

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




Correlations

X2.1 X2.2 X2.3 | X24 | X25 | X2.6 | X2.7 | X2.8 | X2.9 | X2.10 | Total X2
X2.1 Pearson 1 .368™ | .304™ | .186 | .256" | .308™ | .091 | .208" | .214" | .267" .589™
Correlation
Sig. (2-tailed) .000 .002 .064 .010 .002 .368 .038 .033 .007 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.2 Pearson .368™ 1| .235" | .234" | .152 .106 .100 182 | .384™ | .312" .563™
Correlation
Sig. (2-tailed) .000 .018 .019 131 .294 .323 .070 .000 .002 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.3 Pearson .304~ .235" 1|.366™ | .241" | .231" | .210" | .106 | .265" .152 564"
Correlation
Sig. (2-tailed) .002 .018 .000 .016 .021 .036 .294 .008 131 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.4 Pearson .186 .234" | .366™ 1 153 | 3617 | .227° | .214" | .308" .156 .596™
Correlation
Sig. (2-tailed) .064 .019 .000 .128 .000 .023 .033 .002 .120 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.5 Pearson .256" 152 | 2417 | .153 1| -.025 .192 .018 | .307" | .210° .449™
Correlation
Sig. (2-tailed) .010 131 .016 .128 .805 .055 .856 .002 .036 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.6  Pearson .308™ 106 | .231" | .361™ | -.025 1 A74 | 2727 | .169 131 507"
Correlation
Sig. (2-tailed) .002 .294 .021 .000 .805 .083 .006 .093 .194 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.7 Pearson .091 100 | .210° | 227" | .192 174 1]|.371" | .273" | .251" 534"
Correlation
Sig. (2-tailed) .368 .323 .036 .023 .055 .083 .000 .006 .012 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.8 Pearson .208" .182 106 | 214" | .018 | .272™ | .371" 1| .212 .163 .501™
Correlation
Sig. (2-tailed) .038 .070 .294 .033 .856 .006 .000 .035 .106 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.9 Pearson 214" .384™ | .265™ | .308™ | .307" 169 | 273" | 212" 1| .307" .620™
Correlation
Sig. (2-tailed) .033 .000 .008 .002 .002 .093 .006 .035 .002 .000
N 100 100 100 100 100 100 100 100 100 100 100
X2.1 Pearson 267" 312" 152 156 | 210" 131 | 251" | .163 | .307" 1 .539"
0 Correlation
Sig. (2-tailed) .007 .002 131 .120 .036 194 .012 .106 .002 .000
N 100 100 100 100 100 100 100 100 100 100 100
Total Pearson .589™ .563™ | .564" | .596™ | .449™ | 507" | .534™ | .501™ | .620™ | .539™ 1
_X2  Correlation
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
N 100 100 100 100 100 100 100 100 100 100 100

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

*, Correlation is significant at the 0.05 level (2-tailed).
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Hasil Uji Reliabilitas

Tarif (X1)
Cronbach's N of Items
Alpha
.648 5
Kualitas Layanan (X>)
Cronbach's N of Items
Alpha
.738 10
Kepuasan Pelanggan (Y)
Cronbach's N of Items
Alpha
.782 6
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Uji Regresi Linier Berganda

Coefficients?

IModel Unstandardized Coefficients | Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 3.075 2.331 1.319 .190
| Tarif X1 .060 112 .049 .537 .592
Kualitas
493 .067 .672 7.367 .000
Layanan X2
a. Dependent Variable: Kepuasan Pelanggan Y
Uji Koefosien Determinasi (R?)
R Adjusted Std. Error of
Model R Square R the Estimate
a Square
1] .7032 0.494 0.484 1.48124
Uji t ( Parsial)
Coefficients?
IModel Unstandardized Coefficients Standardized T Sig.
Coefficients
B Std. Error Beta
(Constant) 3.075 2.331 1.319 .190
| Tarif X1 .060 112 .049 .537 .592
Kualitas
493 .067 672 7.367 .000
Layanan X2

a. Dependent Variable: Kepuasan Pelanggan Y




Uji F (Simultan)

ANOVA?
Model SSquun;ers df S’\;izrr]e F Sig.
Segressm 207.934 2| 103967| 47385| 000"
1 Residual 212.826 97 2.194
Total 420.76 99
a. Dependent Variable: Kepuasan Pelanggan
b. Predictors: (Constant), Kualitas Layanan, Tarif
Tabel Frekuensi
X1.1
Frequency Percent Valid Percent Cumulative
Percent
R 3 3.0 3.0 3.0
65 65.0 65.0 68.0
Valid
SS 32 32.0 32.0 100.0
Total 100 100.0 100.0
X1.2
Frequency Percent Valid Percent Cumulative
Percent
R 4 4.0 4.0 4.0
S 70 70.0 70.0 74.0
Valid
SS 26 26.0 26.0 100.0
Total 100 100.0 100.0
X1.3
Frequency Percent Valid Percent Cumulative
Percent
R 6 6.0 6.0 6.0
76 76.0 76.0 82.0
Valid
SS 18 18.0 18.0 100.0
Total 100 100.0 100.0




X1.4

Frequency | Percent | Valid Percent Cumulative
Percent
TS 1 1.0 1.0 1.0
R 5 5.0 5.0 6.0
Valid S 70 70.0 70.0 76.0
SS 24 24.0 24.0 100.0
Total 100 100.0 100.0
X1.5
Frequency Percent Valid Percent Cumulative
Percent
TS 1 1.0 1.0 1.0
R 2 2.0 2.0 3.0
Valid S 65 65.0 65.0 68.0
SS 32 32.0 32.0 100.0
Total 100 100.0 100.0
X2.1
Frequency Percent Valid Percent Cumulative
Percent
R 6 6.0 6.0 6.0
68 68.0 68.0 74.0
Valid
SS 26 26.0 26.0 100.0
Total 100 100.0 100.0
X2.2
Frequency Percent Valid Percent Cumulative
Percent
R 6 6.0 6.0 6.0
69 69.0 69.0 75.0
Valid
SS 25 25.0 25.0 100.0
Total 100 100.0 100.0




X2.3

Frequency Percent Valid Percent Cumulative
Percent
R 5 5.0 5.0 5.0
74 74.0 74.0 79.0
Valid
SS 21 21.0 21.0 100.0
Total 100 100.0 100.0
X2.4
Frequency Percent Valid Percent Cumulative
Percent
R 4 4.0 4.0 4.0
59 59.0 59.0 63.0
Valid
SS 37 37.0 37.0 100.0
Total 100 100.0 100.0
X2.5
Frequency Percent Valid Percent Cumulative
Percent
R 2 2.0 2.0 2.0
69 69.0 69.0 71.0
Valid
SS 29 29.0 29.0 100.0
Total 100 100.0 100.0
X2.6
Frequency Percent Valid Percent Cumulative
Percent
R 3 3.0 3.0 3.0
62 62.0 62.0 65.0
Valid
SS 35 35.0 35.0 100.0
Total 100 100.0 100.0




X2.7

Frequency Percent Valid Percent Cumulative
Percent
R 6 6.0 6.0 6.0
S 66 66.0 66.0 72.0
Valid
SS 28 28.0 28.0 100.0
Total 100 100.0 100.0
X2.8
Frequency Percent Valid Percent Cumulative
Percent
R 2 2.0 2.0 2.0
68 68.0 68.0 70.0
Valid
SS 30 30.0 30.0 100.0
Total 100 100.0 100.0
X2.9
Frequency Percent Valid Percent Cumulative
Percent
R 4 4.0 4.0 4.0
S 74 74.0 74.0 78.0
Valid
SS 22 22.0 22.0 100.0
Total 100 100.0 100.0
X2.10
Frequency Percent Valid Percent Cumulative
Percent
R 7 7.0 7.0 7.0
S 72 72.0 72.0 79.0
Valid
SS 21 21.0 21.0 100.0
Total 100 100.0 100.0




Y.l

Frequency Percent Valid Percent Cumulative
Percent
R 5 5.0 5.0 5.0
71 71.0 71.0 76.0
Valid
SS 24 24.0 24.0 100.0
Total 100 100.0 100.0
Y.2
Frequency Percent Valid Percent Cumulative
Percent
R 4 4.0 4.0 4.0
70 70.0 70.0 74.0
Valid
SS 26 26.0 26.0 100.0
Total 100 100.0 100.0
Y.3
Frequency Percent Valid Percent Cumulative
Percent
TS 1 1.0 1.0 1.0
R 4 4.0 4.0 5.0
Valid S 73 73.0 73.0 78.0
SS 22 22.0 22.0 100.0
Total 100 100.0 100.0
Y.4
Frequency Percent Valid Percent Cumulative
Percent
R 2 2.0 2.0 2.0
S 74 74.0 74.0 76.0
Valid
SS 24 24.0 24.0 100.0
Total 100 100.0 100.0




Y.5

Frequency Percent Valid Percent Cumulative
Percent
R 5 5.0 5.0 5.0
68 68.0 68.0 73.0
Valid
SS 27 27.0 27.0 100.0
Total 100 100.0 100.0
Y.6
Frequency Percent Valid Percent Cumulative
Percent
R 3 3.0 3.0 3.0
77 77.0 77.0 80.0
Valid
SS 20 20.0 20.0 100.0
Total 100 100.0 100.0
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