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Lampiran 2 
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Lampiran 3 

HASIL UJI VALIDITAS 
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Lampiran 4 

HASIL UJI RELIABILITAS 

 
Reliability 
 
[DataSet0]  

 
Scale: RELIABILITAS TANGIBLE (X1) 

 

Case Processing Summary 

 N % 

Cases Valid 40 100,0 

Excluded
a
 0 ,0 

Total 40 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

,760 9 

 

Item Statistics 

 Mean Std. Deviation N 

item1 2,78 ,530 40 

item2 2,68 ,526 40 

item3 2,43 ,675 40 

item5 2,43 ,844 40 

item6 2,55 ,677 40 

item7 2,98 ,530 40 

item8 2,58 ,781 40 

item9 2,70 ,687 40 

skortotal 23,75 4,068 40 
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Reliability 
 
Scale: RELIABILITY (X2) 

 

Case Processing Summary 

 N % 

Cases Valid 40 100,0 

Excluded
a
 0 ,0 

Total 40 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

,783 8 

 

Item Statistics 

 Mean Std. Deviation N 

item10 2,68 ,764 40 

item11 2,50 ,751 40 

item12 2,63 ,807 40 

item13 2,73 ,679 40 

item14 2,85 ,580 40 

item15 2,55 ,597 40 

item16 2,18 ,874 40 

skortotal 18,10 3,795 40 

 

 
Reliability 
 
Scale: RESPONSIVENESS (X3) 

 

Case Processing Summary 

 N % 

Cases Valid 40 100,0 

Excluded
a
 0 ,0 

Total 40 100,0 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's Alpha N of Items 

,799 7 

 

Item Statistics 

 Mean Std. Deviation N 

item17 2,45 ,639 40 

item18 2,28 ,716 40 

item19 2,45 ,639 40 

item20 2,68 ,616 40 

item21 2,60 ,632 40 

item22 2,25 ,776 40 

skortotal 14,70 3,228 40 

 

 
Reliability 
 

[DataSet0]  

 
Scale: ASSURANCE (X4) 

 

Case Processing Summary 

 N % 

Cases Valid 40 100,0 

Excluded
a
 0 ,0 

Total 40 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

,774 10 
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Item Statistics 

 Mean Std. Deviation N 

item23 2,40 ,709 40 

item24 2,75 ,742 40 

item25 2,75 ,670 40 

item26 2,88 ,607 40 

item27 2,70 ,687 40 

item28 2,50 ,679 40 

item29 2,78 ,530 40 

item30 2,63 ,667 40 

item31 2,65 ,662 40 

skortotal 24,03 4,306 40 

 

 
Reliability 
 

[DataSet0]  

 
Scale: EMPHATY (X5) 

 

Case Processing Summary 

 N % 

Cases Valid 40 100,0 

Excluded
a
 0 ,0 

Total 40 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

,792 8 
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Item Statistics 

 Mean Std. Deviation N 

item32 2,60 ,632 40 

item33 2,55 ,714 40 

item34 2,68 ,694 40 

item35 2,58 ,636 40 

item36 2,50 ,641 40 

item37 2,75 ,588 40 

item38 2,63 ,667 40 

skortotal 18,28 3,623 40 

 

 
Reliability 
 
[DataSet0]  

 
Scale: KEPUASAN MAHASISWA (Y) 

 

Case Processing Summary 

 N % 

Cases Valid 40 100,0 

Excluded
a
 0 ,0 

Total 40 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

,733 4 

 

Item Statistics 

 Mean Std. Deviation N 

item39 2,45 ,639 40 

item41 2,63 ,540 40 

item42 2,70 ,516 40 

skortotal 13,35 1,762 40 
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Lampiran 5 

HASIL REGRESI LOGISTIK BINER METODE BACKWARD (WALD) 

 
Logistic Regression 

 

Case Processing Summary 

Unweighted Cases
a
 N Percent 

Selected Cases Included in Analysis 236 100,0 

Missing Cases 0 ,0 

Total 236 100,0 

Unselected Cases 0 ,0 

Total 236 100,0 

a. If weight is in effect, see classification table for the total number of cases. 

 

Dependent Variable Encoding 

Original Value Internal Value 

Tidak Puas 0 

Puas 1 

 
Block 0: Beginning Block 

 

Iteration History
a,b,c

 

Iteration -2 Log likelihood 

Coefficients 

Constant 

Step 0 1 285,352 ,831 

2 285,212 ,883 

3 285,212 ,884 

a. Constant is included in the model. 

b. Initial -2 Log Likelihood: 285,212 

c. Estimation terminated at iteration number 3 because 

parameter estimates changed by less than ,001. 
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Classification Table
a,b

 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 0 KepuasanMahasiswaY Tidak Puas 0 69 ,0 

Puas 0 167 100,0 

Overall Percentage   70,8 

a. Constant is included in the model. 

b. The cut value is ,500 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 0 Constant ,884 ,143 38,146 1 ,000 2,420 

 

Variables not in the Equation 

 Score df Sig. 

Step 0 Variables TangibleX1 59,915 1 ,000 

ReliabilityX2 77,559 1 ,000 

ResponsivenessX3 74,286 1 ,000 

AssuranceX4 69,920 1 ,000 

EmphatyX5 71,708 1 ,000 

Overall Statistics 100,762 5 ,000 
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Block 1: Method = Backward Stepwise (Wald) 

 

Iteration History
a,b,c,d

 

Iteration 

-2 Log 

likelihood 

Coefficients 

Constant 

Tangible 

X1 

Reliability 

X2 

Responsiveness 

X3 

Assurance 

X4 

Emphaty 

X5 

Step 1 1 185,591 -6,095 ,048 ,128 ,064 ,071 ,058 

2 163,458 -10,480 ,109 ,215 ,092 ,110 ,090 

3 159,392 -13,414 ,152 ,278 ,104 ,135 ,110 

4 159,160 -14,329 ,166 ,298 ,106 ,143 ,117 

5 159,159 -14,397 ,167 ,299 ,106 ,144 ,118 

6 159,159 -14,397 ,167 ,299 ,106 ,144 ,118 

Step 2 1 186,497 -6,136 ,060 ,155  ,067 ,078 

2 164,479 -10,536 ,124 ,251  ,107 ,120 

3 160,422 -13,485 ,169 ,316  ,133 ,144 

4 160,190 -14,403 ,184 ,337  ,141 ,152 

5 160,189 -14,470 ,185 ,339  ,142 ,153 

6 160,189 -14,471 ,185 ,339  ,142 ,153 

a. Method: Backward Stepwise (Wald) 

b. Constant is included in the model. 

c. Initial -2 Log Likelihood: 285,212 

d. Estimation terminated at iteration number 6 because parameter estimates changed by less than ,001. 

 

 

Omnibus Tests of Model Coefficients 

 Chi-square df Sig. 

Step 1 Step 126,053 5 ,000 

Block 126,053 5 ,000 

Model 126,053 5 ,000 

Step 2
a
 Step -1,030 1 ,310 

Block 125,023 4 ,000 

Model 125,023 4 ,000 

a. A negative Chi-squares value indicates that the Chi-squares 

value has decreased from the previous step. 
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Model Summary 

Step -2 Log likelihood 

Cox & Snell R 

Square 

Nagelkerke R 

Square 

1 159,159
a
 ,414 ,590 

2 160,189
a
 ,411 ,586 

a. Estimation terminated at iteration number 6 because parameter 

estimates changed by less than ,001. 

 

Hosmer and Lemeshow Test 

Step Chi-square df Sig. 

1 18,879 8 ,016 

2 13,208 8 ,105 

 

Contingency Table for Hosmer and Lemeshow Test 

 

KepuasanMahasiswaY = Tidak Puas KepuasanMahasiswaY = Puas 

Total Observed Expected Observed Expected 

Step 1 1 24 23,035 0 ,965 24 

2 17 17,421 7 6,579 24 

3 11 11,283 13 12,717 24 

4 4 7,623 20 16,377 24 

5 9 4,503 15 19,497 24 

6 2 2,421 22 21,579 24 

7 1 1,371 23 22,629 24 

8 0 ,799 24 23,201 24 

9 0 ,445 24 23,555 24 

10 1 ,098 19 19,902 20 

Step 2 1 24 23,028 0 ,972 24 

2 16 17,155 8 6,845 24 

3 11 11,311 13 12,689 24 

4 5 7,693 19 16,307 24 

5 10 4,624 14 19,376 24 

6 1 2,428 23 21,572 24 

7 1 1,435 24 23,565 25 

8 0 ,818 24 23,182 24 

9 1 ,429 23 23,571 24 

10 0 ,080 19 18,920 19 
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Classification Table
a
 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 1 KepuasanMahasiswaY Tidak Puas 45 24 65,2 

Puas 11 156 93,4 

Overall Percentage   85,2 

Step 2 KepuasanMahasiswaY Tidak Puas 46 23 66,7 

Puas 10 157 94,0 

Overall Percentage   86,0 

a. The cut value is ,500 

 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 1
a
 TangibleX1 ,167 ,093 3,245 1 ,072 1,182 

ReliabilityX2 ,299 ,095 9,930 1 ,002 1,349 

Responsiveness 

X3 
,106 ,105 1,013 1 ,314 1,112 

AssuranceX4 ,144 ,071 4,070 1 ,044 1,154 

EmphatyX5 ,118 ,091 1,666 1 ,197 1,125 

Constant -14,397 2,265 40,398 1 ,000 ,000 

Step 2
a
 TangibleX1 ,185 ,091 4,160 1 ,041 1,203 

ReliabilityX2 ,339 ,086 15,492 1 ,000 1,403 

AssuranceX4 ,142 ,071 3,957 1 ,047 1,152 

EmphatyX5 ,153 ,085 3,260 1 ,071 1,165 

Constant -14,471 2,265 40,815 1 ,000 ,000 

a. Variable(s) entered on step 1: TangibleX1, ReliabilityX2, ResponsivenessX3, AssuranceX4, 

EmphatyX5. 

 

Variables not in the Equation 

 Score df Sig. 

Step 2
a
 Variables ResponsivenessX3 1,026 1 ,311 

Overall Statistics 1,026 1 ,311 

a. Variable(s) removed on step 2: ResponsivenessX3. 
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Lampiran 6 

HASIL UJI PARSIAL 

 
Block 1: Method = Backward Stepwise (Wald) 
 

Omnibus Tests of Model Coefficients 

 Chi-square df Sig. 

Step 1 Step 66,917 1 ,000 

Block 66,917 1 ,000 

Model 66,917 1 ,000 

 

Model Summary 

Step -2 Log likelihood 

Cox & Snell R 

Square 

Nagelkerke R 

Square 

1 218,295
a
 ,247 ,352 

a. Estimation terminated at iteration number 5 because 

parameter estimates changed by less than ,001. 

 

Classification Table
a
 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 1 KepuasanMahasiswaY Tidak Puas 34 35 49,3 

Puas 19 148 88,6 

Overall Percentage   77,1 

a. The cut value is ,500 

 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 1
a
 TangibleX1 ,447 ,068 43,641 1 ,000 1,564 

Constant -8,153 1,355 36,217 1 ,000 ,000 

a. Variable(s) entered on step 1: TangibleX1. 
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Block 1: Method = Backward Stepwise (Wald) 

 

Omnibus Tests of Model Coefficients 

 Chi-square df Sig. 

Step 1 Step 88,036 1 ,000 

Block 88,036 1 ,000 

Model 88,036 1 ,000 

 

Model Summary 

Step -2 Log likelihood 

Cox & Snell R 

Square 

Nagelkerke R 

Square 

1 197,176
a
 ,311 ,444 

a. Estimation terminated at iteration number 5 because 

parameter estimates changed by less than ,001. 

 

Classification Table
a
 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 1 KepuasanMahasiswaY Tidak Puas 31 38 44,9 

Puas 15 152 91,0 

Overall Percentage   77,5 

a. The cut value is ,500 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 1
a
 ReliabilityX2 ,495 ,070 50,613 1 ,000 1,640 

Constant -7,355 1,147 41,111 1 ,000 ,001 

a. Variable(s) entered on step 1: ReliabilityX2. 
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Block 1: Method = Backward Stepwise (Wald) 
 

Omnibus Tests of Model Coefficients 

 Chi-square df Sig. 

Step 1 Step 86,673 1 ,000 

Block 86,673 1 ,000 

Model 86,673 1 ,000 

 

Model Summary 

Step -2 Log likelihood 

Cox & Snell R 

Square 

Nagelkerke R 

Square 

1 198,539
a
 ,307 ,438 

a. Estimation terminated at iteration number 6 because 

parameter estimates changed by less than ,001. 

 

 

Classification Table
a
 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 1 KepuasanMahasiswaY Tidak Puas 38 31 55,1 

Puas 14 153 91,6 

Overall Percentage   80,9 

a. The cut value is ,500 

 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 1
a
 ResponsivenessX3 ,547 ,078 48,798 1 ,000 1,729 

Constant -6,822 1,088 39,298 1 ,000 ,001 

a. Variable(s) entered on step 1: ResponsivenessX3. 
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Block 1: Method = Backward Stepwise (Wald) 
 

Omnibus Tests of Model Coefficients 

 Chi-square df Sig. 

Step 1 Step 83,737 1 ,000 

Block 83,737 1 ,000 

Model 83,737 1 ,000 

 

Model Summary 

Step -2 Log likelihood 

Cox & Snell R 

Square 

Nagelkerke R 

Square 

1 201,475
a
 ,299 ,426 

a. Estimation terminated at iteration number 6 because 

parameter estimates changed by less than ,001. 

 

Classification Table
a
 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 1 KepuasanMahasiswaY Tidak Puas 41 28 59,4 

Puas 9 158 94,6 

Overall Percentage   84,3 

a. The cut value is ,500 

 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 1
a
 AssuranceX4 ,370 ,054 46,443 1 ,000 1,447 

Constant -7,633 1,238 37,991 1 ,000 ,000 

a. Variable(s) entered on step 1: AssuranceX4. 
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Block 1: Method = Backward Stepwise (Wald) 
 

 

 

Omnibus Tests of Model Coefficients 

 Chi-square df Sig. 

Step 1 Step 84,832 1 ,000 

Block 84,832 1 ,000 

Model 84,832 1 ,000 

 

 

Model Summary 

Step -2 Log likelihood 

Cox & Snell R 

Square 

Nagelkerke R 

Square 

1 200,380
a
 ,302 ,431 

a. Estimation terminated at iteration number 6 because 

parameter estimates changed by less than ,001. 

 

 

Classification Table
a
 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 1 KepuasanMahasiswaY Tidak Puas 41 28 59,4 

Puas 16 151 90,4 

Overall Percentage   81,4 

a. The cut value is ,500 

 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 1
a
 EmphatyX5 ,438 ,064 47,174 1 ,000 1,550 

Constant -6,699 1,089 37,816 1 ,000 ,001 

a. Variable(s) entered on step 1: EmphatyX5. 
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Lampiran 7 

REGRESI LOGISTIK BINER MENGGUNAKAN METODE ENTER 

 
Logistic Regression 
 

Case Processing Summary 

Unweighted Cases
a
 N Percent 

Selected Cases Included in Analysis 236 100,0 

Missing Cases 0 ,0 

Total 236 100,0 

Unselected Cases 0 ,0 

Total 236 100,0 

a. If weight is in effect, see classification table for the total number of 

cases. 

 

Dependent Variable Encoding 

Original Value Internal Value 

Tidak Puas 0 

Puas 1 

 
Block 0: Beginning Block 
 

Iteration History
a,b,c

 

Iteration -2 Log likelihood 

Coefficients 

Constant 

Step 0 1 285,352 ,831 

2 285,212 ,883 

3 285,212 ,884 

a. Constant is included in the model. 

b. Initial -2 Log Likelihood: 285,212 

c. Estimation terminated at iteration number 3 

because parameter estimates changed by less than 

,001. 
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Classification Table
a,b

 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 0 KepuasanMahasiswaY Tidak Puas 0 69 ,0 

Puas 0 167 100,0 

Overall Percentage   70,8 

a. Constant is included in the model. 

b. The cut value is ,500 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 0 Constant ,884 ,143 38,146 1 ,000 2,420 

 

Variables not in the Equation 

 Score df Sig. 

Step 0 Variables TangibleX1 59,915 1 ,000 

ReliabilityX2 77,559 1 ,000 

ResponsivenessX3 74,286 1 ,000 

AssuranceX4 69,920 1 ,000 

EmphatyX5 71,708 1 ,000 

Overall Statistics 100,762 5 ,000 
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Block 1: Method = Enter 

 

Iteration History
a,b,c,d

 

Iteration 

-2 Log 

likelihood 

Coefficients 

Constant 

Tangible 

X1 

Reliability 

X2 

Responsiveness

X3 

Assurance 

X4 

Emphaty 

X5 

Step 1 1 185,591 -6,095 ,048 ,128 ,064 ,071 ,058 

2 163,458 -10,480 ,109 ,215 ,092 ,110 ,090 

3 159,392 -13,414 ,152 ,278 ,104 ,135 ,110 

4 159,160 -14,329 ,166 ,298 ,106 ,143 ,117 

5 159,159 -14,397 ,167 ,299 ,106 ,144 ,118 

6 159,159 -14,397 ,167 ,299 ,106 ,144 ,118 

a. Method: Enter 

b. Constant is included in the model. 

c. Initial -2 Log Likelihood: 285,212 

d. Estimation terminated at iteration number 6 because parameter estimates changed by less than ,001. 

 

 

Omnibus Tests of Model Coefficients 

 Chi-square df Sig. 

Step 1 Step 126,053 5 ,000 

Block 126,053 5 ,000 

Model 126,053 5 ,000 

 

 

Model Summary 

Step -2 Log likelihood 

Cox & Snell R 

Square 

Nagelkerke R 

Square 

1 159,159
a
 ,414 ,590 

a. Estimation terminated at iteration number 6 because parameter 

estimates changed by less than ,001. 

 

 

Hosmer and Lemeshow Test 

Step Chi-square df Sig. 

1 18,879 8 ,016 
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Contingency Table for Hosmer and Lemeshow Test 

 

KepuasanMahasiswaY = Tidak 

Puas KepuasanMahasiswaY = Puas 

Total Observed Expected Observed Expected 

Step 1 1 24 23,035 0 ,965 24 

2 17 17,421 7 6,579 24 

3 11 11,283 13 12,717 24 

4 4 7,623 20 16,377 24 

5 9 4,503 15 19,497 24 

6 2 2,421 22 21,579 24 

7 1 1,371 23 22,629 24 

8 0 ,799 24 23,201 24 

9 0 ,445 24 23,555 24 

10 1 ,098 19 19,902 20 

 

 

Classification Table
a
 

 

Observed 

Predicted 

 
KepuasanMahasiswaY Percentage 

Correct 
 

Tidak Puas Puas 

Step 1 KepuasanMahasiswaY Tidak Puas 45 24 65,2 

Puas 11 156 93,4 

Overall Percentage   85,2 

a. The cut value is ,500 

 

 

Variables in the Equation 

 B S.E. Wald df Sig. Exp(B) 

Step 1
a
 TangibleX1 ,167 ,093 3,245 1 ,072 1,182 

ReliabilityX2 ,299 ,095 9,930 1 ,002 1,349 

ResponsivenessX3 ,106 ,105 1,013 1 ,314 1,112 

AssuranceX4 ,144 ,071 4,070 1 ,044 1,154 

EmphatyX5 ,118 ,091 1,666 1 ,197 1,125 

Constant -14,397 2,265 40,398 1 ,000 ,000 

a. Variable(s) entered on step 1: TangibleX1, ReliabilityX2, ResponsivenessX3, AssuranceX4, 

EmphatyX5. 
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Correlation Matrix 

 Constant 

Tangible 

X1 

Reliability 

X2 

Responsiveness

X3 

Assurance 

X4 

Emphaty 

X5 

Step 1 Constant 1,000 -,566 -,351 -,005 -,363 -,031 

TangibleX1 -,566 1,000 -,176 -,176 ,155 -,190 

ReliabilityX2 -,351 -,176 1,000 -,389 -,147 ,241 

ResponsivenessX3 -,005 -,176 -,389 1,000 ,035 -,368 

AssuranceX4 -,363 ,155 -,147 ,035 1,000 -,596 

EmphatyX5 -,031 -,190 ,241 -,368 -,596 1,000 
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Lampiran 8 

 

“KUESIONER PENELITIAN KUALITAS PELAYANAN BIRO ADMINISTRASI 

AKADEMIK DAN KEMAHASISWAAN (BAAK) TERHADAP KEPUASAN 

MAHASISWA FKIP” 

 

Assalamu’alaykum Wr. Wb. 

Segala puji bagi Allah SWT yang senantiasa melimpahkan rahmat dan hidayah-

Nya kepada kita semua. Sholawat serta salam semoga selalu tercurah kepada Rasulullah 

Muhammad SAW beserta keluarga dan para sahabatnya. 

Sehubungan dengan penelitian saya yang berjudul “Regresi Logistik Biner dalam 

Menentukan Pengaruh Kualitas Pelayanan Terhadap Kepuasan Mahasiswa 

Fakultas Keguruan dan Ilmu Pendidikan Universitas Muhammadiyah Surabaya”, 

maka saya mohon kesediaan Saudara/i untuk mengisi kuesioner penelitian ini sesuai 

dengan penilaian Saudara/i. 

Hasil dari penelitian ini adalah sebagai bahan penyusunan skripsi serta sebagai 

masukan kepada pihak Biro Administrasi Akademik dan Kemahasiswaan (BAAK) dalam 

meningkatkan kualitas pelayanan. 

Atas perhatian dan bantuan Saudara/i saya ucapkan terima kasih. 

Wassalamu’alaykum Wr. Wb. 

 Hormat Saya, 

 

Nikie Ramsi Tamnge 

 

 

 

Petunjuk Umum 

a. Kuesioner ini digunakan untuk mengukur pengaruh kualitas pelayanan BAAK 

terhadap kepuasan mahasiswa FKIP Universitas Muhammadiyah Surabaya. 

b. Saudara yang terpilih sebagai responden dimohon untuk mengisi seluruh kuesioner ini 

berdasarkan pengalaman, pengetahuan, persepsi, dan keadaan yang sebenarnya. 

c. Jawaban saudara akan dijamin kerahasiaannya. 

Petunjuk Pengisian 

a. Bacalah dengan teliti petunjuk dan pernyataan/pertanyaan pada kuesioner ini. 

b. Berilah tanda (√) pada salah satu kolom pilihan jawaban yang menurut saudara paling 

tepat. 

c. Setiap pernyataan diharapkan tidak ada yang kosong. 

d. Apabila telah selesai mengisi kuesioner, harap segera dikembalikan. 
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Identitas Responden 

1. Nama responden               :  

2. Jenis kelamin                    :        Laki-laki                     Perempuan 

3. Angkatan                          :        2011                  2012                2013                  2014 

 

4. Jurusan                             :        Pend. Matematika                                       Pend. Biologi 

       Pend. Bahasa Inggris                                  Pend. Guru PAUD 

       Pend. Bahasa dan Sastra Indonesia 

Keterangan Nilai: 

1 = Sangat Tidak Setuju 

2 =  Tidak Setuju 

3 = Setuju 

4 = Sangat Setuju 

No Pernyataan 1 2 3 4 

I. Atribut yang bersifat tangible (X1) 

1. Kondisi ruang kantor yang bersih.     

2. Penataan ruang kantor yang nyaman.     

3. Jumlah loket pelayanan memadai.     

4. Fasilitas komputer pendukung layanan sudah memadai.     

5. Peralatan yang digunakan tampak modern.     

6. Penampilan petugas rapi dan sopan.     

7. Keramahan petugas dalam melayani mahasiswa.     

8. Kesopanan yang ditunjukkan oleh petugas.     

II. Atribut yang bersifat reliability (X2) 

1. Displin waktu pelayanan (jam buka dan tutup).     

2. Proses pelayanan cepat dan tidak berbelit-belit terkait 

dengan kebutuhan mahasiswa. 

    

3. Penyampaian informasi pelayanan yang sesuai dengan 

waktu yang dijanjikan. 

    

4. Petugas dapat menyelesaikan pekerjaan dengan akurat.     

5. Informasi yang diberikan petugas dapat dipertanggung 

jawabkan. 

    

6. Sistem pencatatan yang akurat dan bebas kesalahan.     

7. Sistem jaringan internet pendukung layanan yang 

terkoneksi dengan baik. 
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No Pernyataan 1 2 3 4 

I. Atribut yang bersifat responsiveness (X3) 

1. Ketanggapan petugas dalam merespon keluhan 

mahasiswa. 

    

2. Petugas tetap melayani mahasiswa meskipun sedang sibuk 

dengan tugas yang lain. 

    

3. Toleransi petugas ketika mahasiswa mengalami kesulitan.     

4. Petugas sudah bertanggung jawab dalam memberikan 

pelayanan. 

    

5. Petugas memberikan penyelesaian dengan tepat apabila 

terjadi kesalahan. 

    

6. Petugas segera memperbaiki apabila terjadi gangguan 

sistem pada server internet. 

    

II. Atribut yang bersifat assurance (X4) 

1. Jaminan tidak adanya kesalahan pengerjaan dalam 

menyelesaikan pekerjaan. 

    

2. Petugas memiliki pengalaman kerja yang baik.     

3. Petugas memiliki kemampuan/menguasai bidang 

pekerjaannya. 

    

4. Petugas mampu menjawab pertanyaan mahasiswa.     

5. Petugas memiliki pengetahuan yang luas.     

6. Petugas mudah dihubungi untuk mendapatkan pelayanan.     

7. Petugas yang terpercaya.     

8. Rasa percaya mahasiswa bahwa penyelesaian yang 

dijanjikan segera dipenuhi. 

    

9. Perasaan nyaman mahasiswa sewaktu menerima 

pelayanan dari petugas. 

    

III. Atribut yang bersifat emphaty (X5) 

1. Kesabaran petugas dalam menanggapi keluhan 

mahasiswa. 

    

2. Petugas memahami kebutuhan spesifik mahasiswa.     

3. Petugas memberikan solusi terhadap komplain 

mahasiswa. 

    

4. Pelayanan terhadap mahaiswa tidak diskriminatif.     

5. Perhatian personal dari petugas kepada mahasiswa.     

6. Kemudahan melakukan hubungan komunikasi antara 

petugas dengan mahasiswa. 

    

7. Sikap simpatik petugas ketika mahasiswa mengalami 

kesulitan. 
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No Pernyataan 1 2 3 4 

I. Kepuasan Mahasiswa (Y) 

1. Anda merasa puas dengan fasilitas yang telah diberikan 

oleh BAAK. 

    

2. Anda merasa senang berinteraksi dengan petugas BAAK.     

3. Anda percaya dengan kinerja petugas BAAK.     

Sumber : dikembangkan untuk penelitian ini. 

 

 

Kritik/Saran Terhadap Pelayanan BAAK 

.................................................................................................................................................. 

.................................................................................................................................................. 

.................................................................................................................................................. 

.................................................................................................................................................. 

.................................................................................................................................................. 

.................................................................................................................................................. 

.................................................................................................................................................. 

.................................................................................................................................................. 
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Lampiran 9 
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Lampiran 10 

KRITIK/SARAN RESPONDEN TERHADAP PELAYANAN BAAK 
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