
    

 

 

 

Lampiran 1 : Pengantar Kuesioner 

 

PENGARUH KUALITAS PELAYANAN DAN HARGA TERHADAP 

KEPUASAN PELANGGAN PADA HOTEL TANJUNG KODOK BEACH 

RESORT DI LAMONGAN 

Assalamu’alaikumWr.Wb. 

Dengan hormat, 

Saat ini saya sedang melakukan penelitian untuk penulisan skripsi dalam 

rangka salah satu syarat untuk menyelesaikan studi pada Fakultas Ekonomi Dan 

Bisnis Univesitas Muhammadiyah Surabaya  mengenai : “Pengaruh Kualitas 

Pelayanan dan Harga Terhadap Kepuasan Pelanggan Pada Hotel Tanjung Kodok 

Beach Resort Paciran Lamongan”. 

Sehubung dengan hal tersebut di atas, maka saya memohon dengan sangat 

kepada Bapak/Ibu/Sdr (i) untuk mengisi kuesioner yang telah disediakan. Data 

kuesioner ini akan digabungkan dengan data lain untuk memperoleh hasil yang 

diinginkan dalam penelitian ini. 

Demikian saya sampaikan, atas perhatian dan kesediaan BapakIbu/Sdr (i) terlebih 

dahulu kami ucapkan terimakasih. 

      Hormat saya, 

 



    

 

 

 

Pengaruh Kualitas Pelayanan dan Harga Terhadap Kepuasan 

Pelanggan Pada Hotel Tanjung Kodok Beach Resort (TKBR) Di 

Lamongan 
 

NAMA :………………………………………. 

ALAMAT :……………………………………….. 

 

DATA RESPONDEN 

1. Umur 

 

1. Dibawah 20 tahun 

2. 20 – 29 tahun 

3. 30 – 39 tahun 

4. 40 – 49 tahun 

5. Diatas 49 tahun 

 

2. Jenis kelamin 

 

1. Pria 

2. Wanita 

3. Pekerjaan 

 

Pegawai Negeri 

Pegawai Swasta 

Anggota ABRI/POLRI 

Mahasiswa/pelajar 

Pensiunan 

Wiraswasta 

 

4. Tingkat pendidikan 

 Sekolah Dasar 

 Sekolah Menengah Peratama 

 Sekolah Menengah Atas 

 S1 

 S2 



    

 

 

 

5. Tingkat Pendapatan 

 

1 juta s/d 5 juta 

6 juta s/d 10 juta 

Diatas 10 juta 

 

 

PILIHLAH SALAH SATU JAWABAN PERTANYAAN DI BAWAH INI 

MENYANGKUT HARAPAN ANDA MENGENAI PENGARUH 

KUALITAS PELAYANAN DAN HARGA TERHADAP KEPUASAN 

PELANGGAN PADA HOTEL TANJUNG KODOK BEACH RESORT 

PACIRAN LAMONGAN DENGAN MEMBERIKAN TANDA √ 

(CONTRENG) : 

 

Pilihan jawaban :     Nilai 

 

a. Sangat tidak setuju (STS)  :  1 

b. Tidak setuju (TS)             :  2 

c. Ragu  (R)    :  3 

d. Setuju (S)               :   4 

e. Sangat setuju (SS)               :  5 



    

 

 

 

a. Kualitas Pelayanan (X1) 

No 
Item 

 

Tanggapan Responden 

STS TS R S SS 

Kualitas Pelayanan (X1) 

1 Kemampuan karyawan Hotel Tanjung Kodok 

Beach Resort Lamongan dalam memberikan 

layanan yang dijanjikan dengan segera, akurat 

dan memuaskan  

     

2 Kemampuan karyawan Hotel Tanjung Kodok 

Beach Resort Lamongan dalam membantu para 

konsumen dan memberikan layanan dengan 

tanggap 

     

3 Kemampuan dan pengetahuan karyawan Hotel 

Tanjung Kodok Beach Resort Lamongan dalam 

memberikan keterangan kepada konsumen  

     

4 Karyawan Hotel Tanjung Kodok Beach Resort 

Lamongan memberikan perhatian individu 

kepada setiap konsumennya 

     

5 Hotel Tanjung Kodok Beach Resort Lamongan 

mempunyai fasilitas yang lengkap 

     

Harga (X2) 

6 Harga yang ditawarkan oleh Hotel Tanjung 

Kodok Beach Resort Lamongan terjangkau oleh 

daya beli masyarakat.  

     

7 Harga yang ditawarkan oleh Hotel Tanjung 

Kodok Beach Resort Lamongan lebih murah 

dbandingkan dengan hotel lain di Lamongan  

     

8 Harga yang ditawarkan oleh Hotel Tanjung 

Kodok Beach Resort Lamongan sesuai dengan 

kualitas produk dan kualitas pelayanan yang 

diberikan. 

     

9 Harga yang ditawarkan oleh Hotel Tanjung 

Kodok Beach Resort Lamongan sesuai dengan 

manfaat dan nilai yang diperoleh pelanggan 

     

 

 

 

 

 

 

 

 



    

 

 

 

 

b. Kepuasan Pelanggan  (Y) 
 

No Item 

 

Tanggapan Responden 

STS TS R S SS 

1 Kepuasan yang anda rasakan membuat anda 

akan selalu menginap di Hotel Tanjung 

Kodok Beach Resort Lamongan 

     

2 Anda mempunyai kesan yang positif 

mengenai Hotel Tanjung Kodok Beach 

Resort Lamongan 

     

3 Anda akan merekomendasikan Hotel Tanjung 

Kodok Beach Resort Lamongan kepada 

keluarga dan orang lain 

     

4 Ketika anda bepergian ke Lamongan anda 

akan menyepatkan untuk menginap di Hotel 

Tanjung Kodok Beach Resort Lamongan 

     

 

 

 

                 Lamongan,  Maret 2020 

Pelanggan 

 

 

………………………

…………. 

 

 

 

 

 

 

 

 

 

 



    

 

 

 

Tabulasi 

1. Variabel SERVICE QUALITY (X1) 

Resp 
X1.1 X1.2 X1.3 X1.4 X1.5 Total X1 

 
  

1 4.0 4.0 4.0 4.0 4.0 20.0 
2 3.0 3.0 3.0 3.0 4.0 16.0 
3 3.0 3.0 3.0 3.0 3.0 15.0 
4 3.0 3.0 3.0 3.0 4.0 16.0 
5 5.0 5.0 5.0 5.0 5.0 25.0 
6 3.0 4.0 3.0 4.0 4.0 18.0 
7 4.0 4.0 3.0 3.0 3.0 17.0 
8 4.0 4.0 4.0 4.0 4.0 20.0 
9 3.0 4.0 3.0 4.0 4.0 18.0 
10 3.0 4.0 4.0 4.0 4.0 19.0 
11 3.0 3.0 3.0 3.0 3.0 15.0 
12 5.0 5.0 5.0 5.0 5.0 25.0 
13 3.0 4.0 3.0 4.0 4.0 18.0 
14 4.0 3.0 4.0 4.0 4.0 19.0 
15 3.0 4.0 3.0 4.0 4.0 18.0 
16 4.0 3.0 3.0 4.0 3.0 17.0 
17 4.0 4.0 3.0 4.0 3.0 18.0 
18 4.0 3.0 3.0 4.0 3.0 17.0 
19 4.0 4.0 4.0 4.0 3.0 19.0 
20 4.0 4.0 4.0 4.0 3.0 19.0 
21 4.0 4.0 4.0 4.0 4.0 20.0 
22 4.0 4.0 4.0 4.0 4.0 20.0 
23 3.0 3.0 3.0 3.0 4.0 16.0 
24 4.0 4.0 3.0 3.0 3.0 17.0 
25 3.0 4.0 3.0 3.0 4.0 17.0 
26 3.0 4.0 3.0 4.0 3.0 17.0 
27 4.0 4.0 4.0 4.0 4.0 20.0 
28 3.0 4.0 3.0 4.0 4.0 18.0 
29 2.0 3.0 3.0 3.0 4.0 15.0 
30 3.0 3.0 3.0 3.0 3.0 15.0 
31 3.0 4.0 4.0 4.0 4.0 19.0 
32 5.0 5.0 5.0 5.0 5.0 25.0 
33 3.0 3.0 4.0 3.0 3.0 16.0 
34 3.0 3.0 3.0 3.0 4.0 16.0 
35 4.0 4.0 3.0 4.0 4.0 19.0 
36 2.0 3.0 3.0 4.0 3.0 15.0 
37 4.0 4.0 4.0 4.0 4.0 20.0 
38 5.0 5.0 5.0 5.0 5.0 25.0 
39 3.0 3.0 3.0 3.0 3.0 15.0 



    

 

 

 

40 5.0 4.0 4.0 4.0 4.0 21.0 
41 3.0 3.0 3.0 3.0 3.0 15.0 
42 3.0 4.0 3.0 4.0 3.0 17.0 
43 3.0 3.0 3.0 4.0 4.0 17.0 
44 3.0 3.0 4.0 3.0 4.0 17.0 
45 3.0 3.0 4.0 3.0 4.0 17.0 
46 3.0 4.0 4.0 4.0 4.0 19.0 
47 3.0 3.0 3.0 3.0 3.0 15.0 
48 4.0 3.0 3.0 3.0 4.0 17.0 
49 4.0 3.0 4.0 4.0 4.0 19.0 
50 3.0 3.0 3.0 3.0 3.0 15.0 
51 4.0 3.0 3.0 4.0 4.0 18.0 
52 3.0 4.0 4.0 3.0 3.0 17.0 
53 3.0 4.0 4.0 4.0 3.0 18.0 
54 4.0 4.0 4.0 4.0 4.0 20.0 
55 4.0 4.0 4.0 4.0 4.0 20.0 
56 3.0 3.0 3.0 3.0 4.0 16.0 
57 4.0 4.0 3.0 3.0 3.0 17.0 
58 4.0 4.0 4.0 4.0 4.0 20.0 
59 4.0 4.0 4.0 4.0 4.0 20.0 
60 3.0 3.0 3.0 3.0 4.0 16.0 
61 4.0 4.0 3.0 3.0 3.0 17.0 
62 3.0 4.0 3.0 3.0 4.0 17.0 
63 3.0 4.0 3.0 4.0 3.0 17.0 
64 3.0 3.0 4.0 3.0 4.0 17.0 
65 3.0 4.0 3.0 4.0 4.0 18.0 
66 2.0 3.0 3.0 3.0 4.0 15.0 
67 3.0 3.0 3.0 3.0 3.0 15.0 
68 4.0 4.0 4.0 4.0 4.0 20.0 
69 4.0 4.0 4.0 4.0 4.0 20.0 
70 3.0 3.0 3.0 3.0 4.0 16.0 
71 4.0 4.0 3.0 3.0 3.0 17.0 
72 3.0 4.0 3.0 3.0 4.0 17.0 
73 3.0 4.0 3.0 4.0 3.0 17.0 
74 3.0 3.0 4.0 3.0 4.0 17.0 
75 3.0 4.0 3.0 4.0 4.0 18.0 
76 4.0 4.0 4.0 4.0 4.0 20.0 
77 3.0 4.0 3.0 4.0 4.0 18.0 
78 3.0 4.0 4.0 4.0 4.0 19.0 
79 5.0 5.0 5.0 5.0 5.0 25.0 
80 3.0 3.0 4.0 3.0 3.0 16.0 
81 3.0 3.0 3.0 3.0 4.0 16.0 
82 4.0 4.0 3.0 4.0 4.0 19.0 
83 2.0 3.0 3.0 4.0 3.0 15.0 



    

 

 

 

84 4.0 4.0 4.0 4.0 4.0 20.0 
85 5.0 5.0 5.0 5.0 5.0 25.0 
86 3.0 3.0 3.0 3.0 3.0 15.0 
87 3.0 4.0 3.0 4.0 4.0 18.0 
88 3.0 4.0 3.0 4.0 4.0 18.0 
89 3.0 3.0 3.0 3.0 3.0 15.0 
90 3.0 4.0 3.0 4.0 4.0 18.0 
91 3.0 3.0 3.0 3.0 3.0 15.0 
92 3.0 3.0 3.0 3.0 3.0 15.0 
93 4.0 4.0 3.0 3.0 3.0 17.0 
94 4.0 4.0 4.0 4.0 4.0 20.0 
95 3.0 4.0 3.0 4.0 4.0 18.0 
96 3.0 4.0 4.0 4.0 4.0 19.0 
97 3.0 3.0 3.0 3.0 3.0 15.0 
98 5.0 5.0 5.0 5.0 5.0 25.0 
99 3.0 4.0 3.0 4.0 4.0 18.0 
100 3.0 4.0 3.0 4.0 4.0 18.0 

 

 

  

2. Variabel Harga (X2) 

Resp 
X2.1 X2.2 X2.3 X2.4 X2.5 

Total 

X2 

1 4.0 4.0 4.0 4.0 4.0 16.0 
2 3.2 3.0 3.0 4.0 3.0 13.0 
3 3.0 3.0 3.0 4.0 4.0 14.0 
4 3.2 3.0 3.0 4.0 4.0 14.0 
5 5.0 5.0 5.0 5.0 5.0 20.0 
6 3.6 3.0 3.0 3.0 3.0 12.0 
7 3.4 3.0 3.0 2.0 3.0 11.0 
8 4.0 4.0 4.0 4.0 4.0 16.0 
9 3.6 3.0 3.0 3.0 3.0 12.0 
10 3.8 5.0 4.0 3.0 4.0 16.0 
11 3.0 3.0 3.0 4.0 4.0 14.0 
12 5.0 3.0 3.0 3.0 3.0 12.0 
13 3.6 3.0 3.0 4.0 4.0 14.0 
14 3.8 4.0 4.0 4.0 4.0 16.0 
15 3.6 3.0 3.0 3.0 3.0 12.0 
16 3.4 3.0 3.0 3.0 3.0 12.0 
17 3.6 4.0 4.0 4.0 4.0 16.0 
18 3.4 3.0 3.0 3.0 3.0 12.0 
19 3.8 4.0 4.0 4.0 4.0 16.0 
20 3.8 4.0 4.0 4.0 4.0 16.0 



    

 

 

 

21 4.0 4.0 4.0 4.0 4.0 16.0 
22 4.0 4.0 3.0 3.0 3.0 13.0 
23 3.2 4.0 3.0 3.0 3.0 13.0 
24 3.4 3.0 3.0 4.0 3.0 13.0 
25 3.4 3.0 3.0 4.0 4.0 14.0 
26 3.4 4.0 4.0 4.0 4.0 16.0 
27 4.0 4.0 4.0 4.0 4.0 16.0 
28 3.6 4.0 3.0 3.0 3.0 13.0 
29 3.0 4.0 3.0 3.0 3.0 13.0 
30 3.0 4.0 3.0 4.0 3.0 14.0 
31 3.8 4.0 3.0 3.0 3.0 13.0 
32 5.0 5.0 5.0 5.0 5.0 20.0 
33 3.2 3.0 3.0 3.0 4.0 13.0 
34 3.2 3.0 3.0 3.0 4.0 13.0 
35 3.8 4.0 3.0 4.0 4.0 15.0 
36 3.0 3.0 3.0 3.0 3.0 12.0 
37 4.0 3.0 3.0 3.0 3.0 12.0 
38 5.0 5.0 5.0 5.0 5.0 20.0 
39 3.0 4.0 3.0 3.0 3.0 13.0 
40 4.2 4.0 4.0 4.0 5.0 17.0 
41 3.0 4.0 3.0 4.0 4.0 15.0 
42 3.4 4.0 3.0 4.0 4.0 15.0 
43 3.4 4.0 3.0 4.0 4.0 15.0 
44 3.4 5.0 3.0 3.0 3.0 14.0 
45 3.4 4.0 3.0 4.0 5.0 16.0 
46 3.8 4.0 4.0 4.0 4.0 16.0 
47 3.0 4.0 3.0 4.0 3.0 14.0 
48 3.4 3.0 3.0 4.0 3.0 13.0 
49 3.8 4.0 3.0 4.0 4.0 15.0 
50 3.0 3.0 3.0 4.0 3.0 13.0 
51 3.6 3.0 3.0 4.0 5.0 15.0 
52 3.4 4.0 3.0 3.0 3.0 13.0 
53 3.6 5.0 5.0 5.0 5.0 20.0 
54 4.0 4.0 4.0 4.0 4.0 16.0 
55 4.0 4.0 3.0 3.0 3.0 13.0 
56 3.2 4.0 3.0 3.0 3.0 13.0 
57 3.4 3.0 3.0 4.0 3.0 13.0 
58 4.0 4.0 4.0 4.0 4.0 16.0 
59 4.0 4.0 3.0 3.0 3.0 13.0 
60 3.2 4.0 3.0 3.0 3.0 13.0 
61 3.4 3.0 3.0 4.0 3.0 13.0 
62 3.4 3.0 3.0 4.0 4.0 14.0 
63 3.4 4.0 4.0 4.0 4.0 16.0 
64 3.4 4.0 4.0 4.0 4.0 16.0 



    

 

 

 

65 3.6 4.0 3.0 3.0 3.0 13.0 
66 3.0 4.0 3.0 3.0 3.0 13.0 
67 3.0 4.0 3.0 4.0 3.0 14.0 
68 4.0 4.0 4.0 4.0 4.0 16.0 
69 4.0 4.0 3.0 3.0 3.0 13.0 
70 3.2 4.0 3.0 3.0 3.0 13.0 
71 3.4 3.0 3.0 4.0 3.0 13.0 
72 3.4 3.0 3.0 4.0 4.0 14.0 
73 3.4 4.0 4.0 4.0 4.0 16.0 
74 3.4 4.0 4.0 4.0 4.0 16.0 
75 3.6 4.0 3.0 3.0 3.0 13.0 
76 4.0 4.0 3.0 3.0 3.0 13.0 
77 3.6 4.0 3.0 4.0 3.0 14.0 
78 3.8 4.0 3.0 3.0 3.0 13.0 
79 5.0 3.0 3.0 5.0 4.0 15.0 
80 3.2 4.0 3.0 4.0 4.0 15.0 
81 3.2 4.0 3.0 4.0 4.0 15.0 
82 3.8 4.0 3.0 4.0 4.0 15.0 
83 3.0 3.0 3.0 3.0 3.0 12.0 
84 4.0 3.0 3.0 3.0 3.0 12.0 
85 5.0 5.0 5.0 5.0 5.0 20.0 
86 3.0 4.0 3.0 3.0 3.0 13.0 
87 3.6 4.0 4.0 4.0 5.0 17.0 
88 3.6 4.0 3.0 4.0 4.0 15.0 
89 3.0 3.0 3.0 4.0 4.0 14.0 
90 3.6 3.0 3.0 4.0 4.0 14.0 
91 3.0 5.0 5.0 5.0 5.0 20.0 
92 3.0 3.0 3.0 3.0 3.0 12.0 
93 3.4 3.0 3.0 2.0 3.0 11.0 
94 4.0 4.0 4.0 4.0 4.0 16.0 
95 3.6 3.0 3.0 3.0 3.0 12.0 
96 3.8 3.0 3.0 3.0 2.0 11.0 
97 3.0 3.0 3.0 3.0 3.0 12.0 
98 5.0 5.0 4.0 3.0 4.0 16.0 
99 3.6 3.0 3.0 4.0 4.0 14.0 
100 3.6 3.0 3.0 3.0 3.0 12.0 

 
 
 

3. Variabel Kepuasan Pelanggan (Y) 

Resp 
Y1 Y2 Y3 Y4 Y5 Total Y 

1 4.0 4.0 4.0 4.0 4.0 16.0 
2 3.25 3.0 4.0 3.0 4.0 14.0 



    

 

 

 

3 3.5 3.0 4.0 3.0 4.0 14.0 
4 3.5 3.0 4.0 4.0 4.0 15.0 
5 5.0 5.0 5.0 5.0 5.0 20.0 
6 3.0 3.0 4.0 4.0 3.0 14.0 
7 2.75 3.0 4.0 4.0 3.0 14.0 
8 4.0 3.0 4.0 4.0 5.0 16.0 
9 3.0 3.0 4.0 4.0 3.0 14.0 
10 4.0 3.0 3.0 4.0 3.0 13.0 
11 3.5 3.0 3.0 5.0 4.0 15.0 
12 3.0 5.0 5.0 5.0 5.0 20.0 
13 3.5 3.0 3.0 4.0 4.0 14.0 
14 4.0 3.0 3.0 4.0 4.0 14.0 
15 3.0 3.0 3.0 4.0 4.0 14.0 
16 3.0 4.0 3.0 4.0 4.0 15.0 
17 4.0 4.0 3.0 4.0 4.0 15.0 
18 3.0 4.0 3.0 4.0 4.0 15.0 
19 4.0 3.0 3.0 4.0 4.0 14.0 
20 4.0 3.0 3.0 4.0 4.0 14.0 
21 4.0 3.0 5.0 4.0 4.0 16.0 
22 3.25 4.0 4.0 4.0 4.0 16.0 
23 3.25 3.0 3.0 3.0 4.0 13.0 
24 3.25 3.0 3.0 3.0 4.0 13.0 
25 3.5 3.0 5.0 3.0 4.0 15.0 
26 4.0 3.0 3.0 5.0 4.0 15.0 
27 4.0 4.0 4.0 4.0 4.0 16.0 
28 3.25 3.0 3.0 3.0 4.0 13.0 
29 3.25 4.0 4.0 4.0 4.0 16.0 
30 3.5 3.0 3.0 4.0 5.0 15.0 
31 3.25 3.0 3.0 4.0 4.0 14.0 
32 5.0 5.0 5.0 5.0 5.0 20.0 
33 3.25 3.0 3.0 3.0 3.0 12.0 
34 3.25 3.0 3.0 3.0 3.0 12.0 
35 3.75 4.0 3.0 3.0 3.0 13.0 
36 3.0 4.0 3.0 4.0 4.0 15.0 
37 3.0 4.0 4.0 4.0 2.0 14.0 
38 5.0 5.0 5.0 5.0 5.0 20.0 
39 3.25 4.0 3.0 3.0 3.0 13.0 
40 4.25 4.0 4.0 3.0 3.0 14.0 
41 3.75 4.0 4.0 3.0 3.0 14.0 
42 3.75 4.0 3.0 3.0 3.0 13.0 
43 3.75 4.0 4.0 3.0 4.0 15.0 
44 3.5 4.0 4.0 3.0 4.0 15.0 
45 4.0 4.0 4.0 3.0 4.0 15.0 
46 4.0 4.0 5.0 3.0 4.0 16.0 
47 3.5 4.0 4.0 3.0 4.0 15.0 
48 3.25 4.0 3.0 3.0 3.0 13.0 
49 3.75 4.0 3.0 3.0 3.0 13.0 
50 3.25 4.0 3.0 3.0 3.0 13.0 



    

 

 

 

51 3.75 4.0 3.0 3.0 3.0 13.0 
52 3.25 4.0 3.0 3.0 3.0 13.0 
53 5.0 5.0 5.0 5.0 5.0 20.0 
54 4.0 3.0 5.0 4.0 4.0 16.0 
55 3.25 4.0 4.0 4.0 4.0 16.0 
56 3.25 3.0 3.0 3.0 4.0 13.0 
57 3.25 3.0 3.0 3.0 4.0 13.0 
58 4.0 3.0 5.0 4.0 4.0 16.0 
59 3.25 4.0 4.0 4.0 4.0 16.0 
60 3.25 3.0 3.0 3.0 4.0 13.0 
61 3.25 3.0 3.0 3.0 4.0 13.0 
62 3.5 3.0 5.0 3.0 4.0 15.0 
63 4.0 3.0 3.0 5.0 4.0 15.0 
64 4.0 4.0 4.0 4.0 4.0 16.0 
65 3.25 3.0 3.0 3.0 4.0 13.0 
66 3.25 4.0 4.0 4.0 4.0 16.0 
67 3.5 3.0 3.0 4.0 5.0 15.0 
68 4.0 3.0 5.0 4.0 4.0 16.0 
69 3.25 4.0 4.0 4.0 4.0 16.0 
70 3.25 3.0 3.0 3.0 4.0 13.0 
71 3.25 3.0 3.0 3.0 4.0 13.0 
72 3.5 3.0 5.0 3.0 4.0 15.0 
73 4.0 3.0 3.0 5.0 4.0 15.0 
74 4.0 4.0 4.0 4.0 4.0 16.0 
75 3.25 3.0 3.0 3.0 4.0 13.0 
76 3.25 4.0 4.0 4.0 4.0 16.0 
77 3.5 3.0 3.0 4.0 5.0 15.0 
78 3.25 3.0 3.0 4.0 4.0 14.0 
79 3.75 5.0 5.0 5.0 5.0 20.0 
80 3.75 3.0 3.0 3.0 3.0 12.0 
81 3.75 3.0 3.0 3.0 3.0 12.0 
82 3.75 4.0 3.0 3.0 3.0 13.0 
83 3.0 4.0 3.0 4.0 4.0 15.0 
84 3.0 4.0 4.0 4.0 2.0 14.0 
85 5.0 5.0 5.0 5.0 5.0 20.0 
86 3.25 4.0 3.0 3.0 3.0 13.0 
87 4.25 4.0 4.0 3.0 3.0 14.0 
88 3.75 4.0 4.0 3.0 3.0 14.0 
89 3.5 3.0 4.0 3.0 4.0 14.0 
90 3.5 3.0 4.0 4.0 4.0 15.0 
91 5.0 5.0 5.0 5.0 5.0 20.0 
92 3.0 3.0 4.0 4.0 3.0 14.0 
93 2.75 3.0 4.0 4.0 3.0 14.0 
94 4.0 3.0 4.0 4.0 5.0 16.0 
95 3.0 3.0 4.0 4.0 3.0 14.0 
96 2.75 3.0 3.0 4.0 3.0 13.0 
97 3.0 3.0 3.0 5.0 4.0 15.0 
98 4.0 5.0 5.0 5.0 5.0 20.0 



    

 

 

 

 

 

 

Validitas 

 

Correlations 

  X1.1 X1.2 X1.3 X1.4 X1.5 TOTAL_X1 

X1.1 Pearson Correlation 1 .618** .651** .561** .417** .812** 

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

N 100 100 100 100 100 100 

X1.2 Pearson Correlation .618** 1 .554** .749** .510** .839** 

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

N 100 100 100 100 100 100 

X1.3 Pearson Correlation .651** .554** 1 .601** .571** .831** 

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

N 100 100 100 100 100 100 

X1.4 Pearson Correlation .561** .749** .601** 1 .576** .850** 

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

N 100 100 100 100 100 100 

X1.5 Pearson Correlation .417** .510** .571** .576** 1 .743** 

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

N 100 100 100 100 100 100 

TOTAL_X1 Pearson Correlation .812** .839** .831** .850** .743** 1 

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).     

 
 

 

 

99 3.5 3.0 3.0 4.0 4.0 14.0 
100 3.0 3.0 3.0 4.0 4.0 14.0 



    

 

 

 

 

Correlations 

  X2.1 X2.2 X2.3 X2.4 TOTAL_X2 

X2.1 Pearson Correlation 1 .654** .316** .421** .719** 

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

N 100 100 100 100 100 

X2.2 Pearson Correlation .654** 1 .592** .686** .885** 

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

N 100 100 100 100 100 

X2.3 Pearson Correlation .316** .592** 1 .737** .811** 

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

N 100 100 100 100 100 

X2.4 Pearson Correlation .421** .686** .737** 1 .873** 

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

N 100 100 100 100 100 

TOTAL_X2 Pearson Correlation .719** .885** .811** .873** 1 

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

N 100 100 100 100 100 

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

 

 
 

Correlations 

  Y1.1 Y1.2 Y1.3 Y1.4 TOTAL_Y 

Y1.1 Pearson Correlation 1 .442** .296** .200* .668** 

Sig. (2-tailed)  .000 .003 .046 .000 

N 100 100 100 100 100 

Y1.2 Pearson Correlation .442** 1 .325** .335** .751** 

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

N 100 100 100 100 100 

Y1.3 Pearson Correlation .296** .325** 1 .493** .736** 

Sig. (2-tailed) .003 .001  .000 .000 

N 100 100 100 100 100 



    

 

 

 

Y1.4 Pearson Correlation .200* .335** .493** 1 .705** 

Sig. (2-tailed) .046 .001 .000  .000 

N 100 100 100 100 100 

TOTAL_Y Pearson Correlation .668** .751** .736** .705** 1 

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

N 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).   

 
 

 

Tabel 4.9 

Hasil Uji Validitas 

Variabel Pernyataan Pearson 

Correlation 
r tabel Keterangan 

Kualitas 

pelayanan (X1) 
 

 

X1.1 

X1.2 

X1.3 

X1.4 

X1.5 

0,812 

0,839 

0,831 

0,850 

0,743 

0,195 

0,195 

0,195 

0,195 

0,195 

Valid 

Valid 

Valid 

Valid 

Valid 

Harga (X2) 
 

 

X2.1 

X2.2 

X2.3 

X2.4 

0,719 

0,885 

0,811 

0,873 

0,195 

0,195 

0,195 

0,195 

Valid 

Valid 

Valid 

Valid 

Kepuasan 

pelanggan (Y) 

Y1.1 

Y1.2 

Y1.3 

Y1.4 

0,668 

0,751 

0,736 

0,705 

0,195 

0,195 

0,195 

0,195 

Valid 

Valid 

Valid 

Valid 

 

 

Tabel 4.10 

Hasil Uji Reliabilitas 

Variabel Cronbach Alpha  Keterangan 

Kualitas pelayanan 

Harga 

Kepuasan pelanggan 

0,872 

0,839 

0,682 

Reliabel 

Reliabel 

Reliabel  



    

 

 

 

 

Tabel 4.11 

Hasil Uji Normalitas 

One-Sample Kolmogorov-Smirnov Test 

  Unstandardiz

ed Residual 

N 100 

Kolmogorov-Smirnov Z .740 

Asymp. Sig. (2-tailed) .645 

 

 

 

Tabel 4.12 

Hasil Uji Multikolinieritas 

Variabel 
Collinearity Statistics 

Keterangan 
Tolerance VIF 

Kualitas pelayanan 0,797 1,254 Non Multikolinearitas 

Harga 0,797 1,254 Non Multikolinearitas 

 

Tabel 4.13 

Uji Regresi Berganda 
Coefficientsa 

Model 

Unstandardized Coefficients 
Standardized 
Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) .790 .291  2.717 .008 

X1 .450 .078 .460 5.788 .000 

X2 .361 .076 .379 4.773 .000 

a. Dependent Variable: Y     

Tabel 4.14 

Hasil Uji Koefisien Determinasi & Koefisien Korelasi Berganda 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .716a .512 .502 .35081 

a. Predictors: (Constant), X2, X1  

b. Dependent Variable: Y   



    

 

 

 

 

Tabel 4.15 

Hasil Uji F 

ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 12.524 2 6.262 50.885 .000a 

Residual 11.937 97 .123   

Total 24.462 99    

a. Predictors: (Constant), X2, X1     

b. Dependent Variable: Y     

 

Tabel 4.16 

Hasil Uji t 

Model Beta t Sig. 

Kualitas pelayanan 0,460 5,788 0,.000 

Harga 0,379 4,773 0,000 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



    

 

 

 

 



    

 

 

 

 
 



    

 

 

 

 

 

 

 

 



    

 

 

 



    

 

 

 

 



    

 

 

 

 
 

 



    

 

 

 

 


