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Lampiran 3. Kuisioner Penelitian 

 
KUSIONER PENELITIAN 

ANALISIS PENGARUH KUALITAS PELAYANAN DAN HARGA TERHADAP 

KEPUASAN PELANGGAN PADA  

BM MOTOR SOPPENG 

Kepada Yth: 

Saudara/ Responden 

Di Tempat 

Dengan Hormat, 

 

Sehubungan dengan penyusunan skripsi pada Departemen Manajemen 

Fakultas Ekonomi dan Bisnis Universitas Hasanuddin yang berjudul : 

“Analisis Pengaruh Kualitas Pelayanan dan Harga Terhadap Kepuasan 

Pelanggan Pada BM Motor Soppeng” 

Saya Kholil Albab memohon kesediaan Saudara/i Rsponden untuk mengisi 

kusioner yang saya ajukan sesuai pengalaman anda setelah merasakan 

pelayanan dari BM Motor Soppeng. Adapun kriteria responden sebagai berikut : 

•  Responden merupakan pelanggan Service Motor BM Motor Soppeng 

• Responden telah melakukan service di BM Motor Soppeng Minimal 3 

kali service motor. 

 

 

Peneliti 

 

                                                                                             Kholil Albab 
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No. Sampel  : 

Identitas Responden 

1. Nama  : 

2. Usia  : tahun 

3. Jenis kelamin  : 

 a. Laki laki 

b. Perempuan 

4. Pekerjaan : 

  

a. Pelajar/Mahasiswa   d. Wirausaha 

b. Pegawai Negeri  e. Pegawai swasta 

c. Ibu Rumah Tangga  f. …………. 

  

Petunjuk pengisian 

Isilah pertanyaan dibawah ini dengan memberi tanda (√) pada alternative 

jawaban yang tersedia pada kolom jawaban 

Adapun makna dari alternated jawaban dimaksud adalah sebagai berikut: 

  

SS = Sangat Setuju CS = Cukup Setuju STS =Sangat Tidak Setuju 

 

 S = Setuju  TS = Tidak Setuju 
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Bukti Fisik Alternative Jawaban 

No Pertanyaan SS S CS TS STS 

1 
Karyawan Honda BM Motor menggunakan 

seragam yang senada saat bekerja. 

     

2 
Honda BM Motor menyediakan fasilitas yang 

Lengkap 

     

3 
Keadaan ruangan Honda BM Motor yang 

bersih dan rapi 

     

4 
Honda BM Motor berada pada lokasi yang 

sangat strategis 

     

5 Sarana dan prasarana yang memadai      

6 
Honda BM Motor memiliki fasilitas fisik sesuai 

dengan jasa yang ditawarkan 

     

 

 

 

Kehandalan Alternative Jawaban 

No Pertanyaan SS S CS TS STS 

1 Saya melihat kayrawanya sangat      

2 Informasi yang diberikan oleh perusahaan akurat      

3 
Karyawan mampu memperbaiki kerusakan pada 

Motor 

     

4 
Adanya perubahan positif pada motor setelah 

Perbaikan 

     

5 
Mekanik mengetahui pengetahuan yang luas 

mengenai kerusakan pada motor 

     

6 Perbaiakan motor selesai dilakukan tepat waktu      
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Jaminan Alternative Jawaban 

No Pertanyaan SS S CS TS STS 

 
1 

Karyawan Honda BM Motor dipercaya mampu 

memperbaiki kerusakan yang dikeluhkan pada 

motor 

     

2 Anda merasa aman saat melakukan transaksi      

3 Terampil dalam memberikan pelayanan      

4 Jaminan keamanan dan kenyamanan      

5 
Memberikan kredibilitas/ kepercayaan berupa 

garansi atas perbaikan 

     

6 
Karyawan Honda BM Motor memiliki nilai 

moral yang tinggi 

     

 

 
 

 

 
 

 

Daya Tanggap Alternative Jawaban 

No Pertanyaan SS S CS TS STS 

1 
Jika ada masalah, pihak honda BM motor 

simpatik dan memberikan kepastian 

     

2 Karyawan mampu merespon keluhan pelanggan      

3 
Karyawan memenuhi permintaan khusus dari 

Pelanggan 

     

4 
Karyawan tepat mengambil tindakan yang tepat 

terkait keluhan pelanggan 

     

5 
Karyawan memberikan informasi yang jelas 

kepada pelanggan 

     

6 Mekanik cepat memahami keluhan pelanggan      
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Empati Alternative Jawaban 

No Pertanyaan SS S CS TS STS 

1 
Honda Bintang Motor dapat memahami kebutuhan 

spesifik pelanggan 

     

2 
Karyawan memberikan perhatian yang penuh 

kepada pelanggan 

     

3 
Honda Bintang Motor memberikan pelayanan 

tanpa memandang status social 

     

4 
Honda Bintang Motor mampu memenuhi keingina 

Pelanggan 

     

5 
Honda Bintang Motor selalu mengutamakan 

kebutuahan pelanggan 

     

6 
Karyawan memberikan pelayanan yang ramah 

kepada pelanggan 

     

 

 

 

             Harga Alternative Jawaban 

No Pertanyaan SS S CS TS STS 

1 
Harga yang diberikan oleh Honda BM 

Motor sudah pas dengan Pelayanan yang diberikan 

     

2 
Harga yang diberikan oleh Honda BM 

Motor sudah pas dengan Kepuasan yang diberikan 

     

3 
Honda BM Motor memiliki kompetetif harga yang 
baik dikalangan pelanggan 
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Kepuasan Pelanggan Alternative Jawaban 

No Pertanyaan SS S CS TS STS 

1 
Saya sering melakukan service motor di Honda 

BM Motor 

     

2 
Saya sering menceritakan pelayanan Honda 

BM Motor ke orang lain 

     

3 
Honda BM Motor memiliki citra yang baik 

dikalangan pelanggan 

     

4 
Saya selalu lebih memi memilih Honda BM 

Motor dibangingkan service motor yang lain 

     

5 
saya merasa keluhan dan kerusakan pada motor 

saya terselesaikan dengan baik 

     

6 
Pelayanan yang diberikan oleh Honda BM 

Motor memuaskan saya 
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LAMPIRAN 4. HASIL OLAH DATA SPSS 

 
1. UJI VALIDITAS  

X1 (BUKTI FISIK) 

 

Correlations 

 X1_1 X1_2 X1_3 X1_4 X1_5 X1_6 X_TOTAL 

X1_1 

Pearson Correlation 1 .005 .095 .049 .140 .222* .510 

Sig. (2-tailed)  .960 .383 .656 .199 .040 .644 

N 86 86 86 86 86 86 86 

X1_2 

Pearson Correlation .005 1 .143 .290** .072 .013 .598** 

Sig. (2-tailed) .960  .188 .007 .508 .905 .000 

N 86 86 86 86 86 86 86 

X1_3 

Pearson Correlation .095 .143 1 .181 .280** -.086 .401** 

Sig. (2-tailed) .383 .188  .096 .009 .429 .000 

N 86 86 86 86 86 86 86 

X1_4 

Pearson Correlation .049 .290** .181 1 .085 -.051 .566** 

Sig. (2-tailed) .656 .007 .096  .436 .642 .000 

N 86 86 86 86 86 86 86 

X1_5 

Pearson Correlation .140 .072 .280** .085 1 .403** .350** 

Sig. (2-tailed) .199 .508 .009 .436  .000 .001 

N 86 86 86 86 86 86 86 

X1_6 

Pearson Correlation .222* .013 .086 .051 .403** 1 .338** 

Sig. (2-tailed) .040 .905 .429 .642 .000  .001 

N 86 86 86 86 86 86 86 

X_TOTAL 

Pearson Correlation .051 .598** .401** .566** .350** .338** 1 

Sig. (2-tailed) .644 .000 .000 .000 .001 .001  

N 86 86 86 86 86 86 86 

*. Correlation is significant at the 0.05 level (2-tailed). 
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X2 (KEHANDALAN) 

 

Correlations 

 X2_1 X2_2 X2_3 X2_4 X2_5 X2_6 X2_TOTAL 

X2_1 

Pearson Correlation 1 -.105 .118 -.001 .247* .182 .353** 

Sig. (2-tailed)  .334 .278 .992 .022 .093 .001 

N 86 86 86 86 86 86 86 

X2_2 

Pearson Correlation -.105 1 .311** .640** .118 -.066 .557** 

Sig. (2-tailed) .334  .004 .000 .280 .547 .000 

N 86 86 86 86 86 86 86 

X2_3 

Pearson Correlation .118 .311** 1 .409** .027 .414** .753** 

Sig. (2-tailed) .278 .004  .000 .808 .000 .000 

N 86 86 86 86 86 86 86 

X2_4 

Pearson Correlation -.001 .640** .409** 1 .167 .247* .731** 

Sig. (2-tailed) .992 .000 .000  .124 .022 .000 

N 86 86 86 86 86 86 86 

X2_5 

Pearson Correlation .247* .118 .027 .167 1 .174 .443** 

Sig. (2-tailed) .022 .280 .808 .124  .109 .000 

N 86 86 86 86 86 86 86 

X2_6 

Pearson Correlation .182 -.066 .414** .247* .174 1 .561** 

Sig. (2-tailed) .093 .547 .000 .022 .109  .000 

N 86 86 86 86 86 86 86 

X2_TOTAL 

Pearson Correlation .353** .557** .753** .731** .443** .561** 1 

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

N 86 86 86 86 86 86 86 

*. Correlation is significant at the 0.05 level (2-tailed). 
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X3 (DAYA TANGGAP) 

 

Correlations 

 X3_1 X3_2 X3_3 X3_4 X3_5 X3_6 X3_TOTAL 

X3_1 

Pearson Correlation 1 .575** .309** .036 -.018 -.280** .562** 

Sig. (2-tailed)  .000 .004 .743 .872 .009 .000 

N 86 86 86 86 86 86 86 

X3_2 

Pearson Correlation .575** 1 .144 -.054 -.575** -.066 .290** 

Sig. (2-tailed) .000  .187 .620 .000 .546 .007 

N 86 86 86 86 86 86 86 

X3_3 

Pearson Correlation .309** .144 1 .043 .039 .158 .610** 

Sig. (2-tailed) .004 .187  .694 .724 .147 .000 

N 86 86 86 86 86 86 86 

X3_4 

Pearson Correlation .036 -.054 .043 1 .456** .279** .602** 

Sig. (2-tailed) .743 .620 .694  .000 .009 .000 

N 86 86 86 86 86 86 86 

X3_5 

Pearson Correlation -.018 -.575** .039 .456** 1 .159 .427** 

Sig. (2-tailed) .872 .000 .724 .000  .144 .000 

N 86 86 86 86 86 86 86 

X3_6 

Pearson Correlation -.280** -.066 .158 .279** .159 1 .395** 

Sig. (2-tailed) .009 .546 .147 .009 .144  .000 

N 86 86 86 86 86 86 86 

X3_TOTAL 

Pearson Correlation .562** .290** .610** .602** .427** .395** 1 

Sig. (2-tailed) .000 .007 .000 .000 .000 .000  

N 86 86 86 86 86 86 86 

*. Correlation is significant at the 0.05 level (2-tailed). 
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X4 (JAMINAN) 

 

Correlations 

 X4_1 X4_2 X4_3 X4_4 X4_5 X4_6 X4_TOTAL 

X4_1 

Pearson Correlation 1 .016 .458** .187 -.149 .196 .532** 

Sig. (2-tailed)  .887 .000 .085 .170 .070 .000 

N 86 86 86 86 86 86 86 

X4_2 

Pearson Correlation .016 1 .138 .277** .132 -.007 .457** 

Sig. (2-tailed) .887  .206 .010 .227 .947 .000 

N 86 86 86 86 86 86 86 

X4_3 

Pearson Correlation .458** .138 1 .183 -.221* .094 .591** 

Sig. (2-tailed) .000 .206  .093 .040 .389 .000 

N 86 86 86 86 86 86 86 

X4_4 

Pearson Correlation .187 .277** .183 1 .185 .237* .595** 

Sig. (2-tailed) .085 .010 .093  .088 .028 .000 

N 86 86 86 86 86 86 86 

X4_5 

Pearson Correlation -.149 .132 -.221* .185 1 .541** .431** 

Sig. (2-tailed) .170 .227 .040 .088  .000 .000 

N 86 86 86 86 86 86 86 

X4_6 

Pearson Correlation .196 -.007 .094 .237* .541** 1 .620** 

Sig. (2-tailed) .070 .947 .389 .028 .000  .000 

N 86 86 86 86 86 86 86 

X4_TOTAL 

Pearson Correlation .532** .457** .591** .595** .431** .620** 1 

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

N 86 86 86 86 86 86 86 

Correlation is significant at the 0.05 level (2-tailed). 
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X5 (EMPATI) 

 

Correlations 

 X5_1 X5_2 X5_3 X5_4 X5_5 X5_6 X5_TOTAL 

X5_1 

Pearson Correlation 1 .203 -.082 -.058 -.044 .135 .369** 

Sig. (2-tailed)  .061 .454 .595 .688 .215 .000 

N 86 86 86 86 86 86 86 

X5_2 

Pearson Correlation .203 1 .471** .065 -.246* -.095 .425** 

Sig. (2-tailed) .061  .000 .551 .022 .386 .000 

N 86 86 86 86 86 86 86 

X5_3 

Pearson Correlation -.082 .471** 1 .282** .427** -.090 .708** 

Sig. (2-tailed) .454 .000  .009 .000 .409 .000 

N 86 86 86 86 86 86 86 

X5_4 

Pearson Correlation -.058 .065 .282** 1 .379** -.290** .522** 

Sig. (2-tailed) .595 .551 .009  .000 .007 .000 

N 86 86 86 86 86 86 86 

X5_5 

Pearson Correlation -.044 -.246* .427** .379** 1 .123 .646** 

Sig. (2-tailed) .688 .022 .000 .000  .258 .000 

N 86 86 86 86 86 86 86 

X5_6 

Pearson Correlation .135 -.095 -.090 -.290** .123 1 .398 

Sig. (2-tailed) .215 .386 .409 .007 .258  .068 

N 86 86 86 86 86 86 86 

X5_TOTAL 

Pearson Correlation .369** .425** .708** .522** .646** .198 1 

Sig. (2-tailed) .000 .000 .000 .000 .000 .068  

N 86 86 86 86 86 86 86 

Correlation is significant at the 0.05 level (2-tailed). 
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X6 HARGA 

 

Correlations 

 X6_1 X6_2 X6_3 X6_TOTAL 

X6_1 

Pearson Correlation 1 .069 .128 .650** 

Sig. (2-tailed)  .529 .241 .000 

N 86 86 86 86 

X6_2 

Pearson Correlation .069 1 .414** .663** 

Sig. (2-tailed) .529  .000 .000 

N 86 86 86 86 

X6_3 

Pearson Correlation .128 .414** 1 .733** 

Sig. (2-tailed) .241 .000  .000 

N 86 86 86 86 

X6_TOTAL 

Pearson Correlation .650** .663** .733** 1 

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

N 86 86 86 86 

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

 

 

 

 

 

 

 

 

 

 

Correlations 

 Y_1 Y_2 Y_3 Y_4 Y_5 Y_6 Y_TOTAL 

Y_1 

Pearson Correlation 1 073 .387** .583** .331** .173 .66 

Sig. (2-tailed)  .505 .000 .000 .002 .110 .545 

N 86 86 86 86 86 86 86 

Y_2 

Pearson Correlation -.073 1 .288** .170 -.054 -.243* .553** 

Sig. (2-tailed) .505  .007 .118 .620 .024 .000 

N 86 86 86 86 86 86 86 

Y_3 

Pearson Correlation -.387** .288** 1 .427** -.137 -.095 .542** 

Sig. (2-tailed) .000 .007  .000 .209 .386 .000 

N 86 86 86 86 86 86 86 

Y_4 

Pearson Correlation -.583** .170 .427** 1 .147 -.455** .26 

Sig. (2-tailed) .000 .118 .000  .176 .000 .056 

N 86 86 86 86 86 86 86 

Y_5 

Pearson Correlation -.331** -.054 -.137 .147 1 -.072 .264* 

Sig. (2-tailed) .002 .620 .209 .176  .508 .014 

N 86 86 86 86 86 86 86 

Y_6 

Pearson Correlation -.173 -.243* -.095 -.455** -.072 1 .25 

Sig. (2-tailed) .110 .024 .386 .000 .508  .349 

N 86 86 86 86 86 86 86 

Y_TOTAL 

Pearson Correlation -.066 .553** .542** .206 .264* .102 1 

Sig. (2-tailed) .545 .000 .000 .056 .014 .349  

N 86 86 86 86 86 86 86 

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

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

X1 (BUKTI FISIK)        X4 (JAMINAN) 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.700 .910 6 

 

X2(KEHANDALAN)       X5 (EMPATI) 

  Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.600 .688 6 

 
X3 (DAYA TANGGAP)       X6 (HARGA) 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.651 .644 6 

 

                                                           KEPUASAN PELANGGAN Y 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.690 .816 6 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.733 .933 6 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

.609 .634 3 

Reliability Statistics 

Cronbach's 

Alphaa 

Cronbach's 

Alpha Based on 

Standardized 

Itemsa 

N of Items 

2.874 1.320 6 
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3. KOEFISIEN DETERMINASI 

 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .839a .703 .681 .418 

a. Predictors: (Constant), H_X6, DT_X3, J_X4, K_X2, BF_X1, E_X5 

 
4. UJI t 

 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 2,610 1.178  .345 .731 

BF_X1 .016 .031 .037 11.016 .002 

K_X2 .017 .022 .054 5.355 .002 

DT_X3 .003 .025 .008 3.123 .003 

J_X4 .077 .023 .228 3.287 .001 

E_X5 .259 .029 .662 8.904 .003 

H_X6 .119 .041 .186 2.892 .002 

a. Dependent Variable: KP_Y 

 
 

 

 

 


