
 

90 

 
 

DAFTAR PUSTAKA 

Adnin, R, J., Lubis, N., & Widayanto. 2013. Pengaruh Customer Relationship 

Management Terhadap Loyalitas Pelanggan PT. Nasmoco Pemuda Semarang. 

Diponegoro Journal of Social and Politic of Science. 1-8 

Alfajri, M, R., & Wardhana, A. 2020. Pengaruh Customer Relationship Management 

Terhadap Loyalitas Pelanggan Tiket.com (Survey pada Pengguna Tiket.com di Kota 

Bandung). e-Proceeding of Management. 7(2): 6325-6332.  

Alfarisi, A, M & Mahendra, D. 2021. Rancang Bangun Sistem Informasi Penjualan 

Berbasis Customer Relationship Management (CRM) pada Usaha Mikro Kecil 

Menengah (UMKM) di Kabupaten Jepara. Journal of Information System and 

Computer. Vol 1: 43-48. 

Andreani, F, A., Chandra, F., & Wibisono, B. 2017. Pengaruh Customer Relationship 

Management terhadap Loyalitas Pelanggan Starbucks di Surabaya. Jurnal Hospitality 

dan Manajemen Jasa. 5(1): 84-95. 

Arif, C. 2019. Pengaruh Customer Relationship Management Terhadap Kepuasan 

Pelanggan dan Loyalitas Pelanggan pada Restoran Cepat Saji Burger King dan Pizza 

Hut di Kota Medan. 

Bagasworo, W., & Hardiani, V. 2016. Pengaruh Customer Relationship Management 

dan Experience Quality Terhadap Loyalitas Pelanggan Melalui Kepuasan Pelanggan 

(Studi pada Konsumen di Sisha Café Kemang). Jurnal Ekonomi, Manajemen, dan 

Perbankan. 2(3): 110-118.  

Buttle, Francis. 2007. Customer Relationship Management (Manajemen Hubungan 

Pelanggan). Terjemahan oleh Arief Subiyanto. Malang: Bayu Media Publishing. 

Carissa, A, O. 2013. Penerapan Customer Relationship Management (CRM) Sebagai 

Upaya Untuk Meningkatkan Loyalitas Pelanggan. 

Dewi Shinta Kurnia & Agus Sudaryanto. 2020. Validitas dan Reabilitas Kuesioner 

Pengetahuan, Sikap dan Perilaku Pencegahan Demam Berdarah. Prosiding Seminar 

Nasional Keperawatan Universitas Muhammadiyah Surakarta: 73-79. 

Dewi, A, B, C., & Samuel, H. 2015. Pengaruh Customer Relationship Management 

(CRM) Terhadap Customer Satisfaction dan Customer Loyalty pada Pelanggan Sushi 

Tei Surabaya. Jurnal Manajemen Pemasaran Petra. 3(1): 1-9. 



 

91 

 
 

Dyantina, O., Afrina, M., & Ibrahim, A. 2012. Penerapan Customer Relationship 

Management (CRM) Berbasis Web (Studi Kasus Pada Sistem Informasi Pemasaran di 

Toko YEN-YEN). Jurnal Sistem Informasi. 4(2): 516-529. 

Fajri, M, R., & Wardhana, A. 2020. Pengaruh Customer Relationship Management 

(CRM) Terhadap Loyalitas Pelanggan Tiket.com (Survey pada Pengguna Tiket.com di 

Kota Bandung). e-Proceding of Management. 7(2): 6325-6332. 

Ghozali, I. 2016. Aplikasi Analisis Multivariete Dengan Program IBM SPSS 23. Edisi 

8. Semarang: Badan Penerbit Universitas Diponegoro.  

Ghozali, Imam. 2018. Aplikasi Analisis Multivariate dengan Program IBM SPSS 25. 

Badan Penerbit Universitas Diponegoro: Semarang.  

Griffin, Jill. 2002. Customer Loyalty. Erlangga: Jakarta 

Hair,J.F., Anderson, R.E., Tatham, R.L., and black W.C. 1998. Multivariate Data 

Analysis, 5thed., Upper Sadlle River, New Jersey: Prentice Hall.  

Hassan, R. S., Nawaz, A., Lashari, M. N., & Zafar, F. 2015. Effect of Customer 

Relationship Management on Customer Satisfaction. Procedia Economics and 

Finance, 23, 563–567.  

Husodo, W, R. 2015. Pengaruh Kepuasan Terhadap Loyalitas Pelanggan Pada Obyek 

Wisata Dumilah Water Park Madiun. Jurnal Ilmiah Ekonomi dan Pembelajarannya. 

3(2): 176-190 

Imasari, K., & Nursalin, K, K. 2011. Pengaruh Customer Relationship Management 

Terhadap Loyalitas Pelanggan Pada PT BCA Tbk. Fokus Ekonomi (FE). 10(3): 183-

192. 

Juanamasta, I. G, et al. 2019. The role of customer service through customer 

relationship management (CRM) to increase customer loyalty and good image. 

International Journal of Scientific and Technology Research. 8.10: 2004-2007. 

Karim, Deranis, Jantje L. Sepang dan Djurwati Soepeno. 2020. Pengaruh Relationship 

Marketing Dan Suasana Kafe Terhadap Loyalitas Pelanggan di Rumah Kopi Billy 

Kawasan Megamas. Jurnal EMBA Vol. 8, No. 1, 2020: 136-145. 

Khan, R. U., Salamzadeh, Y., Iqbal, Q., & Yang, S. 2020. The Impact of Customer 

Relationship Management and Company Reputation on Customer Loyalty: The 

Mediating Role of Customer Satisfaction. Journal of Relationship Marketing, 1–27. 



 

92 

 
 

Kincaid, J. 2008. Customer Relationship Management : Getting it Right, New Jersey: 

Prentice Hall.  

Komalasari, E. 2014. Pengaruh Customer Relationship Management Terhadap Tingkat 

Kepuasan Nasabah pada PT. Bank Riau Kepri Cabang Utama Pekanbaru. JIS. 7(1). 

Kotler, P., & Keller, K. L. (2012). Marketing Management 14th ed. New Jersey: 

Pearson Prentice Hall, Inc.  

Kotler, Philip dan Kevin Lane Keller. 2008. Manajemen Pemasaran. Terjemahan oleh 

Benyamin Molan. Edisi Keduabelas. Jilid 1. Jakarta: Indeks.  

Kotler, Philip, dan Keller, K., L, 2016, Marketing Management, 15th edition, Pearson 

Education, Inc.  

Lukas, A.P. 2006. Customer and Partner Relationship Management. Jakarta: 

Telematic Research Group.  

Lupiyoadi, Rambat. 2013. Manajemen Pemasaran Jasa. Jakarta: Salemba Empat. 

Mahmudah, R. 2018. Implementasi Customer Relationship Management (CRM) pada 

BMT UGT Sidogiri Capem Gadang. 

Mappatompo, A. 2010. Manajemen Pemasaran Produk dan Jasa. Jakarta: PT. Salemba 

Empat. 

Musanto, Trisno. 2004. Faktor-faktor Kepuasan Pelanggan dan Loyalitas Pelanggan: 

Studi Kasus pada CV. Media Advertising Surabaya. Jurnal Manajemen dan 

Kewirausahaan, Vol. 6.  

Nelli, P, S., Daryanto, H, K., & Saptono, I, T. 2018. Pengaruh Customer Relationship 

Management Terhadap Kepuasan dan Loyalitas Nasabah PT Bank BNI. Jurnal 

Aplikasi Manajemen dan Bisnis. 4(1): 129-137. 

Ningsih, N, W., Suharyono., & Yulianto, E. 2016. Pengaruh Customer Relationship 

Management (CRM) Terhadap Kepuasan dan Loyalitas Pelanggan (Survei pada 

Pelanggan PT Astra Internasional, Tbk-TSO AUTO2000 Cabang Denpasar). Jurnal 

Administrasi Bisnis (JAB). 30(1): 171-177. 

Ovi, D., Afrina, M. & Ibrahim, A., 2012. Penerapan Customer Relationship 

Management (CRM) Berbasis Web (Studi Kasus Pada Sistem Informasi Pemasaran di 

Toko YEN-YEN). Jurnal Sistem Informasi, II(2). 



 

93 

 
 

Peppers, Don and Rogers, Martha. 2010. Principles of Managing Customer 

Relationships, New Jersey 

Rahmawati, Y, O., Kusniawati, A., & Setiawan I. 2019. Pengaruh Customer 

Relationship Management dan Kualitas Pelayanan Terhadap Loyalitas Konsumen 

Sepeda Motor Yamaha (Studi pada Konsumen Bahana Ciamis). 1(4): 102-115.  

Sekaran, U. 2003. Research Method for Business A Skill- Building Approach 4th ed. 

New York: John Wiley and Sons,Inc.  

Sekaran, U. dan Bougie, R. J. 2016 Research Methods for Business: A Skill Building 

Approach. 7th Edition. John Wiley & Sons Inc. New York, US.  

Sinaga, Sabam. 2006. Pengaruh Customer Relationship Management terhadap 

Loyalitas Konsumen. Bandung. 

Sirait, D, P. 2018. Pengaruh Customer Relationship Management dan Kualitas 

Pelayanan Terhadap Kepuasan Pelanggan. Jurnal Digest Marketing. 3(1): 79-85. 

Sugiyono. 2016. Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung Alfabeta 

Sukmaputra, E, R., Esarianita, Y., & Megandini, Y. 2017.  Pengaruh Program 

Retention dan Kepuasan Konsumen terhadap Loyalitas Konsumen di CGV Blizt 

Bandung . e-Proceeding Industrial Research Workshop and National Seminar 

Politeknik Negeri Bandung. 362-368.  

Susilowati, T., & Suryana, A. 2012. Analisis Penerapan Customer Relationship 

Management (CRM) Pada Perpustakaan STMIK Pringsewu Dalam Upaya 

Meningkatkan Kepuasan Mahasiswa. Seminar Nasional Aplikasi Teknologi Informasi.  

Temporal, Paul dan Martin Troot. Romancing the Customer. Terjamahan oleh 

Kusnandar. Jakarta: Salemba Empat. 

Tjiptono, F & Diana, A. 2001. Total Quality Management. Edisi revisi, Penerbit Andi. 

Yogyakarta. 

Vega, G, R. 2016. Penerapan Aspek-Aspek Customer Relationship Management 

(CRM) di Café Lotus Mio.  

Victor, C., Jorie, R, J., & Sumaraw, J, S, B. 2015. Pengaruh Customer Relationship 

Management dan Kepercayaan Terhadap Kepuasan Serta Dampaknya Terhadap 

Loyalitas Konsumen PT. Bank BCA Tbk di Manado. Jurnal EMBA. 3(2): 671-683. 



 

94 

 
 

Warsela. M., Wahyudi, A, D., & Sulistiyawati, A. 2021. Penerapan Customer 

Relationship Management Untuk Mendukung Marketing Credit Executive (Studi 

Kasus: PT FIF Group). Jurnal Teknologi dan Sistem Informasi (JTSI). 2(2):78-87. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

LAMPIRAN 

 

 
 

 



KUESIONER PENELITIAN 

PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT (CRM) 

TERHADAP LOYALITAS PELANGGAN DAN KEPUASAN PELANGGAN 

PADA RUMAH MAKAN SAUNG RINDU ALAM KABUPATEN GOWA 

SULAWESI SELATAN 

Terimakasih atas partisipasi anda dalam mengisi kuesioner ini 

Saya mengharapkan anda untuk menjawab setiap butir pertanyaan dalam daftar 

kuesioner ini sesuai dengan pengalaman yang anda hadapi. Untuk setiap pertanyaan, 

sudah disediakan pilihan jawaban, anda cukup memberikan tanda () pada jawaban 

yang anda inginkan  

Keterangan: 

 

 

 

 

 

I. Identitas Responden 

1. Jenis Kelamin        :           

      Laki-Laki        

      Perempuan 

2.  Umur         : 

3.  Pekerjaan         : 

4.  Frekuensi ke Rumah Makan Saung Rindu Alam : 

      1 Kali      

2-3 kali      

      > 3 kali 

 

 

Jawaban Skor 

Sangat tidak setuju 1 

Tidak setuju 2 

Netral 3 

Setuju 4 

Sangat setuju 5 



II. Customer Relationship Management (CRM) 

No Pernyataan SS S N TS STS 

PEOPLE 

1. 

 

Karyawan Saung Rindu Alam menyapa 

pelanggan dengan sopan 

     

2. Karyawan Saung Rindu Alam berusaha 

menyediakan makanan sesuai dengan selera 

pelanggan 

     

3. Karyawan Saung Rindu Alam mampu 

berkomunikasi dengan baik kepada 

pelanggan 

     

4. Karyawan Saung Rindu Alam selalu siaga 

dalam melayani pelanggan 

     

5. Karyawan Saung Rindu Alam menciptakan 

suasana yang akrab terhadap pelanggan 

     

PROCESS 

1. Pelanggan mendapat pelayanan yang mudah 

saat memesan makanan dan minuman 

     

2. Karyawan Saung Rindu Alam melakukan 

penerimaan order makanan dengan baik 

     

3. Ketika pelanggan mempunyai keluhan 

prosesnya tidak rumit 

     

4. Ketika pelanggan mempunyai keluhan 

prosesnya tergolong cepat 

     

5. Rumah Makan Saung Rindu Alam selalu 

memberikan informasi mengenai menu baru 

kepada pelanggan 

 

     



 

TECHNOLOGY 

1. Layanan media sosial digunakan untuk 

memperkenalkan produk baru 

     

2. Menyediakan layanan pemesanan delivery 

secara online  

     

3. Rumah Makan Saung Rindu Alam 

melakukan iklan online untuk 

memperkenalkan rumah makan 

     

4. Rumah Makan Saung Rindu Alam selalu 

aktif dan update dalam sosial media 

     

5. Pelanggan mudah mengakses pesanan online      

III. Loyalitas Pelanggan 

No Pernyataan SS S N TS STS 

1. 

 

Rumah makan Saung Rindu Alam akan 

selalu menjadi tujuan saya jika ingin makan 

bersama keluarga 

     

2. Saya akan menyarankan Rumah makan 

Saung Rindu Alam kepada teman saya 

     

3. Saya akan menyarankan Rumah makan 

Saung Rindu Alam kepada keluarga saya  

     

4. Saya akan mengajak teman saya untuk 

makan di Rumah makan Saung Rindu Alam 

     

5. Saya akan mengajak keluarga saya untuk 

makan di Rumah makan Saung Rindu Alam 

     

6. Jika harga makanan dan minuman di Rumah 

makan Saung Rindu Alam naik saya akan 

tetap mengunjunginya 

     



7. Saya bersedia ke Rumah makan Saung Rindu 

Alam jika teman/keluarga saya menawarkan 

     

8. Rumah makan Saung Rindu Alam akan 

menjadi pilihan utama saya untuk makan 

bersama teman dan keluarga 

     

9. Saya rasa Rumah makan Saung Rindu Alam 

adalah keputusan yang tepat 

     

IV. Kepuasan Pelanggan 

No Pernyataan SS S N TS STS 

1. 

 

Saya merasa makanan dan minuman di 

Rumah makan Saung Rindu Alam sesuai 

dengan harapan  

     

2. Saya merasa tidak ada keluhan selama 

mengonsumsi makanan dan minuman di 

Rumah makan Saung Rindu Alam 

     

3. Pelayanan yang diberikan Rumah makan 

Saung Rindu Alam kepada saya sangat 

memuaskan  

     

4. Saya rasa pelayanan yang diberikan kepada 

pelanggan tidak membedakan status sosial 

     

 

 

 

 

 

 

 

 

 

 



Lampiran 2: Rekap Jawaban Responden 

No 
People 

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

1 4 3 3 3 3 16 

2 4 4 5 4 5 22 

3 3 3 4 3 4 17 

4 4 4 4 4 4 20 

5 4 4 4 4 4 20 

6 3 4 4 3 4 18 

7 3 3 3 3 3 15 

8 4 3 4 3 4 18 

9 4 4 4 4 4 20 

10 3 3 3 3 3 15 

11 4 3 4 3 4 18 

12 3 3 3 4 3 16 

13 3 3 3 3 3 15 

14 3 3 3 3 3 15 

15 4 3 4 3 4 18 

16 4 3 4 4 4 19 

17 4 4 4 4 4 20 

18 5 4 5 5 4 23 

19 3 3 3 3 3 15 

20 3 3 4 4 3 17 

21 3 4 3 4 3 17 

22 3 3 3 3 3 15 

23 4 4 4 4 4 20 

24 2 3 2 3 3 13 

25 4 4 3 4 3 18 

26 4 4 4 4 4 20 

27 3 3 3 3 4 16 

28 3 4 4 3 4 18 

29 4 4 5 4 4 21 

30 3 3 3 3 3 15 

31 4 4 4 4 4 20 

32 3 3 3 3 3 15 

33 3 4 3 4 4 18 

34 4 3 4 3 3 17 

35 4 4 4 4 4 20 



36 5 5 5 5 5 25 

37 4 3 4 4 4 19 

38 4 4 3 3 4 18 

39 4 4 3 3 4 18 

40 3 4 3 4 4 18 

41 3 3 3 3 3 15 

42 4 4 4 4 4 20 

43 5 5 4 5 4 23 

44 4 4 4 4 4 20 

45 3 4 3 4 3 17 

46 5 4 5 3 5 22 

47 3 3 3 3 3 15 

48 4 3 4 4 4 19 

49 4 4 3 4 4 19 

50 3 4 4 3 4 18 

51 4 4 4 4 4 20 

52 4 4 4 4 4 20 

53 4 4 4 4 4 20 

54 5 5 5 5 5 25 

55 4 4 4 4 4 20 

56 3 4 3 4 3 17 

57 4 4 4 4 3 19 

58 4 4 4 4 4 20 

59 4 4 3 4 3 18 

60 4 3 4 4 4 19 

61 2 2 2 2 2 10 

62 3 4 3 4 4 18 

63 4 4 4 4 4 20 

64 4 4 3 4 3 18 

65 4 4 4 3 4 19 

66 2 2 2 2 2 10 

67 4 3 3 4 3 17 

68 4 4 4 4 4 20 

69 4 4 4 4 4 20 

70 2 2 2 2 2 10 

71 4 4 4 4 4 20 

72 5 4 5 5 5 24 

73 4 4 4 4 4 20 



74 2 3 3 3 2 13 

75 2 2 2 2 2 10 

76 3 3 3 3 3 15 

77 4 3 4 4 3 18 

78 4 4 4 4 4 20 

79 5 4 4 5 4 22 

80 5 4 5 5 5 24 

81 5 5 5 5 5 25 

82 4 4 4 4 4 20 

83 4 4 4 4 4 20 

84 3 4 3 3 4 17 

85 4 4 4 4 4 20 

86 3 4 3 3 4 17 

87 3 3 3 3 3 15 

88 4 4 4 4 4 20 

89 4 3 4 3 4 18 

90 3 3 3 3 3 15 

91 4 4 4 4 4 20 

92 4 4 4 4 4 20 

93 3 3 4 3 4 17 

94 4 4 4 4 4 20 

95 5 5 5 5 4 24 

96 5 5 5 5 5 25 

97 5 5 5 5 5 25 

98 4 5 4 4 5 22 

99 5 5 5 5 5 25 

100 5 4 5 5 4 23 

101 3 3 3 3 3 15 

102 4 4 4 4 4 20 

103 5 5 5 5 5 25 

104 4 5 4 5 5 23 

105 5 5 5 5 5 25 

       

 

 
No 

Process 
Total 

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

1 3 3 3 3 4 16 

2 3 3 3 4 3 16 



3 4 4 4 4 4 20 

4 3 3 3 4 3 16 

5 3 3 3 4 4 17 

6 4 4 4 4 4 20 

7 4 4 4 3 4 19 

8 3 4 3 3 3 16 

9 4 4 4 4 4 20 

10 4 4 4 3 4 19 

11 4 4 4 4 4 20 

12 3 3 3 3 3 15 

13 3 3 3 3 3 15 

14 2 2 3 2 3 12 

15 2 2 2 2 2 10 

16 3 3 3 3 3 15 

17 3 4 3 4 3 17 

18 3 4 4 4 3 18 

19 3 4 4 3 3 17 

20 3 3 3 3 3 15 

21 3 4 4 3 4 18 

22 4 3 4 4 3 18 

23 4 3 3 3 3 16 

24 3 4 3 3 3 16 

25 4 4 4 4 4 20 

26 4 5 4 4 4 21 

27 4 5 4 4 5 22 

28 4 5 5 5 5 24 

29 4 5 4 4 4 21 

30 5 4 4 5 4 22 

31 5 4 4 4 4 21 

32 4 4 4 4 4 20 

33 4 4 4 4 4 20 

34 4 5 4 4 4 21 

35 4 4 4 4 4 20 

36 4 4 4 4 4 20 

37 4 4 4 4 4 20 

38 4 4 4 4 4 20 

39 4 4 4 4 4 20 

40 4 5 4 5 4 22 



41 4 4 4 4 4 20 

42 3 4 3 3 4 17 

43 3 4 4 4 3 18 

44 4 4 4 4 4 20 

45 4 4 4 4 4 20 

46 5 5 5 5 5 25 

47 4 4 4 4 4 20 

48 4 4 5 4 4 21 

49 4 4 4 4 4 20 

50 4 4 4 4 4 20 

51 3 3 4 3 4 17 

52 4 4 3 4 3 18 

53 3 3 3 3 3 15 

54 4 4 4 4 4 20 

55 4 4 4 4 4 20 

56 4 3 4 3 3 17 

57 3 3 3 3 3 15 

58 3 3 3 3 3 15 

59 4 3 3 4 3 17 

60 4 3 3 3 3 16 

61 3 3 3 3 3 15 

62 3 4 4 3 3 17 

63 3 3 3 3 3 15 

64 3 3 3 3 3 15 

65 3 4 3 3 3 16 

66 3 3 3 3 3 15 

67 4 4 3 3 3 17 

68 4 3 4 4 4 19 

69 3 4 4 3 4 18 

70 4 4 5 4 5 22 

71 4 4 4 4 4 20 

72 4 4 4 4 4 20 

73 4 4 4 4 4 20 

74 3 3 3 3 4 16 

75 2 2 2 2 3 11 

76 3 3 3 3 3 15 

77 3 3 3 3 4 16 

78 4 4 4 4 4 20 



79 4 4 4 4 4 20 

80 4 4 4 4 4 20 

81 4 4 4 4 4 20 

82 4 4 4 4 4 20 

83 3 3 3 3 4 16 

84 3 3 3 3 3 15 

85 3 3 3 3 3 15 

86 3 3 3 3 3 15 

87 3 3 3 4 3 16 

88 3 3 3 3 3 15 

89 4 4 3 4 3 18 

90 3 3 3 3 3 15 

91 3 3 3 3 4 16 

92 3 3 3 3 3 15 

93 4 4 4 4 4 20 

94 3 4 3 4 4 18 

95 4 4 4 4 4 20 

96 4 4 4 4 4 20 

97 4 4 4 5 4 21 

98 4 4 4 5 4 21 

99 4 4 4 4 4 20 

100 4 4 4 4 4 20 

101 4 3 3 3 4 17 

102 4 4 4 4 4 20 

103 4 4 4 4 4 20 

104 4 4 4 4 4 20 

105 5 5 4 5 5 24 

       

 

No Technology 
Total 

X3.1 X3.2 X3.3 X3.4 X3.5 

1 4 4 4 3 4 19 

2 3 4 4 4 4 19 

3 4 4 4 4 4 20 

4 4 4 4 4 4 20 

5 4 4 3 4 3 18 

6 4 4 4 4 4 20 

7 4 4 4 4 4 20 



8 4 4 4 4 4 20 

9 5 4 4 5 4 22 

10 4 3 3 4 4 18 

11 4 4 4 4 4 20 

12 4 3 4 3 4 18 

13 3 3 4 4 4 18 

14 4 4 3 3 3 17 

15 3 3 4 3 4 17 

16 4 4 4 4 4 20 

17 4 3 4 3 4 18 

18 4 4 4 4 4 20 

19 4 4 4 4 4 20 

20 4 3 4 3 4 18 

21 4 3 3 4 3 17 

22 4 4 4 4 4 20 

23 3 4 4 3 4 18 

24 4 4 4 4 4 20 

25 4 5 4 4 4 21 

26 5 5 5 5 5 25 

27 5 5 4 5 5 24 

28 5 5 5 5 5 25 

29 5 4 5 4 4 22 

30 5 4 5 5 5 24 

31 4 4 4 4 4 20 

32 4 5 4 4 5 22 

33 4 4 4 4 4 20 

34 5 5 5 4 4 23 

35 5 4 4 5 4 22 

36 5 4 4 4 5 22 

37 5 5 4 5 4 23 

38 5 5 4 4 4 22 

39 5 4 4 5 5 23 

40 4 5 4 5 5 23 

41 4 4 4 4 4 20 

42 4 4 3 4 3 18 

43 4 4 4 4 4 20 

44 5 4 4 5 4 22 

45 4 4 4 4 3 19 



46 4 4 3 4 4 19 

47 5 5 4 4 4 22 

48 5 5 4 4 5 23 

49 5 4 5 5 4 23 

50 5 4 5 5 4 23 

51 4 4 4 4 4 20 

52 4 3 4 4 4 19 

53 4 4 4 4 4 20 

54 4 4 4 4 5 21 

55 4 4 5 4 5 22 

56 4 4 4 4 4 20 

57 3 4 3 4 4 18 

58 3 4 4 4 4 19 

59 4 4 4 4 4 20 

60 4 4 4 4 4 20 

61 4 4 4 3 4 19 

62 4 4 4 4 4 20 

63 4 3 4 4 3 18 

64 4 4 3 4 3 18 

65 4 4 4 4 4 20 

66 4 3 4 4 4 19 

67 4 4 4 4 4 20 

68 4 4 4 4 4 20 

69 4 4 4 4 4 20 

70 4 5 4 5 5 23 

71 4 4 4 4 4 20 

72 4 4 4 4 4 20 

73 4 4 4 4 4 20 

74 3 4 4 4 4 19 

75 3 3 3 3 3 15 

76 4 4 4 3 4 19 

77 4 4 3 3 4 18 

78 4 4 4 4 4 20 

79 4 4 4 4 4 20 

80 4 3 4 4 4 19 

81 4 4 3 4 3 18 

82 3 3 4 4 4 18 

83 3 4 3 4 3 17 



84 3 4 4 4 3 18 

85 3 4 3 4 3 17 

86 3 3 3 3 3 15 

87 3 3 3 3 3 15 

88 3 3 3 3 3 15 

89 3 4 3 3 3 16 

90 3 3 3 3 3 15 

91 3 3 3 3 3 15 

92 4 3 3 3 3 16 

93 4 4 3 3 3 17 

94 4 3 4 3 3 17 

95 4 4 4 4 4 20 

96 4 5 5 4 4 22 

97 4 4 4 4 4 20 

98 5 5 4 4 4 22 

99 4 4 4 3 3 18 

100 4 3 4 4 4 19 

101 4 4 4 4 4 20 

102 4 4 5 5 5 23 

103 5 4 5 4 4 22 

104 5 4 4 4 5 22 

105 4 5 4 4 5 22 

 

No Loyalitas Pelanggan (Y2) Total 

Y2.1 Y2.2 Y2.3 Y2.4 Y2.5 Y2.6 Y2.7 Y2.8 Y2.9  

1 3 4 3 4 4 4 3 3 4 32 

2 4 4 4 3 3 4 4 4 4 34 

3 4 4 4 4 4 4 4 4 4 36 

4 4 4 4 4 4 4 4 4 4 36 

5 4 4 4 4 4 4 4 4 4 36 

6 3 3 3 4 4 3 4 4 3 31 

7 4 4 4 4 4 4 4 4 4 36 

8 4 4 3 3 4 4 4 3 4 33 

9 5 5 4 4 5 5 5 4 5 42 

10 4 4 4 4 4 4 4 4 4 36 

11 4 4 4 4 5 5 4 4 4 38 

12 4 4 4 4 4 4 4 4 4 36 

13 4 3 4 4 4 4 3 3 4 33 



14 4 4 4 4 4 4 4 4 4 36 

15 4 3 4 3 4 4 3 3 4 32 

16 4 4 4 4 4 4 4 4 4 36 

17 4 3 4 3 3 3 4 4 4 32 

18 4 4 4 4 4 4 4 4 4 36 

19 4 4 4 4 4 4 4 4 4 36 

20 4 4 4 3 3 4 3 4 3 32 

21 3 3 4 4 4 3 4 4 4 33 

22 4 4 4 4 4 4 4 4 4 36 

23 4 4 4 4 4 4 4 4 4 36 

24 3 4 4 4 3 3 4 4 4 33 

25 4 5 4 5 4 4 5 5 5 41 

26 4 5 5 5 5 5 4 5 4 42 

27 4 4 5 5 5 4 5 4 5 41 

28 5 4 4 4 4 5 4 5 4 39 

29 4 5 4 5 4 5 4 5 4 40 

30 4 5 4 5 4 5 4 5 4 40 

31 4 4 4 4 4 4 4 4 4 36 

32 4 4 4 4 5 5 4 4 4 38 

33 5 4 4 4 4 5 5 4 4 39 

34 5 4 5 4 5 4 5 4 5 41 

35 4 5 4 5 5 5 5 5 4 42 

36 4 5 4 5 5 5 4 4 4 40 

37 5 5 4 5 4 5 4 5 5 42 

38 5 4 5 4 5 4 5 4 5 41 

39 5 4 5 4 5 4 5 5 5 42 

40 4 4 4 4 4 4 4 4 4 36 

41 4 3 4 3 4 4 4 3 4 33 

42 4 4 4 4 5 4 5 4 4 38 

43 4 4 4 4 4 4 4 4 4 36 

44 5 5 5 5 4 5 4 5 4 42 

45 4 4 4 4 3 4 4 4 4 35 

46 5 4 5 5 4 4 4 5 5 41 

47 4 4 4 5 5 5 5 4 5 41 

48 4 5 5 5 5 5 4 4 5 42 

49 5 4 5 4 4 5 5 4 4 40 

50 4 5 4 5 4 4 4 4 4 38 

51 4 4 4 4 4 4 4 4 4 36 



52 4 4 4 4 4 4 4 4 4 36 

53 4 5 4 4 4 4 4 5 5 39 

54 4 5 4 5 4 4 5 4 4 39 

55 4 4 5 5 4 4 4 4 4 38 

56 3 3 4 4 3 4 3 4 3 31 

57 3 3 4 3 3 4 3 4 3 30 

58 4 3 4 3 3 4 4 4 3 32 

59 5 4 4 4 4 4 4 5 4 38 

60 4 4 4 4 4 4 4 4 4 36 

61 4 3 4 3 4 3 3 4 4 32 

62 4 4 4 4 4 4 4 4 4 36 

63 4 4 4 3 3 4 3 4 3 32 

64 4 4 4 3 3 4 4 4 4 34 

65 4 4 4 4 4 4 4 4 4 36 

66 3 4 3 3 4 4 4 4 3 32 

67 4 3 4 4 4 4 3 4 3 33 

68 4 4 4 4 4 4 4 4 4 36 

69 4 4 4 4 4 4 4 4 4 36 

70 5 4 5 4 5 5 5 4 4 41 

71 5 4 5 5 5 4 5 4 5 42 

72 5 5 4 4 5 5 5 5 5 43 

73 4 4 4 4 4 4 4 4 4 36 

74 4 4 5 4 5 4 4 4 4 38 

75 3 3 4 4 4 3 4 3 4 32 

76 3 4 3 4 4 4 3 4 4 33 

77 3 4 4 3 3 4 4 4 4 33 

78 3 4 3 4 4 4 4 3 4 33 

79 4 4 4 4 4 4 4 4 4 36 

80 4 3 4 3 3 3 4 4 4 32 

81 4 4 4 4 4 4 4 4 4 36 

82 4 4 4 4 4 4 4 4 4 36 

83 3 4 3 4 4 3 4 3 4 32 

84 3 3 4 4 4 3 4 3 4 32 

85 3 4 3 4 4 4 3 3 3 31 

86 4 4 3 3 3 3 4 4 4 32 

87 3 3 3 3 3 3 3 3 3 27 

88 3 4 3 4 3 3 3 4 4 31 

89 4 3 4 4 4 3 4 3 4 33 



90 4 3 3 3 4 4 4 3 3 31 

91 3 3 3 4 3 3 4 4 4 31 

92 3 3 3 3 3 3 3 3 3 27 

93 4 3 3 4 4 4 4 4 3 33 

94 4 4 4 4 4 4 4 4 4 36 

95 5 5 4 4 4 4 4 4 4 38 

96 5 4 5 5 5 4 4 4 5 41 

97 4 4 4 4 5 4 5 4 5 39 

98 4 5 5 5 5 5 5 5 4 43 

99 4 4 4 4 4 4 4 4 4 36 

100 3 4 4 4 4 3 4 4 3 33 

101 4 4 3 3 4 4 4 4 3 33 

102 4 5 4 4 5 4 5 5 4 40 

103 5 5 4 4 5 5 4 4 4 40 

104 5 4 5 4 4 5 5 4 5 41 

105 5 4 4 4 5 5 5 5 4 41 

 

No Kepuasan Pelanggan (Y1) 
Total 

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

1 3 4 4 4 15 

2 4 3 4 3 14 

3 4 4 4 4 16 

4 4 4 4 3 15 

5 4 4 4 4 16 

6 4 3 4 3 14 

7 4 4 4 4 16 

8 3 4 3 4 14 

9 4 5 4 5 18 

10 4 4 4 4 16 

11 4 5 5 5 19 

12 4 4 4 4 16 

13 4 3 4 3 14 

14 4 4 4 4 16 

15 4 3 3 3 13 

16 4 4 4 4 16 

17 3 4 4 4 15 

18 4 4 4 4 16 

19 4 3 4 4 15 



20 4 4 4 4 16 

21 4 4 4 4 16 

22 4 4 4 4 16 

23 4 5 4 5 18 

24 5 5 5 5 20 

25 5 5 5 5 20 

26 5 5 4 5 19 

27 5 5 5 5 20 

28 5 5 5 5 20 

29 4 5 4 4 17 

30 4 4 4 4 16 

31 5 5 5 4 19 

32 5 5 5 5 20 

33 5 5 5 5 20 

34 5 5 5 5 20 

35 4 5 5 4 18 

36 4 4 4 4 16 

37 5 5 5 5 20 

38 5 5 5 5 20 

39 5 5 5 5 20 

40 5 5 4 5 19 

41 5 5 5 5 20 

42 5 5 5 5 20 

43 5 5 5 5 20 

44 5 4 5 4 18 

45 5 5 5 5 20 

46 5 5 4 5 19 

47 5 5 5 5 20 

48 5 5 5 5 20 

49 4 4 4 4 16 

50 4 4 4 4 16 

51 5 4 4 4 17 

52 5 4 5 5 19 

53 5 5 5 5 20 

54 5 5 5 5 20 

55 5 5 5 5 20 

56 4 4 4 4 16 

57 4 4 4 4 16 



58 4 3 3 3 13 

59 4 4 3 4 15 

60 4 4 4 4 16 

61 3 3 3 3 12 

62 3 3 3 4 13 

63 4 3 4 3 14 

64 4 4 4 4 16 

65 4 4 4 4 16 

66 4 3 4 4 15 

67 4 4 4 4 16 

68 3 3 3 4 13 

69 4 3 3 4 14 

70 5 4 4 5 18 

71 5 5 5 5 20 

72 5 4 5 5 19 

73 5 5 5 5 20 

74 5 5 5 5 20 

75 4 4 4 4 16 

76 4 4 4 4 16 

77 4 3 4 4 15 

78 4 3 4 4 15 

79 4 4 3 3 14 

80 3 4 4 4 15 

81 3 4 4 3 14 

82 3 3 4 4 14 

83 4 4 4 4 16 

84 4 4 4 4 16 

85 4 4 4 4 16 

86 4 4 4 4 16 

87 4 4 4 4 16 

88 4 4 4 4 16 

89 3 3 4 3 13 

90 3 4 4 4 15 

91 3 3 3 3 12 

92 3 4 3 3 13 

93 3 3 3 3 12 

94 4 4 4 4 16 

95 4 4 4 4 16 



96 5 5 4 5 19 

97 4 5 4 4 17 

98 5 5 5 5 20 

99 5 4 4 5 18 

100 5 5 5 5 20 

101 4 4 4 4 16 

102 5 5 5 4 19 

103 5 5 5 5 20 

104 5 5 5 5 20 

105 5 5 4 5 19 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Lampiran 3: Frequencies 

 

Frequencies people  (X1) 

 

Statistics 

 X1.1 X1.2 X1.3 X1.4 X1.5 People 

N Valid 105 105 105 105 105 105 

Missing 0 0 0 0 0 0 

Mean 3.75 3.72 3.74 3.75 3.77 18.74 

Std. Error of Mean .076 .070 .075 .074 .072 .330 

Median 4.00 4.00 4.00 4.00 4.00 19.00 

Mode 4 4 4 4 4 20 

Std. Deviation .782 .714 .772 .757 .737 3.386 

 

Frequency Table 

X1.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 6 5.7 5.7 5.7 

3 30 28.6 28.6 34.3 

4 53 50.5 50.5 84.8 

5 16 15.2 15.2 100.0 

Total 105 100.0 100.0  

 

X1.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 4 3.8 3.8 3.8 

3 33 31.4 31.4 35.2 

4 56 53.3 53.3 88.6 

5 12 11.4 11.4 100.0 

Total 105 100.0 100.0  

  

 

 



X1.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 5 4.8 4.8 4.8 

3 33 31.4 31.4 36.2 

4 51 48.6 48.6 84.8 

5 16 15.2 15.2 100.0 

Total 105 100.0 100.0  

 

X1.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 4 3.8 3.8 3.8 

3 34 32.4 32.4 36.2 

4 51 48.6 48.6 84.8 

5 16 15.2 15.2 100.0 

Total 105 100.0 100.0  

 

X1.5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 5 4.8 4.8 4.8 

3 28 26.7 26.7 31.4 

4 58 55.2 55.2 86.7 

5 14 13.3 13.3 100.0 

Total 105 100.0 100.0  

 

 

 

 

 

 

 



Frequencies Process (X2) 

Statistics 

 X2.1 X2.2 X2.3 X2.4 X2.5 Process 

N Valid 105 105 105 105 105 105 

Missing 0 0 0 0 0 0 

Mean 3.60 3.69 3.61 3.64 3.66 18.19 

Std. Error of Mean .060 .064 .058 .064 .057 .265 

Median 4.00 4.00 4.00 4.00 4.00 19.00 

Mode 4 4 4 4 4 20 

Std. Deviation .614 .655 .596 .652 .586 2.711 

 

Frequency Table 

X2.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 3 2.9 2.9 2.9 

3 40 38.1 38.1 41.0 

4 58 55.2 55.2 96.2 

5 4 3.8 3.8 100.0 

Total 105 100.0 100.0  

 

X2.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 3 2.9 2.9 2.9 

3 35 33.3 33.3 36.2 

4 59 56.2 56.2 92.4 

5 8 7.6 7.6 100.0 

Total 105 100.0 100.0  

 

 

 

 

 



X2.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 1.9 1.9 1.9 

3 41 39.0 39.0 41.0 

4 58 55.2 55.2 96.2 

5 4 3.8 3.8 100.0 

Total 105 100.0 100.0  

 

X2.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 3 2.9 2.9 2.9 

3 39 37.1 37.1 40.0 

4 56 53.3 53.3 93.3 

5 7 6.7 6.7 100.0 

Total 105 100.0 100.0  

 

X2.5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 1.0 1.0 1.0 

3 39 37.1 37.1 38.1 

4 60 57.1 57.1 95.2 

5 5 4.8 4.8 100.0 

Total 105 100.0 100.0  

 

 

 

 

 

 

 



Frequencies Technology (X3) 

Statistics 

 X3.1 X3.2 X3.3 X3.4 X3.5 Technology 

N Valid 105 105 105 105 105 105 

Missing 0 0 0 0 0 0 

Mean 4.02 3.94 3.90 3.93 3.93 19.73 

Std. Error of Mean .059 .057 .053 .056 .058 .221 

Median 4.00 4.00 4.00 4.00 4.00 20.00 

Mode 4 4 4 4 4 20 

Std. Deviation .604 .586 .546 .576 .593 2.267 

 

Frequency Table 

X3.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 18 17.1 17.1 17.1 

4 67 63.8 63.8 81.0 

5 20 19.0 19.0 100.0 

Total 105 100.0 100.0  

 

X3.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 21 20.0 20.0 20.0 

4 69 65.7 65.7 85.7 

5 15 14.3 14.3 100.0 

Total 105 100.0 100.0  

 

X3.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 21 20.0 20.0 20.0 

4 73 69.5 69.5 89.5 

5 11 10.5 10.5 100.0 

Total 105 100.0 100.0  



 

X3.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 21 20.0 20.0 20.0 

4 70 66.7 66.7 86.7 

5 14 13.3 13.3 100.0 

Total 105 100.0 100.0  

 

X3.5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 22 21.0 21.0 21.0 

4 68 64.8 64.8 85.7 

5 15 14.3 14.3 100.0 

Total 105 100.0 100.0  

 

Frequencies kepuasan  pelanggan (Y1) 

Statistics 

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

KepuasanPela

nggan 

N Valid 105 105 105 105 105 

Missing 0 0 0 0 0 

Mean 4.24 4.20 4.20 4.23 16.87 

Std. Error of Mean .066 .070 .061 .065 .235 

Median 4.00 4.00 4.00 4.00 16.00 

Mode 4 4 4 4 16 

Std. Deviation .673 .713 .626 .669 2.406 

 

 

 

 

 



 

Frequency Table 

Y1.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 14 13.3 13.3 13.3 

4 52 49.5 49.5 62.9 

5 39 37.1 37.1 100.0 

Total 105 100.0 100.0  

 

Y1.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 18 17.1 17.1 17.1 

4 48 45.7 45.7 62.9 

5 39 37.1 37.1 100.0 

Total 105 100.0 100.0  

 

Y1.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 12 11.4 11.4 11.4 

4 60 57.1 57.1 68.6 

5 33 31.4 31.4 100.0 

Total 105 100.0 100.0  

 

Y1.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 14 13.3 13.3 13.3 

4 53 50.5 50.5 63.8 

5 38 36.2 36.2 100.0 

Total 105 100.0 100.0  

 



Frequencies loyalitas pelanggan (Y2) 

Statistics 

 Y2.1 Y2.2 Y2.3 Y2.4 Y2.5 Y2.6 Y2.7 Y2.8 Y2.9 

Loyalitas 

Pelanggan 

N Valid 105 105 105 105 105 105 105 105 105 105 

Missing 0 0 0 0 0 0 0 0 0 0 

Mean 4.00 3.98 4.00 3.99 4.06 4.05 4.06 4.02 4.01 36.16 

Std. Error of Mean .059 .059 .054 .058 .060 .058 .056 .052 .053 .369 

Median 4.00 4.00 4.00 4.00 4.00 4.00 4.00 4.00 4.00 36.00 

Mode 4 4 4 4 4 4 4 4 4 36 

Std. Deviation .604 .604 .555 .596 .618 .595 .569 .537 .546 3.783 

 

Frequency Table 

 

Y2.1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 19 18.1 18.1 18.1 

4 67 63.8 63.8 81.9 

5 19 18.1 18.1 100.0 

Total 105 100.0 100.0  

 

Y2.2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 20 19.0 19.0 19.0 

4 67 63.8 63.8 82.9 

5 18 17.1 17.1 100.0 

Total 105 100.0 100.0  

 

 

 

 

 



Y2.3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 16 15.2 15.2 15.2 

4 73 69.5 69.5 84.8 

5 16 15.2 15.2 100.0 

Total 105 100.0 100.0  

 

Y2.4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 19 18.1 18.1 18.1 

4 68 64.8 64.8 82.9 

5 18 17.1 17.1 100.0 

Total 105 100.0 100.0  

 

Y2.5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 17 16.2 16.2 16.2 

4 65 61.9 61.9 78.1 

5 23 21.9 21.9 100.0 

Total 105 100.0 100.0  

 

 

Y2.6 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 16 15.2 15.2 15.2 

4 68 64.8 64.8 80.0 

5 21 20.0 20.0 100.0 

Total 105 100.0 100.0  

 

 



Y2.7 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 14 13.3 13.3 13.3 

4 71 67.6 67.6 81.0 

5 20 19.0 19.0 100.0 

Total 105 100.0 100.0  

 

Y2.8 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 14 13.3 13.3 13.3 

4 75 71.4 71.4 84.8 

5 16 15.2 15.2 100.0 

Total 105 100.0 100.0  

 

Y2.9 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 15 14.3 14.3 14.3 

4 74 70.5 70.5 84.8 

5 16 15.2 15.2 100.0 

Total 105 100.0 100.0  

 

 

 

 

 

 

 

 

 

 



Validitas People (X1) 

Correlations 

 X1.1 X1.2 X1.3 X1.4 X1.5 People 

X1.1 Pearson 

Correlation 

1 .721** .849** .805** .768** .924** 

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

N 105 105 105 105 105 105 

X1.2 Pearson 

Correlation 

.721** 1 .672** .798** .774** .877** 

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

N 105 105 105 105 105 105 

X1.3 Pearson 

Correlation 

.849** .672** 1 .729** .825** .908** 

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

N 105 105 105 105 105 105 

X1.4 Pearson 

Correlation 

.805** .798** .729** 1 .673** .891** 

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

N 105 105 105 105 105 105 

X1.5 Pearson 

Correlation 

.768** .774** .825** .673** 1 .897** 

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

N 105 105 105 105 105 105 

People Pearson 

Correlation 

.924** .877** .908** .891** .897** 1 

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

N 105 105 105 105 105 105 

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

 

 

 

 

 

 

 

 



Validitas Process (X2) 

Correlations 

 X2.1 X2.2 X2.3 X2.4 X2.5 Process 

X2.1 Pearson 

Correlation 

1 .689** .725** .764** .658** .878** 

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

N 105 105 105 105 105 105 

X2.2 Pearson 

Correlation 

.689** 1 .741** .721** .669** .879** 

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

N 105 105 105 105 105 105 

X2.3 Pearson 

Correlation 

.725** .741** 1 .696** .742** .891** 

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

N 105 105 105 105 105 105 

X2.4 Pearson 

Correlation 

.764** .721** .696** 1 .629** .877** 

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

N 105 105 105 105 105 105 

X2.5 Pearson 

Correlation 

.658** .669** .742** .629** 1 .841** 

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

N 105 105 105 105 105 105 

Process Pearson 

Correlation 

.878** .879** .891** .877** .841** 1 

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

N 105 105 105 105 105 105 

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

 

 

 

 

 

 



Validitas Technology (X3) 

Correlations 

 X3.1 X3.2 X3.3 X3.4 X3.5 Technology 

X3.1 Pearson 

Correlation 

1 .492** .530** .556** .487** .790** 

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

N 105 105 105 105 105 105 

X3.2 Pearson 

Correlation 

.492** 1 .374** .502** .488** .734** 

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

N 105 105 105 105 105 105 

X3.3 Pearson 

Correlation 

.530** .374** 1 .499** .633** .771** 

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

N 105 105 105 105 105 105 

X3.4 Pearson 

Correlation 

.556** .502** .499** 1 .550** .796** 

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

N 105 105 105 105 105 105 

X3.5 Pearson 

Correlation 

.487** .488** .633** .550** 1 .810** 

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

N 105 105 105 105 105 105 

Technology Pearson 

Correlation 

.790** .734** .771** .796** .810** 1 

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

N 105 105 105 105 105 105 

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

 

 

 

 

 

 

 

 

 



Validitas Kepuasan pelanggan (Y1) 

 

Correlations 

 Y1.1 Y1.2 Y1.3 Y1.4 KepuasanPelanggan 

Y1.1 Pearson 

Correlation 

1 .702** .753** .754** .893** 

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

N 105 105 105 105 105 

Y1.2 Pearson 

Correlation 

.702** 1 .728** .791** .902** 

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

N 105 105 105 105 105 

Y1.3 Pearson 

Correlation 

.753** .728** 1 .716** .886** 

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

N 105 105 105 105 105 

Y1.4 Pearson 

Correlation 

.754** .791** .716** 1 .909** 

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

N 105 105 105 105 105 

KepuasanP

elanggan 

Pearson 

Correlation 

.893** .902** .886** .909** 1 

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

N 105 105 105 105 105 

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

 

 

 

 

 

 

 

 



 

Validitas Loyalitas pelanggan (Y2) 

Correlations 

 Y2.1 Y2.2 Y2.3 Y2.4 Y2.5 Y2.6 Y2.7 Y2.8 Y2.9 

Loyalitas 

Pelanggan 

Y2.1 Pearson Correlation 1 .395** .602** .267** .464*

* 

.589** .531** .474** .525** .744** 

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

N 105 105 105 105 105 105 105 105 105 105 

Y2.2 Pearson Correlation .395** 1 .287** .587** .441*

* 

.618** .423** .594** .438** .738** 

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

N 105 105 105 105 105 105 105 105 105 105 

Y2.3 Pearson Correlation .602** .287** 1 .465** .449*

* 

.408** .457** .420** .540** .706** 

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

N 105 105 105 105 105 105 105 105 105 105 

Y2.4 Pearson Correlation .267** .587** .465** 1 .550*

* 

.435** .398** .451** .502** .717** 

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

N 105 105 105 105 105 105 105 105 105 105 

Y2.5 Pearson Correlation .464** .441** .449** .550** 1 .543** .593** .258** .512** .745** 

Sig. (2-tailed) .000 .000 .000 .000  .000 .000 .008 .000 .000 

N 105 105 105 105 105 105 105 105 105 105 

Y2.6 Pearson Correlation .589** .618** .408** .435** .543*

* 

1 .390** .479** .295** .736** 

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

N 105 105 105 105 105 105 105 105 105 105 

Y2.7 Pearson Correlation .531** .423** .457** .398** .593*

* 

.390** 1 .406** .587** .733** 

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

N 105 105 105 105 105 105 105 105 105 105 

Y2.8 Pearson Correlation .474** .594** .420** .451** .258*

* 

.479** .406** 1 .328** .671** 

Sig. (2-tailed) .000 .000 .000 .000 .008 .000 .000  .001 .000 



N 105 105 105 105 105 105 105 105 105 105 

Y2.9 Pearson Correlation .525** .438** .540** .502** .512*

* 

.295** .587** .328** 1 .721** 

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

N 105 105 105 105 105 105 105 105 105 105 

Loyalit

asPela

nggan 

Pearson Correlation .744** .738** .706** .717** .745*

* 

.736** .733** .671** .721** 1 

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

N 105 105 105 105 105 105 105 105 105 105 

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

 

Reliability people (X1) 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.826 6 

 

 

Reliability Process (X2) 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.821 6 

 

Reliability Technology (X3) 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.801 6 

 

 

 



 

Reliability Kepuasan pelanggan (Y1) 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.840 5 

 

 

Reliability Loyalitas pelanggan (Y2) 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.774 10 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


