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LAMPIRAN 1: KUESIONER PENELITIAN 

 

Pengaruh Kualitas Pelayanan Terhadap Kepuasan Pelanggan Pada 

Restoran My Kopi O Makassar 

IDENTITAS BAPAK/IBU/SDR(I)  

1. Umur  

Di bawah 25 tahun  

26 – 30 tahun  

31 – 40 tahun  

41 – 50 tahun  

Di atas 50 tahun  

2. Gender   

Pria  

Wanita  

3. Pekerjaan  

Pegawai Negeri Sipil (PNS)  

Karyawan Swasta  

Pengusaha  

Lain-lain        
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Pilihan Jawaban:  

a. Sangat Tidak Setuju (STS)  

b. Sangat Setuju (SS)  

c. Cukup Setuju (CS)  

d. Setuju (S)  

e. Sangat Setuju (SS)   

 

A. BUKTI FISIK/TANGIBLE (X1) 

No Pertanyaan 
Penilaian 

STS TS CS S SS 

1 Penampilan Karyawan Rapi dan 

Profesional 

     

2 Peralatan, Perlengkapan Dan 

Sarana yang Modern 

     

3 Kondisi Lingkungan Yang Bersih 

dan Nyaman 

     

4 Tampilan Desain Interior 

Restaurant Yang Baik 

     

 

B. KEHANDALAN/RELIABILITY (X2) 

No Pertanyaan 
Penilaian 

STS TS CS S SS 

1 Ketepatan Dan Kecepatan 

Pelayanan 
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2 Pelayanan Ramah Serta Selalu Siap 

Menolong 

     

3 Jam Kerja Tepat Waktu      

4 Perlakuan Terhadap Pelanggan 

Tidak Diskriminatif 

     

 

C. KETANGGAPAN/RESPONSIVENESS (X3) 

No Pertanyaan 
Penilaian 

STS TS CS S SS 

1 Kemampuan Karyawan untuk 

Selalu Tanggap Terhadap Masalah 

yang Timbul 

     

2 Respon Cepat Karyawan Terhadap 

Pelanggan yang Datang 

     

3 Karyawan Memberi Informasi yang 

Jelas dan Mudah Mengerti Oleh 

Pelanggan 

     

4 Kesiapan Karyawan dalam 

Melayani Karyawan Sangat Baik 

     

 

D. JAMINAN/ASSURANCE (X4) 

No Pertanyaan 
Penilaian 

STS TS CS S SS 

1 Karyawan Mampu Menanamkan 

Kepercayaan Kepada Pelanggan 
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2 Karyawan Mampu Menjawab 

Setiap Pertanyaan Pelanggan 

     

3 Pengetahuan Dan Kecakapan 

Karyawan 

     

4 Bertanggung Jawab Atas 

Keamanan Dan Mengutamakan 

Pelanggan 

     

 

E. EMPATI/EMPHATY (X5) 

No Pertanyaan 
Penilaian 

STS TS CS S SS 

1 Karyawan Dapat Memahami 

Kebutuhan Spesifik Pelanggan 

     

2 Karyawan Memperlukan 

Pelanggan Dengan Penuh Perhatian 

     

3 Pelanggan Mudah Berhubungan 

Dengan Karyawan Untuk 

Kepetingan Pelanggan 

     

 

 

F. KEPUASAN PELANGGAN (Y) 

No Pertanyaan 
Penilaian 

STS TS CS S SS 

1 Memberikan Pelayanan Jasa Yang 

Memuaskan Dan Sesuai Dengan 

Yang Diharapkan 
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2 Keramahan Karyawan Dalam 

Memberikan Pelayanan 

     

3 Menanggapi Keluhan Dengan 

Cepat Dan Tepat 

     

4 Memiliki Citra Yang Positif Dan 

Baik Dimata Masyarakat 

     

 

LAMPIRAN 3: DATA UJI VALIDITAS 

Correlations 

 X.1 X.2 X.3 X.4 X.TOTAL 

X.1 

Pearson 

Correlation 

1 .090 -.026 .088 .603** 

Sig. (2-tailed)  .374 .796 .383 .000 

N 100 100 100 100 100 

X.2 

Pearson 

Correlation 

.090 1 -.128 .223* .514** 

Sig. (2-tailed) .374  .205 .026 .000 

N 100 100 100 100 100 

X.3 

Pearson 

Correlation 

-.026 -.128 1 .062 .415** 

Sig. (2-tailed) .796 .205  .539 .000 

N 100 100 100 100 100 

X.4 

Pearson 

Correlation 

.088 .223* .062 1 .609** 

Sig. (2-tailed) .383 .026 .539  .000 

N 100 100 100 100 100 

X.TOTAL 

Pearson 

Correlation 

.603** .514** .415** .609** 1 

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

N 100 100 100 100 100 

Uji Validitas X1 

Correlations 
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 X.1 X.2 X.3 X.4 X.TOTAL 

X.1 

Pearson 

Correlation 

1 .090 -.026 .088 .603** 

Sig. (2-tailed)  .374 .796 .383 .000 

N 100 100 100 100 100 

X.2 

Pearson 

Correlation 

.090 1 -.128 .223* .514** 

Sig. (2-tailed) .374  .205 .026 .000 

N 100 100 100 100 100 

X.3 

Pearson 

Correlation 

-.026 -.128 1 .062 .415** 

Sig. (2-tailed) .796 .205  .539 .000 

N 100 100 100 100 100 

X.4 

Pearson 

Correlation 

.088 .223* .062 1 .609** 

Sig. (2-tailed) .383 .026 .539  .000 

N 100 100 100 100 100 

X.TOTAL 

Pearson 

Correlation 

.603** .514** .415** .609** 1 

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

N 100 100 100 100 100 

Uji Validitas X2 

 

Correlations 

 X.1 X.2 X.3 X.4 X.TOTAL 

X.1 

Pearson 

Correlation 

1 .197* -.077 -.004 .512** 

Sig. (2-tailed)  .050 .444 .966 .000 

N 100 100 100 100 100 

X.2 

Pearson 

Correlation 

.197* 1 .129 .018 .650** 

Sig. (2-tailed) .050  .201 .855 .000 

N 100 100 100 100 100 
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X.3 

Pearson 

Correlation 

-.077 .129 1 .017 .480** 

Sig. (2-tailed) .444 .201  .866 .000 

N 100 100 100 100 100 

X.4 

Pearson 

Correlation 

-.004 .018 .017 1 .491** 

Sig. (2-tailed) .966 .855 .866  .000 

N 100 100 100 100 100 

X.TOTAL 

Pearson 

Correlation 

.512** .650** .480** .491** 1 

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

N 100 100 100 100 100 

Uji Validitas X3 

 

 

Correlations 

 X.1 X.2 X.3 X.4 X.TOTAL 

X.1 

Pearson 

Correlation 

1 .242* .108 .090 .592** 

Sig. (2-tailed)  .015 .285 .374 .000 

N 100 100 100 100 100 

X.2 

Pearson 

Correlation 

.242* 1 .229* .263** .631** 

Sig. (2-tailed) .015  .022 .008 .000 

N 100 100 100 100 100 

X.3 

Pearson 

Correlation 

.108 .229* 1 .281** .677** 

Sig. (2-tailed) .285 .022  .005 .000 

N 100 100 100 100 100 

X.4 

Pearson 

Correlation 

.090 .263** .281** 1 .626** 

Sig. (2-tailed) .374 .008 .005  .000 

N 100 100 100 100 100 
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X.TOTAL 

Pearson 

Correlation 

.592** .631** .677** .626** 1 

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

N 100 100 100 100 100 

Uji Validitas X4 

 

Correlations 

 X.1 X.2 X.3 X.TOTAL 

X.1 

Pearson Correlation 1 -.067 -.266** .569** 

Sig. (2-tailed)  .505 .008 .000 

N 100 100 100 100 

X.2 

Pearson Correlation -.067 1 .037 .532** 

Sig. (2-tailed) .505  .716 .000 

N 100 100 100 100 

X.3 

Pearson Correlation -.266** .037 1 .429** 

Sig. (2-tailed) .008 .716  .000 

N 100 100 100 100 

X.TOTAL 

Pearson Correlation .569** .532** .429** 1 

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

N 100 100 100 100 

Uji Validitas X5 

 

Correlations 

 Y.1 Y.2 Y.3 Y.4 Y.TOTAL 

Y.1 

Pearson 

Correlation 

1 .327** .294** -.020 .678** 

Sig. (2-tailed)  .001 .003 .841 .000 

N 100 100 100 100 100 

Y.2 

Pearson 

Correlation 

.327** 1 .211* -.030 .645** 

Sig. (2-tailed) .001  .035 .770 .000 

N 100 100 100 100 100 
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Y.3 

Pearson 

Correlation 

.294** .211* 1 .029 .620** 

Sig. (2-tailed) .003 .035  .773 .000 

N 100 100 100 100 100 

Y.4 

Pearson 

Correlation 

-.020 -.030 .029 1 .427** 

Sig. (2-tailed) .841 .770 .773  .000 

N 100 100 100 100 100 

Y.TOTAL 

Pearson 

Correlation 

.678** .645** .620** .427** 1 

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

N 100 100 100 100 100 

Uji Validitas Y 

 

LAMPIRAN 3: DATA UJI RELIABILITY 

 

Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.886 4 

Uji Reliability X1 

 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 
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Excludeda 0 .0 

Total 100 100.0 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.710 4 

Uji Reliability X2 

 

Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.943 4 

Uji Reliability X3 

 

Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.774 4 

Uji Reliability X4 
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Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.681 4 

Uji Reliability X5 

 

Case Processing Summary 

 N % 

Cases 

Valid 100 100.0 

Excludeda 0 .0 

Total 100 100.0 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.874 4 

Uji Reliability Y 

 

LAMPIRAN 4: DATA SPSS VERSI 25 

 

Descriptive Statistics 

 N Mean Std. Deviation 

X1 100 17.8100 1.48864 

X2 100 17.7500 1.55294 

X3 100 17.7600 1.57711 

X4 100 17.8700 1.87301 
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X5 100 13.6300 1.07923 

Y 100 18.0600 1.56876 

Valid N (listwise) 100   

 

Regression 
 

Variables Entered/Removeda 

Model Variables Entered Variables Removed Method 

1 X5, X1, X3, X2, X4b . Enter 

a. Dependent Variable: Y 

b. All requested variables entered. 

 

 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .662a .439 .409 1.20634 

a. Predictors: (Constant), X5, X1, X3, X2, X4 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 106.845 5 21.369 14.684 .000b 

Residual 136.795 94 1.455   

Total 243.640 99    

a. Dependent Variable: Y 

b. Predictors: (Constant), X5, X1, X3, X2, X4 

 

 

 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. 

Error 

Beta 

1 

(Constant) 6.494 2.472  2.627 .010 

X1 -.093 .085 -.088 -1.095 .276 

X2 .466 .089 .462 5.222 .000 

X3 .193 .083 .194 2.321 .022 
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X4 .238 .070 .284 3.403 .001 

X5 -.200 .117 -.138 -1.706 .091 

a. Dependent Variable: Y 

 


