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Lampiran 2 Kuesioner Penelitian 

1. Kehandalan  

Kehandalan Jawaban Alternative 

No Pertanyaan SS S CS TS STS 

1 Pembuatan paspor selesai dalam waktu yang 
tepat 

     

2 Saya melihat bahwa pegawai sangat cepat 
dan tepat dalam memberikan pelayanan 

     

3 Informasi yang diberikan sangat akurat      

4 Pegawai mampu memberikan solusi/saran 
terhadap permasalan yang dihadapi pemohon 

     

5 Pegawai memiliki pengetahuan yang luas 
mengenai jasa yang ditawarkan 

     

6 Terdapat keakuratan data identitas diri pada 
paspor dengan data pemohon 

     

 

2. Daya Tanggap 

Daya Tanggap Jawaban Alternative 

No Pertanyaan SS S CS TS STS 

1 Jika terdapat permasalahan pada berkas 

pemohon, pihak imigrasi simpatik dan 

memberikan kepastian 

     

2 Pegawai mampu merespon keluhan 

pemohon 

     

3 Pegawai memberikan informasi yang jelas 

kepada pemohon 

     

4 Pegawai cepat dalam memahami keluhan 

pemohon 

     

 

3. Jaminan 

Jaminan Jawaban Alternative 

No Pertanyaan SS S CS TS STS 

1 Hasil foto yang di ambil memiliki kualitas yang baik      

2 Pemohon merasa aman dan nyaman saat proses 

pendaftaran pembuatan/perpanjangan paspor 

     

3 Terdapat kesesuaian antara biaya yang harus 

dibayar pemohon dalam pembuatan paspor 

dengan biaya yang telah ditetapkan 

     

4 Pegawai Kantor Imigrasi memiliki nilai moral yang 

tinggi 

     

5 Pegawai Kantor Imigrasi Kelas I TPI Makassar 

dipercaya mampu mengatasi permasalahan yang 

dikeluhkan pemohon 
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4. Empati 

Empati Jawaban Alternative 

No Pertanyaan SS S CS TS STS 

1 Pegawai memberikan perhatian yang penuh 

terhadap pemohon 

     

2 Pegawai memberikan pelayanan tanpa 

memandang status sosial 

     

3 Pegawai memberikan pelayanan yang ramah 

kepada pelanggan 

     

4 Pegawai mampu menjelaskan seluruh persyaratan 

yang dibutuhkan dalam pembuatan paspor 

     

5 Adanya informasi yang jelas mengenai prosedur 

pendaftaran pembuatan paspor 

     

 

 

5. Bukti Fisik 

Bukti Fisik Jawaban Alternative 

No Pertanyaan SS S CS TS STS 

1 Pegawai Kantor Imigrasi menggunakan seragam 

yang senada / berpenampuilan menarik saat 

bekerja 

     

2 Kantor Imigrasi Kelas I TPI Makassar 

menyediakan fasilitas yang lengkap 

     

3 Keadaan ruang tunggu yang bersih dan rapi      

4 Kantor Imigrasi Kelas I TPI Makassar berada pada 

lokasi yang strategis 

     

5 Terdapat sarana dan prasarana yang memadai      

 

6. Kepuasan Pemohon 

Kepuasan Pemohon Jawaban Alternative 

No Pertanyaan SS S CS TS STS 

1 Saya merasa puas dengan pelayanan yang 

diberikan oleh Kantor Imigrasi 

     

2 Pegawai Kantor Imigrasi ramah dan 

berpenampilan menarik 

     

3 Saya merasa puas dengan semua fasilitas yang 

disediakan 

     

4 Kantor Imigrasi memiliki citra yang baik dikalangan 

masyarakat 

     

5 Saya merasa keluhan dan kendala yang saya 

alami dapat terselesaikan dengan baik 

     

 



 
 

 
 

Lampiran 3 Tabulasi Data 

Variabel Kehandalan 

No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

1 5 4 4 4 3 5 25 

2 2 3 4 3 4 4 20 

3 5 4 5 5 5 5 29 

4 5 4 4 4 4 4 25 

5 5 5 5 5 5 5 30 

6 4 3 4 4 4 4 23 

7 5 4 4 4 4 3 24 

8 4 3 3 3 4 5 22 

9 5 5 5 4 5 5 29 

10 5 4 4 4 5 5 27 

11 4 4 3 4 3 5 23 

12 3 2 3 2 4 5 19 

13 3 3 4 4 4 4 22 

14 3 4 5 4 5 4 25 

15 4 4 4 4 4 4 24 

16 5 5 5 4 5 5 29 

17 2 2 3 3 3 3 16 

18 4 4 3 5 4 4 24 

19 3 1 3 1 2 1 11 

No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

20 3 4 4 4 4 3 22 

21 4 5 5 5 5 5 29 

22 3 3 3 4 3 3 19 

23 5 5 5 4 5 5 29 

24 5 5 5 5 5 5 30 

25 2 4 4 3 4 5 22 

26 3 4 3 3 3 4 20 

27 4 5 5 4 5 5 28 

28 4 3 3 3 4 3 20 

29 4 4 3 3 4 4 22 

30 4 4 3 3 3 3 20 

31 4 4 4 3 3 4 22 

32 3 3 3 3 4 4 20 

33 3 4 4 4 4 4 23 

34 3 2 3 3 3 3 17 

35 3 3 2 3 2 3 16 

36 3 3 3 3 3 3 18 

37 4 4 4 4 4 5 25 

38 4 4 3 4 4 4 23 



79 

 

 

 

No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

39 4 4 4 4 4 4 24 

40 4 3 3 3 3 3 19 

41 4 4 4 4 4 4 24 

42 4 3 4 4 4 4 23 

43 4 5 5 4 5 4 27 

44 4 3 3 3 3 3 19 

45 4 4 4 4 4 4 24 

46 4 3 3 3 4 3 20 

47 3 3 3 3 3 3 18 

48 4 4 4 4 4 4 24 

49 4 4 4 4 4 4 24 

50 3 4 4 4 4 5 24 

51 3 3 3 3 3 4 19 

52 4 4 4 4 4 4 24 

53 4 4 4 4 4 4 24 

54 5 4 4 4 4 5 26 

55 4 3 3 3 4 5 22 

56 4 4 4 4 4 4 24 

57 5 3 4 4 4 4 24 

58 4 4 4 4 4 4 24 

59 3 4 4 4 4 5 24 

60 4 4 3 4 4 4 23 

No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

61 5 4 4 4 4 4 25 

62 4 4 4 4 4 4 24 

63 4 4 4 4 4 5 25 

64 4 4 5 4 4 5 26 

65 4 4 4 3 4 5 24 

66 4 4 3 4 4 4 23 

67 4 4 4 4 4 4 24 

68 3 5 4 4 5 5 26 

69 5 5 5 3 5 5 28 

70 4 3 3 4 4 3 21 

71 5 5 5 5 5 5 30 

72 4 4 4 3 4 3 22 

73 4 4 4 3 3 5 23 

74 1 4 4 3 1 2 15 

75 5 5 5 5 5 5 30 

76 5 4 5 5 5 4 28 

77 3 4 3 2 3 4 19 

78 4 4 4 4 4 4 24 

79 4 4 4 3 4 5 24 

80 5 3 3 4 4 5 24 

81 4 4 4 4 3 4 23 

82 3 3 3 4 4 4 21 
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No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

83 4 3 3 3 3 4 20 

84 4 4 4 4 4 3 23 

85 4 2 4 4 3 5 22 

86 4 3 3 4 4 4 22 

87 3 3 4 3 4 4 21 

88 4 3 4 4 4 4 23 

89 3 4 4 3 4 5 23 

90 4 3 4 3 3 4 21 

91 4 4 3 4 4 4 23 

92 4 4 4 4 4 5 25 

93 4 2 3 3 3 4 19 

94 4 3 4 4 4 4 23 

95 4 3 3 3 4 3 20 

96 4 3 4 4 4 3 22 

97 4 3 4 4 4 5 24 

98 4 4 3 4 4 3 22 

99 4 3 3 3 4 3 20 

100 3 2 2 3 3 2 15 

101 3 2 2 3 3 3 16 

102 2 2 2 3 4 3 16 

103 3 4 4 3 5 3 22 

104 5 5 5 5 5 5 30 

No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

105 5 5 5 5 5 5 30 

106 3 4 5 5 4 3 24 

107 4 3 4 4 4 3 22 

108 3 2 3 4 2 4 18 

109 4 4 4 3 4 4 23 

110 3 4 4 3 4 3 21 

111 3 3 3 3 4 5 21 

112 4 3 4 4 3 4 22 

113 3 2 2 2 2 4 15 

114 4 4 3 3 3 3 20 

115 2 2 2 2 3 2 13 

116 1 1 3 2 2 3 12 

117 4 4 3 4 4 4 23 

118 1 2 2 3 2 2 12 

119 4 4 4 4 4 4 24 

120 4 4 4 3 3 4 22 

121 3 3 3 3 3 3 18 

122 4 3 5 4 4 3 23 

123 4 3 4 4 4 4 23 

124 3 3 3 3 3 3 18 

125 4 3 3 4 4 4 22 

126 4 4 3 3 4 3 21 
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No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

127 3 4 4 4 4 3 22 

128 4 3 4 3 3 3 20 

129 4 4 4 4 4 4 24 

130 3 3 3 3 3 3 18 

131 2 4 4 3 3 3 19 

132 4 4 4 4 4 3 23 

133 4 4 4 4 4 4 24 

134 4 4 4 4 4 4 24 

135 4 4 4 4 4 3 23 

136 4 5 4 4 4 4 25 

137 4 4 4 4 3 4 23 

138 1 4 4 4 3 3 19 

139 4 4 4 4 4 4 24 

140 4 4 4 4 4 4 24 

141 4 4 4 4 4 4 24 

142 3 3 3 3 3 3 18 

143 4 4 4 4 3 3 22 

144 4 4 4 4 4 4 24 

145 1 2 2 2 3 3 13 

146 4 3 3 3 3 4 20 

147 4 4 4 4 4 4 24 

148 3 4 4 4 3 3 21 

No. 
KEHANDALAN 

Total 
X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 

149 5 5 5 5 5 5 30 

150 5 5 5 5 5 5 30 

151 5 5 5 5 5 5 30 

152 5 5 5 5 5 5 30 

153 5 5 5 5 5 5 30 

154 4 4 4 4 4 4 24 

155 1 1 1 1 3 2 9 

156 4 4 4 4 4 4 24 
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Variabel Daya Tanggap 

No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

1.  3 3 4 4 14 

2.  2 4 4 4 14 

3.  5 5 5 5 20 

4.  4 4 4 4 16 

5.  5 5 5 5 20 

6.  4 3 4 3 14 

7.  4 4 4 4 16 

8.  3 3 4 3 13 

9.  4 4 5 4 17 

10.  4 4 5 4 17 

11.  1 3 3 3 10 

12.  2 3 3 3 11 

13.  4 4 3 3 14 

14.  5 4 4 4 17 

15.  4 4 4 4 16 

16.  5 5 5 5 20 

17.  2 2 2 2 8 

18.  3 4 4 4 15 

19.  1 3 3 2 9 

20.  4 3 3 3 13 

No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

21.  5 5 5 5 20 

22.  4 4 4 4 16 

23.  5 5 5 5 20 

24.  5 5 5 5 20 

25.  3 3 4 3 13 

26.  4 3 3 3 13 

27.  4 4 4 5 17 

28.  3 4 3 4 14 

29.  4 2 2 2 10 

30.  4 4 3 3 14 

31.  4 3 3 3 13 

32.  4 3 3 4 14 

33.  4 4 4 4 16 

34.  4 3 3 3 13 

35.  4 3 2 2 11 

36.  3 3 3 3 12 

37.  4 3 3 4 14 

38.  4 4 4 4 16 

39.  4 4 4 4 16 

40.  3 3 3 3 12 

No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

41.  4 4 4 4 16 

42.  4 4 4 3 15 

43.  4 4 5 4 17 

44.  3 3 3 3 12 

45.  4 4 4 4 16 

46.  4 4 4 3 15 

47.  3 3 3 3 12 

48.  4 3 3 3 13 

49.  4 4 4 4 16 

50.  4 4 4 4 16 

51.  3 3 3 3 12 

52.  4 4 4 4 16 

53.  4 4 4 4 16 

54.  4 4 4 4 16 

55.  4 4 4 4 16 

56.  4 4 4 4 16 

57.  4 4 4 4 16 

58.  4 4 4 3 15 

59.  4 4 4 4 16 

60.  4 4 4 4 16 
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No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

61.  4 4 4 4 16 

62.  4 4 4 4 16 

63.  4 4 4 4 16 

64.  4 5 5 5 19 

65.  4 3 3 3 13 

66.  4 4 4 3 15 

67.  5 4 5 4 18 

68.  5 4 5 5 19 

69.  3 4 5 5 17 

70.  4 4 4 4 16 

71.  5 5 5 5 20 

72.  3 4 3 4 14 

73.  4 4 4 4 16 

74.  5 3 1 4 13 

75.  5 5 5 4 19 

76.  4 5 5 5 19 

77.  3 3 3 3 12 

78.  4 4 4 4 16 

79.  4 3 4 4 15 

80.  4 3 3 3 13 

81.  3 3 3 4 13 

82.  4 4 3 3 14 

No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

83.  3 3 3 3 12 

84.  4 4 4 4 16 

85.  2 3 4 4 13 

86.  4 4 4 4 16 

87.  4 4 3 4 15 

88.  4 3 4 3 14 

89.  4 4 4 4 16 

90.  3 4 4 4 15 

91.  4 4 4 3 15 

92.  3 3 4 4 14 

93.  3 3 3 3 12 

94.  4 4 4 3 15 

95.  4 3 4 4 15 

96.  4 3 3 4 14 

97.  3 4 4 4 15 

98.  4 3 4 4 15 

99.  3 4 4 4 15 

100.  2 3 4 3 12 

101.  2 3 3 2 10 

102.  2 2 2 3 9 

103.  2 4 5 4 15 

104.  5 5 5 5 20 

No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

105.  5 5 5 5 20 

106.  3 4 5 5 17 

107.  3 4 4 4 15 

108.  3 2 3 4 12 

109.  3 3 3 3 12 

110.  4 4 3 4 15 

111.  4 3 3 3 13 

112.  3 3 4 3 13 

113.  2 2 3 3 10 

114.  3 4 3 4 14 

115.  2 1 2 4 9 

116.  2 2 3 2 9 

117.  4 3 4 4 15 

118.  2 3 2 2 9 

119.  4 4 4 4 16 

120.  4 3 3 4 14 

121.  3 3 3 3 12 

122.  3 4 4 3 14 

123.  3 4 4 4 15 

124.  3 3 3 3 12 

125.  4 4 4 3 15 

126.  3 3 4 3 13 
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No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

127.  4 4 4 4 16 

128.  3 3 3 3 12 

129.  4 4 4 4 16 

130.  3 3 3 3 12 

131.  4 4 4 4 16 

132.  4 3 3 3 13 

133.  3 3 4 4 14 

134.  4 4 4 4 16 

135.  4 3 4 4 15 

136.  4 4 4 4 16 

137.  4 3 3 3 13 

138.  3 3 4 4 14 

139.  4 4 4 4 16 

140.  3 3 3 3 12 

141.  4 4 4 4 16 

142.  3 3 3 3 12 

143.  3 3 3 3 12 

144.  4 4 4 4 16 

145.  2 3 3 3 11 

146.  4 4 4 4 16 

147.  4 4 4 4 16 

148.  4 3 4 4 15 

No. 
DAYA TANGGAP 

Total 
X2.1 X2.2 X2.3 X2.4 

149.  5 5 5 5 20 

150.  5 5 5 5 20 

151.  5 5 5 5 20 

152.  4 4 4 4 16 

153.  5 5 5 5 20 

154.  4 4 4 4 16 

155.  2 2 2 2 8 

156.  5 5 5 5 20 

 

 

  



 
 

 
 

Variabel Jaminan 

No. 
JAMINAN 

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

1.  4 4 5 3 4 20 

2.  4 4 2 4 4 18 

3.  5 5 5 5 5 25 

4.  5 4 4 4 4 21 

5.  5 5 5 5 5 25 

6.  3 4 5 4 3 19 

7.  4 4 5 4 4 21 

8.  2 5 4 4 4 19 

9.  5 5 4 5 4 23 

10.  4 5 5 4 4 22 

11.  2 3 3 3 3 14 

12.  4 4 4 4 3 19 

13.  4 3 4 4 4 19 

14.  4 4 5 5 4 22 

15.  3 4 4 4 4 19 

16.  4 5 5 4 5 23 

17.  4 3 4 4 2 17 

18.  4 5 5 5 5 24 

19.  3 1 2 3 1 10 

20.  3 3 3 3 4 16 

No. 
JAMINAN 

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

21.  4 5 5 5 5 24 

22.  3 3 3 3 3 15 

23.  5 5 5 5 5 25 

24.  5 5 5 5 5 25 

25.  5 5 3 3 3 19 

26.  3 4 4 3 3 17 

27.  4 5 5 4 5 23 

28.  4 4 4 4 3 19 

29.  3 3 4 4 3 17 

30.  2 3 4 3 4 16 

31.  4 3 4 4 4 19 

32.  4 4 3 4 4 19 

33.  4 4 4 4 4 20 

34.  3 3 4 3 4 17 

35.  2 2 3 4 3 14 

36.  3 3 3 3 3 15 

37.  3 3 4 4 4 18 

38.  4 4 4 4 4 20 

39.  4 4 4 4 4 20 

40.  4 3 3 3 3 16 
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No. 
JAMINAN 

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

41.  4 4 4 4 4 20 

42.  3 3 3 3 3 15 

43.  3 5 4 5 4 21 

44.  4 3 3 3 3 16 

45.  4 4 4 4 4 20 

46.  2 4 3 3 3 15 

47.  3 3 3 3 3 15 

48.  2 4 4 4 3 17 

49.  3 4 4 4 4 19 

50.  4 4 4 4 4 20 

51.  4 3 5 4 3 19 

52.  4 4 4 4 4 20 

53.  5 4 4 4 4 21 

54.  4 4 4 4 4 20 

55.  4 4 4 4 4 20 

56.  4 4 4 4 4 20 

57.  4 4 4 4 4 20 

58.  3 4 4 4 4 19 

59.  4 4 4 4 4 20 

60.  5 4 4 4 4 21 

61.  4 4 4 4 4 20 

62.  4 4 4 4 4 20 

No. 
JAMINAN 

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

63.  5 4 4 4 4 21 

64.  4 5 5 5 4 23 

65.  4 4 4 4 4 20 

66.  3 4 4 4 3 18 

67.  4 4 4 4 4 20 

68.  4 5 4 3 4 20 

69.  5 5 5 5 5 25 

70.  5 4 4 4 3 20 

71.  5 5 3 3 5 21 

72.  5 4 4 4 4 21 

73.  4 4 3 4 5 20 

74.  2 1 1 1 3 8 

75.  4 5 5 5 5 24 

76.  5 5 5 4 5 24 

77.  3 4 3 4 3 17 

78.  5 4 4 4 4 21 

79.  2 4 5 4 4 19 

80.  4 4 5 4 4 21 

81.  4 4 3 4 3 18 

82.  2 3 4 3 3 15 

83.  2 3 4 3 3 15 

84.  3 4 4 4 4 19 
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No. 
JAMINAN 

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

85.  3 4 5 4 3 19 

86.  4 4 4 4 4 20 

87.  3 3 3 3 3 15 

88.  2 4 4 4 4 18 

89.  4 3 3 4 4 18 

90.  3 4 4 4 4 19 

91.  3 3 4 4 4 18 

92.  2 4 4 4 3 17 

93.  2 4 4 4 3 17 

94.  3 4 4 3 4 18 

95.  4 4 4 4 3 19 

96.  3 4 4 4 4 19 

97.  3 4 4 4 4 19 

98.  4 3 4 4 4 19 

99.  5 4 4 3 3 19 

100.  2 2 3 3 2 12 

101.  3 4 4 2 3 16 

102.  2 3 2 3 2 12 

103.  4 2 3 4 3 16 

104.  5 5 5 5 5 25 

105.  5 5 5 5 5 25 

106.  4 3 3 4 5 19 

No. 
JAMINAN 

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

107.  3 4 3 3 3 16 

108.  2 3 3 4 3 15 

109.  4 3 3 4 4 18 

110.  3 4 4 4 4 19 

111.  3 4 4 4 4 19 

112.  4 4 3 3 4 18 

113.  2 2 3 2 3 12 

114.  3 4 4 4 3 18 

115.  2 2 3 2 2 11 

116.  2 2 1 2 3 10 

117.  4 4 4 4 3 19 

118.  2 3 2 2 3 12 

119.  4 4 4 4 4 20 

120.  4 3 4 3 3 17 

121.  3 2 3 3 3 14 

122.  3 4 3 3 2 15 

123.  4 4 4 4 3 19 

124.  3 3 3 3 3 15 

125.  2 4 5 4 4 19 

126.  4 4 5 4 4 21 

127.  4 4 4 4 4 20 

128.  3 3 4 4 3 17 
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No. 
JAMINAN 

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

129.  4 4 4 4 4 20 

130.  3 3 3 3 3 15 

131.  2 3 4 4 4 17 

132.  4 4 5 4 4 21 

133.  4 4 5 4 4 21 

134.  4 4 4 4 4 20 

135.  4 4 5 4 3 20 

136.  3 5 5 4 3 20 

137.  4 4 3 4 3 18 

138.  4 4 4 3 3 18 

139.  4 4 4 4 4 20 

140.  3 3 3 4 4 17 

141.  4 4 4 4 4 20 

142.  2 3 4 3 3 15 

143.  3 4 4 4 4 19 

144.  4 4 4 4 4 20 

145.  2 2 2 3 2 11 

146.  4 4 4 5 4 21 

147.  4 4 4 4 4 20 

148.  4 3 4 3 3 17 

149.  5 5 5 5 5 25 

150.  5 5 5 5 5 25 

No. 
JAMINAN 

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

151.  3 5 5 4 4 21 

152.  5 5 5 5 5 25 

153.  5 4 4 4 4 21 

154.  4 4 4 4 4 20 

155.  3 3 3 3 2 14 

156.  5 4 4 4 4 21 



 
 

 
 

Variabel Empati 

No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

1.  3 5 4 3 3 18 

2.  2 4 4 4 4 18 

3.  5 5 5 5 5 25 

4.  4 4 4 4 4 20 

5.  5 5 5 5 5 25 

6.  3 4 4 4 4 19 

7.  4 5 4 4 4 21 

8.  3 5 5 4 3 20 

9.  5 4 4 5 4 22 

10.  4 4 5 5 5 23 

11.  3 3 4 4 4 18 

12.  4 5 3 4 4 20 

13.  4 4 3 5 5 21 

14.  5 5 5 4 4 23 

15.  4 4 4 4 4 20 

16.  5 5 5 5 5 25 

17.  2 3 3 3 3 14 

18.  4 3 4 4 3 18 

19.  3 1 3 4 3 14 

20.  3 3 3 3 3 15 

No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

21.  5 5 5 5 5 25 

22.  3 3 3 3 3 15 

23.  5 5 4 5 4 23 

24.  5 5 5 5 5 25 

25.  4 4 3 5 4 20 

26.  3 3 3 3 4 16 

27.  4 4 3 4 5 20 

28.  3 3 3 3 4 16 

29.  4 3 3 3 3 16 

30.  4 4 4 3 3 18 

31.  4 3 3 3 4 17 

32.  3 3 3 3 3 15 

33.  4 4 4 4 4 20 

34.  3 3 3 3 3 15 

35.  3 4 3 3 3 16 

36.  3 3 3 3 3 15 

37.  3 4 4 4 4 19 

38.  4 4 4 4 4 20 

39.  4 4 4 4 4 20 

40.  3 3 3 3 3 15 

41.  4 4 4 4 4 20 

42.  3 3 3 3 3 15 
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No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

43.  5 4 4 3 3 19 

44.  3 3 3 3 3 15 

45.  4 4 4 4 4 20 

46.  3 3 3 3 3 15 

47.  3 3 3 3 3 15 

48.  3 4 4 4 4 19 

49.  4 4 4 4 4 20 

50.  4 4 4 4 4 20 

51.  3 3 3 3 3 15 

52.  4 4 4 4 4 20 

53.  4 4 4 4 4 20 

54.  4 4 4 4 4 20 

55.  4 4 4 4 4 20 

56.  4 4 4 4 4 20 

57.  4 4 4 4 4 20 

58.  4 4 4 4 4 20 

59.  4 4 4 4 4 20 

60.  4 4 3 4 4 19 

61.  4 4 4 4 4 20 

62.  4 4 4 4 4 20 

63.  4 4 4 4 4 20 

64.  5 5 5 4 5 24 

No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

65.  4 4 4 4 4 20 

66.  4 4 4 4 4 20 

67.  4 4 4 4 4 20 

68.  4 3 4 5 4 20 

69.  5 5 5 5 5 25 

70.  3 4 4 3 4 18 

71.  3 5 5 5 5 23 

72.  4 4 4 4 4 20 

73.  4 4 4 4 4 20 

74.  2 3 3 4 4 16 

75.  4 5 4 4 5 22 

76.  5 5 5 5 5 25 

77.  4 4 4 4 5 21 

78.  4 4 4 4 4 20 

79.  4 4 4 4 4 20 

80.  4 4 4 4 3 19 

81.  4 4 3 3 3 17 

82.  3 3 4 3 3 16 

83.  3 3 3 3 3 15 

84.  4 4 4 4 4 20 

85.  4 5 4 4 4 21 

86.  4 4 4 4 4 20 
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No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

87.  4 4 4 4 4 20 

88.  4 4 4 4 4 20 

89.  3 4 4 4 4 19 

90.  4 4 4 4 3 19 

91.  4 4 4 4 3 19 

92.  4 4 4 4 3 19 

93.  3 4 4 3 4 18 

94.  4 3 4 4 4 19 

95.  4 3 4 4 4 19 

96.  4 4 4 4 4 20 

97.  4 3 3 4 3 17 

98.  3 3 2 4 4 16 

99.  3 3 4 5 4 19 

100.  3 3 4 3 2 15 

101.  3 4 3 2 2 14 

102.  3 3 2 4 3 15 

103.  2 3 4 5 5 19 

104.  5 5 5 5 5 25 

105.  5 5 5 5 5 25 

106.  5 4 3 3 4 19 

107.  4 3 4 3 4 18 

108.  2 4 4 4 2 16 

No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

109.  3 4 4 3 4 18 

110.  3 4 4 4 4 19 

111.  3 3 4 5 5 20 

112.  4 4 4 4 3 19 

113.  2 3 3 3 3 14 

114.  3 4 4 4 3 18 

115.  2 2 2 3 3 12 

116.  3 3 3 3 2 14 

117.  4 4 4 4 3 19 

118.  2 3 3 2 2 12 

119.  4 4 4 4 4 20 

120.  3 3 3 4 4 17 

121.  3 3 4 3 3 16 

122.  4 3 4 3 4 18 

123.  4 4 4 4 4 20 

124.  3 3 3 3 3 15 

125.  4 3 4 4 4 19 

126.  3 4 4 4 4 19 

127.  4 4 4 4 4 20 

128.  4 4 4 4 3 19 

129.  4 4 4 4 4 20 

130.  3 3 3 3 3 15 
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No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

131.  3 4 4 4 4 19 

132.  4 4 4 4 4 20 

133.  4 4 4 4 4 20 

134.  4 4 4 4 4 20 

135.  3 4 4 4 4 19 

136.  4 4 4 4 4 20 

137.  4 4 4 3 3 18 

138.  3 3 3 4 3 16 

139.  4 4 4 4 4 20 

140.  4 4 4 4 3 19 

141.  4 4 4 4 4 20 

142.  3 3 3 3 3 15 

143.  4 4 4 4 4 20 

144.  4 4 4 4 4 20 

145.  2 2 2 2 3 11 

146.  4 4 4 4 4 20 

147.  4 4 4 4 4 20 

148.  3 4 4 4 3 18 

149.  4 5 4 5 5 23 

150.  5 5 5 5 5 25 

151.  5 5 5 5 5 25 

152.  5 5 5 5 5 25 

No. 
EMPATI 

Total 
X4.1 X4.2 X4.3 X4.4 X4.5 

153.  5 5 5 5 5 25 

154.  4 4 4 4 4 20 

155.  2 2 2 1 2 9 

156.  4 4 4 4 4 20 

 



 
 

 
 

Variabel Bukti Fisik 

No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

1.  5 3 4 4 4 20 

2.  4 4 4 4 4 20 

3.  5 5 5 3 5 23 

4.  4 4 4 4 4 20 

5.  5 5 5 5 5 25 

6.  4 4 4 3 4 19 

7.  4 4 4 4 4 20 

8.  2 3 2 1 3 11 

9.  4 4 5 5 5 23 

10.  4 5 5 4 5 23 

11.  4 4 4 4 4 20 

12.  5 5 5 5 5 25 

13.  5 5 5 5 5 25 

14.  5 4 4 3 4 20 

15.  4 4 4 3 4 19 

16.  4 4 4 4 5 21 

17.  4 3 4 4 4 19 

18.  5 4 4 4 3 20 

19.  5 1 5 3 2 16 

20.  4 4 4 4 3 19 

No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

21.  5 4 5 5 5 24 

22.  3 3 3 3 3 15 

23.  5 5 5 4 5 24 

24.  5 5 5 5 5 25 

25.  5 4 5 5 4 23 

26.  3 4 4 4 4 19 

27.  4 4 4 5 5 22 

28.  3 3 4 4 4 18 

29.  3 3 3 5 5 19 

30.  4 5 5 5 5 24 

31.  4 3 3 4 4 18 

32.  3 4 4 4 4 19 

33.  4 4 4 4 4 20 

34.  3 3 3 3 2 14 

35.  3 5 5 5 5 23 

36.  3 3 4 4 4 18 

37.  4 4 4 4 4 20 

38.  4 5 5 5 5 24 

39.  4 4 4 4 4 20 

40.  3 4 4 4 4 19 

41.  4 5 5 5 5 24 

42.  3 5 5 5 5 23 
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No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

43.  4 3 4 4 4 19 

44.  3 4 4 4 4 19 

45.  4 4 4 4 4 20 

46.  3 5 5 5 5 23 

47.  3 3 3 3 3 15 

48.  4 5 5 5 5 24 

49.  4 5 5 5 5 24 

50.  3 4 3 4 4 18 

51.  3 4 4 4 4 19 

52.  4 4 4 4 4 20 

53.  4 4 5 5 5 23 

54.  4 5 5 5 5 24 

55.  4 5 5 5 5 24 

56.  4 4 4 4 4 20 

57.  4 4 4 4 4 20 

58.  4 4 4 4 4 20 

59.  4 4 4 4 4 20 

60.  4 5 5 5 5 24 

61.  4 4 4 4 4 20 

62.  3 4 4 4 4 19 

63.  4 4 4 4 4 20 

64.  5 5 5 5 5 25 

No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

65.  3 4 4 4 4 19 

66.  4 4 5 5 5 23 

67.  4 5 5 5 5 24 

68.  5 5 4 5 4 23 

69.  5 5 5 5 5 25 

70.  3 4 4 4 4 19 

71.  5 5 5 3 5 23 

72.  4 4 4 4 4 20 

73.  4 4 4 4 4 20 

74.  1 3 5 3 2 14 

75.  5 4 4 5 5 23 

76.  5 5 4 5 5 24 

77.  4 5 5 4 4 22 

78.  4 5 5 5 5 24 

79.  4 4 4 4 4 20 

80.  4 4 4 4 4 20 

81.  4 4 4 4 4 20 

82.  4 4 3 2 4 17 

83.  3 4 4 4 4 19 

84.  4 5 5 5 5 24 

85.  5 5 5 3 5 23 

86.  4 4 4 4 4 20 
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No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

87.  4 4 4 5 5 22 

88.  3 4 4 4 4 19 

89.  4 5 5 5 3 22 

90.  4 4 4 4 4 20 

91.  4 4 4 4 4 20 

92.  4 4 4 4 4 20 

93.  4 3 4 5 4 20 

94.  3 4 4 4 3 18 

95.  4 4 4 4 4 20 

96.  4 4 4 4 4 20 

97.  3 4 4 5 4 20 

98.  4 4 4 3 4 19 

99.  4 4 4 4 4 20 

100.  2 2 3 2 4 13 

101.  2 3 4 3 3 15 

102.  2 2 3 3 2 12 

103.  4 3 4 5 4 20 

104.  5 5 4 5 5 24 

105.  5 5 5 5 5 25 

106.  5 5 4 3 3 20 

107.  5 3 4 4 4 20 

108.  4 4 4 3 3 18 

No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

109.  3 4 4 4 3 18 

110.  3 3 4 4 3 17 

111.  4 3 3 3 3 16 

112.  3 4 4 4 4 19 

113.  3 4 3 2 2 14 

114.  4 4 4 3 4 19 

115.  3 4 2 2 2 13 

116.  2 2 3 3 3 13 

117.  3 3 4 3 4 17 

118.  2 3 3 3 3 14 

119.  4 4 4 4 4 20 

120.  3 4 5 5 4 21 

121.  3 3 3 3 3 15 

122.  2 3 5 5 4 19 

123.  4 4 4 4 4 20 

124.  3 3 3 3 3 15 

125.  4 4 4 4 4 20 

126.  4 3 4 4 4 19 

127.  4 4 4 4 4 20 

128.  3 3 3 4 3 16 

129.  4 4 4 4 4 20 

130.  3 3 3 3 3 15 
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No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

131.  4 5 5 5 5 24 

132.  4 4 5 5 5 23 

133.  3 4 5 5 5 22 

134.  4 4 4 4 4 20 

135.  3 4 5 5 5 22 

136.  4 4 4 4 4 20 

137.  4 4 4 4 4 20 

138.  3 4 5 5 5 22 

139.  4 4 4 4 4 20 

140.  4 4 5 4 4 21 

141.  4 4 4 4 4 20 

142.  3 3 3 3 3 15 

143.  4 4 4 4 4 20 

144.  4 4 4 4 4 20 

145.  3 2 3 4 3 15 

146.  4 4 4 4 4 20 

147.  4 4 4 4 4 20 

148.  3 4 5 5 5 22 

149.  5 5 5 5 5 25 

150.  5 5 5 5 5 25 

151.  4 4 5 5 5 23 

152.  4 4 5 4 4 21 

No. 
BUKTI FISIK 

Total 
X5.1 X5.2 X5.3 X5.4 X5.5 

153.  5 5 5 5 5 25 

154.  4 4 4 4 4 20 

155.  4 4 5 3 4 20 

156.  4 4 4 4 4 20 

 



 
 

 
 

Variabel Kepuasan Pemohon 

No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

1.  5 5 4 4 4 22 

2.  2 4 4 3 4 17 

3.  5 5 5 5 5 25 

4.  4 4 5 5 5 23 

5.  5 5 5 5 5 25 

6.  4 4 4 4 4 20 

7.  3 4 4 4 3 18 

8.  4 3 2 4 4 17 

9.  5 4 4 5 4 22 

10.  4 4 5 4 4 21 

11.  3 3 3 3 3 15 

12.  3 3 5 4 3 18 

13.  3 4 5 4 3 19 

14.  4 4 5 4 4 21 

15.  5 5 4 4 4 22 

16.  5 4 5 4 5 23 

17.  2 2 2 3 3 12 

18.  3 4 4 4 3 18 

19.  1 4 2 2 2 11 

20.  4 3 3 4 4 18 

No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

21.  5 5 5 5 5 25 

22.  3 3 3 3 3 15 

23.  5 5 5 5 5 25 

24.  5 5 5 5 5 25 

25.  3 4 4 4 3 18 

26.  3 3 3 3 3 15 

27.  5 5 5 5 5 25 

28.  4 4 4 3 3 18 

29.  5 5 3 3 5 21 

30.  4 3 4 3 3 17 

31.  4 4 4 4 3 19 

32.  4 3 4 4 3 18 

33.  3 3 3 4 3 16 

34.  3 3 3 3 3 15 

35.  3 3 4 4 4 18 

36.  3 3 3 3 3 15 

37.  4 4 4 4 4 20 

38.  4 4 4 4 4 20 

39.  4 4 4 4 4 20 

40.  3 3 3 3 3 15 

41.  4 4 4 4 4 20 

42.  3 3 5 3 3 17 
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No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

43.  5 5 4 3 3 20 

44.  3 3 4 3 3 16 

45.  4 4 4 4 4 20 

46.  3 3 3 3 3 15 

47.  3 3 3 3 3 15 

48.  4 4 5 4 4 21 

49.  4 4 4 5 4 21 

50.  4 3 4 3 3 17 

51.  3 3 4 3 3 16 

52.  4 4 4 4 4 20 

53.  5 5 4 4 4 22 

54.  4 4 4 4 4 20 

55.  4 4 5 4 4 21 

56.  4 4 4 4 4 20 

57.  4 4 4 4 4 20 

58.  4 4 4 4 4 20 

59.  4 4 4 4 4 20 

60.  4 4 5 4 4 21 

61.  4 4 4 4 4 20 

62.  4 4 4 4 4 20 

63.  4 4 4 4 4 20 

64.  5 5 5 5 5 25 

No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

65.  4 4 4 4 4 20 

66.  4 3 5 4 4 20 

67.  4 4 4 4 4 20 

68.  4 5 3 4 3 19 

69.  5 5 5 5 5 25 

70.  4 4 4 4 4 20 

71.  5 5 5 3 3 21 

72.  4 4 4 4 4 20 

73.  4 4 4 4 4 20 

74.  3 5 2 3 3 16 

75.  4 5 4 5 5 23 

76.  5 5 4 5 5 24 

77.  4 4 4 4 4 20 

78.  4 4 4 4 4 20 

79.  3 3 4 3 3 16 

80.  4 4 4 3 4 19 

81.  3 3 3 3 3 15 

82.  3 3 3 3 3 15 

83.  3 4 4 3 3 17 

84.  4 3 5 4 4 20 

85.  4 4 4 4 4 20 

86.  4 4 4 4 4 20 
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No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

87.  3 3 4 4 4 18 

88.  3 4 4 4 4 19 

89.  3 4 4 4 4 19 

90.  4 4 4 4 4 20 

91.  4 4 4 4 3 19 

92.  4 4 3 4 3 18 

93.  4 3 3 3 4 17 

94.  4 3 3 4 4 18 

95.  4 4 4 4 4 20 

96.  4 4 4 4 3 19 

97.  4 3 4 4 3 18 

98.  4 4 4 4 4 20 

99.  4 4 3 4 4 19 

100.  2 3 3 3 2 13 

101.  3 3 2 3 3 14 

102.  3 3 3 4 2 15 

103.  4 3 3 4 4 18 

104.  5 4 5 5 5 24 

105.  5 5 5 5 5 25 

106.  4 5 5 4 3 21 

107.  4 3 4 3 3 17 

108.  4 2 3 4 3 16 

No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

109.  4 4 4 4 3 19 

110.  4 4 4 4 4 20 

111.  4 3 3 4 3 17 

112.  4 4 3 4 4 19 

113.  3 3 3 4 4 17 

114.  4 4 4 4 4 20 

115.  3 3 2 3 3 14 

116.  2 3 3 3 2 13 

117.  4 4 4 4 4 20 

118.  2 2 2 2 3 11 

119.  4 4 4 4 4 20 

120.  4 4 4 4 4 20 

121.  3 3 3 3 3 15 

122.  4 2 3 3 4 16 

123.  3 4 4 4 4 19 

124.  3 3 3 3 3 15 

125.  4 4 4 4 3 19 

126.  4 4 4 4 4 20 

127.  4 4 4 4 4 20 

128.  3 3 3 4 3 16 

129.  4 4 4 4 4 20 

130.  3 3 3 3 3 15 
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No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

131.  3 4 4 4 4 19 

132.  3 4 5 4 4 20 

133.  4 4 5 4 4 21 

134.  4 4 4 4 4 20 

135.  3 4 5 4 4 20 

136.  4 4 4 4 4 20 

137.  3 4 4 4 3 18 

138.  4 3 4 4 4 19 

139.  4 4 4 4 4 20 

140.  4 4 4 4 3 19 

141.  4 4 4 4 4 20 

142.  3 3 3 3 3 15 

143.  3 4 3 4 4 18 

144.  4 4 4 4 4 20 

145.  4 2 2 3 3 14 

146.  4 4 4 4 4 20 

147.  4 4 4 4 4 20 

148.  5 4 4 4 4 21 

149.  4 5 5 5 5 24 

150.  5 5 5 5 5 25 

151.  5 5 5 5 5 25 

152.  5 4 4 4 4 21 

No. 
KEPUASAN PEMOHON 

Total 
Y1.1 Y1.2 Y1.3 Y1.4 Y1.5 

153.  4 4 4 4 4 20 

154.  4 4 4 4 4 20 

155.  3 2 3 3 4 15 

156.  4 4 4 4 4 20 

 



 
 

 
 

Lampiran 4 Hasil Uji Validitas  

Uji Validitas X1 
Correlations 

 X1.1 X1.2 X1.3 X1.4 X1.5 X1.6 Total 

X1.1 Pearson 
Correlation 

1 .568** .552** .610** .599** .546** .796** 

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

N 156 156 156 156 156 156 156 

X1.2 Pearson 
Correlation 

.568** 1 .747** .671** .653** .540** .853** 

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

N 156 156 156 156 156 156 156 

X1.3 Pearson 
Correlation 

.552** .747** 1 .696** .653** .540** .849** 

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

N 156 156 156 156 156 156 156 

X1.4 Pearson 
Correlation 

.610** .671** .696** 1 .630** .497** .829** 

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

N 156 156 156 156 156 156 156 

X1.5 Pearson 
Correlation 

.599** .653** .653** .630** 1 .579** .831** 

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

N 156 156 156 156 156 156 156 

X1.6 Pearson 
Correlation 

.546** .540** .540** .497** .579** 1 .756** 

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

N 156 156 156 156 156 156 156 

Total Pearson 
Correlation 

.796** .853** .849** .829** .831** .756** 1 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000  
N 156 156 156 156 156 156 156 

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

 
Uji Validitas X2 

Correlations 

 X2.1 X2.2 X2.3 X2.4 Total_X2 

X2.1 Pearson Correlation 1 .650** .508** .579** .862** 

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

N 156 156 156 156 156 

X2.2 Pearson Correlation .650** 1 .780** .713** .896** 

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

N 156 156 156 156 156 

X2.3 Pearson Correlation .508** .780** 1 .736** .764** 

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

N 156 156 156 156 156 

X2.4 Pearson Correlation .579** .713** .736** 1 .865** 

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

N 156 156 156 156 156 

Total_X2 Pearson Correlation .862** .896** .764** .865** 1 

Sig. (2-tailed) .000 .000 .000 .000  
N 156 156 156 156 156 
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**. Correlation is significant at the 0.01 level (2-tailed). 

 
Uji Validitas X3 

Correlations 

 X3.1 X3.2 X3.3 X3.4 X3.5 Total_X3 

X3.1 Pearson Correlation 1 .538** .409** .516** .532** .754** 

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

N 156 156 156 156 156 156 

X3.2 Pearson Correlation .538** 1 .686** .651** .651** .864** 

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

N 156 156 156 156 156 156 

X3.3 Pearson Correlation .409** .686** 1 .670** .552** .808** 

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

N 156 156 156 156 156 156 

X3.4 Pearson Correlation .516** .651** .670** 1 .623** .835** 

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

N 156 156 156 156 156 156 

X3.5 Pearson Correlation .532** .651** .552** .623** 1 .818** 

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

N 156 156 156 156 156 156 

Total_X3 Pearson Correlation .754** .864** .808** .835** .818** 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  
N 156 156 156 156 156 156 

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

 
Uji Validitas X4 

Correlations 

 X4.1 X4.2 X4.3 X4.4 X4.5 Total_X4 

X4.1 Pearson Correlation 1 .660** .628** .574** .569** .821** 

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

N 156 156 156 156 156 156 

X4.2 Pearson Correlation .660** 1 .747** .589** .576** .848** 

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

N 156 156 156 156 156 156 

X4.3 Pearson Correlation .628** .747** 1 .668** .600** .860** 

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

N 156 156 156 156 156 156 

X4.4 Pearson Correlation .574** .589** .668** 1 .748** .849** 

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

N 156 156 156 156 156 156 

X4.5 Pearson Correlation .569** .576** .600** .748** 1 .831** 

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

N 156 156 156 156 156 156 

Total_X4 Pearson Correlation .821** .848** .860** .849** .831** 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  
N 156 156 156 156 156 156 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Uji Validitas X5 
Correlations 

 X5.1 X5.2 X5.3 X5.4 X5.5 Total_X5 

X5.1 Pearson Correlation 1 .518** .422** .341** .468** .689** 

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

N 156 156 156 156 156 156 

X5.2 Pearson Correlation .518** 1 .619** .505** .662** .820** 

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

N 156 156 156 156 156 156 

X5.3 Pearson Correlation .422** .619** 1 .672** .674** .833** 

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

N 156 156 156 156 156 156 

X5.4 Pearson Correlation .341** .505** .672** 1 .706** .805** 

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

N 156 156 156 156 156 156 

X5.5 Pearson Correlation .468** .662** .674** .706** 1 .873** 

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

N 156 156 156 156 156 156 

Total_X5 Pearson Correlation .689** .820** .833** .805** .873** 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  
N 156 156 156 156 156 156 

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

 

Uji Validitas Y 
Correlations 

 Y1 Y2 Y3 Y4 Y5 Total_Y 

Y1 Pearson Correlation 1 .602** .530** .648** .673** .836** 

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

N 156 156 156 156 156 156 

Y2 Pearson Correlation .602** 1 .576** .607** .562** .811** 

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

N 156 156 156 156 156 156 

Y3 Pearson Correlation .530** .576** 1 .625** .546** .799** 

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

N 156 156 156 156 156 156 

Y4 Pearson Correlation .648** .607** .625** 1 .723** .859** 

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

N 156 156 156 156 156 156 

Y5 Pearson Correlation .673** .562** .546** .723** 1 .840** 

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

N 156 156 156 156 156 156 

Total_Y Pearson Correlation .836** .811** .799** .859** .840** 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  
N 156 156 156 156 156 156 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Lampiran 5 Hasil Uji Reliabilitas  

Hasil Uji Reliabilitas X1 
Reliability Statistics 

Cronbach's 
Alpha N of Items 

.900 6 

 

Hasil Uji Reliabilitas X2 
Reliability Statistics 

Cronbach's 
Alpha N of Items 

.883 4 

 

Hasil Uji Reliabilitas X3 
Reliability Statistics 

Cronbach's 
Alpha N of Items 

.869 5 

 

Hasil Uji Reliabilitas X4 
Reliability Statistics 

Cronbach's 
Alpha N of Items 

.896 5 

 

Hasil Uji Reliabilitas X5 
Reliability Statistics 

Cronbach's 
Alpha N of Items 

.861 5 

 

Hasil Uji Reliabilitas Y 
Reliability Statistics 

Cronbach's 
Alpha N of Items 

.883 5 
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Lampiran 6 Hasil Uji Linear Berganda  

Coefficientsa 

Model 

Unstandardized Coefficients 
Standardized 
Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) .818 .894  .915 .361 

Kehandalan .078 .070 .107 1.123 .263 

Daya_Tanggap .258 .098 .181 2.630 .009 

Jaminan .288 .071 .320 4.029 .000 

Empati .213 .084 .219 2.545 .012 

Bukti_Fisik .156 .050 .160 3.103 .002 

a. Dependent Variable: Kepuasan_Pemohon 

 

 

 


