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LAMPIRAN | KUESIONER

LAMPIRAN 1 KUESIONERPENELITIAN

[I. INSTRUMEN KUESIONER

No.

Daftar Pernyataan

Jawaban

ss\ S ‘KS‘TS‘STS

kepercayaan (X;)

1 Saya percaya dengan aplikasi grabfood
yang selalu setia melayani permintaan
pelanggan

2 grabfood mampu melayani konsumen
dengan baik dan cepat

3 Saya percaya produk yang saya pesan
di grabfood sesuai dengan
harapan

4 Grabfood mampu mengatasi masalah

yang dihadapi konsumen.

Kualitas pelayanan (X,)

1 Driver grabfood berpenampilan rapi

2 Driver grabfood Memiliki Kehandalan
dalam Penyampain Jasa kepada
pelanggan dari awal hingga akhir

3 Karyawan Cepat Tanggap dalam
Menyelesaikan Keluhan Pelanggan

4 Driver grabfood memiliki Pelayanan
yang Ramah Tamah dan Sopan

5 grabfood memberikan perhatian secara

penuh kepada Pelanggan

Kepuasan pelanggan (2)

1 Saya merasa puas setiap membeli
menggunakan grabfood
2 Saya merasa puas karena makanan dan

minuman yang di pesan lewat aplikasi
grabfood sudah sesuai harapan dari
konsumen
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No.

Daftar Pernyataan

Jawaban

SS

S

KS

TS

STS

Saya merasa puas karena Produk-
produk yang di tawarkan grabfood
sudah sangat baik dan sesuai harapan
pelanggan

Loyalitas pelanggan (Y)

1 Saya pesan melalui aplikasi grabfood
lebih dari dua kali dalam sebulan

2 Saya selalu memesanan makanan dan
minuman di aplikasi grabfood

3 Saya meromendasikan layanan
grabfood kepada teman maupun orang
lain

4 Saya lebih suka memesan layanan

grabfood di bandingkan produk layanan
serupa lainnya.




LAMPIRAN Il HASIL OLAH DATA SPSS

1. UJI VALIDITAS DAN REABILITAS

1) UJI VALIDITAS DAN REABILITAS X1

Scale: ALL VARIABLES

Case Processing Summary

N

%

Cases

Valid

Excluded?®

Total

100
0

100

100.0

100.0

.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.837

4

ltem-Total Statistics

Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if Item Deleted | Total Correlation Deleted
X1 1 12.59 5.315 .579 .831
X1_2 12.50 4.919 .770 .762
X1 3 12.68 4.482 716 773
X1 4 12.87 4.033 .668 .808

100



2) UJI VALIDITAS DAN REABILITAS X2

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded® 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.873

5

Item-Total Statistics

Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if Item Deleted | Total Correlation Deleted
X2_1 15.96 8.948 .565 .876
X2_2 16.37 6.983 .738 .840
X2_3 16.57 7.399 751 .834
X2_4 16.17 7.759 779 .829
X2 5 16.13 8.094 .698 .848
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3) UJI VALIDITAS DAN REABILITAS Z

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded® 0 .0
Total 100 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of

Items

.830

3

Item-Total Statistics

Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if Item Deleted | Total Correlation Deleted
Z 1 7.90 3.081 .600 .849
Z2 8.11 2.099 .826 .614
Z 3 8.31 2.499 .667 .787
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4) UJI VALIDITAS DAN REABILITAS Y

Scale: ALL VARIABLES

Case Processing Summary

N

%

Cases

Valid

Excluded?®

Total

100
0

100

100.0

1

.0

00.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

.846

4

ltem-Total Statistics

Cronbach's
Scale Mean if Scale Variance | Corrected Item- Alpha if ltem
Item Deleted if Item Deleted | Total Correlation Deleted
Y_1 12.03 6.130 .606 .839
Y_2 12.28 4.749 .750 773
Y_3 12.58 4.509 761 .769
Y 4 12.22 5.385 .641 .821
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2. Uji Regression jalur 1

Variables Entered/Removed?

Variables Variables

Model Entered Removed Method
1 KUALITAS.LAY

ANAN, Enter

KEPERCAYAA

Nb
a. Dependent Variable: KEPUASAN
b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .861°% 741 .736 1.185

a. Predictors: (Constant), KUALITAS.LAYANAN, KEPERCAYAAN

104

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 389.292 2 194.646 138.678 .000°
Residual 136.148 97 1.404
Total 525.440 99

a. Dependent Variable: KEPUASAN
b. Predictors: (Constant), KUALITAS.LAYANAN, KEPERCAYAAN
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Unstandardized

Standardized

Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) -.506 771 -.656 513
KEPERCAYAAN .346 .062 422 5.582 .000
KUALITAS.LAYAN
AN .336 .051 .503 6.658 .000

a. Dependent Variable: KEPUASAN



3. Uji Regression Il

Variables Entered/Removed?

Variables Variables

Model Entered Removed Method
1 KEPUASAN,

KEPERCAYAA

N, Enter

KUALITAS.LAY

ANAN®
a. Dependent Variable: LOYALITAS
b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the

Model R R Square Square Estimate
1 .880° 775 768 1.427

a. Predictors: (Constant), KEPUASAN, KEPERCAYAAN,
KUALITAS.LAYANAN

106

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 673.898 3 224.633 110.355 .000°
Residual 195.412 96 2.036
Total 869.310 99

a. Dependent Variable: LOYALITAS
b. Predictors: (Constant), KEPUASAN, KEPERCAYAAN, KUALITAS.LAYANAN
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Unstandardized

Standardized

Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) .130 .931 .139 .890
KEPERCAYAAN .420 .086 .398 4.897 .000
KUALITAS.LAYANA
N .220 .073 .256 2.999 .003
KEPUASAN .385 122 .299 3.149 .002

a. Dependent Variable: LOYALITAS
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4. DISTRIBUSI JAWABAN RESPONDEN

1. DESCRITIF STATISTIK

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

X1 1 100 1 5 4.29 .756
X1_2 100 1 5 4.38 722
X1_3 100 1 5 4.20 .876
X1 4 100 1 5 4.01 1.040
X2_1 100 1 5 4.34 714
X2_2 100 1 5 3.93 .998
X2_3 100 1 5 3.73 .897
X2_4 100 1 5 4.13 .800
X2 5 100 1 5 4.17 .792
Z 1 100 1 5 4.26 774
Z 2 100 1 5 4.05 .957
Z_3 100 1 5 3.85 .925
Y_1 100 1 5 4.34 714
Y_2 100 1 5 4.09 .954
Y_3 100 1 5 3.79 1.008
Y_4 100 1 5 4.15 .880
Valid N (listwise) 100
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X1 1
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
RAGU-RAGU 6 6.0 6.0 8.0
SETUJU 51 51.0 51.0 59.0
SANGAT SETUJU 41 41.0 41.0 100.0
Total 100 100.0 100.0
X1 2
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
RAGU-RAGU 2 2.0 2.0 4.0
SETUJU 50 50.0 50.0 54.0
SANGAT SETUJU 46 46.0 46.0 100.0
Total 100 100.0 100.0
X1 3
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 4 4.0 4.0 6.0
RAGU-RAGU 6 6.0 6.0 12.0
SETUJU 48 48.0 48.0 60.0
SANGAT SETUJU 40 40.0 40.0 100.0
Total 100 100.0 100.0
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X1 4
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 13 13.0 13.0 15.0
RAGU-RAGU 2 2.0 2.0 17.0
SETUJU 48 48.0 48.0 65.0
SANGAT SETUJU 35 35.0 35.0 100.0
Total 100 100.0 100.0
X2 1
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
RAGU-RAGU 2 2.0 2.0 4.0
SETUJU 54 54.0 54.0 58.0
SANGAT SETUJU 42 42.0 42.0 100.0
Total 100 100.0 100.0
X2 2
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 11 11.0 11.0 13.0
RAGU-RAGU 8 8.0 8.0 21.0
SETUJU 50 50.0 50.0 71.0
SANGAT SETUJU 29 29.0 29.0 100.0
Total 100 100.0 100.0

X2_3
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Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 9 9.0 9.0 11.0
RAGU-RAGU 18 18.0 18.0 29.0
SETUJU 56 56.0 56.0 85.0
SANGAT SETUJU 15 15.0 15.0 100.0
Total 100 100.0 100.0
X2 4
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
RAGU-RAGU 14 14.0 14.0 16.0
SETUJU 51 51.0 51.0 67.0
SANGAT SETUJU 33 33.0 33.0 100.0
Total 100 100.0 100.0
X2 5
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
RAGU-RAGU 12 12.0 12.0 14.0
SETUJU 51 51.0 51.0 65.0
SANGAT SETUJU 35 35.0 35.0 100.0
Total 100 100.0 100.0
Z1
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
RAGU-RAGU 8 8.0 8.0 10.0
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SETUJU 50 50.0 50.0 60.0
SANGAT SETUJU 40 40.0 40.0 100.0
Total 100 100.0 100.0
Z2
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 7 7.0 7.0 9.0
RAGU-RAGU 10 10.0 10.0 19.0
SETUJU 46 46.0 46.0 65.0
SANGAT SETUJU 35 35.0 35.0 100.0
Total 100 100.0 100.0
Z3
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 9 9.0 9.0 11.0
RAGU-RAGU 12 12.0 12.0 23.0
SETUJU 56 56.0 56.0 79.0
SANGAT SETUJU 21 21.0 21.0 100.0
Total 100 100.0 100.0
Y 1
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
RAGU-RAGU 2 2.0 2.0 4.0
SETUJU 54 54.0 54.0 58.0
SANGAT SETUJU 42 42.0 42.0 100.0
Total 100 100.0 100.0
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Y 2
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 9 9.0 9.0 11.0
RAGU-RAGU 2 2.0 2.0 13.0
SETUJU 52 52.0 52.0 65.0
SANGAT SETUJU 35 35.0 35.0 100.0
Total 100 100.0 100.0
Y 3
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 15 15.0 15.0 17.0
RAGU-RAGU 6 6.0 6.0 23.0
SETUJU 56 56.0 56.0 79.0
SANGAT SETUJU 21 21.0 21.0 100.0
Total 100 100.0 100.0
Y 4
Cumulative
Frequency Percent Valid Percent Percent
Valid SANGAT TIDAK SETUJU 2 2.0 2.0 2.0
TIDAK SETUJU 4 4.0 4.0 6.0
RAGU-RAGU 8 8.0 8.0 14.0
SETUJU 49 49.0 49.0 63.0
SANGAT SETUJU 37 37.0 37.0 100.0
Total 100 100.0 100.0
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