LAMPIRAN 1 :
Pengantar Kuesioner



KUESIONER PENELITIAN

Kepada Yth,
Bapak/Ibu/Saudara/i
Pasien pada Puskesmas Sumberbaru

Dengan Hormat,

Dalam rangka melaksanakan tugas skripsi di Fakultas Ekonomi Manajemen Universitas
Muhammadiyah Jember, peneliti bermaksud mengadakan penelitian untuk menyusun skripsi
yang berjudul “PENGARUH KUALITAS PELAYANAN JASA TERHADAP KEPUASAN
PASIEN PADA PUSKESMAS SUMBER BARU KABUPATEN JEMBER”.

Berkenaan dengan penelitian tersebut, dengan segenap kerendahan hati, peneliti
mengharapkan peran serta dan bantuan Bapak/lIbu untuk menjawab kuesioner yang telah
tersusun dalam lembar daftar dengan sejujurnya. Keterangan yang Bapak/Ibu berikan akan
dijamin kerahasiaannya dan hanya digunakan untuk kepentingan akademik untuk memberikan
originalitas data dari penelitian ini.

Akhir atas bantuan dan partisipasi yang Bapak/lbu berikan dalam mengisi kuesioner,
peneliti mengucapkan terima kasih.

Hormat saya,

Dewi Lestari



Petunjuk Pengisian
Berilah penilaian sejujurnya dalam pengisian kuesioner ini dengan mengisi jawaban dan

memberikan tanda (V' ) pada salah satu jawaban yang tersedia.

a. Data Responden

1. Umur : 17-25 26 — 35 36-45
> 46
2. Jenis Kelamin : Laki-laki Perempuan
3. Pekerjaan : Wirausaha Karyawan
Pelajar/mahasiswa

4. Lama dirawat . < 3hari 3-6 hari >7hari

b. Pertanyaan

Isilah tabel dibawah ini sesuai dengan kondisi yang sebenarnya dengan memberikan

tanda (V) pada salah satu jawaban.
Keterangan :

SS = Sangat Setuju

S = Setuju

RR = Ragu-Ragu

TS  =Tidak Setuju

STS = Sangat Tidak Setuju



1. Wujud fisik (tangible)

Pilihan Jawaban

No Pernyataan STS TS RR S SS
1 | Puskesmas sumberbaru mempunyai
lingkungan yang bersih
2 | Puskesmas sumberbaru mempunyai
penataan rapi dan indah
3 | Puskesmas sumberbaru mempunyai
Peralatan pendukung pasien yang
lengkap.
2. Kehandalan (realibility)
Pilihan Jawaban
No Pernyataan o875 S RR S SS
1 | Perawat memberikan pelayanan
kesehatan terhadap pasien sesuai yang
dijanjikan.
2 | Perawat memberikan perawatan dan
pengobatan secara cepat.
3 | Puskesmas  memberikan informasi

mengenai pasien secara jelas.




3. Daya Tanggap (responsiveness)

Pilihan Jawaban

No Pernyataan STS TS RR S SS
1 Dokter memberikan kesempatan

bertanya kepada pasien.
2 Dokter memberikan penjelasan tentang

penyakit kepada pasien.
3 Dokter selalu menanyakan keluhan

kepada pasien yang berkunjung

dipuskesmas.
4. Jaminan (assurance)

Pilihan Jawaban

No Pernyataan e T RR S SS
1 Pasien merasa aman dengan pelayanan

yang diberikan dipuskesmas

Sumberbaru.
2 Dokter mampu menjawab pertanyaan

yang diberikan pasien puskesmas

sumberbaru.
3 Perawat bersikap sopan terhadap pasien

puskesmas sumberbaru.




5. Empati (empathy)

Pilihan Jawaban

No Pernyataan STS TS RR S SS
1 Petugas puskesmas mengutamakan

kepentingan pasien dengan baik.
2 Perawat puskesmas memberikan

perhatian kepada pasien dengan baik.
3 Petugas puskesmas memahami

kebutuhan pasien dengan baik.
6. Bukti Fisik (tangible)

Pilihan Jawaban

No Pernyataan STS TS RR S SS
1 Peralatan yang digunakan di Puskesmas

Sumberbaru terlihat canggih.
2 Pegawai puskesmas senantiasa

berpenampilan rapi.
3 Ruang rawat inap dipuskesmas

sumberbaru tertata rapi, bersih dan

nyaman.




LAMPIRAN 2 :
Rekapitulasi Kuesioner



X3

nmoninonnumunnunmumuunnnn vt Tttt TN

o

o

>

NI ittt oMt NNttt nnN Mt F(fonjunon onn gt on|wn| <k

i

o

>

NIt NS DN O I NO DN NI ST TSN T TS (N ANOO SO N[ on| <

D I e B B O T I T B e IR B O I R B B O T O B e B T I B B B e e B R B B B B B B B |

o

>

niwm N FgtTugTs T T ITT LT DT T DT (N TN

o

o

>

nimnmmnmniTcfnnm tciniunmvonnmumumn|tcnmumunmm Nkt ittt tonc|n| <k

N

o

>

NI iftffnvNNIF O NS T NSNS TS DLW WN

i

o

>

nNnNnitKc NN JMJ)N I |9 NONO| | O|IF|IOIN NN N N O ANNMO A/ OO NN ANINmM

D B B B B B B B I O R I O B O e B e O D B B B B B B B | D e e B B B B B B B N ]

i

>

NNt It NS LTS NN TN NITINDLLITINNNITIWL T NI NWTF TN

o

i

>

NIt I JTIF T TN T T OO O T NN T N T OO N[N Nf O NN ML

oV}

i

>

Nttt O TINTILDOLNNNIITI L T F|INNn N

—

i

>

AN TN OINO[D| O A N NN O NV DO|AINN I NO|INNIDNO| A NN (N ONN
Al A A A | A A | A A A A N[N N[N N N NN NNO OO OO O NN

No




12
14
13
13
14
15
14
12
14
14
10
13
14
14
13
13
13
13
12
13
11
13
11

14
14
13
13
15
13
13
13
10
13
13
11
15
12
15
14
14
12
14
13
11
12
15

38
39
40

41

42

43

44
45

46

47

48

49

50
51

52
53
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55
56
57
58
59
60




LAMPIRAN 3 :
Frekuensi Pernyataan Responden



o

X11 X12 X13 X21 X22 X23 X31 X32
N Valid 60 60 60 60 60 60 60 €
Missing 0 0 0 0 0 0 0
X11
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 10 16.7 16.7 16.7]
4 18 30.0 30.0 46.7
5 32 53.3 53.3 100.0
Total 60 100.0 100.0
X12
Cumulative
Frequency Percent | Valid Percent Percent
Valid 2 1 1.7 1.7 1.7
3 19 31.7 31.7 33.3
4 19 31.7 31.7 65.0
5 21 35.0 35.0 100.0
Total 60 100.0 100.0
X13
Cumulative
Frequency Percent | Valid Percent Percent
Valid 2 2 3.3 3.3 3.3




3 12 20.0 20.0 23.3
4 20 333 333 56.7
5 26 43.3 43.3 100.0
Total 60 100.0 100.0
X21
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 6 10.0 10.0 10.0
4 20 33.3 33.3 43.3
5 34 56.7 56.7 100.0
Total 60 100.0 100.0
X22
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 8 13.3 13.3 13.3
4 23 38.3 38.3 51.7
5 29 48.3 48.3 100.0
Total 60 100.0 100.0
X23
Cumulative
Frequency Percent | Valid Percent Percent
Valid 3 3 5.0 5.0 5.0
4 23 38.3 38.3 43.3
5 34 56.7 56.7 100.0
Total 60 100.0 100.0




X31

Cumulative
Frequency Percent Valid Percent Percent
Valid 2 1 1.7 1.7 1.7
3 17 28.3 28.3 30.0
4 21 35.0 35.0 65.0
5 21 35.0 35.0 100.0
Total 60 100.0 100.0
X32
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 2 3.3 3.3 3.3
4 14 23.3 23.3 26.7
5 44 73.3 73.3 100.0
Total 60 100.0 100.0
X33
Cumulative
Frequency Percent Valid Percent Percent
Valid 2 1 1.7 1.7 1.7
3 19 31.7 31.7 33.3
4 20 33.3 33.3 66.7
5 20 33.3 33.3 100.0
Total 60 100.0 100.0
X41
Cumulative
Frequency Percent Valid Percent Percent




Valid 2 1 1.7 1.7 1.7
3 17 28.3 28.3 30.0
4 21 35.0 35.0 65.0
5 21 35.0 35.0 100.0
Total 60 100.0 100.0
X42
Cumulative
Frequency Percent Valid Percent Percent
Valid 2 2 3.3 3.3 3.3
3 10 16.7 16.7 20.0
4 22 36.7 36.7 56.7
5 26 43.3 43.3 100.0
Total 60 100.0 100.0
X43
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 9 15.0 15.0 15.0
4 21 35.0 35.0 50.0
5 30 50.0 50.0 100.0
Total 60 100.0 100.0
X51
Cumulative
Frequency Percent | Valid Percent Percent
Valid 3 4 6.7 6.7 6.7
4 25 41.7 41.7 48.3
5 31 51.7 51.7 100.0




X51

Cumulative
Frequency Percent Valid Percent Percent
Valid 3 4 6.7 6.7 6.7
4 25 41.7 41.7 48.3
5 31 51.7 51.7 100.0
Total 60 100.0 100.0
X52
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 5 8.3 8.3 8.3
4 21 35.0 35.0 43.3
5 34 56.7 56.7 100.0
Total 60 100.0 100.0
X53
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 9 15.0 15.0 15.0
4 24 40.0 40.0 55.0
5 27 45.0 45.0 100.0
Total 60 100.0 100.0
Y11
Cumulative
Frequency Percent | Valid Percent Percent
Valid 2 1 1.7 1.7 1.7




3 19 31.7 31.7 33.3
4 20 333 333 66.7
5 20 33.3 33.3 100.0
Total 60 100.0 100.0
Y12
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 2 3.3 3.3 3.3
4 16 26.7 26.7 30.0
5 42 70.0 70.0 100.0
Total 60 100.0 100.0
Y13
Cumulative
Frequency Percent Valid Percent Percent
Valid 3 5 8.3 8.3 8.3
4 21 35.0 35.0 43.3
5 34 56.7 56.7 100.0
Total 60 100.0 100.0




LAMPIRAN 4 :



Hasil Uji Validitas

Correlations

X11 X12 X13 X1

X11 Pearson Correlation 1 -.063 024 335"

Sig. (2-tailed) 635 854 .009|

N 60 60 60 60

X12 Pearson Correlation -.063 1 .068 6187

Sig. (2-tailed) 635 .606 .000

N 60 60 60 60

X13 Pearson Correlation 024 .068 1 662"

Sig. (2-tailed) 854 606 .000

N 60 60 60 60

X1 Pearson Correlation 335" 618" 662" 1
Sig. (2-tailed) .009 .000 .000

N 60 60 60 60




Correlations

X11 X12 X13 X1

X11 Pearson Correlation 1 -.063 024 335"

Sig. (2-tailed) 635 .854 .009|

N 60 60 60 60
X12 Pearson Correlation -.063 1 .068 618"

Sig. (2-tailed) 635 .606 .000

N 60 60 60 60
X13 Pearson Correlation 024 .068 1 662"

Sig. (2-tailed) .854 .606 .000

N 60 60 60 60
X1 Pearson Correlation 335" 618" 662" 1

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

N 60 60 60 60
**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
X21 X22 X23 X2

X21 Pearson Correlation 1 -.241 191 5717

Sig. (2-tailed) .064 144 .000

N 60 60 60 60
X22 Pearson Correlation -.241 1 -.074 463"

Sig. (2-tailed) .064 573 .000

N 60 60 60 60
X23 Pearson Correlation 191 -.074 1 6207

Sig. (2-tailed) 144 573 .000

N 60 60 60 60
X2 Pearson Correlation 571" 463" 620" 1

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

N 60 60 60 60

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



Correlations

X31 X32 X33 X3
X31  Pearson Correlation 1 -.167 -.023 559"
Sig. (2-tailed) 203 863 .000
N 60 60 60 60
X32  Pearson Correlation -.167 1 213 4357
Sig. (2-tailed) 203 102 001
N 60 60 60 60
X33 Pearson Correlation -.023 213 1 7207
Sig. (2-tailed) 863 102 000
N 60 60 60 60
X3 Pearson Correlation 559" 435" 720" 1
Sig. (2-tailed) 000 001 .000
N 60 60 60 60
** Correlation is significant at the 0.01 level (2-tailed).
Correlations
X41 X42 X43 X4
X41 Pearson Correlation 1 -.010 145 664
Sig. (2-tailed) 942 267 000
N 60 60 60 60
X42  Pearson Correlation -.010 1 -.088 5417
Sig. (2-tailed) 942 503 .000
N 60 60 60 60
X43 Pearson Correlation 145 -.088 1 551"
Sig. (2-tailed) 267 503 .000
N 60 60 60 60
X4 Pearson Correlation 664" 541" 551" 1
Sig. (2-tailed) .000 .000 .000




60|

60|

60|

60|

N
**. Correlation is significant at the 0.01 level (2-tailed).
Correlations
X51 X52 X53 X5

X51  Pearson Correlation 1 -.002 223 677

Sig. (2-tailed) .987 .087 .000

N 60 60 60 60
X52  Pearson Correlation -.002 1 -.206 4347

Sig. (2-tailed) .987 114 .001

N 60 60 60 60
X53  Pearson Correlation 223 -.206 1 627"

Sig. (2-tailed) .087 114 .000

N 60 60 60 60
X5 Pearson Correlation 677" 434" 627" 1

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

N 60 60 60 60
**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
Y11 Y12 Y13 Y1

Y11 Pearson Correlation 1 244 .045 734"

Sig. (2-tailed) .060 731 .000

N 60 60 60 60
Y12  Pearson Correlation 244 1 272 6717

Sig. (2-tailed) .060 .035 .000

N 60 60 60 60
Y13  Pearson Correlation .045 272 1 605"

Sig. (2-tailed) 731 .035 .000

N 60 60 60 60
Y1 Pearson Correlation 734" 671" 605" 1




Sig. (2-tailed) .000

N 60

.000

60

.000

60

60

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

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



LAMPIRAN 5 :
Hasil Uji Reliabilitas

Case Processing Summary

N %
Cases  Valid 60 100.0
Excluded® 0 .0
Total 60 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics



Cronbach's
Alpha

N of ltems

.642

Case Processing Summary

N

%

Cases

Valid
Excluded?

Total

60

0

60

100.0

.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.627

Case Processing Summary

N

%

Cases

Valid
Excluded®

Total

60

0

60

100.0

.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.676




Case Processing Summary

N

%

Cases

Valid
Excluded?®

Total

60

0

60

100.0

.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.668

Case Processing Summary

N

%

Cases

Valid
Excluded®

Total

60

0

60

100.0

.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.748

Case Processing Summary

N

%

Cases Valid

60

100.0




Excluded?® 0 .0

Total 60 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

.669 3

LAMPIRAN 6 :
Hasil Analisis Regresi Berganda



Variables Entered/Removed”

Variables Variables
Model Entered Removed Method
1 X5, X4, X1, X2,
a .|Enter
X3
a. All requested variables entered.
b. Dependent Variable: Y1
Model Summaryb

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .865% .748 724 726

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

b. Dependent Variable: Y1

ANOVA"



Model Sum of Squares df Mean Square F Sig.
1 Regression 84.436 5 16.887 32.000 .000%
Residual 28.498 54 .528
Total 112.933 59
a. Predictors: (Constant), X5, X4, X1, X2, X3
b. Dependent Variable: Y1
Coefficients®
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) -.486 1.900 -.256 799
X1 .265 .070 .298 3.803 .000 .761 1.314
X2 .224 .103 176 2.179 .034 .718 1.392
X3 .675 .088 .642 7.703 .000 .673 1.485
X4 374 .080 .383 4.663 .000 .693 1.444
X5 .259 .093 217 2.799 .007 .780 1.282

a. Dependent Variable: Y1



Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Y1
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Regression Standardized Residual

Scatterplot

Dependent Variable: Y1
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LAMPIRAN 7 :
Dokumentasi Penelitian
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LAMPIRAN 8 :
Jurnal Penelitian Terdahulu



