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LAMPIRAN 1 

 

KUESIONER PENELITIAN 

 

 

 

 

 

 

 

 

 

Dengan Hormat, 

Dengan ini perkenalkan diri saya  : 

Nama     : Siti Amina  

Nim     : 1510411040 

Program Studi    : Manajemen  

Perguruan Tinggi   : Universitas Muhammadiyah Jember 

Saat ini saya sedang melakukan penelitian tentang kepuasan mahasiswa 

Fakultas Ekonomi Universitas Muhammadiyah Jember dengan menggunakan 

metode servqual  meliputi lima dimensi servqual yaitu, tangible, reliability, 

responsiveness, assurance dan empaty. Adapun penelitian ini di tujukan sebagai 

salah satu syarat untuk memperoleh gelar sarjana S1 pada Program Studi 

Manajemen Universitas Muhammadiyah Jember. maka dari itu mohon bantuan 

saudara/i untuk mengisi kuesioner yang saya bagikan ini sesuai dengan pendapat 

saudara/i. 

Dengan pengisian kuesioner ini identitas responden dirahasiakan dan hanya 

diketahui oleh peneliti. Oleh karena itu pendapat saudara/i yang sebenarnya akan 

sangat membantu saya dalam melakukan penelitian ini. Atas perhatian dan 

kesediaan saudara/i, saya ucapkan terimakasih. 

 

 

 

 

 

 

Hormat saya, 

 

 

 

 

                             Siti amina 

                             Nim : 15.1041.1040 
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LAMPIRAN II: 

Petunjuk Pengisian 

Kuesioner Penelitian 
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LAMPIRAN II 

 

 

Petunjuk Pengisian: 

 

1. No Responden  : 

2. Usia    : 

3. Jenis Kelamin  : 

4. Petunjuk Pengisian 

Pilihlah jawaban berikut sesuai dengan jawaban yang anda yakini dengan cara 

memberikan tanda (X) atau tanda centang () pada jawaban yang sesuai dengan 

pendapat anda ! 

Keterangan jawaban : 

SS  = Jika anda Sangat Setuju terhadap pernyataan tersebut  

S  = Jika anda Setuju terhadap pernyataan tersebut  

N = jika anda Netral terhadap pernyataan tersebut  

TS = Jika anda Tidak Setuju terhadap pernyataan tersebut 

STS = Jika anda Sangat Tidak Setuju  terhadap pernyataan tersebut 

5. Keterangan Jawaban 

Sangat Setuju (SS)  : Skor 5 

Setuju (S)   : Skor 4 

Netral (N)   : Skor 3 

Tidak Setuju (TS)  : Skor 2 

Sangat Tidak Setuju (STS) : Skor 1 
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LAMPIRAN III : 

Kuesioner Penelitian 
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LAMPIRAN III 

 

1. Kuesioner Pernyataan kinerja terkait dengan dimensi Servqual pada FE Unmuh 

Jember. 

No Pernyataan SS S N TS STS 

 

1. 

Tangible (bukti fisik) 

FE Unmuh Jember memiliki peralatan dan 

teknologi terbaru (modern) 

     

2. FE Unmuh Jember mempunyai ruangan 

yang bersih dan nyaman  

     

3. Jajaran FE Unmuh Jember berpakaian dan 

berpenampilan rapi 

     

4. Material dan fasilitas fisik lain yang terkait 

layanan di FE Unmuh Jember tampak 

menarik 

     

          

5. 

Reliability (Kehandalan) 

Bila FE Unmuh Jember berjanji untuk 

melakukan sesuatu pada waktu yang 

disepakati,mereka merealisasikan dengan 

cepat 

     

  6.  Bila Mahasiswa mendapatkan masalah, 

Dosen ataupun Karyawan FE Unmuh 

Jember menunjukkan sikap simpatik untuk 

menyelesaikan 

     

  7.  FE Unmuh Jember dapat diandalkan untuk 

memberikan layanan dengan cepat 

     

   

  8. 

Responsiveness (Daya Tanggap) 

Karyawan FE Unmuh Jember memberitahu 

mahasiswa kapan pastinya layanan akan 

disampaikan 

     

  9. Karyawan  di FE Unmuh Jember 

memberikan layanan kepada mahasiswa 

dengan cepat  

     

10. Jajaran FE Unmuh Jember selalu bersedia 

membantu para mahasiswa 

     

   

11. 

Assurance (Jaminan) 

FE Unmuh Jember memiliki karyawan yang 

melayani setiap mahasiswa dengan ramah  
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12. 

 

Jajaran FE Unmuh Jember selalu bersikap 

sopan 

     

13. 

 

FE Unmuh Jember sangat menjamin 

keamanan mahasiswa  

     

 

14. 

Empaty (Empati) 

FE Unmuh Jember memberikan perhatain 

individual kepada semua mahasiswa 

     

15. FE Unmuh Jember memiliki karyawan yang 

dapat memahami setiap keinginan 

mahasiswa 

     

16. Jajaran FE Unmuh Jember selalu 

memperhatikan kepentingan mahasiswa 

     

 

1. Kuesioner pernyataan harapan  terkait dengan dimensi Servqual pada FE 

Unmuh Jember 

No Pernyataan SS S N TS STS 

 

1. 

Tangible (bukti fisik) 

FE Unmuh Jember harus memiliki peralatan 

dan teknologi terbaru (modern) 

     

2. FE Unmuh Jember harus mempunyai 

ruangan yang bersih dan nyaman 

     

3. Jajaran FE Unmuh Jember harus berpakaian 

dan berpenampilan rapi 

     

4. Material dan fasilitas fisik lain yang terkait 

layanan di FE Unmuh Jember harus tampak 

menarik  

     

          

5. 

Reliability (Kehandalan) 

Bila  FE Unmuh Jember berjanji untuk 

melakukan sesuatu sesuatu pada waktu yang 

disepakati, maka harus merealisasikan 

dengan cepat 

     

  6.  Bila Mahasiswa mendapatkan masalah, 

Dosen ataupun  karyawan di FE Unmuh 

Jember harus menunjukkan sikap simpatik 

untuk menyelesaikannya 

     

  7.  FE Unmuh Jember harus dapat diandalkan 

untuk memberikan layanan dengan tepat 
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8. 

Responsiveness (Daya Tanggap) 

Karyawan FE Unmuh Jember harus 

memberitahu mahasiswa kapan pastinya 

layanan akan disampaikan  

     

  9. Karyawan di FE Unmuh Jember harus 

memberikan layanan kepada mahasiswa 

dengan cepat 

     

10. Jajaran  FE Unmuh Jember harus selalu 

bersedia membantu para mahasiswa 

     

   

11. 

Assurance (Jaminan) 

FE Unmuh Jember harus  memiliki 

karyawan yang melayani setiap mahasiswa 

dengan ramah  

     

12. 

 

Jajaran  FE Unmuh Jember harus selalu 

bersikap sopan  

     

13. 

 

FE Unmuh Jember harus  menjamin 

keamanan mahasiswa  

     

 

14. 

Empaty (Empati) 

FE Unmuh Jember harus memberikan 

perhatian individual kepada semua 

mahasiswa  

     

15. Karyawan  FE Unmuh Jember harus dapat 

memahami setiap keinginan mahasiswa 

     

16. Jajaran FE Unmuh Jember harus selalu 

memperhatikan kepentingan mahasiswa 
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LAMPIRAN IV: 

Rekapitulasi Kuesioner 
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Rekapitulasi Kuesioner Kinerja 

No. Res. 
Kinerja 

tangible  total reliability total responsiveness total  assurance  total empaty total 

  1 2 3 4 
 

1 2 3   1 2 3   1 2 3   1 2 3   

1 2 3 3 2 10 2 4 2 8 3 2 3 8 3 3 4 10 3 3 2 8 

2 2 3 3 2 10 2 4 2 8 3 2 3 8 3 3 2 8 3 3 2 8 

3 2 2 3 3 10 3 3 4 10 3 4 4 11 4 4 4 12 3 3 3 9 

4 3 4 3 3 13 3 3 4 10 3 3 4 10 3 3 4 10 3 3 3 9 

5 3 4 3 3 13 3 3 4 10 3 3 3 9 3 4 4 11 3 3 3 9 

6 2 3 3 2 10 2 4 2 8 3 2 3 8 3 3 2 8 3 3 2 8 

7 2 4 4 4 14 3 4 3 10 4 4 4 12 2 4 4 10 2 4 3 9 

8 2 4 4 3 13 3 4 4 11 4 3 4 11 4 4 4 12 4 4 3 11 

9 3 4 3 4 14 4 2 3 9 3 3 4 10 3 3 4 10 4 3 3 10 

10 3 4 4 3 14 3 3 3 9 4 4 5 13 4 4 4 12 3 4 2 9 

11 5 5 5 4 19 3 4 5 12 4 4 4 12 4 4 3 11 3 3 4 10 

12 2 4 4 4 14 2 2 4 8 2 2 4 8 4 4 4 12 2 2 2 6 

13 3 3 3 3 12 4 5 4 13 5 5 4 14 4 4 5 13 4 4 5 13 

14 5 4 4 4 17 4 3 3 10 3 4 4 11 4 4 4 12 4 4 4 12 

15 4 4 4 5 17 5 4 4 13 5 5 4 14 4 3 4 11 4 4 4 12 

16 5 5 5 5 20 4 4 4 12 4 5 5 14 4 4 5 13 5 5 5 15 

17 3 3 3 3 12 4 3 3 10 4 4 4 12 4 3 4 11 3 3 3 9 

18 4 4 5 5 18 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

19 3 4 4 3 14 2 3 2 7 3 2 3 8 3 3 3 9 4 4 4 12 

20 2 3 3 4 12 2 3 2 7 3 3 2 8 2 2 3 7 3 4 3 10 

21 2 3 3 2 10 2 3 2 7 3 2 3 8 3 3 4 10 3 3 2 8 

22 2 3 3 2 10 2 4 2 8 3 2 3 8 3 3 4 10 3 3 2 8 

23 3 4 5 4 16 4 4 4 12 4 3 2 9 4 4 3 11 2 3 3 8 

24 4 4 4 3 15 3 3 4 10 3 4 3 10 4 4 5 13 3 3 3 9 

25 2 3 3 3 11 2 2 3 7 2 3 3 8 3 3 2 8 2 3 3 8 

26 4 4 4 3 15 4 4 3 11 3 4 3 10 4 4 4 12 4 4 4 12 

27 4 4 4 4 16 3 4 3 10 4 3 3 10 4 4 4 12 4 4 4 12 

28 4 4 4 4 16 3 4 3 10 4 3 3 10 4 4 4 12 4 4 4 12 

29 5 4 3 4 16 4 4 4 12 4 4 4 12 4 4 4 12 3 3 4 10 

30 4 4 4 4 16 3 3 3 9 3 4 5 12 5 4 3 12 3 3 4 10 

31 3 4 2 4 13 4 2 3 9 3 2 2 7 4 4 3 11 3 4 2 9 

32 2 4 4 1 11 3 3 4 10 4 3 3 10 4 4 3 11 3 2 3 8 

33 4 3 4 3 14 3 3 3 9 3 3 3 9 3 3 3 9 3 3 3 9 

34 3 4 3 3 13 4 3 4 11 4 4 4 12 3 3 4 10 4 3 3 10 

35 4 5 5 4 18 4 4 4 12 5 4 4 13 4 4 4 12 4 4 4 12 

36 5 5 5 3 18 3 4 3 10 3 4 3 10 4 4 3 11 3 3 3 9 

37 5 5 5 4 19 4 5 4 13 4 4 5 13 5 5 5 15 5 5 4 14 

38 4 3 3 3 13 4 3 3 10 3 3 3 9 4 3 3 10 3 3 3 9 

39 5 5 4 4 18 5 5 3 13 4 5 5 14 4 3 3 10 3 2 2 7 

40 3 5 3 3 14 3 3 4 10 4 4 3 11 3 3 4 10 3 3 3 9 

41 3 4 3 3 13 4 3 3 10 3 3 4 10 3 4 4 11 3 3 3 9 

42 3 4 3 3 13 4 3 3 10 3 3 4 10 3 4 4 11 3 3 3 9 

43 4 4 4 4 16 4 4 5 13 4 4 4 12 4 4 4 12 4 4 4 12 

44 4 4 5 4 17 4 4 4 12 5 4 4 13 4 4 4 12 5 4 5 14 

45 3 4 3 3 13 3 3 4 10 3 3 3 9 3 3 4 10 3 3 3 9 

46 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

47 4 3 3 3 13 3 2 3 8 3 3 3 9 3 3 4 10 3 3 3 9 

48 3 3 3 3 12 4 3 4 11 3 3 3 9 3 3 4 10 2 2 3 7 

49 3 3 4 3 13 3 3 3 9 3 3 3 9 4 4 3 11 3 3 3 9 

50 3 3 5 3 14 3 3 3 9 3 3 3 9 3 3 3 9 4 2 3 9 

51 4 3 3 4 14 3 3 4 10 2 3 4 9 4 3 4 11 3 4 4 11 

52 4 5 5 4 18 5 4 4 13 4 3 4 11 4 4 5 13 3 4 4 11 

53 3 4 5 3 15 4 4 3 11 3 3 4 10 3 4 4 11 4 4 4 12 

54 4 4 4 4 16 3 4 4 11 4 4 4 12 3 3 3 9 3 2 2 7 

55 5 4 5 4 18 5 4 5 14 5 5 5 15 5 5 5 15 4 4 4 12 

56 3 5 3 3 14 3 3 4 10 3 3 4 10 3 3 3 9 3 4 3 10 

57 5 4 5 4 18 4 4 4 12 4 5 5 14 4 5 5 14 4 5 4 13 

58 5 4 5 4 18 5 4 5 14 4 5 4 13 4 4 5 13 5 5 5 15 

59 5 4 5 4 18 5 4 5 14 4 5 4 13 4 4 5 13 5 5 5 15 

60 3 4 3 3 13 3 3 4 10 3 4 3 10 4 3 4 11 3 3 3 9 

61 3 3 3 4 13 3 4 4 11 4 3 4 11 4 4 4 12 4 2 2 8 
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62 3 4 3 3 13 3 3 4 10 3 5 4 12 5 4 4 13 4 3 3 10 

63 3 4 3 3 13 3 3 4 10 4 4 4 12 4 3 4 11 3 3 3 9 

64 4 4 4 3 15 4 3 4 11 4 4 4 12 4 4 4 12 3 3 3 9 

65 3 4 3 3 13 4 3 4 11 3 4 3 10 3 4 4 11 3 3 3 9 

66 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

67 4 4 3 3 14 3 3 3 9 3 3 3 9 3 4 4 11 3 3 3 9 

68 4 4 4 4 16 4 3 4 11 3 4 3 10 3 3 4 10 3 3 3 9 

69 3 4 3 3 13 3 3 4 10 3 4 3 10 4 3 4 11 3 4 3 10 

70 3 4 4 3 14 3 3 3 9 3 3 3 9 3 4 4 11 4 4 3 11 

71 3 5 3 3 14 3 4 4 11 4 3 4 11 4 4 3 11 3 3 3 9 

72 3 4 3 3 13 3 4 4 11 3 3 3 9 4 4 4 12 4 4 3 11 

73 4 5 4 4 17 3 4 4 11 4 3 4 11 4 4 5 13 4 4 5 13 

74 4 5 4 4 17 3 4 4 11 4 3 4 11 4 4 5 13 4 4 5 13 

75 3 4 3 4 14 4 4 4 12 3 3 3 9 4 4 4 12 3 3 3 9 

76 4 4 3 3 14 3 3 4 10 3 4 3 10 4 4 4 12 3 3 3 9 

77 3 4 3 3 13 3 3 4 10 3 4 3 10 4 4 4 12 3 3 3 9 

78 4 4 4 3 15 3 3 3 9 3 3 3 9 4 4 4 12 3 3 3 9 

79 3 4 3 3 13 3 3 3 9 3 3 3 9 3 3 3 9 3 3 3 9 

80 4 4 4 3 15 3 4 4 11 4 4 4 12 4 4 4 12 3 3 3 9 

81 3 4 3 3 13 3 3 4 10 3 4 3 10 4 4 4 12 3 3 3 9 

82 3 4 3 4 14 3 3 4 10 3 3 3 9 3 4 4 11 3 3 3 9 

83 3 4 3 3 13 3 3 4 10 3 4 3 10 3 3 4 10 3 3 3 9 

84 4 4 3 3 14 3 3 3 9 3 4 4 11 3 3 4 10 3 3 3 9 

85 3 4 3 4 14 4 4 4 12 3 4 4 11 4 3 3 10 3 3 3 9 
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Rekapitulasi Kuesioner Harapan 

No.res.Harapa
n 

tangible  
tota
l 

reliability 
tota
l 

responsivenes
s 

tota
l 

assurance  
tota
l 

empaty 
tota
l 

  1 2 3 4   1 2 3   1 2 3   1 2 3   1 2 3   

1 5 5 5 5 20 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

2 5 5 5 5 20 4 4 4 12 4 4 4 12 4 4 4 12 3 3 4 10 

3 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

4 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

5 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

6 5 5 5 5 20 4 4 4 12 4 4 4 12 3 4 4 11 4 3 4 11 

7 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

8 2 3 4 4 13 3 4 3 10 4 4 4 12 4 4 4 12 4 4 4 12 

9 5 5 4 3 17 3 4 4 11 4 3 4 11 3 5 5 13 4 3 5 12 

10 4 5 4 4 17 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

11 4 4 4 4 16 4 3 4 11 4 4 3 11 3 4 4 11 5 5 5 15 

12 4 4 4 4 16 4 2 2 8 4 4 2 10 4 4 4 12 2 2 2 6 

13 4 4 5 5 18 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

14 5 4 4 4 17 4 5 4 13 4 4 4 12 5 4 4 13 5 4 4 13 

15 3 4 4 4 15 5 4 4 13 4 4 5 13 4 4 5 13 4 4 4 12 

16 5 5 5 4 19 5 5 4 14 4 5 5 14 4 4 4 12 5 5 5 15 

17 4 4 3 5 16 4 5 5 14 4 5 5 14 3 5 5 13 3 4 5 12 

18 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

19 4 5 5 4 18 5 4 4 13 3 4 4 11 4 4 4 12 4 4 4 12 

20 4 4 3 3 14 3 4 4 11 4 5 5 14 4 4 4 12 4 4 4 12 

21 4 3 5 5 17 5 4 4 13 4 4 3 11 4 3 3 10 4 3 3 10 

22 5 5 5 5 20 4 4 4 12 4 4 3 11 3 4 3 10 4 3 3 10 

23 4 3 4 4 15 3 2 4 9 3 4 3 10 2 4 3 9 3 3 3 9 

24 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

25 4 3 2 3 12 4 3 2 9 3 3 4 10 4 3 2 9 4 3 2 9 

26 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

27 4 4 4 5 17 4 4 4 12 4 5 5 14 5 5 5 15 4 4 4 12 

28 4 4 4 3 15 3 3 4 10 3 4 3 10 4 3 4 11 3 4 3 10 

29 5 4 4 4 17 3 3 3 9 3 3 3 9 4 3 4 11 4 3 4 11 

30 3 4 4 4 15 5 4 4 13 4 4 4 12 5 4 4 13 4 4 4 12 

31 5 3 4 4 16 4 4 3 11 4 2 4 10 4 4 3 11 4 2 3 9 

32 4 4 4 4 16 5 5 5 15 4 4 4 12 4 4 4 12 4 4 4 12 

33 5 5 4 4 18 5 5 5 15 4 5 4 13 5 5 5 15 5 5 5 15 

34 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

35 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

36 3 4 3 4 14 3 4 4 11 4 3 4 11 4 4 3 11 4 4 3 11 

37 5 4 5 4 18 5 4 5 14 5 5 5 15 5 4 4 13 4 4 5 13 

38 5 5 4 3 17 3 3 4 10 4 3 3 10 3 3 3 9 3 4 3 10 

39 5 5 4 4 18 4 4 5 13 5 4 4 13 5 3 3 11 4 5 5 14 

40 5 5 4 3 17 5 5 5 15 5 5 3 13 4 4 5 13 3 5 4 12 

41 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

42 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

43 5 5 5 4 19 4 4 4 12 4 4 5 13 5 5 5 15 5 4 4 13 

44 4 4 4 5 17 4 4 5 13 4 4 5 13 4 4 5 13 4 5 4 13 

45 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

46 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

47 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

48 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

49 4 4 3 4 15 4 4 4 12 3 3 3 9 4 4 4 12 3 3 3 9 

50 3 3 5 4 15 3 3 3 9 5 5 4 14 3 4 3 10 3 3 5 11 

51 5 5 4 4 18 3 4 4 11 3 5 5 13 4 5 5 14 4 4 5 13 

52 4 5 4 4 17 3 5 4 12 4 3 4 11 4 4 5 13 3 4 4 11 

53 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

54 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

55 5 5 4 5 19 4 4 5 13 4 5 4 13 4 5 4 13 5 4 5 14 

56 4 5 5 5 19 5 4 4 13 4 5 5 14 5 5 5 15 5 5 5 15 

57 5 4 5 4 18 5 4 5 14 4 5 4 13 5 4 5 14 4 4 4 12 

58 5 5 5 5 20 5 4 5 14 4 5 5 14 4 4 4 12 5 5 5 15 

59 5 5 5 5 20 5 4 5 14 4 5 5 14 4 4 5 13 5 5 5 15 

60 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

61 4 5 5 4 18 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 
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62 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

63 5 5 3 5 18 5 4 5 14 5 5 5 15 5 5 5 15 5 5 5 15 

64 4 5 3 5 17 5 5 5 15 5 5 5 15 4 5 5 14 5 5 5 15 

65 4 5 4 4 17 4 5 5 14 5 5 5 15 4 4 5 13 4 4 4 12 

66 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

67 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

68 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

69 4 4 3 4 15 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

70 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

71 4 4 4 5 17 5 5 4 14 5 5 4 14 5 5 5 15 5 5 5 15 

72 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

73 4 4 3 5 16 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

74 4 4 3 5 16 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

75 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

76 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

77 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

78 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

79 5 5 3 5 18 5 5 5 15 5 5 5 15 5 5 5 15 4 5 5 14 

80 4 4 4 4 16 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 

81 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

82 4 4 5 5 18 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

83 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 

84 4 4 4 4 16 4 4 5 13 5 5 5 15 5 5 5 15 4 4 4 12 

85 5 5 5 5 20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 
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Rekapitulasi Kuesioner Umur dan Harapan 

No.res.Harapan 
jenis 

kelamin umur 

         

   1 2 1 

   2 2 1 

   

3 2 1 

 

1. jenis 
kelamin 

 4 2 1 

 
keterangan : 

5 2 1 

 
1 = laki-laki 

 6 2 1 

 
2= prempuan  

 7 2 1 

   8 2 1 

 
2. umur 

 9 2 1 

 
keterangan : 

10 1 1 

 
1= 20-22 

 11 2 1 

 
2= 23-25 

 12 1 1 

   13 2 1 

   14 1 1 

   15 2 1 

   16 1 1 

   17 1 1 

   18 2 1 

   19 2 1 

   20 2 1 

   21 1 1 

   22 2 1 

   23 2 1 

   24 2 1 

   25 1 1 

   26 1 1 

   27 1 1 

   28 1 1 

   29 1 1 

   30 1 1 

   31 1 1 

   32 2 2 

   33 2 1 

   34 2 1 

   35 2 1 

   36 1 2 

   37 1 1 

   38 1 1 

   39 1 1 

   40 1 1 

   41 1 1 

   42 1 1 
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43 2 1 

   44 2 1 

   45 2 1 

   46 2 1 

   47 2 2 

   48 2 2 

   49 2 1 

   50 1 1 

   51 2 1 

   52 1 1 

   53 2 1 

   54 1 1 

   55 2 1 

   56 1 1 

   57 1 1 

   58 1 1 

   59 1 2 

   60 1 2 

   61 1 1 

   62 1 2 

   63 2 2 

   64 2 1 

   65 2 1 

   66 2 1 

   67 2 1 

   68 2 1 

   69 2 1 

   70 2 1 

   71 2 1 

   72 2 1 

   73 1 2 

   74 1 1 

   75 1 1 

   76 1 1 

   77 2 1 

   78 1 1 

   79 1 1 

   80 1 1 

   81 1 1 

   82 2 1 

   83 2 1 

   84 2 1 

   85 2 1 
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LAMPIRAN V: 

FREKUENSI JENIS KELAMIN 

DAN UMUR 
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Frekuansi Jenis Kelamin 

 

jenis_kelamin 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

laki-laki 38 44,7 44,7 44,7 

prempuan 47 55,3 55,3 100,0 

Total 85 100,0 100,0  

 

Frekuensi Umur 

 

Umur 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

20-22 76 89,4 89,4 89,4 

23-25 9 10,6 10,6 100,0 

Total 85 100,0 100,0  
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LAMPIRAN VI: 

FREKUENSI PERNYATAAN 

RESPONDEN 
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Frekuensi Pernyataan Responden Kinerja 

 

1. Tangible (bukti fisik) 

p1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 12 14,1 14,1 14,1 

N 35 41,2 41,2 55,3 

S 27 31,8 31,8 87,1 

SS 11 12,9 12,9 100,0 

Total 85 100,0 100,0  

 

p2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 17 20,0 20,0 21,2 

S 55 64,7 64,7 85,9 

SS 12 14,1 14,1 100,0 

Total 85 100,0 100,0  

 

 

p3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 42 49,4 49,4 50,6 

S 27 31,8 31,8 82,4 

SS 15 17,6 17,6 100,0 

Total 85 100,0 100,0  
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p4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

STS 1 1,2 1,2 1,2 

TS 5 5,9 5,9 7,1 

N 43 50,6 50,6 57,6 

S 33 38,8 38,8 96,5 

SS 3 3,5 3,5 100,0 

Total 85 100,0 100,0  

 

 

2. Reliability ( keandalan) 

p2.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 9 10,6 10,6 10,6 

N 42 49,4 49,4 60,0 

S 28 32,9 32,9 92,9 

SS 6 7,1 7,1 100,0 

Total 85 100,0 100,0  

 

p2.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 5 5,9 5,9 5,9 

N 41 48,2 48,2 54,1 

S 36 42,4 42,4 96,5 

SS 3 3,5 3,5 100,0 

Total 85 100,0 100,0  

 

 

 

 

 

 

 



83 
 

p2.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 7 8,2 8,2 8,2 

N 26 30,6 30,6 38,8 

S 47 55,3 55,3 94,1 

SS 5 5,9 5,9 100,0 

Total 85 100,0 100,0  

 

3. Responsiveness (daya tanggap) 

p3.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 3 3,5 3,5 3,5 

N 46 54,1 54,1 57,6 

S 31 36,5 36,5 94,1 

SS 5 5,9 5,9 100,0 

Total 85 100,0 100,0  

 

p3.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 8 9,4 9,4 9,4 

N 34 40,0 40,0 49,4 

S 34 40,0 40,0 89,4 

SS 9 10,6 10,6 100,0 

Total 85 100,0 100,0  
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p3.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 3 3,5 3,5 3,5 

N 37 43,5 43,5 47,1 

S 38 44,7 44,7 91,8 

SS 7 8,2 8,2 100,0 

Total 85 100,0 100,0  

 

4. Assurance ( jaminan) 

p4.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 2 2,4 2,4 2,4 

N 30 35,3 35,3 37,6 

S 49 57,6 57,6 95,3 

SS 4 4,7 4,7 100,0 

Total 85 100,0 100,0  

p4.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 31 36,5 36,5 37,6 

S 50 58,8 58,8 96,5 

SS 3 3,5 3,5 100,0 

Total 85 100,0 100,0  

 

 

 



85 
 

p.4.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 3 3,5 3,5 3,5 

N 18 21,2 21,2 24,7 

S 53 62,4 62,4 87,1 

SS 11 12,9 12,9 100,0 

Total 85 100,0 100,0  

5. Empaty (empati) 

p5.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 5 5,9 5,9 5,9 

N 50 58,8 58,8 64,7 

S 25 29,4 29,4 94,1 

SS 5 5,9 5,9 100,0 

Total 85 100,0 100,0  

p5.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 7 8,2 8,2 8,2 

N 45 52,9 52,9 61,2 

S 28 32,9 32,9 94,1 

SS 5 5,9 5,9 100,0 

Total 85 100,0 100,0  
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p5.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 11 12,9 12,9 12,9 

N 47 55,3 55,3 68,2 

S 20 23,5 23,5 91,8 

SS 7 8,2 8,2 100,0 

Total 85 100,0 100,0  
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Frekuensi Pernyataan Responden harapan 

 

1. Tangible (bukti fisik) 

 

p1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 4 4,7 4,7 5,9 

S 37 43,5 43,5 49,4 

SS 43 50,6 50,6 100,0 

Total 85 100,0 100,0  

p2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

N 6 7,1 7,1 7,1 

S 34 40,0 40,0 47,1 

SS 45 52,9 52,9 100,0 

Total 85 100,0 100,0  

p3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 10 11,8 11,8 12,9 

S 36 42,4 42,4 55,3 

SS 38 44,7 44,7 100,0 

Total 85 100,0 100,0  
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p4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

N 6 7,1 7,1 7,1 

S 38 44,7 44,7 51,8 

SS 41 48,2 48,2 100,0 

Total 85 100,0 100,0  

 

2. Reliability (keandalan) 

p2.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

N 11 12,9 12,9 12,9 

S 31 36,5 36,5 49,4 

SS 43 50,6 50,6 100,0 

Total 85 100,0 100,0  

 

p2.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 2 2,4 2,4 2,4 

N 6 7,1 7,1 9,4 

S 40 47,1 47,1 56,5 

SS 37 43,5 43,5 100,0 

Total 85 100,0 100,0  

p2.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 2 2,4 2,4 2,4 

N 4 4,7 4,7 7,1 

S 37 43,5 43,5 50,6 

SS 42 49,4 49,4 100,0 

Total 85 100,0 100,0  
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3. Responsiveness( daya tanggap) 

p3.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

N 7 8,2 8,2 8,2 

S 42 49,4 49,4 57,6 

SS 36 42,4 42,4 100,0 

Total 85 100,0 100,0  

 

p3.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 7 8,2 8,2 9,4 

S 31 36,5 36,5 45,9 

SS 46 54,1 54,1 100,0 

Total 85 100,0 100,0  

p3.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 9 10,6 10,6 11,8 

S 32 37,6 37,6 49,4 

SS 43 50,6 50,6 100,0 

Total 85 100,0 100,0  
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4. Assurance (jaminan) 

p4.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 7 8,2 8,2 9,4 

S 38 44,7 44,7 54,1 

SS 39 45,9 45,9 100,0 

Total 85 100,0 100,0  

p4.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

N 6 7,1 7,1 7,1 

S 40 47,1 47,1 54,1 

SS 39 45,9 45,9 100,0 

Total 85 100,0 100,0  

p4.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 8 9,4 9,4 10,6 

S 31 36,5 36,5 47,1 

SS 45 52,9 52,9 100,0 

Total 85 100,0 100,0  

5. Empaty (empati) 

p5.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 1 1,2 1,2 1,2 

N 9 10,6 10,6 11,8 

S 37 43,5 43,5 55,3 

SS 38 44,7 44,7 100,0 

Total 85 100,0 100,0  
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p5.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 2 2,4 2,4 2,4 

N 10 11,8 11,8 14,1 

S 34 40,0 40,0 54,1 

SS 39 45,9 45,9 100,0 

Total 85 100,0 100,0  

 

p5.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

TS 2 2,4 2,4 2,4 

N 8 9,4 9,4 11,8 

S 32 37,6 37,6 49,4 

SS 43 50,6 50,6 100,0 

Total 85 100,0 100,0  
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LAMPIRAN VII: 

UJI VALIDITAS 
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Validitas 

Kuesioner Kinerja  

 

 

1. Tangible (bukti fisik) 

 

  

Correlations 

 p1 p2 p3 p4 total_t

angibl

e 

p1 

Pearson Correlation 1 ,473
**
 ,558

**
 ,568

**
 ,864

**
 

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

N 85 85 85 85 85 

p2 

Pearson Correlation ,473
**
 1 ,384

**
 ,370

**
 ,685

**
 

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

N 85 85 85 85 85 

p3 

Pearson Correlation ,558
**
 ,384

**
 1 ,430

**
 ,778

**
 

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

N 85 85 85 85 85 

p4 

Pearson Correlation ,568
**
 ,370

**
 ,430

**
 1 ,760

**
 

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

N 85 85 85 85 85 

total_tang

ible 

Pearson Correlation ,864
**
 ,685

**
 ,778

**
 ,760

**
 1 

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

N 85 85 85 85 85 

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

 

3. Responsiveness (daya tanggap) 

Correlations 

 p2.1 p2.2 p2.3 total_reliability 

p2.1 

Pearson Correlation 1 ,339
**
 ,505

**
 ,833

**
 

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

N 85 85 85 85 

p2.2 

Pearson Correlation ,339
**
 1 ,203 ,656

**
 

Sig. (2-tailed) ,002  ,062 ,000 

N 85 85 85 85 

p2.3 

Pearson Correlation ,505
**
 ,203 1 ,766

**
 

Sig. (2-tailed) ,000 ,062  ,000 

N 85 85 85 85 

total_reliability 

Pearson Correlation ,833
**
 ,656

**
 ,766

**
 1 

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

N 85 85 85 85 

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

Correlations 

 p3.1 p3.2 p3.3 total_responsiv

eness 

p3.1 

Pearson Correlation 1 ,516
**
 ,466

**
 ,789

**
 

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

N 85 85 85 85 

p3.2 

Pearson Correlation ,516
**
 1 ,540

**
 ,858

**
 

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

N 85 85 85 85 

p3.3 

Pearson Correlation ,466
**
 ,540

**
 1 ,810

**
 

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

N 85 85 85 85 

total_responsiv

eness 

Pearson Correlation ,789
**
 ,858

**
 ,810

**
 1 

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

N 85 85 85 85 

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

Correlations 

 p4.1 p4.2 p.4.3 total_ass

urance 

p4.1 

Pearson Correlation 1 ,593
**
 ,297

**
 ,779

**
 

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

N 85 85 85 85 

p4.2 

Pearson Correlation ,593
**
 1 ,471

**
 ,847

**
 

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

N 85 85 85 85 

p.4.3 

Pearson Correlation ,297
**
 ,471

**
 1 ,765

**
 

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

N 85 85 85 85 

total_assurance 

Pearson Correlation ,779
**
 ,847

**
 ,765

**
 1 

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

N 85 85 85 85 

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

5. Empaty (empati) 

Correlations 

 p5.1 p5.2 p5.3 total_empaty 

p5.1 

Pearson Correlation 1 ,652
**
 ,655

**
 ,865

**
 

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

N 85 85 85 85 

p5.2 

Pearson Correlation ,652
**
 1 ,679

**
 ,881

**
 

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

N 85 85 85 85 

p5.3 

Pearson Correlation ,655
**
 ,679

**
 1 ,894

**
 

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

N 85 85 85 85 

total_empaty 

Pearson Correlation ,865
**
 ,881

**
 ,894

**
 1 

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

N 85 85 85 85 

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

 



96 
 

Uji Validitasi  

Kuesioner Harapan 

1. Tangible (bukti fisik) 

 

  

Correlations 

 p1 p2 p3 p4 total_t

angibl

e 

p1 

Pearson Correlation 1 ,677
**
 ,451

**
 ,349

**
 ,797

**
 

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

N 85 85 85 85 85 

p2 

Pearson Correlation ,677
**
 1 ,447

**
 ,394

**
 ,807

**
 

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

N 85 85 85 85 85 

p3 

Pearson Correlation ,451
**
 ,447

**
 1 ,456

**
 ,780

**
 

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

N 85 85 85 85 85 

p4 

Pearson Correlation ,349
**
 ,394

**
 ,456

**
 1 ,704

**
 

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

N 85 85 85 85 85 

total_ta

ngible 

Pearson Correlation ,797
**
 ,807

**
 ,780

**
 ,704

**
 1 

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

N 85 85 85 85 85 

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

Correlations 

 p2.1 p2.2 p2.3 total_reliabi

lity 

p2.1 

Pearson Correlation 1 ,660
**
 ,636

**
 ,865

**
 

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

N 85 85 85 85 

p2.2 

Pearson Correlation ,660
**
 1 ,729

**
 ,901

**
 

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

N 85 85 85 85 

p2.3 

Pearson Correlation ,636
**
 ,729

**
 1 ,889

**
 

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

N 85 85 85 85 

total_reliability 

Pearson Correlation ,865
**
 ,901

**
 ,889

**
 1 

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

N 85 85 85 85 

**. Correlation is significant at the 0.01 level (2-tailed). 
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3. Responsiveness (daya tanggap) 

Correlations 

 p3.1 p3.2 p3.3 total_

respo

nsive

ness 

p3.1 

Pearson 

Correlation 
1 ,663

**
 ,605

**
 ,854

**
 

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

N 85 85 85 85 

p3.2 

Pearson 

Correlation 
,663

**
 1 ,662

**
 ,890

**
 

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

N 85 85 85 85 

p3.3 

Pearson 

Correlation 
,605

**
 ,662

**
 1 ,875

**
 

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

N 85 85 85 85 

total_responsiveness 

Pearson 

Correlation 
,854

**
 ,890

**
 ,875

**
 1 

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

N 85 85 85 85 

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

Correlations 

 p4.1 p4.2 p4.3 total_ass

urance 

p4.1 

Pearson Correlation 1 ,571
**
 ,602

**
 ,829

**
 

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

N 85 85 85 85 

p4.2 

Pearson Correlation ,571
**
 1 ,794

**
 ,891

**
 

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

N 85 85 85 85 

p4.3 

Pearson Correlation ,602
**
 ,794

**
 1 ,913

**
 

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

N 85 85 85 85 

total_assurance 

Pearson Correlation ,829
**
 ,891

**
 ,913

**
 1 

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

N 85 85 85 85 

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

5. Empaty (empati) 

Correlations 

 p5.1 p5.2 p5.3 total_empaty 

p5.1 

Pearson Correlation 1 ,742
**
 ,715

**
 ,894

**
 

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

N 85 85 85 85 

p5.2 

Pearson Correlation ,742
**
 1 ,778

**
 ,925

**
 

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

N 85 85 85 85 

p5.3 

Pearson Correlation ,715
**
 ,778

**
 1 ,914

**
 

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

N 85 85 85 85 

total_empaty 

Pearson Correlation ,894
**
 ,925

**
 ,914

**
 1 

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

N 85 85 85 85 

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



100 
 

 

 

 
 

 

LAMPIRAN VIII: 

UJI REABILITAS 
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Uji Reabilitas Kineja 

 

1. Tangible (bukti fisik) 

 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,776 4 

 

2. Reliability (keandalan) 

 
Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,622 3 
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3. Responsiveness (daya tanggap) 

 
Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,753 3 

 

4. Assurance (jaminan) 

Scale: ALL VARIABLES 
 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,704 3 
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5. Empaty (empati) 

Scale: ALL VARIABLES 
 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,853 3 
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Uji Reabilitas Harapan 

 

1. Tangible (bukti fisik) 

 
 Scale: ALL VARIABLES 

 
 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,773 4 

 

2. Reliability (keandalan) 

 

Scale: ALL VARIABLES 
 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,862 3 

 

3. Responsiveness (daya tanggap) 

 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,842 3 

 

4. Assurance (jaminan) 

 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,849 3 

 

5. Empaty (empati) 

 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excluded
a
 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,897 3 
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LAMPIRAN IX: 

r tabel 
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r  Tabel 
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