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LAMPIRAN 

 

Lampiran 1 Kuesioner Penelitian 

 

KUISONER  

PENELITIAN TINGKAT KEPUASAN PELAYANAN KEFARMASIAN  

DI APOTEK NARENDRA  

I. IDENTITAS 

Nama : 

Jenis Kelamin : 

Usia :  

II. KUESIONER PENELITIAN  

Pilihlah salah satu dari jawaban Sangat puas/Puas/Cukup Puas/Tidak 

Puas/Sangat tidak puas, dengan memberi tanda centang (V) sesuai kolom 

yang tersedia, secara jujur sesuai dengan penilaian anda. 

Jawaban anda akan dijadikan sebagai rahasia peneliti 

Lampiran 1 Kuisioner Penelitian 

NO PERNYATAAN 

SANGAT 

PUAS 

PUAS CUKUP 

PUAS 

TIDAK 

PUAS 

SANGAT 

TIDAK 

PUAS 

5 4 3 2 1 

Tangible (Bukti Fisik) 

1 Petugas berpenampilan 

rapi saat memberikan obat 

     

2 Ruang tunggu pasien 

nyaman dan bersih 

     

3 Lampu penerangan di 

apotek cukup terang 

     

4 Lahan parkir yang cukup 

memadai 

     

5 Penataan obat yang rapi      

Relliability (Kehandalan) 

6 Obat diterima pasien 

dalam keadaan baik dan 

benar 

     

7 Petugas menjelaskan      
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tentang informasi obat 

(cara pakai, interaksi obat 

dengan obat atau 

makanan, efek samping 

yang mungkin terjadi) 

8 Pelayanan obat yang 

diberikan oleh petugas 

sesuai dengan harapan 

saya 

     

9 Petugas dalam 

memberikan keterangan 

obat, mudah untuk 

dipahami pasien 

     

10 Petugas memberikan 

pilihan penggantian obat 

bermerk yang dirasa 

mahal oleh pasien, ke obat 

generik  

     

Responsiveness (Ketanggapan) 

11 Waktu tunggu resep obat 

racikan tidak lebih dari 30 

menit 

Yang non racikan tidak 

lebih dari 15 menit 

     

12 Petugas menjawab dengan 

cepat dan tanggap saat 

pasien bertanya 

     

13 Kecepatan pelayanan  

berdasarkan urutan pasien 

yang datang 

     

14 Petugas memberikan 

informasi obat secara 

tertulis bila pasien kurang 

begitu paham 

     

15 Petugas menerima  

pengembalian obat yang 

dinilai pasien  rusak 

kemasan atau sediaannya 

     

Assurance (Keyakinan) 

16 Kelengkapan obat sesuai 

dengan permintaan pasien 
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17 Hari dan jam buka 

tutupnya apotek tepat 

sesuai dengan informasi 

yang diberikan 

     

18 Pegawai memberikan 

informasi obat secara 

teliti, cermat atau tepat 

benar. 

     

19 Pegawai mempunyai 

pengetahuan dan 

keterampilan yang 

meyakinkan dalam 

bekerja 

     

20 Pegawai tidak ragu- ragu 

dalam memberikan 

informasi obat 

     

Empaty (Empati) 

21 Petugas mendengarkan 

keluhan pasien dengan 

sabar.  

     

22 

 

Petugas bersikap ramah 

serta sopan dalam 

memberikan informasi 

obat 

     

23 Petugas memberikan 

pelayanan kepada 

konsumen tanpa 

memandang status sosial 

     

24 Petugas memberikan 

informasi obat tanpa 

pasien harus meminta 

     

25 Petugas memberikan 

informasi dengan bahasa 

yang mudah dimengerti 

oleh konsumen 
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Lampiran 2 Jadwal Penelitian 

 

JADWAL PENELITIAN 

PENELITIAN TINGKAT KEPUASAN PELAYANAN KEFARMASIAN  

DI APOTEK NARENDRA  

 

 Jadwal penelitian ini meliputi persiapan, perencanaan, pelaksanaan 

penelitian serta pengolahan data dan penyusunan laporan pada tabel 1. 

Lampiran 2 Jadwal Penelitian 

No Kegiatan Februari Maret April Mei Juni 

I II III IV I II III IV I II III IV I II III IV I II III IV   

1 Pengajuan 

judul 

penelitian 

                                        

  

2 Konsultasi 

judul 

penelitian 

                                        

  

3 Studi kasus 

di lapangan 

                                        
  

4 Pengerjaan 

proposal 

                                        
  

5 Konsultasi 

proposal 

                                        
  

6 Pengajuan 

surat izin 

penelitian 

                                        

  

7 Seminar 

proposal 

                                        
  

8 Pengambilan 

data  

                                        
  

9 Pengolahan 

data 

                                        
  

10 Penyusunan 

hasil 

                                        
  

11 Konsultasi 

hasil 
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Lampiran 3 Tabel Induk Hasil Penelitian  

TABEL INDUK PENELITIAN

1 2 3 4 5 Jml % K 6 7 8 9 10 Jml % K 11 12 13 14 15 Jml % K 16 17 18 19 20 Jml % K 21 22 23 24 25 Jml % K Jml % K

1 21 P 4 2 3 4 3 16 64 P 5 5 4 4 3 21 84 SP 4 4 4 3 4 19 76 P 4 4 4 4 5 21 84 SP 4 4 5 5 4 22 88 SP 99 79,2 P

2 20 P 5 5 5 4 5 24 96 SP 5 4 5 5 4 23 92 SP 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 107 85,6 SP

3 52 P 3 3 3 3 3 15 60 CP 4 4 5 4 4 21 84 SP 4 4 4 4 4 20 80 P 4 4 3 3 4 18 72 P 4 3 3 4 3 17 68 P 91 72,8 P

4 19 P 5 3 5 4 5 22 88 SP 5 4 4 5 3 21 84 SP 4 4 4 3 5 20 80 P 4 5 5 5 5 24 96 SP 4 4 5 4 4 21 84 SP 108 86,4 SP

5 51 P 3 4 5 4 4 20 80 P 3 4 4 4 4 19 76 P 4 3 3 4 4 18 72 P 4 3 4 4 4 19 76 P 4 3 4 4 3 18 72 P 94 75,2 P

6 52 L 4 3 4 3 4 18 72 P 4 4 4 4 3 19 76 P 3 4 2 4 4 17 68 P 3 4 4 4 4 19 76 P 3 3 4 3 4 17 68 P 90 72 P

7 41 L 4 3 3 3 4 17 68 P 4 3 4 3 3 17 68 P 5 5 5 3 3 21 84 SP 3 3 4 4 3 17 68 P 4 3 4 3 4 18 72 P 90 72 P

8 23 P 5 4 5 3 4 21 84 SP 5 4 5 4 5 23 92 SP 4 4 4 4 5 21 84 SP 5 5 4 4 5 23 92 SP 5 5 5 5 5 25 ## SP 113 90,4 SP

9 27 P 4 5 5 5 5 24 96 SP 5 5 5 5 5 25 ## SP 5 5 5 5 5 25 ## SP 5 5 5 4 5 24 96 SP 5 5 5 5 5 25 ## SP 123 98,4 SP

10 29 L 5 5 5 5 5 25 100 SP 4 4 4 4 4 20 80 P 4 4 3 3 2 16 64 P 4 4 3 4 4 19 76 P 4 5 5 4 4 22 88 SP 102 81,6 SP

11 32 P 5 4 4 4 5 22 88 SP 5 4 4 4 4 21 84 SP 5 5 4 3 3 20 80 P 4 5 4 4 4 21 84 SP 4 4 4 3 3 18 72 P 102 81,6 SP

12 21 P 5 3 5 3 4 20 80 P 4 3 3 4 4 18 72 P 4 5 4 4 4 21 84 SP 4 5 4 5 4 22 88 SP 5 4 5 4 4 22 88 SP 103 82,4 SP

13 25 P 4 4 4 3 5 20 80 P 4 3 3 3 3 16 64 P 3 3 4 3 3 16 64 P 4 4 3 3 3 17 68 P 3 3 4 3 3 16 64 P 85 68 P

14 37 P 5 4 5 3 5 22 88 SP 5 4 5 5 4 23 92 SP 4 5 5 4 4 22 88 SP 5 5 5 4 5 24 96 SP 5 5 5 4 5 24 96 SP 115 92 SP

15 35 P 5 4 5 4 4 22 88 SP 5 4 5 4 3 21 84 SP 2 3 5 4 5 19 76 P 3 3 5 5 5 21 84 SP 5 5 4 5 5 24 96 SP 107 85,6 SP

16 23 P 5 4 5 4 5 23 92 SP 5 5 5 5 5 25 ## SP 5 5 4 3 5 22 88 SP 3 5 5 5 4 22 88 SP 4 4 5 4 5 22 88 SP 114 91,2 SP

17 47 L 5 4 3 4 3 19 76 P 4 4 4 4 4 20 80 P 3 4 5 4 3 19 76 P 5 5 5 3 4 22 88 SP 5 4 4 4 4 21 84 SP 101 80,8 SP

18 49 P 4 4 4 3 4 19 76 P 5 5 5 5 4 24 96 SP 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 103 82,4 SP

19 32 P 5 5 5 5 5 25 100 SP 5 5 5 5 5 25 ## SP 5 5 5 5 5 25 ## SP 4 5 5 5 5 24 96 SP 5 5 5 4 5 24 96 SP 123 98,4 SP

20 33 P 4 3 3 4 4 18 72 P 4 3 4 4 2 17 68 P 4 3 4 3 3 17 68 P 4 5 3 4 4 20 80 P 3 3 4 3 4 17 68 P 89 71,2 P

21 54 P 4 3 4 4 5 20 80 P 4 4 5 4 2 19 76 P 4 4 4 3 3 18 72 P 4 4 4 4 2 18 72 P 4 4 4 4 4 20 80 P 95 76 P

22 52 P 4 4 3 4 4 19 76 P 3 4 4 3 5 19 76 P 4 5 4 4 4 21 84 SP 4 5 3 3 4 19 76 P 4 5 4 3 4 20 80 P 98 78,4 P

23 47 P 5 5 5 5 5 25 100 SP 5 5 5 5 5 25 ## SP 3 5 3 4 4 19 76 P 4 4 5 5 5 23 92 SP 5 5 5 5 5 25 ## SP 117 93,6 SP

24 28 L 5 5 5 5 5 25 100 SP 5 5 5 5 5 25 ## SP 5 5 5 5 5 25 ## SP 5 5 5 5 5 25 ## SP 5 5 5 5 5 25 ## SP 125 100 SP

25 28 P 3 2 3 2 4 14 56 CP 5 5 5 5 3 23 92 SP 5 4 2 5 4 20 80 P 4 4 5 5 5 23 92 SP 4 5 5 4 4 22 88 SP 102 81,6 SP

26 29 L 5 4 4 3 4 20 80 P 5 5 5 4 5 24 96 SP 4 4 4 5 4 21 84 SP 4 5 5 5 5 24 96 SP 4 5 5 4 4 22 88 SP 111 88,8 SP

27 20 P 5 4 5 5 5 24 96 SP 3 5 3 5 5 21 84 SP 4 3 2 5 4 18 72 P 5 3 4 5 5 22 88 SP 3 5 5 4 3 20 80 P 105 84 SP

28 48 L 4 3 4 4 4 19 76 P 4 4 4 3 4 19 76 P 4 3 4 4 5 20 80 P 5 4 4 3 5 21 84 SP 4 5 4 3 5 21 84 SP 100 80 P

29 23 L 4 3 4 4 3 18 72 P 5 3 4 2 2 16 64 P 4 2 3 1 3 13 52 CP 4 3 3 4 4 18 72 P 3 4 4 1 3 15 60 CP 80 64 P

30 45 P 4 3 4 3 5 19 76 P 5 4 4 5 4 22 88 SP 5 5 5 4 5 24 96 SP 4 4 4 4 4 20 80 P 5 5 4 5 5 24 96 SP 109 87,2 SP

31 25 L 4 4 4 5 4 21 84 SP 5 3 4 3 3 18 72 P 5 4 4 3 4 20 80 P 4 3 4 5 4 20 80 P 4 5 5 5 3 22 88 SP 101 80,8 SP

32 20 P 3 1 2 3 3 12 48 CP 3 1 2 1 1 8 32 TP 4 2 2 1 2 11 44 CP 1 3 2 2 1 9 36 TP 3 3 2 1 2 11 44 CP 51 40,8 CP

33 57 P 4 3 5 5 4 21 84 SP 4 4 4 4 3 19 76 P 5 4 5 3 5 22 88 SP 5 4 4 5 5 23 92 SP 5 4 4 4 5 22 88 SP 107 85,6 SP

34 51 P 4 4 3 4 3 18 72 P 4 1 3 4 2 14 56 CP 3 2 3 1 3 12 48 CP 4 4 5 4 4 21 84 SP 4 4 3 3 4 18 72 P 83 66,4 P

35 50 P 3 4 4 4 4 19 76 P 5 4 3 5 4 21 84 SP 3 5 5 4 3 20 80 p 5 3 5 4 4 21 84 sp 5 5 5 4 4 23 92 SP 104 83,2 SP

36 28 L 5 5 5 5 5 25 100 SP 5 4 5 5 3 22 88 SP 3 4 5 4 5 21 84 SP 5 4 5 4 3 21 84 SP 5 5 5 4 5 24 96 SP 113 90,4 SP

37 25 L 3 4 5 4 4 20 80 P 3 5 3 5 4 20 80 P 2 5 4 4 3 18 72 P 5 5 5 4 4 23 92 SP 5 5 5 3 5 23 92 SP 104 83,2 SP

38 40 L 4 2 3 4 4 17 68 P 5 4 4 4 3 20 80 P 5 4 4 2 4 19 76 P 4 4 4 4 3 19 76 P 3 3 3 3 4 16 64 P 91 72,8 P

39 25 L 4 3 4 4 2 17 68 P 3 4 4 4 4 19 76 P 4 2 3 3 3 15 60 CP 4 3 3 2 3 15 60 CP 4 4 4 3 4 19 76 P 85 68 P

40 29 L 4 4 4 4 4 20 80 P 5 3 5 5 4 22 88 P 3 5 5 5 4 22 88 SP 5 3 5 5 3 21 84 SP 3 5 5 4 4 21 84 P 106 84,8 SP

41 23 L 4 3 4 4 3 18 72 P 4 5 4 3 5 21 84 P 4 3 3 3 4 17 68 P 4 4 4 3 2 17 68 P 3 4 2 1 5 15 60 CP 88 70,4 P

42 23 P 4 5 5 5 5 24 96 SP 5 3 5 5 4 22 88 SP 3 5 5 5 3 21 84 P 5 4 5 4 4 22 88 SP 5 5 5 4 4 23 92 SP 112 89,6 SP

43 40 P 3 4 4 4 4 19 76 P 3 3 4 5 3 18 72 P 3 5 4 4 3 19 76 P 4 4 5 4 4 21 84 SP 5 5 5 3 5 23 92 SP 100 80 P

44 25 P 3 5 5 5 5 23 92 SP 5 4 5 5 5 24 96 SP 4 5 5 5 3 22 88 SP 4 3 5 5 3 20 80 P 5 5 5 4 4 23 92 SP 112 89,6 SP

45 35 L 4 4 4 4 5 21 84 P 5 3 3 4 3 18 72 P 2 5 5 3 4 19 76 P 5 3 5 3 4 20 80 P 5 5 5 4 4 23 92 SP 101 80,8 SP

46 54 L 2 3 2 4 3 14 56 CP 3 1 3 3 4 14 56 CP 5 3 4 1 3 16 64 P 4 4 4 4 4 20 80 P 5 4 3 1 4 17 68 P 81 64,8 P

47 35 P 4 4 4 4 4 20 80 P 5 3 4 5 3 20 80 P 3 5 5 3 2 18 72 P 5 3 5 4 4 21 84 SP 5 5 4 3 4 21 84 SP 100 80 P

48 34 P 4 5 3 4 5 21 84 SP 4 3 4 5 3 19 76 P 4 5 5 4 4 22 88 SP 3 4 3 5 4 19 76 P 4 3 5 3 4 19 76 P 100 80 P

49 44 L 3 5 4 5 3 20 80 P 4 3 4 5 4 20 80 P 3 5 5 2 3 18 72 P 5 3 4 4 3 19 76 P 5 5 5 4 5 24 96 SP 101 80,8 SP

50 26 L 4 4 4 4 4 20 80 P 5 4 5 3 3 20 80 P 3 5 4 3 3 18 72 P 5 3 5 4 4 21 84 SP 5 5 5 4 4 23 92 SP 102 81,6 SP

51 50 L 4 5 5 5 5 24 96 SP 5 3 4 4 3 19 76 P 3 5 4 2 3 17 68 P 5 4 4 4 4 21 84 SP 5 5 5 4 4 23 92 SP 104 83,2 SP

52 39 L 5 5 5 5 5 25 100 SP 4 4 4 4 4 20 80 P 3 5 5 4 4 21 84 SP 5 3 3 3 3 17 68 P 5 5 5 5 4 24 96 SP 107 85,6 SP

53 42 L 4 4 4 3 4 19 76 P 5 4 4 4 4 21 84 P 2 4 4 2 3 15 60 CP 4 4 4 4 4 20 80 P 3 3 3 3 3 15 60 CP 90 72 P

54 47 P 5 4 4 4 4 21 84 SP 4 4 5 5 5 23 92 SP 5 5 5 5 5 25 ## SP 5 5 5 5 5 25 ## SP 5 5 5 3 4 22 88 SP 116 92,8 SP

55 35 P 4 3 4 3 4 18 72 P 4 4 4 4 4 20 80 P 4 3 3 4 4 18 72 P 4 4 4 4 4 20 80 P 4 4 4 3 3 18 72 P 94 75,2 P

56 52 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 100 80 P

57 27 P 4 4 4 3 4 19 76 P 4 4 4 4 3 19 76 P 4 3 3 3 3 16 64 P 4 4 4 4 4 20 80 P 3 3 3 3 4 16 64 P 90 72 P

58 46 P 4 4 4 3 4 19 76 P 4 3 4 3 3 17 68 P 3 3 3 3 4 16 64 P 4 4 3 3 3 17 68 P 3 2 3 3 2 13 52 CP 82 65,6 P

59 33 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 4 4 3 19 76 P 4 4 3 4 4 19 76 P 3 4 4 4 4 19 76 P 97 77,6 P

60 43 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 3 4 3 18 72 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 98 78,4 P

61 36 P 4 4 4 4 4 20 80 P 4 4 4 4 3 19 76 P 3 4 3 4 3 17 68 P 4 4 4 4 4 20 80 P 4 3 4 4 4 19 76 P 95 76 P

62 42 L 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 4 4 4 4 3 19 76 P 4 4 4 4 4 20 80 P 3 4 4 4 4 19 76 P 98 78,4 P

63 41 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 3 4 3 4 4 18 72 P 4 5 5 5 5 24 96 SP 5 5 5 5 5 25 ## SP 107 85,6 SP

64 47 P 5 4 4 4 4 21 84 SP 4 4 5 5 5 23 92 SP 5 5 5 5 5 25 ## SP 5 5 5 5 5 25 ## SP 5 5 5 3 4 22 88 SP 116 92,8 SP

65 35 L 4 4 4 3 4 19 76 P 4 4 4 3 3 18 72 P 5 3 3 4 4 19 76 P 4 4 3 4 3 18 72 P 5 5 4 4 4 22 88 SP 96 76,8 P

66 23 L 3 4 4 4 3 18 72 P 4 3 4 4 3 18 72 P 4 5 5 3 3 20 80 P 4 4 4 4 3 19 76 P 3 4 3 3 3 16 64 P 91 72,8 P

67 24 L 5 4 5 5 4 23 92 P 4 4 4 4 4 20 80 P 5 3 4 3 4 19 76 P 4 4 4 4 4 20 80 P 4 5 3 3 4 19 76 P 101 80,8 SP

68 25 P 5 5 4 5 3 22 88 SP 4 5 4 4 4 21 84 SP 5 4 4 4 4 21 84 SP 3 4 4 4 4 19 76 P 5 4 4 4 5 22 88 SP 105 84 SP

69 40 P 4 4 4 4 2 18 72 P 4 5 4 4 4 21 84 SP 5 4 4 5 5 23 92 SP 4 4 5 5 5 23 92 SP 5 4 4 3 3 19 76 P 104 83,2 SP

70 29 L 5 5 5 5 4 24 96 SP 4 5 4 4 5 22 88 SP 5 3 4 4 4 20 80 P 4 4 4 4 3 19 76 P 3 4 4 4 3 18 72 P 103 82,4 SP

71 21 P 5 5 5 5 5 25 100 SP 4 4 5 5 4 22 88 SP 5 5 4 3 2 19 76 P 3 4 4 4 3 18 72 P 5 5 5 1 4 20 80 P 104 83,2 SP

72 23 P 5 5 5 4 4 23 92 SP 4 4 3 4 4 19 76 P 4 4 4 4 3 19 76 P 4 4 3 4 3 18 72 P 4 3 4 3 4 18 72 P 97 77,6 P

73 25 L 5 4 4 5 4 22 88 SP 4 4 5 4 4 21 84 SP 5 5 3 3 3 19 76 P 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 102 81,6 SP

74 45 L 5 5 5 5 5 25 100 SP 4 5 5 4 5 23 92 SP 4 4 3 2 4 17 68 P 4 3 4 3 3 17 68 P 4 4 3 1 3 15 60 CP 97 77,6 P

75 23 P 5 4 4 4 4 21 84 SP 4 4 4 3 3 18 72 P 4 3 3 2 4 16 64 P 4 3 4 4 3 18 72 P 4 4 1 2 4 15 60 CP 88 70,4 P

76 19 P 5 5 5 4 4 23 92 SP 4 3 4 4 4 19 76 P 5 4 4 3 4 20 80 P 4 3 3 4 3 17 68 P 4 4 3 3 3 17 68 P 96 76,8 P

77 24 P 4 4 4 5 4 21 84 SP 4 4 4 4 4 20 80 P 4 4 4 4 4 20 80 P 3 3 2 3 4 15 60 CP 3 2 3 1 4 13 52 CP 89 71,2 P

78 33 L 4 4 3 4 4 19 76 P 4 3 4 4 3 18 72 P 4 3 3 2 3 15 60 CP 3 3 4 4 4 18 72 P 4 3 2 1 4 14 56 CP 84 67,2 P

79 36 P 4 4 3 5 3 19 76 P 4 3 3 4 4 18 72 P 5 4 4 4 4 21 84 SP 3 3 3 4 3 16 64 P 4 4 2 2 4 16 64 P 90 72 P

80 53 P 4 4 2 4 3 17 68 P 3 3 4 4 3 17 68 P 5 4 4 4 4 21 84 SP 3 4 4 3 3 17 68 P 4 4 3 3 4 18 72 P 90 72 P

81 45 L 4 4 4 5 3 20 80 P 5 3 3 4 5 20 80 P 4 4 4 3 4 19 76 P 4 3 4 4 3 18 72 P 3 2 3 1 5 14 56 CP 91 72,8 P

82 32 P 4 4 3 4 3 18 72 P 4 3 4 3 3 17 68 P 5 4 4 4 5 22 88 SP 4 4 4 4 3 19 76 P 4 4 3 5 4 20 80 P 96 76,8 P

83 21 P 4 4 3 3 3 17 68 P 4 4 4 4 5 21 84 SP 5 4 4 4 4 21 84 SP 4 4 4 4 4 20 80 P 4 5 4 4 4 21 84 SP 100 80 P

84 25 L 4 4 5 5 3 21 84 SP 4 4 4 3 4 19 76 P 5 4 4 4 4 21 84 SP 4 4 5 4 4 21 84 SP 4 4 3 3 5 19 76 P 101 80,8 SP

85 27 L 4 4 5 5 4 22 88 SP 4 5 4 4 4 21 84 SP 5 4 4 4 3 20 80 P 4 4 4 4 3 19 76 P 4 4 4 3 3 18 72 P 100 80 P

86 28 L 4 4 5 5 4 22 88 SP 5 5 4 4 5 23 92 SP 5 5 4 4 3 21 84 SP 4 4 4 4 3 19 76 P 5 4 3 4 4 20 80 P 105 84 SP

87 21 P 4 5 5 5 4 23 92 SP 5 5 5 5 4 24 96 SP 5 3 3 4 3 18 72 P 4 4 5 4 4 21 84 SP 4 3 4 4 4 19 76 P 105 84 SP

88 30 L 4 5 5 5 5 24 96 SP 4 3 4 3 5 19 76 P 5 4 3 4 5 21 84 SP 4 4 3 4 4 19 76 P 4 3 4 4 3 18 72 P 101 80,8 SP

89 35 P 4 5 5 4 4 22 88 SP 4 3 5 4 4 20 80 P 5 4 5 4 4 22 88 SP 3 3 4 4 5 19 76 P 5 4 5 5 4 23 92 SP 106 84,8 SP

90 23 L 4 3 4 5 4 20 80 P 4 4 4 3 4 19 76 P 4 4 5 4 5 22 88 SP 4 3 4 3 4 18 72 P 4 5 4 3 3 19 76 P 98 78,4 P

91 22 L 4 4 5 5 2 20 80 P 4 5 4 4 5 22 88 SP 5 4 4 5 4 22 88 SP 5 4 4 4 5 22 88 SP 5 4 5 4 3 21 84 SP 107 85,6 SP

92 20 L 4 4 4 4 2 18 72 P 4 5 4 4 5 22 88 SP 4 3 4 4 3 18 72 P 4 3 4 3 3 17 68 P 4 3 4 3 4 18 72 P 93 74,4 P

93 20 L 4 3 4 5 4 20 80 P 5 4 3 4 3 19 76 P 5 4 4 4 5 22 88 SP 4 3 4 4 5 20 80 P 5 4 3 4 3 19 76 P 100 80 P

94 29 P 4 3 3 4 3 17 68 P 3 4 3 3 2 15 60 CP 2 3 2 5 4 16 64 P 3 3 3 3 4 16 64 P 3 2 2 3 4 14 56 CP 78 62,4 P

KEPUASAN
Resp Umur Sex

Tangible (Bukti Fisik) Relliability (Kehandalan) Responsiveness (Ketanggapan) Assurance (Keyakinan) Empaty (Empati)
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Lampiran 4 Hasil Uji Validitas 

Correlations 

 X1.1 X1.2 X1.3 X1.4 X1.5 TOTALX1 

X1.1 

Pearson Correlation 1 ,542** ,575** ,406* ,431* ,738** 

Sig. (2-tailed)  ,002 ,001 ,026 ,017 ,000 

N 30 30 30 30 30 30 

X1.2 

Pearson Correlation ,542** 1 ,625** ,612** ,540** ,860** 

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

N 30 30 30 30 30 30 

X1.3 

Pearson Correlation ,575** ,625** 1 ,440* ,633** ,837** 

Sig. (2-tailed) ,001 ,000  ,015 ,000 ,000 

N 30 30 30 30 30 30 

X1.4 

Pearson Correlation ,406* ,612** ,440* 1 ,361* ,731** 

Sig. (2-tailed) ,026 ,000 ,015  ,050 ,000 

N 30 30 30 30 30 30 

X1.5 

Pearson Correlation ,431* ,540** ,633** ,361* 1 ,748** 

Sig. (2-tailed) ,017 ,002 ,000 ,050  ,000 

N 30 30 30 30 30 30 

TOTALX1 

Pearson Correlation ,738** ,860** ,837** ,731** ,748** 1 

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

N 30 30 30 30 30 30 

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

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

 

Correlations 

 X2.1 X2.2 X2.3 X2.4 X2.5 TOTALX2 

X2.1 

Pearson Correlation 1 ,338 ,595** ,390* ,045 ,597** 

Sig. (2-tailed)  ,068 ,001 ,033 ,813 ,000 

N 30 30 30 30 30 30 

X2.2 

Pearson Correlation ,338 1 ,529** ,674** ,591** ,857** 

Sig. (2-tailed) ,068  ,003 ,000 ,001 ,000 

N 30 30 30 30 30 30 

X2.3 

Pearson Correlation ,595** ,529** 1 ,436* ,237 ,722** 

Sig. (2-tailed) ,001 ,003  ,016 ,208 ,000 

N 30 30 30 30 30 30 

X2.4 

Pearson Correlation ,390* ,674** ,436* 1 ,431* ,804** 

Sig. (2-tailed) ,033 ,000 ,016  ,017 ,000 

N 30 30 30 30 30 30 

X2.5 Pearson Correlation ,045 ,591** ,237 ,431* 1 ,686** 
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Sig. (2-tailed) ,813 ,001 ,208 ,017  ,000 

N 30 30 30 30 30 30 

TOTALX2 

Pearson Correlation ,597** ,857** ,722** ,804** ,686** 1 

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

N 30 30 30 30 30 30 

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

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

 

Correlations 

 X3.1 X3.2 X3.3 X3.4 X3.5 TOTALX3 

X3.1 

Pearson Correlation 1 ,486** ,161 ,126 ,168 ,564** 

Sig. (2-tailed)  ,007 ,395 ,506 ,374 ,001 

N 30 30 30 30 30 30 

X3.2 

Pearson Correlation ,486** 1 ,414* ,350 ,246 ,762** 

Sig. (2-tailed) ,007  ,023 ,058 ,191 ,000 

N 30 30 30 30 30 30 

X3.3 

Pearson Correlation ,161 ,414* 1 ,069 ,275 ,606** 

Sig. (2-tailed) ,395 ,023  ,719 ,142 ,000 

N 30 30 30 30 30 30 

X3.4 

Pearson Correlation ,126 ,350 ,069 1 ,515** ,643** 

Sig. (2-tailed) ,506 ,058 ,719  ,004 ,000 

N 30 30 30 30 30 30 

X3.5 

Pearson Correlation ,168 ,246 ,275 ,515** 1 ,680** 

Sig. (2-tailed) ,374 ,191 ,142 ,004  ,000 

N 30 30 30 30 30 30 

TOTALX3 

Pearson Correlation ,564** ,762** ,606** ,643** ,680** 1 

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

N 30 30 30 30 30 30 

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

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

 

Correlations 

 X4.1 X4.2 X4.3 X4.4 X4.5 TOTALX4 

X4.1 

Pearson Correlation 1 ,322 ,114 -,203 ,386* ,465** 

Sig. (2-tailed)  ,082 ,548 ,282 ,035 ,010 

N 30 30 30 30 30 30 

X4.2 

Pearson Correlation ,322 1 ,291 ,044 ,224 ,583** 

Sig. (2-tailed) ,082  ,118 ,816 ,234 ,001 

N 30 30 30 30 30 30 

X4.3 Pearson Correlation ,114 ,291 1 ,606** ,524** ,797** 
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Sig. (2-tailed) ,548 ,118  ,000 ,003 ,000 

N 30 30 30 30 30 30 

X4.4 

Pearson Correlation -,203 ,044 ,606** 1 ,428* ,596** 

Sig. (2-tailed) ,282 ,816 ,000  ,018 ,001 

N 30 30 30 30 30 30 

X4.5 

Pearson Correlation ,386* ,224 ,524** ,428* 1 ,793** 

Sig. (2-tailed) ,035 ,234 ,003 ,018  ,000 

N 30 30 30 30 30 30 

TOTALX4 

Pearson Correlation ,465** ,583** ,797** ,596** ,793** 1 

Sig. (2-tailed) ,010 ,001 ,000 ,001 ,000  

N 30 30 30 30 30 30 

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

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

 

Correlations 

 X5.1 X5.2 X5.3 X5.4 X5.5 TOTALX5 

X5.1 

Pearson Correlation 1 ,545** ,333 ,697** ,698** ,837** 

Sig. (2-tailed)  ,002 ,072 ,000 ,000 ,000 

N 30 30 30 30 30 30 

X5.2 

Pearson Correlation ,545** 1 ,582** ,437* ,598** ,795** 

Sig. (2-tailed) ,002  ,001 ,016 ,000 ,000 

N 30 30 30 30 30 30 

X5.3 

Pearson Correlation ,333 ,582** 1 ,432* ,438* ,672** 

Sig. (2-tailed) ,072 ,001  ,017 ,016 ,000 

N 30 30 30 30 30 30 

X5.4 

Pearson Correlation ,697** ,437* ,432* 1 ,555** ,811** 

Sig. (2-tailed) ,000 ,016 ,017  ,001 ,000 

N 30 30 30 30 30 30 

X5.5 

Pearson Correlation ,698** ,598** ,438* ,555** 1 ,832** 

Sig. (2-tailed) ,000 ,000 ,016 ,001  ,000 

N 30 30 30 30 30 30 

TOTALX5 

Pearson Correlation ,837** ,795** ,672** ,811** ,832** 1 

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

N 30 30 30 30 30 30 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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Lampiran 5 Hasil Uji Reliabilitas 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,842 5 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,773 5 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,660 5 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,847 5 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

,847 5 
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