LAMPIRAN

Lampiran 1 Kuisioner Servqual

KUESIONER KEPUASAN PELANGGAN

BAGIAN 1
Petunjuk pengisian :
Isi dan berilah tanda silang (X) pada jawaban yang paling sesuai dengan kondisi
Anda.
1. Nama :
2. Jenis Kelamin : o Laki-laki o Perempuan
3. Usia:

BAGIAN 11
Petunjuk pengisian :
Berilah tanda silang (X) pada jawaban yang paling sesuai dengan pendapat Anda.

Keterangan :

Skala Kepuasan/Persepsi Skala Kepentingan/Ekspetasi
1 = Sangat Tidak Puas 1 = Sangat Tidak Penting

2 = Tidak Puas 2 = Tidak Penting

3 = Cukup 3 = Cukup

4 = Puas 4 = Penting

5 = Sangat Puas 5 = Sangat Penting

Semakin besar angka yang Anda pilih, semakin Anda setuju terhadap pernyataan

tersebut.
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No Atribut Persepsi Ekspetasi
Bukti Fisik (Tangible) 2134 1/2|3|4|5
Peralatan yang mendukung layanan
1 | berfungsi dengan baik
2 | Meimliki kantor yang nyaman
3 [ Penapilan petugas rapi
4 | Fasilitas kantor penyedia layanan nyaman
Keandalan (Reliability) 2134 1/2|3|4|5
5 [ Layanan diberikan tepat waktu
6 | Proses registrasi mudah dan cepat
7 | Akses layanan stabil
8 [ Layanan sesuai kebutuhan pelanggan
Harga yang diberikan sesuai dengan yang
9 | dijanjikan
Daya Tanggap (Resposiveness) 2|34 1/2/3/4|5
Petugas layanan melayani keluhan dengan
10 | cepat
Penyedia layanan memberikan kemudahan
11 | dalam pelayanannya
Daya tanggap petugas layanan dalam
12 | menjelaskan bagus
Keluhan terhadap masalah layanan
13 | diselesaikan sampai tuntas
Jaminan (Assurance) 21314 1/2(3|4]|5
Adanya pemberian ganti rugi apabla ada
14 | kesalahan dalam pemasangan layanan
Pelanggan dengan mudah menyampaikan
15 | keluhan jika terjadi suatu masalah
16 | Tidak ada gangguan pada sistem layanan
Kemudahan dalam menghubungi petugas
17 | layanan bila terjadi masalah
Empati (Empathy) 21314 1/2(3|4]|5
18 | Adanya garansi kepada pelanggan
Keramahan petugas layanan saat melayani
19 | pelanggan
Petugas layanan berkomunikasi dengan
20 | pelanggan dengan cara yang menyenangkan
Pelanggan dapat informasi apabila ada
21 | layanan baru
22 | Tersedia tempat Kritis dan saran
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Lampiran 2 Kuisioner IGA

KUESIONER KEPUASAN PELANGGAN

BAGIAN 1
Petunjuk pengisian :
Isi dan berilah tanda silang (X) pada jawaban yang paling sesuai dengan kondisi
Anda.
1. Nama :
2. Jenis Kelamin : o Laki-laki o Perempuan
3. Usia:

BAGIAN II
Petunjuk pengisian :

Berilah tanda silang (X) pada jawaban yang paling sesuai dengan pendapat Anda.

Keterangan :

Skala Kepuasan/Persepsi Skala Kepentingan/Ekspetasi
-3 = Sangat Tidak Puas -3 = Sangat Tidak Penting
-2 = Tidak Puas -2 = Tidak Penting

1 = Sedikit Tidak Puas -1 = Sedikit Tidak Penting

0 = Netral 0 = Netral

1 = Sedikit Puas 1 = Sedikit Penting

2 = Puas 2 =Penting

3 = Sangat Puas 3 = Sangat Penting

Semakin besar angka yang Anda pilih, semakin Anda setuju terhadap pernyataan

tersebut.
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Lampiran 3 Rekapitulasi Kuisioner SERVQUAL Persepsi
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Lampiran 4 Rekapitulasi Kuisioner SERVQUAL Ekspetasi
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Lampiran 5 Rekapitulasi Kuisioner Current Satisfication
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Lampiran 6 Rekapitulasi Kuisioner IGA ESFQ
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Lampiran 7 Rekapitulasi Kuisioner IGA ESDQ
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Lampiran 8 Validitas SERVQUAL Persepsi

Correlations

Tg | Tg | Tg | Tg | Rel | Rel | Rel | Rel | Rel | Re | Re | Re | Re | Ass | Ass | Ass | Ass | Em | Em | Em | Em | Em | Tot
1 2 3 4 1 2 3 4 5 sl s2 s3 s4 1 2 3 4 pl p2 p3 p4 pS al
Tgl Pearso 1| 45| 48| 65| 59| 47| 58| 53| 59| 58| 54| 50| 56| 48| 62| 41| 59| 41| 54| 52| 50| 51| ,72
n 6 | 27| 57| 57| 17| 37| av | ‘ov | 77| o | 2| 7| 77| 37| 47| o7 o 6" o* 5 5 | g"
Correla
tion
Sig. (2- 00| 00| 00| 00| O0O| 00| 00| 00| OO| O0O| O0O| 00| OO| O0O| OO| O0O| OO| O0| O0O| 00| 0,0| 0,0
tailed) 00| 00| OO| OO| OO| OO| OO OO| OO| OO| OO OO| OO| OO | OO | OO 00 | 00 00 00| 00| 00
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
Tg2 Pearso ,45 1| 54| 60| 56| 33| 56| 63| 50| 56| 50| 52| 43| 57| 58| 54| 53| 43| 56| 54| 55| 54| ,71
n o 6| 37| o7 | e | e | v 37| & | o* | 8| 9o¢| o | 37| o7 | 2~ 0™ o o+ 3+ o* | ‘17
Correla
tion
Sig. (2- 0,0 00| 00| 00| 00| O0O| 00| 00| 00| 00| OO| 00| O0O| O0| OO| O0O| OO| O0| OO| 00| 0,0]| 0,0
tailed) 00 00| 00| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO | OO | OO 00 | 00 00 00| 00| 00
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
Tg3 Pearso ,48 | ,54 1| 51| 49| 34| 54| 56| 53| 56| 53| 55| 51| 51| 59| 46| 55| 40| 54| 56| ,58| ,52 | ,70
n o | g* P IR IR B el Bl Bl B IR B Ry e e T 3+ 9~ 5 9" o* | ‘37
Correla
tion
Sig. (2- 0,0 0,0 00| 00| 00| 00| 00| 00| 00| O0O| O0O| O0O| O0O| O0O| O0O| O0O| OO| OO O0| 00| 0,0| 0,0
tailed) 00 | OO0 00| 0O| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO | OO 00 | 00 00 00| 00| 00
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
Tg4 Pearso 65| ,60 | ,51 1| 59| 31| 58| 61| 54| 62| 48| 57| 49| 54| 57| 43| 58| 46| 57| 62| 51| 52| ,73
n e - L I e e e e e B e = = P B 0" 8" e 9" 7| g
Correla
tion
Sig. (2- 0,0 | 00| 0,0 00| 00| 00| O0O| OO| 00| 00| OO| OO| O0O| O0O| O0O| O0O| OO| O0| O0O| 00| 0,0]| 0,0
tailed) 00| 00| OO 00| 00| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO | OO 00 | 00 00 00| 00| 00
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Sig.(2- 00| 00| 00| 00| OO| 00| O0O| 00| 00| O0O| 00| OO| OO| 00| O0O| OO| 00| O0O| OO| 0,0 O,0| 0,0
tailed) 00| OO OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO | OO 00 00 00 00 00
N 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167
**_Correlation is significant at the 0.01 level (2-tailed).
Lampiran 9 Validitas SERVQUAL Ekspetasi
Correlations
Tg | Tg | Tg | Tg | Rel | Rel | Rel | Rel | Rel | Re | Re | Re | Re | Ass | Ass | Ass | Ass | Em | Em | Em | Em | Em | Tot
1 2 3 4 1 2 3 4 5 sl s2 s3 s4 1 2 3 4 pl p2 p3 p4 p5 al
Tgl Pearso 1| 48| 39| 42| 44| 39| 50| 36| 52| 39| 38| 42| 43| 23| 44| 61| 41| 29| 26| ,32| ,27 | ,24| ,57
n o | 37| e | a3+ | 0" | g | v | e | 5 s o | e | or | g 0" 9" e 1 5~ | ‘g*
Correla
tion
Sig. (2- 00| 00| 00| 00| O0O| 00| 00| 00| 00| 0O0fO0|O0O0|O0O0|OO0|O0O0|O0O|O0| O 00| O0| 00| 00/ 0,0
tailed) 00| 0OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| 03| OO| OO | OO0 00 00 00 00 01| 00
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
Tg2 Pearso ,48 1| 65| 54| 63| 51| 49| 59| 54| 49| 41| 57| 38| 40| ,32 | ,46 | ,41 41 42 ,58 51 43 | 71
n o 1| 7 1| o7l g | & | &l 5| 5| o 1" D o R O 9" 6" 7 e 6 | 5
Correla
tion
Sig. (2- 0,0 00| 00| OO OO| OO| OO| OO| 0O0O| 00| OO| OO| OO| 00| 00| O,0| 0,0 0,0 00| 00| 00| O,0
tailed) 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
Tg3 Pearso ,39 | ,65 1| 50| 67| 51| 47| 68| 50| 56| 46| 52| 49| 40| 32| 36| 37| ,43| 43| 50| 52| ,30 | ,70
n 3" 1~ g | ov | 3| e | 7 et | or !l a6 | g | or | | & | ot 9" o o 0" 9" | &
Correla
tion
Sig.(2- 0,0 0,0 00| 00| 00| 00| OO| O0O| 00| OO| 00| OO| 00| 00| 00| 00| OO| O0O| 00| 00| 0,0/ 0,0
tailed) 00 | 00 00| O0O| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO | 00 00 00 00 00 00 | 00
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Em Pearso ,24| 43| 30| , 32| 40| 36| ,28| 40| 32| 27| 32| 45| 24| 40| 34| 25| 37| 63| 53| 58| ,58 1| ,57
05 N 5 | e | o | ot | 17| 57| 5| 5| 5| | & | 7| av| 7| 5| 4| | e 1 o*| o 5
Correla
tion
Sig.2- 00| 00| 00| 00| O0O| OO| OO| OO| OO| OO| OO OO| OO| OO| OO| OO| OO| O,0| O0| O,0| 0,0 0,0
tailed) o1, oO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| O2| OO| OO| O1| OO| OO| OO| OO | OO0 00
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
Tot Pearso 57| 71| ,70| 67| 72| 72| 72| 81| , 73| ,78| ,74| , 78| ,74| ;71| 64| ,72| ,74| 66| ,78 | ,78 | ,76 | ,57 1
al n g | 57 6| 9| & | av| 57| v | 9| 1| 9| & | 2o 17| o7 | g7 | ‘a4~ o 6" 4 8" 5~
Correla
tion
Sig.2- 00| 00| 00| 00| 00| 00| OO| OO O0O| O0O| O0O| OO| 00| 00| 00| 00| 00| O0| 00| 00| 0,0 0,0
tailed) 00| 0O0O| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO| OO
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
**_Correlation is significant at the 0.01 level (2-tailed).
Lampiran 10 Validitas Current Satisfication
Correlations
Tg | Tg | Tg | Tg | Rel | Rel | Rel | Rel | Rel | Re | Re | Re | Re | Ass | Ass | Ass | Ass | Em | Em | Em | Em | Em | Tot
1 2 3 4 1 2 3 4 5 | s1 | s2 | s3|s4/| 1 2 3 4 | p1 | p2 | p3 | p4 | p5 | al
Tgl Pearso 1| 36| 50| 53| 67| 45| , 71| 43| 65| 56| 47| 41| 67| 31| 46| 58| 54| 39| 32| 42| ,37| ,28| ,80
n P = A B B R Sl H e I RO B S N RS2 el Il ey I e e s | 4| 2| ot
Correla
tion
Sig. (2- 00| 00| 00| 0O00O|O0O| 00| 00|00} 00| O00OOfO00|00|00| 00| 00| 00| O 00| 00| 00| 00] 0,0
tailed) 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00 00
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167
Tg2 Pearso ,36 1,00 47| 31| 44| 33| 39| 26| 39| 34| 32| 37| (19| 23| 42| 3| 20| ,A6 | ,23| ,17| ,17| 51
n 1" 26 87 o°| ol ot | 50| 7 5| 7o e | 9" P R P B 7 o 7 5| 5"
Correla
tion
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**_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 11 Validitas ESFQ

Correlations

Rel | Rel | Rel | Rel | Rel | Re | Re | Re | Re | Ass | Ass | Ass | Ass | Em | Em | Em | Em | Em | Tot
Tgl | Tg2 | Tg3 | Tg4 1 2 3 4 5 sl s2 s3 s4 1 2 3 4 pl p2 p3 p4 p5 al
Tg Pears 1| ,46 | ,33| ,22 - -1 0,0 -1 00| 00| 0,0 -1 0,0 0,0 -/ 00| 00| 00| 00| 0,0 0,0 -1 ,20
1 on 1" 0~ 2”1 00| 0,0 00| 0,0 22 04 23| 0,0 15 11| 0,1 14 10 09 12 24 07| 00| O”
Correl 30 02 89 29 33 28
ation
Sig. o0 00| OO 06| 09| 09| 0,2| 0,7 09| O7| O0,7| 08| 08| 00| O8B8| 09| 09| 08| O,7| 09| 0,7 0,0
(2- 00 00 04 99 78 96 53 76 63 63 12 48 92 87 61 02 10 81 63 31 23| 09
tailed)
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 16
7
Tg Pears ,46 1| ,35| ,34 - -1 0,0 -1 00 -1 00 - -{ 00| 00| 00| 02| 01| 29| ,06| ,25| 0,1 | ,34
2 on 1 8" 31 00| 00 17| 0,1 63 | 0,0 24| 0,1 0,1 07 06 43 48 34 8 6" 3" 38| 67
Correl 19 36 34 81 11 22
ation
Sig. 0,0 o0| 00| O8 06| 08| 00| 04| 02| 07| 01| 01| O9| 09| O5| 00| OO| O0| 00| O0| 0,0 0,0
2- 00 00 00 09 47 28 84 17 96 55 55 15 27 34 78 56 84 10 32 01 76 | 00
tailed)
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 16
7
Tg Pears 33| ,35 1| ,3| ,6 | 00| 00| O0,0| 0,1 -1 0,0 - - - - - -1 00| 00| 01| 00| 0,0 ,27
3 on 0" 8™ 6™ 3 52 10 55 18| 0,0 771 00| 00| 00| 00| O,0| 0,0 45 99 05 53 21| 97
Correl 39 71 53 56 59 59 64
ation
Sig. 0,0| 0,0 o0 0O0O0| O5| 08| 04| 01| 06| 03| 03| 04| 04| 04| 04| 04| 05| 02| 01| 04| 0,71 0,0
2- 00 00 00 36 05 96 80 30 14 25 61 97 76 49 50 12 61 01 76 98 88 | 00
tailed)
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Sig. 00| 00| 00| OO| 00| 00| OO| OO| O0O| OO| OO OO| OO| OO| OO| OO| OO| O0| O0| O0| O,0| 0,0
(2- 09 00| 00| 02 00| 00 00 00| 00 00 | 00 00 00 | 06 37 01 02 00| 00 00 00| 00
tailed)
N 167 ‘ 167 | 167 ‘ 167 | 167 | 167 ‘ 167 | 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 167 ‘ 16
7
**_Correlation is significant at the 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).
Lampiran 12 Validitas ESDQ
Correlations
Rel | Rel | Rel | Rel | Rel | Re Re Re Re | Ass | Ass | Ass | Ass | Em | Em | Em | Em | Em | Tot
Tgl | Tg2 | Tg3 | Tg4 dl 2 3 4 5 sl s2 s3 s4 1 2 3 4 pl p2 p3 p4 p5 al
Tg Pears 1| 68| 62| 57| 0,1 -1 0,0 - -1 00| ,27| 00| 0,0| 0,0 -1 00 - -1 00 - - - 1,39
1 on 3" 7 7 27 | 0,0 14 | 0,0 | 0,0 56 8" | 40 52 24 | 0,0 791 00| 0,0 54| 00| 00| 00| 8"
Correl 30 02 78 70 45 05 51| 40 92
ation
Sig. 00| 00| 00| 0,1 0,7 | 0,8 0,9 03| 04| 0,0 06| 05| 0,7| 0,3 0,3 05| 0,9 04| 05| 06| 0,2| 0,0
(2- 00| 00| OO0 01 04 | 52 84 17 74 21 12 06 61 67 07 59 52 85 09 12 37| 00
tailed)
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 16
7
Tg Pears ,68 1 57 ,69 - - - - - - 0,1 0,0| 0,0 - - - - - 0,0 - - - 1,32
2 on 3" 6™ 4”1 00| 00| 00| 0,0| 0,0| 0,0 14 55 64| 00| 0,1 0,0 0,0 | 0,0 75| 00| 00| 0,0 8™
Correl 23 50 44 25 83 13 57 23 36 66 30 63 16 76
ation
Sig. 0,0 00| 00| 07| 05| 05| 07| 02| 08| 01| 04| 04| 04| 01| 06| 03] 0,7| 03| 04| 08| 03] 0,0
(2- 00 00| 00 65 24 | 76 47 83 63 | 41 77 12 67 13 | 46 94| 01| 35 22 40 31| 00
tailed)
N 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 | 167 16
7
Tg Pears 62 | 57 1| ,59] 0,0 - - - -1 00| 00| 00| 0,0 - -1 00 - -1 00 -1 0,0 -1,33
3 on 7 6™ 0" 06| 00| 00| 0,0 01| 44| 34| 33 92| 00| 00| 43| 00| 00| 34| 0,0 21| 00| 4"
Correl 48 17 23 41 24 97 49 27 74 13
ation
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**_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 13 Reliabilitas SERVQUAL Persepsi

Case Processing Summary

N %
Cases Valid 167 100,0
Excluded? 0 0,0
Total 167 100,0

a. Listwise deletion based on all variables in
the procedure.

Lampiran 14 Reliabilitas SERVQUAL Ekspetasi

Case Processing Summary

N %
Cases Valid 167 100,0
Excluded? 0 0,0
Total 167 100,0

a. Listwise deletion based on all variables in
the procedure.

Lampiran 15 Reliabilitas Current Satisfication

Case Processing Summary

N %
Cases Valid 167 100,0
Excluded? 0 0,0
Total 167 100,0

a. Listwise deletion based on all variables in
the procedure.

Reliability
Statistics

Cronbach's
Alpha

N of
Iltems

0,966

22

Reliability
Statistics

Cronbach's
Alpha

N of
Items

0,956

22

Reliability
Statistics

Cronbach's
Alpha

N of
Items

0,934

22
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Lampiran 16 Reliabilitas ESFQ

Case Processing Summary

N %
Cases Valid 167 100,0
Excluded? 0 0,0
Total 167 100,0

a. Listwise deletion based on all variables in

the procedure.

Lampiran 17 Reliabilitas ESDQ

Case Processing Summary

N %
Cases Valid 167 100,0
Excluded? 0 0,0
Total 167 100,0

a. Listwise deletion based on all variables in

the procedure.

Lampiran 18 Keluhan Pelanggan 2020

Reliability
Statistics
Cronbach's N of
Alpha Items
0,635 22
Reliability
Statistics
Cronbach's N of
Alpha ltems
0,662 22

Jenis Keluhan | Keluhan Internet | Keluhan Pelayanan
Januari 70 54
Februari 65 46
Maret 67 53
April 50 23
Mei 78 56
Juni 60 61
Juli 55 45
Agustus 68 52
September 71 39
Oktober 59 40
November 61 67
Desember 96 54
Jumlah 800 590
% 57,55 42,45
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Lampiran 19 Keluhan Pelanggan 2019

Jenis Keluhan | Keluhan Internet | Keluhan Pelayanan
Januari 67 40
Februari 53 56
Maret 35 23
April 65 22
Mei 67 44
Juni 55 57
Juli 45 65
Agustus 67 45
September 51 59
Oktober 43 30
November 37 32
Desember 79 57
Jumlah 664 530
% 55,61 44,39
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