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LAMPIRAN 1. KUISIONER PENELITIAN 

 

Dengan Hormat, 

 Perkenalkan saya Fauzan Roji Herdito, mahasiswa Universitas 

Muhammadiyah Yogyakarta, Program Studi Manajemen yang sedang 

mengadakan penelitian tentang “Pengaruh Kualitas Pelayanan, Kepuasan 

Pelanggan, dan Citra Perusahaan terhadap Loyalitas Pelanggan Jasa 

Pengiriman Barang JNE di Kota Yogyakarta”. Kali ini, saya selaku peneliti 

meminta kesediaan Bapak/Ibu/Saudara/i untuk membantu penelitian ini dengan 

mengisi kuisioner. Berikut kuisioner yang saya ajukan, mohon kepada 

Bapak/Ibu/Saudara/i untuk memberikan jawaban yang sejujur-jujurnya dan sesuai 

dengan keadaan yang sebenarnya. Adapun jawaban yang Bapak/Ibu/Saudara/i 

berikan tidak akan berpengaruh pada diri Bapak/Ibu/Saudara/i karena penelitian 

ini dilakukan semata-mata untuk pengembangan ilmu pengetahuan. Atas 

kesediaannya saya ucapkan terima kasih.  

                                                                               

     

                                    Hormat saya,  

 

                                Fauzan Roji Herdito  

 

   



 
 

A. DATA RESPONDEN   

Nama Responden  : ……………………...…………………………. 

Pekerjaan    : ………………………………………………… 

Nomor Responden
*
  : …………………...……….   (tidak perlu diisi)    

 Sebelum menjawab pertanyaan dalam kuesioner ini, mohon Saudara 

mengisi data berikut terlebih dahulu. (Jawaban yang saudara berikan akan 

diperlakukan secara rahasia). Lingkari () atau silang (×) untuk jawaban 

pilihan saudara. 

1. Jenis kelamin 

a. Laki-laki 

b. Perempuan 

 

2. Usia 

a. 17-25 tahun 

b. 26-35 tahun 

c. 36-45 tahun 

 

3. Frekuensi menggunakan jasa pengiriman barang Jalur Nugraha Ekakurir 

(JNE) dalam 1 tahun terakhir 

a. 2-3 kali 

b. 4-5 kali 

c. > 5 kali 

 

B. PETUNJUK PENGISIAN KUESIONER  

 Responden dapat memberikan jawaban dengan memberikan tanda centang 

(√) atau silang (×) pada salah satu pilihan jawaban yang tersedia. Hanya satu 

jawaban saja yang dimungkinkan untuk setiap pertanyaan.  

 

 



 
 

 Pada masing-masing pertanyaan terdapat lima alternative jawaban yang 

mengacu pada teknik skala Likert, yaitu: Sangat Tidak Setuju (STS), Tidak 

Setuju (TS), Netral (N), Setuju (S), dan Sangat Setuju (SS). Dimohon 

Bapak/Ibu/Saudara/i untuk mengisi kuesioner dengan sebenar-benarnya dan 

seobjektif mungkin. 

Kode Pernyataan STS TS N S SS 

 Kualitas Pelayanan      

KL1 JNE memiliki peralatan modern 1 2 3 4 5 

KL2 Fasilitas fisik JNE secara visual menarik 1 2 3 4 5 

KL3 Karyawan JNE berpenampilan rapi 1 2 3 4 5 

KL4 
Fasilitas fisik sesuai dengan jenis jasa yang 

ditawarkan 
1 2 3 4 5 

KL5 
JNE berjanji untuk melakukan sesuatu dengan 

waktu yang ditentukan 
1 2 3 4 5 

KL6 
Karyawan JNE tulus dalam memecahkan 

masalah 
1 2 3 4 5 

KL7 
JNE melakukan layanan yang tepat sejak 

pertama kalinya kepada Anda 
1 2 3 4 5 

KL8 
JNE menyediakan layanan dan pada saat itu 

berjanji untuk melakukannya 
1 2 3 4 5 

KL9 
Sistem pencatatan yang akurat dan bebas dari 

kesalahan 
1 2 3 4 5 

KL10 
Karyawan JNE memberitahu Anda tentang 

kepastian waktu dengan jelas 
1 2 3 4 5 

KL11 
Karyawan JNE memberikan layanan yang 

cepat  
1 2 3 4 5 

KL12 
Karyawan JNE selalu bersedia untuk 

membantu Anda 
1 2 3 4 5 

KL13 
Karyawan JNE tidak terlalu sibuk untuk 

menanggapi permintaan Anda 
1 2 3 4 5 

KL14 
Karyawan JNE menanamkan kerahasiaan 

Anda 
1 2 3 4 5 

KL15 Anda merasa aman dalam transaksi 1 2 3 4 5 



 
 

Kode Pernyataan STS TS N S SS 

KL16 
Karyawan JNE secara konsisten bersikap 

sopan dengan Anda 
1 2 3 4 5 

KL17 
Karyawan JNE memiliki pengetahuan untuk 

menjawab pertanyaan Anda 
1 2 3 4 5 

KL18 
JNE memberikan perhatian individu dengan 

Anda 
1 2 3 4 5 

KL19 
JNE memiliki jam operasi yang nyaman untuk 

Anda 
1 2 3 4 5 

KL20 
Karyawan JNE yang memberikan perhatian 

pribadi dengan Anda 
1 2 3 4 5 

KL21 JNE memiliki perhatian terbaik untuk Anda 1 2 3 4 5 

KL22 
Karyawan JNE memahami kebutuhan spesifik 

Anda 
1 2 3 4 5 

Kode Pernyataan STS TS N S SS 

 Kepuasan Pelanggan      

KP1 
Anda puas dengan tingkat layanan yang 

disediakan JNE 
1 2 3 4 5 

KP2 Anda puas berbicara dengan karyawan JNE 1 2 3 4 5 

KP3 Anda puas dengan informasi yang diterima 1 2 3 4 5 

Kode Pernyataan STS TS N S SS 

 Citra Perusahaan      

CP1 
Anda selalu memiliki kesan yang baik 

terhadap JNE 
1 2 3 4 5 

CP2 JNE Memiliki citra yang baik di benak Anda  1 2 3 4 5 

CP3 
  JNE Memiliki citra yang lebih baik 

dibandingkan pesaingnya 
1 2 3 4 5 

Kode Pernyataan STS TS N S SS 

 Loyalitas Pelanggan      

LP1 Anda setia terhadap JNE 1 2 3 4 5 

LP2 
Ketahanan terhadap pengaruh yang negatif 

mengenai perusahaan JNE 
1 2 3 4 5 

LP3 
Anda mereferensikan JNE secara total esistensi 

perusahaan 
1 2 3 4 5 

 

 

 

 

 



 
 

LAMPIRAN 2. KARAKTERISTIK RESPONDEN 

 

Jenis Kelamin 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

Laki-Laki 81 52.3 52.3 52.3 

Perempuan 74 47.7 47.7 100.0 

Total 155 100.0 100.0  

 

Usia 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

17-25 Tahun 136 87.7 87.7 87.7 

26--35 Tahun 14 9.0 9.0 96.8 

36-45 Tahun 5 3.2 3.2 100.0 

Total 155 100.0 100.0  

 

Frekuensi Menggunakan Jasa Pengiriman 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2-3 Kali 86 55.5 55.5 55.5 

4-5 Kali 32 20.6 20.6 76.1 

> 5 Kali 37 23.9 23.9 100.0 

Total 155 100.0 100.0  

 

 

 

 

 

 

 

 



 
 

Pekerjaan 

Mahasiswa 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 109 70.3 100.0 100.0 

Missing System 46 29.7   

Total 155 100.0   

 

Pelajar 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 12 7.7 100.0 100.0 

Missing System 143 92.3   

Total 155 100.0   

 

Pegawai 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 10 6.5 100.0 100.0 

Missing System 145 93.5   

Total 155 100.0   

 

Swasta 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 4 2.6 100.0 100.0 

Missing System 151 97.4   

Total 155 100.0   

 

Lainlain 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 20 12.9 100.0 100.0 

Missing System 135 87.1   

Total 155 100.0   



 
 

 

 

LAMPIRAN 3. UJI KUALITAS INSTRUMEN PRE-TEST 

Kualitas Layanan 

Correlations 

 KL1 KL2 KL3 KL4 KL5 KL6 KL7 KL8 KL9 KL10 KL11 KL12 KL13 KL14 KL15 KL16 KL17 KL18 KL19 KL20 KL21 KL22 KL 

KL1 Pearson 

Correlation 
1 

.476
*

*
 

.148 .168 .118 .131 .213 .279 .009 .103 .329 .379
*
 -.065 .350 .142 -.010 .246 .343 -.053 .186 .302 .094 

.481
*

*
 

Sig. (2-tailed)  .008 .434 .375 .536 .490 .258 .136 .962 .587 .076 .039 .733 .058 .454 .959 .190 .063 .782 .325 .105 .621 .007 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL2 Pearson 

Correlation 

.476
*

*
 

1 .462
*
 .208 .272 .266 .152 

.468
*

*
 

-.020 .359 .313 .358 -.010 .400
*
 .102 .103 .308 .317 .044 .300 

.531
*

*
 

.063 
.632

*

*
 

Sig. (2-tailed) .008  .010 .269 .147 .156 .422 .009 .916 .051 .092 .052 .957 .029 .593 .589 .098 .087 .819 .107 .003 .740 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL3 Pearson 

Correlation 
.148 .462

*
 1 .401

*
 -.182 -.103 .126 .103 .083 .429

*
 .440

*
 .306 .226 .309 .195 .379

*
 

.563
*

*
 

.217 -.056 .152 
.519

*

*
 

.100 
.559

*

*
 

Sig. (2-tailed) .434 .010  .028 .337 .587 .506 .589 .664 .018 .015 .100 .229 .097 .301 .039 .001 .250 .769 .423 .003 .600 .001 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL4 Pearson 

Correlation 
.168 .208 .401

*
 1 .270 .231 .303 .306 .135 .013 .224 .202 -.078 -.182 .188 

.474
*

*
 

.637
*

*
 

.176 -.129 .000 .273 .224 
.463

*

*
 

Sig. (2-tailed) 
.375 .269 .028  .149 .220 .103 .100 .478 .946 .234 .284 .682 .336 .321 .008 .000 .354 .495 

1.00

0 
.145 .235 .010 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL5 Pearson 

Correlation 
.118 .272 -.182 .270 1 

.483
*

*
 

.390
*
 .384

*
 .275 .205 .090 .232 -.040 -.219 -.036 .084 .151 .159 -.283 .061 -.053 .088 .353 

Sig. (2-tailed) .536 .147 .337 .149  .007 .033 .036 .142 .277 .637 .217 .835 .244 .851 .659 .426 .401 .130 .748 .779 .645 .056 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL6 Pearson 

Correlation 
.131 .266 -.103 .231 

.483
*

*
 

1 .417
*
 .458

*
 .425

*
 -.092 .114 .286 .045 .106 -.092 .084 .175 .294 -.032 .297 .344 .170 

.476
*

*
 

Sig. (2-tailed) .490 .156 .587 .220 .007  .022 .011 .019 .628 .549 .125 .812 .578 .629 .660 .355 .114 .866 .111 .063 .370 .008 



 
 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL7 Pearson 

Correlation 
.213 .152 .126 .303 .390

*
 .417

*
 1 

.487
*

*
 

.193 .031 .392
*
 .408

*
 -.099 .084 

-

.410
*
 

.071 .350 .318 -.075 .180 .276 .188 
.534

*

*
 

Sig. (2-tailed) .258 .422 .506 .103 .033 .022  .006 .308 .871 .032 .025 .603 .659 .025 .710 .058 .087 .695 .342 .140 .321 .002 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL8 Pearson 

Correlation 
.279 

.468
*

*
 

.103 .306 .384
*
 .458

*
 

.487
*

*
 

1 .445
*
 .232 

.545
*

*
 

.438
*
 -.180 .096 -.203 .095 .092 .315 -.128 .153 .303 .159 

.604
*

*
 

Sig. (2-tailed) .136 .009 .589 .100 .036 .011 .006  .014 .217 .002 .015 .341 .615 .282 .617 .629 .090 .500 .420 .104 .401 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL9 Pearson 

Correlation 
.009 -.020 .083 .135 .275 .425

*
 .193 .445

*
 1 .011 .091 .232 -.068 .166 .061 .009 .035 .196 -.012 .105 .101 .139 .361

*
 

Sig. (2-tailed) .962 .916 .664 .478 .142 .019 .308 .014  .953 .633 .218 .721 .380 .747 .962 .855 .300 .949 .581 .596 .464 .050 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL10 Pearson 

Correlation 
.103 .359 .429

*
 .013 .205 -.092 .031 .232 .011 1 

.530
*

*
 

.245 .264 .141 .202 .306 .279 .037 -.147 .044 .119 -.301 .428
*
 

Sig. (2-tailed) .587 .051 .018 .946 .277 .628 .871 .217 .953  .003 .191 .159 .457 .285 .100 .135 .845 .439 .817 .532 .106 .018 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL11 Pearson 

Correlation 
.329 .313 .440

*
 .224 .090 .114 .392

*
 

.545
*

*
 

.091 
.530

*

*
 

1 
.660

*

*
 

.205 .096 -.185 .127 .151 .378
*
 -.020 .207 

.481
*

*
 

-.237 
.608

*

*
 

Sig. (2-tailed) .076 .092 .015 .234 .637 .549 .032 .002 .633 .003  .000 .277 .614 .328 .504 .427 .039 .916 .272 .007 .207 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL12 Pearson 

Correlation 
.379

*
 .358 .306 .202 .232 .286 .408

*
 .438

*
 .232 .245 

.660
*

*
 

1 .369
*
 .327 .020 .018 .215 .302 .016 .207 

.469
*

*
 

-.133 
.635

*

*
 

Sig. (2-tailed) .039 .052 .100 .284 .217 .125 .025 .015 .218 .191 .000  .045 .077 .916 .926 .254 .105 .934 .273 .009 .483 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL13 Pearson 

Correlation 
-.065 -.010 .226 -.078 -.040 .045 -.099 -.180 -.068 .264 .205 .369

*
 1 .249 .187 .073 .131 .164 .025 .372

*
 .399

*
 -.129 .248 

Sig. (2-tailed) .733 .957 .229 .682 .835 .812 .603 .341 .721 .159 .277 .045  .185 .324 .702 .491 .387 .898 .043 .029 .496 .186 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 



 
 

KL14 Pearson 

Correlation 
.350 .400

*
 .309 -.182 -.219 .106 .084 .096 .166 .141 .096 .327 .249 1 .369

*
 .054 .017 .410

*
 .239 

.496
*

*
 

.429
*
 .158 

.499
*

*
 

Sig. (2-tailed) .058 .029 .097 .336 .244 .578 .659 .615 .380 .457 .614 .077 .185  .044 .776 .929 .025 .203 .005 .018 .404 .005 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL15 Pearson 

Correlation 
.142 .102 .195 .188 -.036 -.092 

-

.410
*
 

-.203 .061 .202 -.185 .020 .187 .369
*
 1 .345 .245 -.109 .088 -.048 -.025 .151 .177 

Sig. (2-tailed) .454 .593 .301 .321 .851 .629 .025 .282 .747 .285 .328 .916 .324 .044  .062 .192 .567 .642 .801 .895 .426 .350 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL16 Pearson 

Correlation 
-.010 .103 .379

*
 

.474
*

*
 

.084 .084 .071 .095 .009 .306 .127 .018 .073 .054 .345 1 .441
*
 .132 -.117 .056 -.034 .273 .379

*
 

Sig. (2-tailed) .959 .589 .039 .008 .659 .660 .710 .617 .962 .100 .504 .926 .702 .776 .062  .015 .487 .540 .768 .857 .144 .039 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL17 Pearson 

Correlation 
.246 .308 

.563
*

*
 

.637
*

*
 

.151 .175 .350 .092 .035 .279 .151 .215 .131 .017 .245 .441
*
 1 -.055 -.129 -.109 .273 .058 

.476
*

*
 

Sig. (2-tailed) .190 .098 .001 .000 .426 .355 .058 .629 .855 .135 .427 .254 .491 .929 .192 .015  .772 .498 .568 .144 .762 .008 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL18 Pearson 

Correlation 
.343 .317 .217 .176 .159 .294 .318 .315 .196 .037 .378

*
 .302 .164 .410

*
 -.109 .132 -.055 1 .159 

.824
*

*
 

.644
*

*
 

.415
*
 

.653
*

*
 

Sig. (2-tailed) .063 .087 .250 .354 .401 .114 .087 .090 .300 .845 .039 .105 .387 .025 .567 .487 .772  .400 .000 .000 .023 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL19 Pearson 

Correlation 
-.053 .044 -.056 -.129 -.283 -.032 -.075 -.128 -.012 -.147 -.020 .016 .025 .239 .088 -.117 -.129 .159 1 .227 .211 -.043 .074 

Sig. (2-tailed) .782 .819 .769 .495 .130 .866 .695 .500 .949 .439 .916 .934 .898 .203 .642 .540 .498 .400  .228 .263 .820 .696 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL20 Pearson 

Correlation 
.186 .300 .152 .000 .061 .297 .180 .153 .105 .044 .207 .207 .372

*
 

.496
*

*
 

-.048 .056 -.109 
.824

*

*
 

.227 1 
.672

*

*
 

.235 
.536

*

*
 

Sig. (2-tailed) 
.325 .107 .423 

1.00

0 
.748 .111 .342 .420 .581 .817 .272 .273 .043 .005 .801 .768 .568 .000 .228  .000 .212 .002 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 



 
 

KL21 Pearson 

Correlation 
.302 

.531
*

*
 

.519
*

*
 

.273 -.053 .344 .276 .303 .101 .119 
.481

*

*
 

.469
*

*
 

.399
*
 .429

*
 -.025 -.034 .273 

.644
*

*
 

.211 
.672

*

*
 

1 .237 
.706

*

*
 

Sig. (2-tailed) .105 .003 .003 .145 .779 .063 .140 .104 .596 .532 .007 .009 .029 .018 .895 .857 .144 .000 .263 .000  .207 .000 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL22 Pearson 

Correlation 
.094 .063 .100 .224 .088 .170 .188 .159 .139 -.301 -.237 -.133 -.129 .158 .151 .273 .058 .415

*
 -.043 .235 .237 1 .282 

Sig. (2-tailed) .621 .740 .600 .235 .645 .370 .321 .401 .464 .106 .207 .483 .496 .404 .426 .144 .762 .023 .820 .212 .207  .131 

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 

KL Pearson 

Correlation 

.481
*

*
 

.632
*

*
 

.559
*

*
 

.463
*

*
 

.353 
.476

*

*
 

.534
*

*
 

.604
*

*
 

.361
*
 .428

*
 

.608
*

*
 

.635
*

*
 

.248 
.499

*

*
 

.177 .379
*
 

.476
*

*
 

.653
*

*
 

.074 
.536

*

*
 

.706
*

*
 

.282 1 

Sig. (2-tailed) .007 .000 .001 .010 .056 .008 .002 .000 .050 .018 .000 .000 .186 .005 .350 .039 .008 .000 .696 .002 .000 .131  

N 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 30 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). 

 

 

 

 

 

 



 
 

Uji Validitas Pre-Test Kepuasan Pelanggan 

 

Correlations 

 KP1 KP2 KP3 KP 

KP1 Pearson Correlation 1 .481
**
 .462

*
 .782

**
 

Sig. (2-tailed)  .007 .010 .000 

N 30 30 30 30 

KP2 Pearson Correlation .481
**
 1 .294 .682

**
 

Sig. (2-tailed) .007  .115 .000 

N 30 30 30 30 

KP3 Pearson Correlation .462
*
 .294 1 .846

**
 

Sig. (2-tailed) .010 .115  .000 

N 30 30 30 30 

KP Pearson Correlation .782
**
 .682

**
 .846

**
 1 

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

N 30 30 30 30 

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

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



 
 

 

Uji Validitas Pre-Test Citra Perusahaan 

 

Correlations 

 CP1 CP2 CP3 CP 

CP1 Pearson Correlation 1 .424
*
 .235 .647

**
 

Sig. (2-tailed)  .019 .212 .000 

N 30 30 30 30 

CP2 Pearson Correlation .424
*
 1 .628

**
 .873

**
 

Sig. (2-tailed) .019  .000 .000 

N 30 30 30 30 

CP3 Pearson Correlation .235 .628
**
 1 .833

**
 

Sig. (2-tailed) .212 .000  .000 

N 30 30 30 30 

CP Pearson Correlation .647
**
 .873

**
 .833

**
 1 

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

N 30 30 30 30 

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

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

 



 
 

Uji Validitas Pre-Test Loyalitas Pelanggan 

 

Correlations 

 LP1 LP2 LP3 LP 

LP1 Pearson Correlation 1 .847
**
 .562

**
 .917

**
 

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

N 30 30 30 30 

LP2 Pearson Correlation .847
**
 1 .600

**
 .930

**
 

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

N 30 30 30 30 

LP3 Pearson Correlation .562
**
 .600

**
 1 .802

**
 

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

N 30 30 30 30 

LP Pearson Correlation .917
**
 .930

**
 .802

**
 1 

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

N 30 30 30 30 

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

 

 

 

 

 

 

 

 

 



 
 

 

Uji Reliabilitas Pre-Test Kualitas Layanan 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.814 22 

 

Uji Reliabilitas Pre-Test Kepuasan Pelanggan 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.629 3 

 

Uji Reliabilitas Pre-Test Citra Perusahaan 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.693 3 

 

Uji Reliabilitas Pre-Test Loyalitas Pelanggan 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.861 3 

 



 
 

LAMPIRAN 4. UJI KUALITAS INSTRUMEN 

Uji Validitas Kualitas Layanan 

Correlations 

 KL1 KL2 KL3 KL4 KL6 KL7 KL8 KL9 KL10 KL11 KL12 KL14 KL16 KL17 KL18 KL20 KL21 KL 

KL1 Pearson 

Correlation 
1 

.294
*

*
 

.182
*
 

.253
*

*
 

.109 
.226

*

*
 

.257
*

*
 

.270
*

*
 

.086 .197
*
 

.239
*

*
 

.274
*

*
 

.096 .165
*
 

.231
*

*
 

.195
*
 

.283
*

*
 

.501
*

*
 

Sig. (2-tailed)  .000 .023 .001 .178 .005 .001 .001 .289 .014 .003 .001 .237 .041 .004 .015 .000 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL2 Pearson 

Correlation 

.294
*

*
 

1 
.233

*

*
 

.163
*
 -.018 .129 

.270
*

*
 

.013 .146 
-

.195
*
 

.033 
.224

*

*
 

.034 .154 .061 .144 .026 
.313

*

*
 

Sig. (2-tailed) .000  .003 .043 .821 .110 .001 .874 .070 .015 .687 .005 .679 .055 .449 .075 .744 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL3 Pearson 

Correlation 
.182

*
 

.233
*

*
 

1 
.459

*

*
 

.299
*

*
 

.402
*

*
 

.288
*

*
 

.244
*

*
 

.183
*
 -.014 

.245
*

*
 

.310
*

*
 

.273
*

*
 

.235
*

*
 

.081 .142 .120 
.543

*

*
 

Sig. (2-tailed) .023 .003  .000 .000 .000 .000 .002 .023 .866 .002 .000 .001 .003 .317 .078 .137 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL4 Pearson 

Correlation 

.253
*

*
 

.163
*
 

.459
*

*
 

1 
.210

*

*
 

.329
*

*
 

.157 .163
*
 .083 .130 .176

*
 .087 

.292
*

*
 

.308
*

*
 

.122 .086 .186
*
 

.486
*

*
 

Sig. (2-tailed) .001 .043 .000  .009 .000 .052 .043 .305 .106 .029 .280 .000 .000 .130 .286 .021 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL6 Pearson 

Correlation 
.109 -.018 

.299
*

*
 

.210
*

*
 

1 
.266

*

*
 

.215
*

*
 

.290
*

*
 

.171
*
 

.368
*

*
 

.314
*

*
 

.238
*

*
 

.093 .158
*
 .072 -.004 .159

*
 

.463
*

*
 

Sig. (2-tailed) .178 .821 .000 .009  .001 .007 .000 .034 .000 .000 .003 .250 .049 .375 .962 .049 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL7 Pearson 

Correlation 

.226
*

*
 

.129 
.402

*

*
 

.329
*

*
 

.266
*

*
 

1 
.340

*

*
 

.353
*

*
 

.137 .137 .204
*
 

.309
*

*
 

.256
*

*
 

.389
*

*
 

.245
*

*
 

.289
*

*
 

.168
*
 

.601
*

*
 



 
 

Sig. (2-tailed) .005 .110 .000 .000 .001  .000 .000 .088 .089 .011 .000 .001 .000 .002 .000 .037 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL8 Pearson 

Correlation 

.257
*

*
 

.270
*

*
 

.288
*

*
 

.157 
.215

*

*
 

.340
*

*
 

1 
.353

*

*
 

.415
*

*
 

.173
*
 

.358
*

*
 

.319
*

*
 

.176
*
 .122 

.339
*

*
 

.337
*

*
 

.190
*
 

.607
*

*
 

Sig. (2-tailed) .001 .001 .000 .052 .007 .000  .000 .000 .031 .000 .000 .028 .129 .000 .000 .018 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL9 Pearson 

Correlation 

.270
*

*
 

.013 
.244

*

*
 

.163
*
 

.290
*

*
 

.353
*

*
 

.353
*

*
 

1 .149 
.399

*

*
 

.276
*

*
 

.301
*

*
 

.281
*

*
 

.225
*

*
 

.174
*
 

.210
*

*
 

.230
*

*
 

.569
*

*
 

Sig. (2-tailed) .001 .874 .002 .043 .000 .000 .000  .064 .000 .001 .000 .000 .005 .030 .009 .004 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL10 Pearson 

Correlation 
.086 .146 .183

*
 .083 .171

*
 .137 

.415
*

*
 

.149 1 .148 .097 .052 
.292

*

*
 

.051 .135 .141 
.245

*

*
 

.419
*

*
 

Sig. (2-tailed) .289 .070 .023 .305 .034 .088 .000 .064  .066 .229 .522 .000 .528 .093 .080 .002 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL11 Pearson 

Correlation 
.197

*
 

-

.195
*
 

-.014 .130 
.368

*

*
 

.137 .173
*
 

.399
*

*
 

.148 1 
.459

*

*
 

.229
*

*
 

.265
*

*
 

.252
*

*
 

.171
*
 .193

*
 

.213
*

*
 

.479
*

*
 

Sig. (2-tailed) .014 .015 .866 .106 .000 .089 .031 .000 .066  .000 .004 .001 .002 .034 .016 .008 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL12 Pearson 

Correlation 

.239
*

*
 

.033 
.245

*

*
 

.176
*
 

.314
*

*
 

.204
*
 

.358
*

*
 

.276
*

*
 

.097 
.459

*

*
 

1 
.409

*

*
 

.254
*

*
 

.035 .076 
.219

*

*
 

.041 
.509

*

*
 

Sig. (2-tailed) .003 .687 .002 .029 .000 .011 .000 .001 .229 .000  .000 .001 .664 .344 .006 .615 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL14 Pearson 

Correlation 

.274
*

*
 

.224
*

*
 

.310
*

*
 

.087 
.238

*

*
 

.309
*

*
 

.319
*

*
 

.301
*

*
 

.052 
.229

*

*
 

.409
*

*
 

1 
.267

*

*
 

.169
*
 .136 

.216
*

*
 

.161
*
 

.542
*

*
 

Sig. (2-tailed) .001 .005 .000 .280 .003 .000 .000 .000 .522 .004 .000  .001 .036 .092 .007 .046 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 



 
 

KL16 Pearson 

Correlation 
.096 .034 

.273
*

*
 

.292
*

*
 

.093 
.256

*

*
 

.176
*
 

.281
*

*
 

.292
*

*
 

.265
*

*
 

.254
*

*
 

.267
*

*
 

1 
.295

*

*
 

.203
*
 

.295
*

*
 

.311
*

*
 

.540
*

*
 

Sig. (2-tailed) .237 .679 .001 .000 .250 .001 .028 .000 .000 .001 .001 .001  .000 .011 .000 .000 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL17 Pearson 

Correlation 
.165

*
 .154 

.235
*

*
 

.308
*

*
 

.158
*
 

.389
*

*
 

.122 
.225

*

*
 

.051 
.252

*

*
 

.035 .169
*
 

.295
*

*
 

1 
.362

*

*
 

.253
*

*
 

.324
*

*
 

.515
*

*
 

Sig. (2-tailed) .041 .055 .003 .000 .049 .000 .129 .005 .528 .002 .664 .036 .000  .000 .001 .000 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL18 Pearson 

Correlation 

.231
*

*
 

.061 .081 .122 .072 
.245

*

*
 

.339
*

*
 

.174
*
 .135 .171

*
 .076 .136 .203

*
 

.362
*

*
 

1 
.478

*

*
 

.552
*

*
 

.513
*

*
 

Sig. (2-tailed) .004 .449 .317 .130 .375 .002 .000 .030 .093 .034 .344 .092 .011 .000  .000 .000 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL20 Pearson 

Correlation 
.195

*
 .144 .142 .086 -.004 

.289
*

*
 

.337
*

*
 

.210
*

*
 

.141 .193
*
 

.219
*

*
 

.216
*

*
 

.295
*

*
 

.253
*

*
 

.478
*

*
 

1 
.375

*

*
 

.521
*

*
 

Sig. (2-tailed) .015 .075 .078 .286 .962 .000 .000 .009 .080 .016 .006 .007 .000 .001 .000  .000 .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL21 Pearson 

Correlation 

.283
*

*
 

.026 .120 .186
*
 .159

*
 .168

*
 .190

*
 

.230
*

*
 

.245
*

*
 

.213
*

*
 

.041 .161
*
 

.311
*

*
 

.324
*

*
 

.552
*

*
 

.375
*

*
 

1 
.530

*

*
 

Sig. (2-tailed) .000 .744 .137 .021 .049 .037 .018 .004 .002 .008 .615 .046 .000 .000 .000 .000  .000 

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 

KL Pearson 

Correlation 

.501
*

*
 

.313
*

*
 

.543
*

*
 

.486
*

*
 

.463
*

*
 

.601
*

*
 

.607
*

*
 

.569
*

*
 

.419
*

*
 

.479
*

*
 

.509
*

*
 

.542
*

*
 

.540
*

*
 

.515
*

*
 

.513
*

*
 

.521
*

*
 

.530
*

*
 

1 

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

N 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 155 



 
 

Uji Validitas Kepuasan Pelanggan 

Correlations 

 KP1 KP2 KP3 KP 

KP1 Pearson Correlation 1 .613
**
 .555

**
 .826

**
 

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

N 155 155 155 155 

KP2 Pearson Correlation .613
**
 1 .648

**
 .879

**
 

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

N 155 155 155 155 

KP3 Pearson Correlation .555
**
 .648

**
 1 .869

**
 

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

N 155 155 155 155 

KP Pearson Correlation .826
**
 .879

**
 .869

**
 1 

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

N 155 155 155 155 

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

 

Uji Validitas Citra Perusahaan 

Correlations 

 CP1 CP2 CP3 CP 

CP1 Pearson Correlation 1 .630
**
 .610

**
 .827

**
 

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

N 155 155 155 155 

CP2 Pearson Correlation .630
**
 1 .866

**
 .933

**
 

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

N 155 155 155 155 

CP3 Pearson Correlation .610
**
 .866

**
 1 .925

**
 

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

N 155 155 155 155 

CP Pearson Correlation .827
**
 .933

**
 .925

**
 1 

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

N 155 155 155 155 

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

 

 



 
 

Uji Validitas Loyalitas Pelanggan 

 

Correlations 

 LP1 LP2 LP3 LP 

LP1 Pearson Correlation 1 .726
**
 .385

**
 .852

**
 

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

N 155 155 155 155 

LP2 Pearson Correlation .726
**
 1 .590

**
 .916

**
 

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

N 155 155 155 155 

LP3 Pearson Correlation .385
**
 .590

**
 1 .761

**
 

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

N 155 155 155 155 

LP Pearson Correlation .852
**
 .916

**
 .761

**
 1 

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

N 155 155 155 155 

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

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

Uji Reliabilitas Kualitas Layanan 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.818 17 

 

Uji Reliabilitas Kepuasan Pelanggan 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.819 3 

 

Uji Reliabilitas Citra Perusahaan 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.877 3 

 

Uji Reliabilitas Loyalitas Pelanggan 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.796 3 

 

 



 
 

LAMPIRAN 5. ANALISIS DESKRIPTIF  

 

Descriptive Statistics 

 N Minimum Maximum Mean Std. Deviation 

KL1 155 1 5 3.28 .717 

KL2 155 1 5 3.36 .755 

KL3 155 1 5 3.45 .740 

KL4 155 1 5 3.43 .730 

KL5 155 1 5 3.46 .775 

KL6 155 1 5 3.52 .784 

KL7 155 1 5 3.24 .625 

KL8 155 1 5 3.52 .733 

KL9 155 1 5 3.21 .830 

KL10 155 1 5 3.68 .762 

KL11 155 1 5 3.61 .706 

KL12 155 1 5 3.55 .740 

KL13 155 2 5 3.59 .709 

KL14 155 1 5 3.63 .666 

KL15 155 1 5 3.26 .780 

KL16 155 1 5 3.26 .692 

KL17 155 1 5 3.10 .722 

KL 155 44 73 58.15 6.320 

KP1 155 1 5 3.03 .893 

KP2 155 1 5 3.17 .986 

KP3 155 1 5 3.55 1.064 

KP 155 3 15 9.75 2.529 

CP1 155 1 5 3.01 .940 

CP2 155 1 5 3.17 1.005 

CP3 155 1 5 3.28 .990 

CP 155 3 15 9.46 2.632 

LP1 155 1 5 2.73 1.153 

LP2 155 1 5 3.08 1.042 

LP3 155 1 5 3.32 .985 

LP 155 3 15 9.12 2.686 

Valid N (listwise) 155     

 

 

 



 
 

LAMPIRAN 6. ANALISIS REGRESI LINEAR 

Regresi Sederhana (Kualitas Layanan terhadap Citra) 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .043
a
 .002 -.005 2.638 

a. Predictors: (Constant), KL 

 

 

ANOVA
a
 

Model Sum of Squares Df Mean Square F Sig. 

1 Regression 1.948 1 1.948 .280 .597
b
 

Residual 1064.530 153 6.958   

Total 1066.477 154    

a. Dependent Variable: CP 

b. Predictors: (Constant), KL 

 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 8.423 1.967  4.282 .000 

KL .018 .034 .043 .529 .597 

a. Dependent Variable: CP 

 

 

 

 

 

 

 

 

 

 



 
 

Regresi Berganda (KL, dan CP terhadap KP) 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .538
a
 .289 .280 2.146 

a. Predictors: (Constant), CP, KL 

 

 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 284.533 2 142.267 30.886 .000
b
 

Residual 700.151 152 4.606   

Total 984.684 154    

a. Dependent Variable: KP 

b. Predictors: (Constant), CP, KL 

 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 6.052 1.694  3.573 .000 

KL -.020 .027 -.051 -.741 .460 

CP .516 .066 .537 7.849 .000 

a. Dependent Variable: KP 

 

 

 

 

 

 

 

 



 
 

Regresi Berganda (KL, CP, dan KP terhadap LP) 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .646
a
 .418 .406 2.070 

a. Predictors: (Constant), KP, KL, CP 

 

 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 463.708 3 154.569 36.076 .000
b
 

Residual 646.963 151 4.285   

Total 1110.671 154    

a. Dependent Variable: LP 

b. Predictors: (Constant), KP, KL, CP 

 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 3.953 1.701  2.324 .021 

KL -.036 .026 -.086 -1.379 .170 

CP .408 .075 .400 5.429 .000 

KP .352 .078 .331 4.495 .000 

a. Dependent Variable: LP 

 

 

 

 

 

 

 



 
 

LAMPIRAN 7. PATH ANALYSIS 

Mediasi 1 

Regresi Persamaan Pertama (Kualitas Layanan, terhadap Kepuasan Pelanggan) 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .028
a
 .001 -.006 2.536 

a. Predictors: (Constant), KL 

 

 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression .760 1 .760 .118 .732
b
 

Residual 983.924 153 6.431   

Total 984.684 154    

a. Dependent Variable: KP 

b. Predictors: (Constant), KL 

 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 10.401 1.891  5.500 .000 

KL -.011 .032 -.028 -.344 .732 

a. Dependent Variable: KP 

 

 

 

 

 

 

 



 
 

Regresi Persamaan Kedua (Kualitas Layanan, dan Kepuasan Pelanggan terhadap 

Loyalitas Pelanggan) 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .551
a
 .304 .295 2.255 

a. Predictors: (Constant), KP, KL 

 

 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 337.417 2 168.709 33.163 .000
b
 

Residual 773.254 152 5.087   

Total 1110.671 154    

a. Dependent Variable: LP 

b. Predictors: (Constant), KP, KL 

 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 5.020 1.841  2.727 .007 

KL -.027 .029 -.063 -.928 .355 

KP .580 .072 .546 8.062 .000 

a. Dependent Variable: LP 

 

 

 

 

 

 

 

 



 
 

Mediasi 2 

Regresi Persamaan Pertama (Citra Perusahaan, terhadap Kepuasan Pelanggan) 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .535
a
 .286 .282 2.143 

a. Predictors: (Constant), CP 

 

 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 282.003 1 282.003 61.403 .000
b
 

Residual 702.681 153 4.593   

Total 984.684 154    

a. Dependent Variable: KP 

b. Predictors: (Constant), CP 

 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 4.891 .644  7.594 .000 

CP .514 .066 .535 7.836 .000 

a. Dependent Variable: KP 

 

 

 

 

 

 

 



 
 

Regresi Persamaan Kedua (Citra Perusahaan, dan Kepuasan Pelanggan terhadap 

Loyalitas Pelanggan) 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .640
a
 .410 .402 2.076 

a. Predictors: (Constant), KP, CP 

 

 

ANOVA
a
 

Model Sum of Squares Df Mean Square F Sig. 

1 Regression 455.561 2 227.781 52.850 .000
b
 

Residual 655.110 152 4.310   

Total 1110.671 154    

a. Dependent Variable: LP 

b. Predictors: (Constant), KP, CP 

 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.834 .732  2.505 .013 

CP .401 .075 .393 5.332 .000 

KP .358 .078 .337 4.572 .000 

a. Dependent Variable: LP 

 

 

 

 


