
Lampiran 1 

KUESIONER 

Nama    : 

Umur    : 

Jenis Kelamin   : 

Pekerjaan   : 

Berapa kali  Berbelanja : a. 1 kali d. 4 kali 

      b. 2 kali e. 5 kali 

      c. 3 kali f. <5 kali 

Petunjuk : 

Pernyataan-pernyataan berikut ini dimaksudkan untuk mengetahui harapandan persepsi Bapak/ Ibu/ 

Saudara  terhadap kualitas pelayanan di KOPMA UNY core.  Untuk masing-masing penyataan, anda 

dimohon untuk menjawabsecarajujurdenganmemilihsatudari lima skala yang ada dengan memberi tanda 

ceklist (√) pada kolom yang tersedia. 

Kolom Kepentingan untuk mengetahui seberapa penting pernyataan tersebut menurut anda. Dan kolom 

KOPMA UNY core berisi pendapat anda mengenai KOPMA UNY core jika dihubungkan dengan 

pernyataan tersebut. 

Keterangan: 

Kolom Kepentingan 

STP : Sangat Tidak Penting (1) 
TP : Tidak Penting(2) 

CP : Cukup Penting (3) 

P : Penting(4) 

SP : Sangat Penting (5) 

 Kolom KOPMA UNY core 

STS : Sangat Tidak Setuju (1) 

TS : Tidak Setuju (2) 

N : Netral(3) 

S : Setuju (4)  

SS : Sangat Setuju (5) 

1= sangat tidak setuju, 2 = tidak setuju, 3 = netral, 4 = setuju, 5 = sangat setuju 

 

Dimensi 

PERNYATAAN KEPENTINGAN  KOPMA UNY core 

STP TP CP P SP STS TS N S SS 

1  Jumlah 

keranjang/trolly yang 

sudah memadai 

          

2 Jumlah kasir yang ada 

sudah memadai 

          

3 Kecepatan transaksi 

pembayaran sudah 

baik 

          

4 Layout ruangan 

teratur 

          



5 Ruangan yang bersih           

6 Pencahayaan ruangan 

yang terang 

          

7 Produk yang dijual 

sudah tertata rapi 

          

8 Produk yang dijual 

lengkap 

          

9 Terdapat label harga 

produk pada masing 

masing produk 

          

  

10  Harga produk yang 

tercantum sesuai 

dengan arga di kasir 

          

11 Karyawan mampu 

memberikan 

pelayanan dengan 

baik 

          

12 Karyawan ramah dan 

sabar dalam 

memberikan 

pelayanan 

          

13  Karyawan cepat 

tanggap dalam 

membantu konsumen 

mencari produk. 

          

14 Pelayan kasir yang 

cepat, terutama jika 

pelanggan terlalu 

banyak 

          

15 Petugas mampu 

menjawab pertanyaan 

pelanggan mengenai 

produk yang tersedia 

          

  

16  Produk terjamin 

kualitasnya 

          

17 Jaminan penggantian 

produk jika ditemukan 

produk cacat/ rusak 

          

18 Kenyamanan 

berbelanja 

          

19 Keamanan berbelanja           



             

20  Solusi yang diberikan 

pihak swalayan dalam 

menangani keluhan 

pelanggan 

memuaskan 

          

21 Kesediaan petugas 

swalayan untuk 

membantu pelanggan 

tanpa diminta.  

          

22 Keramahan petugas 

swalayan untuk 

membantu pelanggan 

tanpa diminta 

          

 



Lampiran 2 

Uji Reliabel Kepentingan 

 

Dimensi Tangible 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.806 9 

 
Dimensi Reliability 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.823 3 

 
 

Dimensi Responsiveness 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.799 3 

 
 

Dimensi Assurance 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.726 4 

 
Dimensi Emphaty 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.880 3 

 
Uji reliabilitas Kepuasaan 

Dimensi Tangibel 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.770 9 

 
Dimensi Reliability 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.775 3 

 
 



Dimensi Responsiveness 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.729 3 

 
 

Dimensi assurance 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.763 4 

 
Dimensi Empathy 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.896 3 

 
 



Lampiran 2 

Uji Validitas Kepentingan 
 

Dimensi Tangible 
Correlations 

  X1 X2 X3 X4 X5 X6 X7 X8 X9 Total 

X1 Pearson Correlation 1 .438** .277** .292** .116 .103 .016 .036 .299** .424** 

Sig. (2-tailed)  .000 .005 .003 .249 .310 .873 .720 .002 .000 

N 100 100 100 100 100 100 100 100 100 100 

X2 Pearson Correlation .438** 1 .586** .415** .398** .122 .267** .192 .188 .612** 

Sig. (2-tailed) .000  .000 .000 .000 .228 .007 .056 .061 .000 

N 100 100 100 100 100 100 100 100 100 100 

X3 Pearson Correlation .277** .586** 1 .360** .423** .158 .346** .341** .211* .629** 

Sig. (2-tailed) .005 .000  .000 .000 .115 .000 .001 .035 .000 

N 100 100 100 100 100 100 100 100 100 100 

X4 Pearson Correlation .292** .415** .360** 1 .484** .468** .335** .246* .334** .702** 

Sig. (2-tailed) .003 .000 .000  .000 .000 .001 .014 .001 .000 

N 100 100 100 100 100 100 100 100 100 100 

X5 Pearson Correlation .116 .398** .423** .484** 1 .452** .498** .511** .372** .774** 

Sig. (2-tailed) .249 .000 .000 .000  .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 

X6 Pearson Correlation .103 .122 .158 .468** .452** 1 .531** .194 .247* .620** 

Sig. (2-tailed) .310 .228 .115 .000 .000  .000 .052 .013 .000 

N 100 100 100 100 100 100 100 100 100 100 

X7 Pearson Correlation .016 .267** .346** .335** .498** .531** 1 .446** .221* .663** 

Sig. (2-tailed) .873 .007 .000 .001 .000 .000  .000 .027 .000 

N 100 100 100 100 100 100 100 100 100 100 

X8 Pearson Correlation .036 .192 .341** .246* .511** .194 .446** 1 .466** .615** 

Sig. (2-tailed) .720 .056 .001 .014 .000 .052 .000  .000 .000 

N 100 100 100 100 100 100 100 100 100 100 

X9 Pearson Correlation .299** .188 .211* .334** .372** .247* .221* .466** 1 .586** 

Sig. (2-tailed) .002 .061 .035 .001 .000 .013 .027 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 

Total Pearson Correlation .424** .612** .629** .702** .774** .620** .663** .615** .586** 1 

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

N 100 100 100 100 100 100 100 100 100 100 

       

  

 

     



 

Dimensi Reliability 

Correlations 

  X10 X11 X12 Total2 

X10 Pearson Correlation 1 .608** .644** .876** 

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

N 100 100 100 100 

X11 Pearson Correlation .608** 1 .581** .833** 

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

N 100 100 100 100 

X12 Pearson Correlation .644** .581** 1 .872** 

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

N 100 100 100 100 

Total2 Pearson Correlation .876** .833** .872** 1 

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

N 100 100 100 100 

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

 

 

 

 

 

 

 

 

 



 

Dimensi Responsiveness 

Correlations 

  X10 X11 X12 Total2 

X10 Pearson Correlation 1 .608** .644** .876** 

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

N 100 100 100 100 

X11 Pearson Correlation .608** 1 .581** .833** 

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

N 100 100 100 100 

X12 Pearson Correlation .644** .581** 1 .872** 

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

N 100 100 100 100 

Total2 Pearson Correlation .876** .833** .872** 1 

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

N 100 100 100 100 

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

Dimensi Assurance 

Correlations 

  X16 X17 X18 X19 Total4 

X16 Pearson Correlation 1 .510** .435** .256* .748** 

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

N 100 100 100 100 100 

X17 Pearson Correlation .510** 1 .438** .281** .734** 

Sig. (2-tailed) .000  .000 .005 .000 



N 100 100 100 100 100 

X18 Pearson Correlation .435** .438** 1 .490** .796** 

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

N 100 100 100 100 100 

X19 Pearson Correlation .256* .281** .490** 1 .691** 

Sig. (2-tailed) .010 .005 .000  .000 

N 100 100 100 100 100 

Total4 Pearson Correlation .748** .734** .796** .691** 1 

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

N 100 100 100 100 100 

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

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

Dimensi Empathy 

Correlations 

  X20 X21 X22 VAR00034 

X20 Pearson Correlation 1 .641** .679** .867** 

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

N 100 100 100 100 

X21 Pearson Correlation .641** 1 .827** .911** 

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

N 100 100 100 100 

X22 Pearson Correlation .679** .827** 1 .921** 

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

N 100 100 100 100 

Total Pearson Correlation .867** .911** .921** 1 



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

N 100 100 100 100 

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

 

Uji Validitas Kepuasan 

Dimensi Tangible 

 

Correlations 

  X1 X2 X3 x4 X5 X6 X7 X8 X9 total1 

X1 Pearson Correlation 1 .588** .083 .063 .054 .364** .178 .389** .106 .524** 

Sig. (2-tailed)  .000 .413 .535 .592 .000 .076 .000 .294 .000 

N 100 100 100 100 100 100 100 100 100 100 

X2 Pearson Correlation .588** 1 .387** .074 .181 .427** .134 .359** .125 .621** 

Sig. (2-tailed) .000  .000 .463 .072 .000 .185 .000 .216 .000 

N 100 100 100 100 100 100 100 100 100 100 

X3 Pearson Correlation .083 .387** 1 .048 .175 .236* .138 .119 .134 .455** 

Sig. (2-tailed) .413 .000  .639 .081 .018 .172 .240 .185 .000 

N 100 100 100 100 100 100 100 100 100 100 

x4 Pearson Correlation .063 .074 .048 1 .496** .276** .342** .328** .204* .515** 

Sig. (2-tailed) .535 .463 .639  .000 .006 .000 .001 .042 .000 

N 100 100 100 100 100 100 100 100 100 100 

X5 Pearson Correlation .054 .181 .175 .496** 1 .477** .454** .207* .325** .624** 

Sig. (2-tailed) .592 .072 .081 .000  .000 .000 .039 .001 .000 

N 100 100 100 100 100 100 100 100 100 100 

X6 Pearson Correlation .364** .427** .236* .276** .477** 1 .454** .505** .362** .774** 

Sig. (2-tailed) .000 .000 .018 .006 .000  .000 .000 .000 .000 



N 100 100 100 100 100 100 100 100 100 100 

X7 Pearson Correlation .178 .134 .138 .342** .454** .454** 1 .330** .377** .626** 

Sig. (2-tailed) .076 .185 .172 .000 .000 .000  .001 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 

X8 Pearson Correlation .389** .359** .119 .328** .207* .505** .330** 1 .270** .667** 

Sig. (2-tailed) .000 .000 .240 .001 .039 .000 .001  .006 .000 

N 100 100 100 100 100 100 100 100 100 100 

X9 Pearson Correlation .106 .125 .134 .204* .325** .362** .377** .270** 1 .533** 

Sig. (2-tailed) .294 .216 .185 .042 .001 .000 .000 .006  .000 

N 100 100 100 100 100 100 100 100 100 100 

total1 Pearson Correlation .524** .621** .455** .515** .624** .774** .626** .667** .533** 1 

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

N 100 100 100 100 100 100 100 100 100 100 

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

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

 

Dimensi Reliability 

 

Correlations 

  X10 X11 X12 Total2 

X10 Pearson Correlation 1 .574** .445** .862** 

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

N 100 100 100 100 

X11 Pearson Correlation .574** 1 .588** .835** 

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

N 100 100 100 100 



X12 Pearson Correlation .445** .588** 1 .594** 

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

N 100 100 100 100 

Total2 Pearson Correlation .862** .835** .594** 1 

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

N 100 100 100 100 

  

Dimensi Responsiveness 

Correlations 

  X13 X14 X15 total3 

X13 Pearson Correlation 1 .575** .316** .884** 

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

N 100 100 100 100 

X14 Pearson Correlation .575** 1 .535** .781** 

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

N 100 100 100 100 

X15 Pearson Correlation .316** .535** 1 .486** 

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

N 100 100 100 100 

total3 Pearson Correlation .884** .781** .486** 1 

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

N 100 100 100 100 

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

 

 

Dimensi Assurance 



 

Correlations 

  X16 X17 X18 X19 total4 

X16 Pearson Correlation 1 .280** .438** .449** .722** 

Sig. (2-tailed)  .005 .000 .000 .000 

N 100 100 100 100 100 

X17 Pearson Correlation .280** 1 .493** .434** .708** 

Sig. (2-tailed) .005  .000 .000 .000 

N 100 100 100 100 100 

X18 Pearson Correlation .438** .493** 1 .599** .827** 

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

N 100 100 100 100 100 

X19 Pearson Correlation .449** .434** .599** 1 .805** 

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

N 100 100 100 100 100 

total4 Pearson Correlation .722** .708** .827** .805** 1 

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

N 100 100 100 100 100 

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

 

 

Dimensi Empathy 

 

Correlations 

  X20 X21 X22 Total5 

X20 Pearson Correlation 1 .707** .698** .873** 



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

N 100 100 100 100 

X21 Pearson Correlation .707** 1 .824** .928** 

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

N 100 100 100 100 

X22 Pearson Correlation .698** .824** 1 .929** 

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

N 100 100 100 100 

Total5 Pearson Correlation .873** .928** .929** 1 

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

N 100 100 100 100 

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

 

 

 

 

 

 

 

 

 

 
 



Lampiran 3 

Responden 

Jenis kelamin 

P L 

1 √   

2 √   

3 √   

4   √ 

5   √ 

6 √   

7 √   

8 √   

9 √   

10   √ 

11 √   

12 √   

13 √   

14 √   

15 √   

16 √   

17 √   

18   √ 

19 √   

20 √   

21 √   

22 √   

23 √   

24 √   

25   √ 

26 √   

27   √ 

28 √   

29 √   

30 √   

31 √   

32 √   

33 √   

34 √   

35 √   

36   √ 

37 √   

38   √ 

39   √ 

40   √ 

41 √   

42 √   

43 √   

44 √   

45 √   

46 √   

47 √   

48 √   

49 √   

50   √ 

51 √   

52 √   

53   √ 

54   √ 

55 √   

56   √ 

57 √   

58 √   

59 √   

60   √ 

61   √ 

62 √   

63 √   

64 √   

65   √ 

66   √ 

67 √   

68 √   

69   √ 

70   √ 

71 √   

72   √ 

73   √ 



74   √ 

75   √ 

76   √ 

77   √ 

78 √   

79   √ 

80 √   

81 √   

82 √   

83 √   

84 √   

85   √ 

86 √   

87 √   

88 √   

89   √ 

90 √   

91   √ 

92   √ 

93 √   

94   √ 

95 √   

96   √ 

97 √   

98 √   

99   √ 

100 √   

JUMLAH 66 34 

 



Lampiran 4 

Responden 
USIA 

17-21 22-26 27-31 32-36 

1     √   

2     √   

3       √ 

4   √     

5 √       

6 √       

7   √     

8 √       

9   √     

10 √       

11 √       

12   √     

13   √     

14   √     

15   √     

16   √     

17 √       

18 √       

19   √     

20 √       

21   √     

22   √     

23   √     

24 √       

25   √     

26 √       

27 √       

28 √       

29 √       

30 √       

31 √       

32 √       

33 √       

34 √       

35 √       

36   √     

37 √       

38 √       

39   √     

40 √       

41   √     

42 √       

43 √       

44 √       

45 √       

46 √       

47 √       

48       √ 

49 √       



50 √       

51   √     

52 √       

53 √       

54   √     

55 √       

56 √       

57 √       

58 √       

59   √     

60     √   

61 √       

62   √     

63   √     

64   √     

65   √     

66   √     

67   √     

68 √       

69 √       

70   √     

71 √       

72 √       

73   √     

74   √     

75   √     

76 √       

77 √       

78   √     

79   √     

80   √     

81 √       

82   √     

83 √       

84   √     

85 √       

86 √       

87 √       

88   √     

89   √     

90 √       

91 √       

92   √     

93 √       

94   √     

95   √     

96 √       

97 √       

98     √   

99   √     

100 √       

JUMLAH 54 40 4 2 



 

Lampiran 5 

Profesi responden 

 

Responden 

Profesi 

Mahasiswa Dosen Karyawan  

1   √   

2   √   

3   √   

4   √   

5 √     

6 √     

7 √     

8 √     

9 √     

10 √     

11 √     

12 √     

13 √     

14     √ 

15 √     

16 √     

17 √     

18 √     

19 √     

20 √     

21 √     

22 √     

23 √     

24 √     

25 √     

26 √     

27 √     

28 √     

29 √     

30 √     

31 √     

32 √     

33 √     

34 √     

35 √     

36 √     

37 √     

38 √     

39 √     

40 √     

41 √     

42 √     

43 √     

44 √     



45 √     

46 √     

47 √     

48     √ 

49 √     

50 √     

51 √     

52 √     

53 √     

54 √     

55 √     

56 √     

57 √     

58 √     

59 √     

60     √ 

61 √     

62 √     

63 √     

64 √     

65 √     

66 √     

67 √     

68 √     

69 √     

70 √     

71 √     

72 √     

73 √     

74 √     

75 √     

76 √     

77 √     

78 √     

79 √     

80 √     

81 √     

82 √     

83 √     

84 √     

85 √     

86 √     

87 √     

88 √     

89 √     

90 √     

91 √     

92 √     

93 √     

94 √     

95 √     

96 √     



97 √     

98     √ 

99 √     

100 √     

JUMLAH 92 4 4 

 



 




