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Lampiran 1

Kuesioner Penelitian

Assalamualaikum Wr. Whb. sebelumnya perkenalkan saya atas nama:

Nama : Muhammad Fadhil Ma’ruf
Prodi : Manajemen
Fakultas : Ekonomi dan Bisnis

Universitas  : Universitas Muhammadiyah Yogyakarta

Saat ini sedang melakukan penelitian skripsi dengan judul “Pengaruh Word Of
Mouth Dan Kualitas Pelayanan Terhadap Keputusan Pembelian Dengan Kualitas
Produk Sebagai Variabel Moderating Pada Produk MSK Wings”. Penelitian ini
tidak akan menimbulkan kerugian bagi responden. Semua informasi dari hasil
penelitian akan dijaga kerahasiaannya dan hanya digunakan untuk kepentingan
penelitian. Oleh karena itu saya memohon dengan segala hormat atas kesediaan
Anda untuk dapat mengisi kuesioner berikut ini. Atas kesediaan dan partisipanya
saya mengucapkan banyak terimakasih.

Walaikumsalam Wr. W.b.

Kriteria responden:
1. Anda merupakan Mahasiswa Universitas Muhammadiyah Yogyakarta.
2. Anda minimal telah sekali melakukan pembelian pada produk MSK

Wings.
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A. ldentitas Responden
1. Nama
2. NIM
3. Universitas
4. Fakultas
5. Program Studi

6. Jenis Kelamin

B. Daftar Kuesioner
Isilah kuesioner ini berdasarkan pilhan jawaban yang menurut anda paling
sesuai dengan cara memberi tanda (V) pada kolom yang sudah tersedia.
Keterangan skor:
1 = Sangat tidak setuju
2 = Tidak setuju
3 = Netral
4 = Setuju

5 = Sangat setuju



Word of Mouth (WOM)
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No Pernyataan Skor
3
1 | Saya akan membicarakan kepada orang terdekat,
keuntungan apa saja yang saya peroleh setelah membeli
produk MSK Wings.
2 | Saya bersedia untuk mempromosikan kelebihan dari
produk MSK Wings.
3 | Saya akan memberikan rekomendasi MSK Wings
kepada orang terdekat yang ingin membeli makanan.
4 | Saya bersedia meyakinkan ke orang terdekat bahwa
MSK Wings memiliki cita rasa yang nikmat dan gurih.
Kualitas Pelayanan
No Pernyataan Skor
3
5 | Karyawan MSK Wings berpenampilan bersih dan
menarik.
6 | MSK Wings memiliki jam Kkerja yang sesuai dengan
keinginan saya.
7 | Karyawan MSK Wings memiliki kemampuan dalam
mengolah menu makanan yang disajikan.
8 | Saya tidak terlalu lama menunggu respon admin MSK

Wings saat sedang memesan makanan.

Karyawan MSK Wings selalu bersikap sopan dan

santun kepada saya.




Kualitas Produk
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No Pernyataan Skor
3

10 | Bentuk potongan produk MSK Wings menarik dilihat

11 | Porsi produk MSK Wings sesuai dengan keinginan saya.

12 | Temperatur produk MSK Wings sesuai dengan selera

saya.

13

Aroma produk MSK Wings menarik perhatian.

14 | Kematangan produk MSK Wings sesuai dengan
keinginan saya.

15 | Rasa produk MSK Wings nikmat dan gurih.

16 | Kombinasi warna produk MSK Wings menarik dilihat.

17 | MSK Wings senantiasa menerima kritik dan saran dari
konsumennya apabila terjadi kecacatan produk.

18 | Tekstur produk MSK Wings sesuai dengan selera saya.

19

Penampilan produk MSK Wings menarik dilihat.




Keputusan Pembelian

93

No

Pernyataan

Skor

20

Saya membeli produk MSK Wings karena varian menu

yang ditawarkan.

21 | Saya membeli produk MSK Wings berdasarkan citra
dari produk.

22 | Saya membeli produk MSK Wings karena kemudahan
membeli melalui delivery order.

23 | Saya membeli produk MSK Wings berdasarkan jam
makan.

24 | Saya membeli produk MSK Wings sesuai dengan
kebutuhan.

25 | Saya membeli produk MSK Wings karena kemudahan

pembayaran melalui cash.
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Data Hasil Jawaban Responden

FOR <4

o

o

o

o

—

o

o

¥ouwso

Yo uwsSwm

Yo ws«

¥owsSm

Yo wsSaw

YowsSdA

—FOR <4

YaoxoS

¥no oo

¥oxoOow

¥orxo~

¥norxroo

¥noxOw

Yoo«

¥orxroOm

¥onxrxown

¥oorod

—FOR <4

K
P
E
L
3

T | K | K
P
E
L
1

10

94



m| 0| oo V| | | o | ;| o o | | d| N| 4| N| 0| V| ©
FOR<<4d N| V| N N| N N| N| N N| o] N| N| N| N| N N N| N| N N
. A 02 B T2 Il I ol o o2 I ol I ol I ol A o 2 I o B IS ol I T I I o IR S ol R S ol I S ol I U ) IR U0 B I S of
¥ouWw=o
. < WO WS ] MW S S WSS Y T | M| o | W0
Yo uWw=w
; M| | 0| W] | | | ] | W 0| | N N O N o o |
Yo W=«
. Sl B o BT Vo E S BRSO o oo S I To ) IS o I Vo T I oo} oo N IR To ) o) IR S N Vo I To R IR N
Yo w=wm
. A 02 M T T I ol ol o o2 B ol S ol Vo 2 B o B IS ll Il I o B o2 I S ol IR T T R ol B o I U}
Yo WS
. A R 2 A ol A ol A Vo2 I o2 I oo I ll I o ol I ol B 0 B ol S o IS o
¥XoWwW=d
ol | o | O] 9] | m| | 0| o O ~f o n| ol O | | ©
FOER<Cal o | | | I | | < | S| | | | o | | S| | | <
.- A T2 I o 2 Il ol A o o B B ol I ol A o o % IS ol IR T I R o B S ol S ol I S ol IR U ) I o I T}
¥n Oo
. M WO W W T T T Y WO LT T WS W WS W
¥noxOo
. O W W W <O S WS LS WO S LS ST
¥0oxOow
. I L2 A A o ol A o B ol A Vo 2 o % IS ll IR ll S o S ol I ol B 0 B ol B o IR U}
¥oxo~
. Al o] BT IToR IR RS o I Tol I ToY NS o B Tol RS ol B A I ToY RS o I Tol IS ol I To T INES o I To S I To)
¥oxoOoo
. N O I I | | O I | O O | WO | O I | WO O O
¥oxOw
. [To N INnTol N ToT S ol B ol BN o BN o B I ol I ol A o 2 I o B IR S ol IR S ll I o IR Vo B I S ofl IR S ol IR U ) IS o I U}
¥nxow
. | | WO S ] ] | | WO | WO T T | M )<
¥nxOm
. < N WO O S ] | S S W0 | | M N S| N S| WD o
¥nxroOwn
. < N WO S Y ] | | WD W00 S Y T | M| | W0
o0«
ol o| o o] o o | oo N &| N o] o ©| | | N| | N| ©
FORF<ad A ]| N ]| Q| A N A N & N =] || | =] A N N N |
; | | v L | < 2| V| V]| v ] | | v | O ] | | |
X Ao wa
: < S| N N S S| S| W0 | WO WS M T Y WO ™
X o wa
; M | T W ] T T T ] | W0 S T T | M S W0 W0 v w
¥ 0w
5 N M I I | | O | O | | | O O] N| M N | <] < <
X o W
; A | WO S | | M| O M WO WL S I N ST S| 0T
¥ O W
| o| o| | n| | ool V| ool ol N| V| V| V| N| V| | V| ©O| x
FOR<<4d 9| §| N A| A Al A| A| =] N A A A A| | | =] A N «
| o 0| | 7o) 7o) |
WOMA. < < | < < < | S| < < <
A 02 I ol I Tl N ol N o B o B I ol I U ) Vo B IS ol I S oll I oll I o O ol I ol I T I ol IR U0 B I S o
2S0=m
A o2 B Tl I Tl Mo o ) S o BN ofl I ol R U ) I Mo B S ol I S oll IR oll R o o B S ol Sl I ol IR U0 B I T}
20>«
T2 M T I ol ol A o o2 B ol S ol A o 2 S ol I ol Aol I o ol I ol I T I ol IR U0 B I S o
20>«
ow.mn Al Nl | &| | ©| | 0| | O = N | $| | VW N| 0| | ©
NMOE i Ll i Ll i i | i i o o N o o~ o N N o (o] o

95



~N| oo | o ~f oo | N & 1| =] © A S| 1| | H| O] V| ~
FOR<<4d | V| N N| N| N| N N| N| N| N| N| N| N| N| N| N| N| N N
. Ol 1| | | | 0| O | O | WO W M S| W W < W o<
¥ouWw=o
s < 0| | | M| | | M M ]| M | | | WO S | WO 0O m
Yo uWw=w
; <l M| | | N| | N o o] o N | o o] o | M| o 0] ™
Yo W=«
. 0| | W < W W W < T W W W < W W | | WO | W
Yo w=wm
. < W T Y Y ] I | W0 | M | O I T | M M <
Yo WS
. O W M I I 10 | | I | O | I | M) | M| O | ™
¥XoWwW=d
| o] | 0| = m| | | | ©| ©| ¥| ©| | | | M| N| D| M
FOER << | I | o | | | <| S| o] | S| | | | 0| of | | <
Lo < b | | o N | | | ] o | | | | S| m| | o] o
¥n Oo
. < W S| T T M T T MO M | M WO | M| WO w0
¥noxOo
. <| | | | | O WL | | | WO W | W M M M WO W W
¥0oxOow
. D 02 M T T I ol S ol A o S ol I ol R U0 8 IR o I 02 S ol I ll I o o B I S ol I ol I ol IR U0 B I S o
¥oxo~
. [To) INToT BN ToY IR o IR oo ) RS o I VoY I Tol IeoY oo ) TR IR J RS o IR o RSl B S B S IR Vo S I To)
¥oxoOoo
. < W WS T ] I S W0 WO S Y W0 | M o w
¥oxOw
s A To I Yo IR o I VoY Moo Y I ToY BN ToY B To) M« Y <Y INToN RSl IS ol RS o IS o IR S o B f IR Vo o)
¥nxow
. < WO | M M N S| S Y ] | T ] o | M| O oo™
¥nxOm
. | || O O MO O WS T T T ] M | WO NS ST
¥nxroOwn
. < W S| S Y ] | | | M T | 0| 0| | | 0w
o0«
ol o| o n| | ool o n| o o] | o] ol & N N| O] | N| «
FORF< 4 A ]| | A A A §] A ]| Q] N ] A & =] A =] ] N «
s 0| | | | M| | | O] MO MO L W S T W T ]| M WO v W
X Ao wa
; < | | | | 0 | | o | o 10| 1| M | M| M| M 0| v <
X o wa
; (o I ol I T S ol o 0B B ol A 0 N T IS ol S ol N ol Il I ol AR o A o B B ll A ol R ol RS o I Fo B S
¥ 0w
; N| M| M | N| N S N N | | o | | | M| m| M 0| | ™
X o W
s Al | | | o | | | ] 1| | 1] M| | O] O M| M| 0] M W0
¥ O W
| V| oo V| N[ m| N ©f Ol ool n| N| | ©o| | :n| n| 0| ©|
FOR < dl A A A A A Al A | | =] dA| A A N | | | A Qf «
™ 0| 7o) |
WOMA. < S| S| < <t < | S| < | S|
< | | | | | | WO M W S W M L | S | W WO W
2S0=m
< | WO | W] M | O | W M | M 0 M S M | 00
20>«
< | WO S T M | O T WO T | M DT M| WO W0
20>«
ow.mn Al Nl o | | O | 0| | Q| = N o $| | © N| | | ©
Z25 0 o oo oo oo oo ST T T T D

96



4| | ~f | | 0| o o o] o N | o 0| 0| ©| M| ~| 0| —
FOR<<4d | | N| N| N N| N| N| | N| N| A A N| N] N N N A ~
. < | | | | | | | | LW W] M| < L] L v ] | M
Yo Wws=wo
. < | | | | v M| S| V| L W | N W] W WL ] | M ®
YO Ww=uw
. <| o o | | b | N | L | N N | O L | | M ™
Yo W=«
. <| < v W | W S| W V| L] V] o 3] O] v v | M o <
Yo w=wm
. <| | o | | S| | S| | o] S| | S| ] | | | | | @
Yo Ww=w
. <| o o o | | | | | | | o o | S| | | o m] <«
¥XoWwW=d
o| n| 0| o o | m| m| o] 0| o | o o | ~| 1| | o] «
FOEL< 4| F| <| 0| | F| <| | | B F| o »| F| F| <| <| | W B »
o < | S| | | S| | | | o] | m| | | | | m| ;| ;o] <
¥n Oo
. <| | | | | | o | | b | M| b | | ] M| | M| @™
¥oxOo
. <| | bW | S| | | M | L | M| | | | WO | | W]
¥0oxOow
. <| | o | | W] M| | | | | | | | 0| | | | m|
Yoo~
. <| | S| | | | ™| b W] L S | S| | | W] M | W]
¥oxoOoo
. <| | | | | S| ™| | | b S| | | S| | S | S| M|
¥oxOw
. <| w| b M| | | | W W] L ] | ] | | ] | M| W]
¥nxow
. <| | S| o] | | o | o] | ] | | | o | | | o] <
¥nxOm
. < | N | | o o | | b S| | o | | ] | | o]
¥nxroOwn
. <| | o | | v M| W W] L o | ] | | ] D] M W]
o0«
()] — 0 0 0 [20] o~ (o)} n [20] o 0 0 o o o M~ [o0] [e)] (o]
FORFR <4 d| | A A A §N| N 9| N N| N || A N| N N A A ] =
; n| | v L | | LV L | 1| V]| | V] 3| O] L L] 3| | L] <
X Ao wa
; <| | | | | o w| | | | | | N | | | O] | W] | <
X o wa
; M| | 1w | M | 1| | W] L L | | | | | O] W W W <
¥ 0w
; N M| o N m| mf | | N 0| L] | M N S| ¢ | W | M| ™
X o W
; | | | o | | | | | | | | | | | | | o | | @
¥ O W
n| ol oo | W] o V| V| o o o V| V| o V| N ~| V] N ~
FOR < dl A A A | A N A A| | =] A A A N | | | A A
m| vl v ™ T} 0| | v To) | ™ ™| ™
Z0sS< < < < < < < <
™| v | M < | | | O | | | | O] | O] O | W ™
2S0=m
™| < 1| m | | | | | W WO O | O | O O | W @
20>«
<| | S| ™| | | | S| V| W W L] S| W] S| ] O] | M ®
ZS0=«
ow.mn Al Nl o | | © | 0| @ O = N m| | | © K| | | ©
Z 2§ 3| n| 1 in| ;d 0| ;| 0| v | B ©| ©f V| B ©| B V| B B| K

97



(22] [e)] — — [22] < [22] ~ o~ (22] n n 0 o] n < < o 0 o
FOR<d N| 9| | N| N| N N| N N| N| N| N| N| 9] N| N N N| N N
. O M | M| W0 I | W0 | | | W0 oM < S| S| S| oo
Yo Wws=wo
. O | | O O M I | | M | M| O O | O T | ™
YO Ww=uw
, <| M| M| M| »f o S| | | | W] W W O | M O | | ™
Yo W=«

. ™| o ®| < 1| ]| | L] S| O S| O v O v < v v v m
Yo w=wm
. N M <[ WO MO O O < OO | I | | O | T | O O™
Yo Ww=w
. ™| o o o | | | | o »f | o | o | | | »f o] ™
¥XoWwW=d

| o o| | o] o | | o] 9| o] = | o] n| o o o] N ©
FORF<al ol o| | | | | of| | | | | <] | o | F| F| F| «| T

o <| M| | W] M S| ® | | M| | W W O o | | | O
¥n Oo

. < N O S S W0 |0 I I T DM T | WO S oS
¥noxOo

. O M O U M | | W0 W WM M S S|
¥0oxOow

. < M | MWW oM S S ) W0 m S S S| | o
¥oxo~

. <| | mf | 0| v M W S| | | | O] M| | v S| S| O] <
¥oxoOoo

. ™| mf ®| v v | | W] | O | O W] M v v < < o<
¥oxOw

. A IS 2 I S O ol A o T S ol I o I o} I Vol I Vol I o o N I o B NN Tol IS ol IR ol IR Vo B R N of
¥nxow

. M o o | O | M| S| | O W O | M| | ] S| o |
¥nxOm

. M N | | | M| M| | | O | O | M| | M ? o |
¥nxroOwn

. A 2 T A ol o o B A ol S ol A o S ol I ol I Vo )l o o B I Mo B I o T IR S ol I ol IR U0 B I N of
o0«

ol m| o | d| | | | 0| o | ;| | ©| o] of o v| | o

FORFR<4d 9| 9| N| §| N| A A N A | A N| N 4] A N §f 9] «] H
. 0| o | v vl v o | v S| <] | O v o | ] S| ] S|
X Ao wa
: < M| N O WO | | T WO | M S W0 T | WO | WO
X o wa
; M| | N | 0 W] L | W] o ] | WO | M | | O | O
¥ 0w
; N| | N o | | N ;o | | | o o 1] | »f | | < 1| ™
X o W
; | M| M| | | O | | V| W | | WO W] | | O | N | <
¥ O W

Nl N | & 1] O] | N | o O] o N N| ©] }mf O V| oo ©
FOR < d A d| A A A Al A| HA| | A A A A A| AHA| | A| A A —

™| o o m ™ To) [To] ITe) | ™ | v
WOMA. < | < < | < < <t < | <

™| o | m < 1| S| W] | | V| L | M| v | | | O] <
2S0=m

™| o o | o | | | 0| »f ®| v | | | O | | O] <
20>«

M M < | | M ] | ] 9 I S | WO | O S S | ¢
ZS0=«
ow.mn Al ~f o & 1| ©| N 0| | O = & o | | © | | | ©
Z285 0 N NN NN NN RN ® 0 0 0 0 cf © w| 0 0| &

98



<| o] «| | | | | «| 0| n| | © | 1| | n| ©| | | ©
FOR<<4d | d| | N| A N| N| N| N| N| N| N| N| N| N| N| N| N| N &
. A o2 I I T o o N IS o B ol I ol S ol o o B I o T Il IR o N I S ol I Sl IR S IR T ) IR Vo B I Tl
¥ouWw=o
. < M| M | N S| N S WS S| W0 Y S S S| 0 o w
Yo uWw=w
. < M| M| MO N M | ST | M | M M N WO WO Wn W W
Yo W=«
. Al e NI~ ol I o B IS ol I~ ol I~ ol S ol N Mo B o 02 a2 R~ ol IS o IR o N IR Uol IR~ ol NN o) INNTo ) N o} IuTo}
Yo w=wm
. A S22 B2 T I or X IS o B ol I ol AR U0 N IS o S ol N ol Il S o O S ol I S ol I ol IR U ) I o I U}
Yo WS
. < M T Y T | M WO WO O T T T Y 0w
¥XoWwW=d
~N| o] o n| o o o o | n| N | S| | o o 4| o x| ©
FOEL< | o F| | <| | | | | | | | B O] | F| F| «| | | B
.- A R L ol A ol A U0 N A o S ol S ol IO oll R o IR o B I S ol B S ol IR U ) I o I T}
¥n Oo
. M < T | M| | T | WO O O < M O T T T | |0
¥noxOo
. < S| | | W0 | M | WO M 0S| MO Y W0
¥0oxOow
. A R LT e 2 o A ol Al A o o B ol Il AR U0 B I o2 o o I o IR ol B o IR U}
¥oxo~
. A R L A o 2 A ol R U0 8 S o S ol I ol Ao o R O B I S ol I ol IR S ol B ol IR U0 2 I U}
¥oxoOoo
. < S| | W0 S ] | | D0 M | | O ] S| | O 0w
¥oxOw
. A R LT o A ol Rl o o 2 I~ ol o o I e o A o ol I T B S ol I ol I o R U}
¥oxox
. M| < T | M| | O ] N T 0 ) T ST | WO
¥nxOm
. M| < MO | M| T T | O T MO WO T T M| O W
¥nxroOwn
. | | | WO | M T M | M T | M| | O M 0|0
o0«
a| o oo m| & oo o] | of | wd| o V| | N O &N O] N| 1
FORFR<ad d| d| d| §| N| 9] N| N| N 9| N || A N A || N N || N
5 | | < | WO W0 | M W00 W WM Wn M S S| W
¥ 0O W
: | | T | W0 T | | | WO M | DM 0| M ] M | W
¥ O W
: M | T T WO W0 T T 9 I I S Y | WO | Y W00 | W
¥ 0w
; ANl M MO M | M M| O | N M M Nl M <[ N O < < N WO
¥ O W
s A | S I | W0 | S 0 | | O MO M O | S W0 | MW
¥ O W
| | in| | V| V| N[ V| o nn| | V| n| V| V| V| | V| V| ©
FOR<dl A A A A A Al A A ]| | A A A A | | =] A A N
[To] o [To] o o ™ ™ [Te]
WOM4 < <t < | < < <t <t < S| < < | <
WOM A Il S T o 1 A o N ol B ol A U0 N A o S ol ol Aol A o o ol Bl R ol B o I U}
™
WOM A o ol A 0 A o o 2 ol Aol I o o S ol Bl I ol B o IR T}
~N
WOM < M S| | WS T | DM I S S Y] T | M | W0
-
a
O 0B ol ol o m| | w| o N o o 8| | § B I 8| 8 B 8| G| &
2250 ool oo o oo a3 3T 3333 S S 33

99



| n| &l N oo | o | | o] | «| | | o] «| o] ~| ©| »
FORFR<d v §| N N N & =] A N & N & &) N Q] & ] N N N

©

T
Cows o | o o | | N & o | w| | | o o | | o o »w

<

™

o~

-
o| w| o o] o o o o]l ~| o ©| o | N 4| o] ~| | ©| ™
FOK< | o on| A| | S| | F| A on| F| | F| M| | | F| | BN | <
o o | v | < | < W] | | v < | | O] | B » v <

¥n Oo

o
Jaxo ™| | v | | L o ¢ | | W] | | ] W | v | v o

©

~

©

Ty

<

™

o~

-
n| o| | &| | ~| © n| o «| | o o] | w| »| | | N| m
Caw @ @ e | NN s S S S o] N oo S
| o N o «| | | & © N | ©f m| O] | V| & n| o] »
FORF < a| A || d| A S| A A A A A A A A = A A A 4| Q| =
oS o @ Y| w0 W Y| o f| o ¥ S S S| o F| o $ N o oo
M WO < | M I | M I T T ] ] ] S S S S| 0w

2S0=m
m| | | 1] M o o o | | W | W] | o | W | v <

20>«
M < | WO I T | M | OO M I ] ] | | M | 00

ZS0=«
owdn — o~ o™ < n Vo] ~ 00 [e)] o —l o~ (32] < n (e} M~ 00 [e)] o
Nene — — — i i — i — i [aV] [aV] (o] o [aV] o (o] (o] (g\] ~N m
RO — i — i i — i — i — — i — i — i i — — —

100



Lampiran 3

Hasil Uji Karakteristik Responden

A. Berdasarkan Jenis Kelamin

Jenis.Kelamin

101

Cumulative
Frequency Percent Yalid Percent Percent
Valid laki-laki 52 19,9 40,0 40,0
Perempuan Ta 299 60,0 100.0
Total 130 498 100,0
Miz=sing  System 131 50,2
Total 261 100,0
B. Berdasarkan Fakultas Yang Ada di UMY
Fakultas
Cumulative
Frequency Percent Yalid Percent Percent
Walid FEB 94 36,0 723 723
FAl 4 15 31 754
FT 3 1.1 23 N
FH ] 2,3 4.6 823
FEIK 5 1,49 3.8 86,2
FISIPOL 14 54 10,8 86,9
FFPB 2 8 15 8@ 5
FFP 1 4 8 a9 2
WOKASI 1 4 8 100,0
Total 130 498 100,0
Missing  System 131 50,2
Total 261 100,0




C. Pernah 1x Melakukan Pembelian Produk MSK Wings

Pernah.Membeli
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Cumulative
Frequency | Percent | Valid Percent Percent
Valid PERMAH MEMBELI 130 498 100,0 100,0
Missing  System 131 B0 2
Total 261 1000
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Lampiran 4
Hasil Uji Validitas dan Reliabilitas

A. Uji Validitas
1. Word of Mouth (WOM)

Correlations

WOMA1 WOoM2 WOM3 WOM4 TOTALWOM
WORMA Pearson Correlation 1 598* 443 ATE™ 764
Sig. (2-tailed) 000 ,oon 000 000
M 130 130 130 130 130
WOmM2 Pearson Correlation 508+ 1 520 BTE* B39
Sig. (2-tailed) 000 000 000 000
M 130 130 130 130 130
WOM3 Pearson Caorrelation 443 520 1 621 7947
Sig. (2-tailed) 000 000 000 000
M 130 130 130 130 130
WOM4 Pearson Correlation AT BT6* B2 1 B37TH
Sig. (2-tailed) 000 000 000 000
N 130 130 130 130 130
TOTALWOM  Pearson Correlation T E4™ 839+ 7947 B3T 1
Sig. (2-tailed) 000 000 ,oon 000
M 130 130 130 130 130

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

2. Kualitas Pelayanan

Correlations

K.PEL1 K.PELZ K.PEL3 K.PEL4 K.PELS TOTAL
K.PEL1 Pearson Caorrelation 1 AR 318 250 A32% 12
Sig. (2-tailed) 000 ,000 004 000 000
M 130 130 130 130 130 130
K.PELZ Pearson Correlation 369 1 195* 319* 2687 693
Sig. (2-tailed) ,000 026 000 00z 000
M 130 130 130 130 130 130
K.PELZ Pearson Caorrelation 318 a5+ 1 70 2544 575
Sig. (2-tailed) 000 028 053 004 000
M 130 130 130 130 130 130
K.PEL4 Pearson Correlation 250 319* 170 1 L2907 JB27
Sig. (2-tailed) 004 000 053 001 000
M 130 130 130 130 130 130
K.PELS Pearson Correlation Az 268 254 290 1 JGB4*
Sig. (2-tailed) 000 002 004 001 000
M 130 130 130 130 130 130
TOTAL Pearson Correlation T2 Ga3 575 B2 BG4+ 1
Sig. (2-tailed) 000 000 000 000 000
M 130 130 130 130 130 130

**. Correlation is significant atthe 0.01 level (2-tailed).
*. Correlation is significant atthe 0.05 level (2-tailed).



3. Kualitas Produk

Correlations
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K.PRO1 KPROZ | KPRO3 | KPRD4 | KPRO5 | KPROB | KPRO7 | KPRDS | KPROS | KPRO10 | TOTAL
KPRO1 _ Fearson Correlation 1 357+ 403+ 402+ 3374 345+ 458* 212* 263+ 440" 671+
Sig. (2-tailed) 000 000 000 000 000 000 015 000 000 000
N 130 130 130 130 130 130 130 130 130 130 130
KPRO2  Pearson Correlation 357 1 3714 159 204+ 200% REES 166 239+ 1877 500+
Sig. (2-tailed) 000 ,000 071 ,001 022 049 058 006 033 ,000
N 130 130 130 130 130 130 130 130 130 130 130
KPRO3  Pearson Correlation 403 3714 1 72+ 328+ 13514 301* 141 418+ 467" 16324
Sig. (2-tailed) 000 000 000 000 000 001 10 000 000 000
N 130 130 130 130 130 130 130 130 130 130 130
KPRO4  Fearson Correlation 402+ 159 372+ 1 487+ 552+ 522+ 207+ 508+ 523+ 1T
Sig. (2-tailed) 000 071 000 ,000 000 ,000 018 000 000 000
N 130 130 130 130 130 130 130 130 130 130 130
KPROS  FPearson Correlation 337" 29477 328+ 487+ 1 65077 3367 2327 5417 13657 69977
Sig. (2-tailed) 000 001 000 000 000 000 008 000 000 000
N 130 130 130 130 130 130 130 130 130 130 130
KPROG  Pearson Correlation 345+ 200° 351+ 552+ 650+ 1 462* 261* 566+ 4417 7314
Sig. (2-tailed) 000 022 000 000 000 ,000 003 000 000 ,000
N 130 130 130 130 130 130 130 130 130 130 130
KPROT  Pearson Correlation 453+ 173" 301+ 522+ 336+ 462+ 1 048 534+ 545 B6E™
Sig. (2-tailed) 000 048 001 000 000 000 587 000 000 000
N 130 130 130 130 130 130 130 130 130 130 130
KPRO&  Pearson Correlation 212+ 166 141 207* 232+ 261+ 048 1 220* 261 4204
Sig. (2-tailed) 015 058 110 018 008 002 587 012 003 000
N 130 130 130 130 130 130 130 130 130 130 130
KPRO®  Pearson Correlation 363+ 230+ 418+ 508+ 541+ 566+ 534* 220* 1 551* 753+
Sig. (2-tailed) 000 006 ,000 ,000 ,000 ,000 ,000 012 ,000 ,000
N 130 130 130 130 130 130 130 130 130 130 130
KPRO10  Pearson Correlation 440" 187" 467+ 523+ 3654 4414 546+ 261* 551+ 1 7254
Sig. (2-tailed) 000 033 000 000 000 000 000 003 000 000
N 130 130 130 130 130 130 130 130 130 130 130
TOTAL Pearson Correlation BT 509+ JE32% 17 ,G99* T3 JBEE* 420 7537 [ F25* 1
Sig. (2-tailed) 000 ,0oo 000 ,0oo ,000 ,0o0 ,000 L0o0 ,0o00 000
M 130 130 130 130 130 130 130 130 130 130 130
**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed)
4. Keputusan Pembelian
Correlations
K.PEM1 K.PEM2 K.PEM3 K.PEM4 K.PEM5 K.PEME TOTAL
K.PEM1  Pearson Correlation 1 536 306* 230 285 3TTH G545
Sig. (2-tailed) 000 000 009 001 000 000
M 130 130 130 130 130 130 130
K.PEMZ  Pearson Correlation 53B* 1 324 285 250* 351* JBET*
Sig. (2-tailed) ,000 ,000 001 004 000 000
M 130 130 130 130 130 130 130
K.PEM3  Pearson Correlation 306 3247 1 382 35T A54% B84
Sig. (2-tailed) ,000 000 000 000 000 000
il 130 130 130 130 130 130 130
K.PEM4  Pearson Correlation 230> 285 382 1 B22* 307 F06*
Sig. (2-tailed) 009 001 000 000 000 000
N 130 130 130 130 130 130 130
K.PEM5  Pearson Correlation 285 250 35T 22 1 385 690
Sig. (2-tailed) 001 004 ,000 000 000 ,000
N 130 130 130 130 130 130 130
K.PEME  Pearson Correlation ATT 351 An4 307 385™ 1 JB7E™
Sig. (2-tailed) 000 000 000 000 000 000
N 130 130 130 130 130 130 130
TOTAL Pearson Correlation 654 JGET* 684 0= B0 BTa* 1
Sig. (2-tailed) .aoo 000 000 000 000 000
N 130 130 130 130 130 130 130

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



B. Uji Reliabilitas
1. Word of Mouth (WOM)

Case Processing Summary

| o
Cases Valid 130 50,0
Excludeds 130 50,0
Total 260 100,0
d. Listwise deletion based on all
variables in the procedure.
Reliability Statistics
Cronbach’s
Alpha M of ltems
824 4
2. Kualitas Pelayanan
Case Processing Summary
M o
Cases  Valid 130 100,0
Excludeds ] a
Total 130 100,0

4. Listwise deletion based on all

variables in the procedure.

Reliability Statistics

Cronbach’'s
Alpha

M of ltems

664

5
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3. Kualitas Produk

Case Processing Summary

M %
Cases  Valid 130 33,3
Excludeds 260 66,7
Total 390 100,0

a. Listwise deletion based on all

variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

M of ltems

546

10

4. Keputusan Pembelian

Case Processing Summary

M B
Cases  Valid 130 250
Excludeds 390 75,0
Total 520 100,0

4. Listwise deletion based on all

variables in the procedure.

Reliability Statistics

Cronbach's
Alpha

M of tems

763

6
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Lampiran 5

Hasil Uji Analisis Statistik Deskriptif

A. Word of Mouth (WOM)

Descriptive Statistics

107

N Range Minimum | Maximum Sum Mean Std. Variance
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Statistic
WOMA 130 2 3 5 529 4,07 054 612 375
WOoM2 130 3 2 5 519 3,99 063 721 519
WOM3 130 2 3 5 541 416 057 645 416
WOM4 130 3 2 5 540 415 064 | 534
Walid M (listwise) 120
B. Kualitas Pelayanan
Descriptive Statistics
] Range Minimum | Maximum Sum Mean Std. Variance
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Statistic
K.PEL1 130 3 2 5 518 3,98 062 704 496
K.PELZ 130 3 2 5 446 3,43 076 862 743
K.PEL3 130 4 1 5 538 414 062 702 492
K.PEL4 130 3 2 5 523 4,02 066 752 Ralil)
K.PELS 130 2 3 5 559 4,30 059 G678 460
Walid N (listwise) 130
C. Kualitas Produk
Descriptive Statlstics
M Range Minimum | Maximum Sum Mean Std. variance
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Statistic
K.PROA 130 4 1 5 508 3,91 065 741 550
K.PRO2 130 4 1 5 439 376 072 824 679
K.PRO2 130 e 2 5 4900 377 05 20 308
KPRO4 1320 e 2 5 538 414 0549 JGG2 448
K.PROS 130 3 2 5 543 418 JL0B0 687 ATz
K.PROG 130 2 3 5 557 428 087 650 422
KPR 130 3 2 5 521 4,01 058 BG5S 442
K.PROS2 130 2 3 5 540 4,22 050 BT AB4
K.PROS 130 3 2 5 523 4,02 J061 698 488
K.PRCO 130 3 2 5 529 407 058 661 437
Valid M (lislwise) 130




D. Keputusan Pembelian

Descriptive Statistics
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N Range Minimum | Maximum Sum Mean Std. Variance

Statistic Statistic Statistic Statistic Statistic Statistic Std. Errar Statistic Statistic

K.PEM1 130 3 2 5 494 3,80 063 T20 518

K.PEM2Z 130 4 1 5 510 3,92 0BT 764 583

K.PEM3 130 3 2 5 564 434 064 732 536

K.PEM4 130 3 2 5 435 373 082 03a 880

K.PEMS 130 3 2 5 523 402 J0B5 742 550

K.PEMB 120 3 2 5 555 427 058 656 421
Walid M (listwise) 130
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Lampiran 6
Hasil Uji Sobel

a. Uji Sobel Tahap 1
Kualitas Pelayanan dan Kulaitas Produk Terhadap Keputusan Pembelian

Model Summary

Adjusted Std. Error of
Maodel R R Square R Square the Estimate
1 7188 516 b08 2,174

a. Predictors: (Constant), K.PRO, K.PEL

ANOWVAP
Sum of
Model Squares df Mean Square F Sig.
1 Regression 639,619 2 319,810 67,642 JaoQ=
Residual 600,450 127 4728
Total 1240,069 129

a. Predictors: (Constant), K.PRO, K.PEL
b. Dependent Variable: K.PEM

Coefficients®

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,500 1,868 1,328 183
K.PEL 362 0a7 283 3,720 000
K.PRO 356 053 515 6,767 000

a. Dependent Variable: K.PEM



. Uji Sobel Tahap 2
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Kualitas Pelayanan, Kualitas Produk, dan Keputusan Pembelian Terhadap
Word of Mouth

Model Summary

Mode

| R

Adjusted Std. Error of
R Square R Square the Estimate

3

JG7ge

460 447 1.634

a. Predictors: (Constant), K.PEM, K.PEL, K.PRO

ANOVAP
Sum of
Model Squares df Mean Square F Sig.
1 Reagression 286,208 3 95,403 35,742 ,ooo=
Residual 336,323 126 2,669
Total 622,531 129
a. Predictors: (Constant), K.PEM, K.PEL, K.PRO
. Dependent Variable: WOM
Coefficients?
Unstandardized Standardized
Coeflicients Coeflicients
Maodel B Std. Error Beta t 5ig.
1 (Constant) 1,977 1,414 1,389 164
K.PEL 247 07T 327 3,851 Rujuly]
K.PRO 121 046 247 2622 ,010
K.PEM 180 J0B7 212 2,253 L0286

a. Dependent Variable: WOM



