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Lampiran 1 : Kuesioner 

Angket Pengaruh Kualitas Produk, Kualitas Pelayanan, Dan Kepuasan 

Pelanggan Terhadap Loyalitas Pelanggan Indihome di Teweh Baru 

 

Assalamualaikum Wr. Wb 

Responden yang terhormat, 

Dalam rangka penyusunan skripsi yang berjudul “Pengaruh Kualitas 

Produk, Kualitas Pelayanan, Dan Kepuasan Pelanggan Terhadap Loyalitas 

Pelanggan Indihome di Teweh Baru”, di Jurusan Ekonomi Syariah S1, Fakultas 

Ekonomi dan Bisnis Islam, Universitas Islam Negeri Antasari Banjarmasin, maka 

saya: 

Nama : Desi Permata Sari 

Nim : 

Memohon kesediaan Bapak/ibu/sdr/i untuk meluangkan sedikit waktu 

dalam mengisi kuesioner ini. Kuesioner ini bertujuan untuk mengetahui Pengaruh 

Kualitas Produk, Kualitas Pelayanan, Dan Kepuasan Pelanggan Terhadap 

Loyalitas Pelanggan Indihome di Teweh Baru. Dalam pengisian kuesioner ini 

disarankan untuk membaca petunjuk umum yang terdapat pada awal setiap bagian 

dengan seksama sebelum menjawab pertanyaan sesuai pendapat Bapak/ibu/sdr/i. 

Peneliti menjamin kerahasiaan identitas dan setiap jawaban responden. 

Atas   perhatian    dan    kesediaannya,    saya    ucapkan    terima    kasih. 

Wassalamualaikum wr. wb. 

 
Hormat saya, 

 

 
 

Desi Permata Sari 

(Mahasiswa UIN Antasari Banjarmasin) 
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A. IDENTITAS RESPONDEN 

1. Nama :................................................................ 

2. Jenis Kelamin :................................................................ 

3.   Umur :................................................................ 

4. Pendidikan Terakhir :................................................................ 

5. Pekerjaan Responden :................................................................ 

B. PETUNJUK PENGISIAN 

1. Sebelum mengisi pernyataan berikut, kami mohon kesediaan Bapak/Ibu 

untuk membaca terlebih dahulu petunjuk pengisian. 

2. Setiap pernyataan pilihlah satu jawaban yang paling sesuai dengan 

keadaan Bapak/Ibu 

3. Pilihlah jawaban yang sesuai dengan pendapat anda dengan cara 

memberikan tanda ( √ ) untuk jawaban yang anda pilih 

SS : Sangat Setuju 

S : Setuju 

N : Netral 

TS : Tidak Setuju 

STS : Sangat Tidak Setuju 

 
Kualitas Produk 

 

 
No 

 
Pernyataan 

Tanggapan Responden 

SS S N TS STS 

1. Saya merasa kualitas jaringan Indihome tidak pernah 

bermasalah 

     

2. Produk Indihome memiliki kualitas yang sesuai 

dengan spesifikasi yang ditawarkan 

     

3. Saya merasa Indihome mudah digunakan      

4. Saya merasa produk Indihome memiliki nilai tambah      

5. Saya berpendapat kualitas Indihome sangat bagus      



70 
 

 

 

 

 

 

 

 

 

 

 

 

Kualitas Pelayanan 

 

 
No 

 
Pernyataan 

Tanggapan Responden 

SS S N TS STS 

Reability(Kehandalan) 

1. Petugas melayani dengan ramah dan penuh 

senyum 

     

2. Petugas selalu siap membantu setiap kali 

dibutuhkan 

     

3. Petugas memberikan jaminan kecepatan dan 

ketepatan waktu pelayanan dengan maksimal 

     

Responsivenes (Daya Tanggap) 

4. Petugas cepat tanggap terhadap keluhan 

pelanggan 

     

5. Petugas mampu memberikan penyelesaian 

terhadap setiap permasaalahan yang dihadapi 

pelanggan 

     

6. Terjadinya komunikasi yang baik antara petugas 

dan pelanggan 

     

7. Pelanggan mendapatkan informasi yang jelas 

dan mudah dimengerti tentang produk indihome 

yang disediakan 

     

Assurance(jaminan) 

8. Petugas mempunyai pengetahuan dan 

keterampilan yang baik dalam bekerja 

     

9. Produk Indihome yang ditawarkan terjamin 

kualitasnya 
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10. Produk Indihome yang diberikan sangat sesuai 

dengan produk yang diterima oleh pelanggan 

     

11. Petugas melayani dengan penuh keramahan dan 

santun 

     

12. Lingkungan kerja yang ada memiliki keamanan 

yang baik dan maksimal 

     

Emphaty(empati) 

13. Petugas memberikan perhatian terhadap keluhan 

konsumen 

     

14. Petugas memberikan pelayanan kepada semua 

pelanggan tanpa memandang status sosial. 

     

Tangibles(Bukti Langsung) 

15. Fasilitas yang disediakan mulai dari tempat 

parkir hingga ruang tunggu sudah sangat 

memadai 

     

16. Kelengkapan, kesiapan dan kebersihan sarana 

dan prasarana sangat baik 

     

17. Petugas PT.Telkom Indonesia berpakaian yang 

bersih dan rapi 

     

 

 

Kepuasan Pelanggan 

 

 
No 

 
Pernyataan 

Tanggapan Responden 

SS S N TS STS 

1. Saya merasa mendapatkan manfaat sesuai harapan 

dan keinginan 

     

2. Saya merasakan kepuasan terhadap pemakaian 

produk Indihome 

     

3. Saya akan terus berlangganan menggunakan produk 

indihome 

     

4. Saya akan merekomendasikan kepada teman-teman 

dan keluarga saya untuk mempergunakan produk 
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 Indihome      

5. Saya akan menyatakan hal-hal positif mengenai 

produk Indihome kepada teman-teman saya 

     

 

 

Loyalitas Pelanggan 

 

 
No 

 
Pernyataan 

Tanggapan Responden 

SS S N TS STS 

1. Saya akan kembali berlangganan produk Indihome 

dalam layanan internet 

     

2. Saya selalu menggunakan produk Indihome dalam 

layanan internet 

     

3. Saya selalu menyukai kecepatan akses internet 

layanan Indihome 

     

4. Saya akan tetap menggunakan layanan Indihome, 

meskipun ada tawaran layanan lain yang disediakan 

oleh pesaing. 

     

5. Saya akan selalu merekomendasikan layanan 

Indihome kepada saudara dan orang lain 
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Lampiran 2 ; Tanggapan Responden Terhadap Kualitas Produk 
 

No 
variabel 1 

jumlah 
Rata 

rata 1 2 3 4 5 

1 5 5 5 5 3 23 4.6 

2 3 3 3 5 5 19 3.8 

3 5 4 3 5 5 22 4.4 

4 5 5 5 5 4 24 4.8 

5 4 3 3 5 3 18 3.6 

6 3 4 4 4 5 20 4 

7 3 3 4 5 4 19 3.8 

8 3 5 3 3 3 17 3.4 

9 4 4 4 3 3 18 3.6 

10 3 3 5 3 5 19 3.8 

11 5 5 5 3 4 22 4.4 

12 4 5 3 5 4 21 4.2 

13 5 5 5 5 4 24 4.8 

14 3 5 3 5 4 20 4 

15 5 3 4 3 5 20 4 

16 3 3 5 4 4 19 3.8 

17 3 3 4 4 4 18 3.6 

18 4 3 3 3 5 18 3.6 

19 3 5 3 5 5 21 4.2 

20 5 3 5 3 4 20 4 

21 4 3 3 4 4 18 3.6 

22 4 4 3 4 5 20 4 

23 4 5 4 4 3 20 4 

24 4 5 5 5 4 23 4.6 

25 4 3 4 4 5 20 4 

26 3 4 3 3 5 18 3.6 

27 5 5 3 3 3 19 3.8 

28 5 4 4 5 3 21 4.2 

29 3 4 3 4 5 19 3.8 

30 3 3 4 5 3 18 3.6 

31 3 3 4 4 4 18 3.6 

32 5 4 5 3 3 20 4 

33 3 3 5 3 5 19 3.8 

34 3 3 3 4 3 16 3.2 

35 3 5 4 3 5 20 4 

36 5 4 3 4 4 20 4 
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37 4 3 4 3 4 18 3.6 

38 5 3 5 5 3 21 4.2 

39 3 5 3 5 3 19 3.8 

40 3 3 3 5 4 18 3.6 

41 3 3 4 4 3 17 3.4 

42 5 5 3 3 4 20 4 

43 4 5 3 4 5 21 4.2 

44 4 4 4 3 3 18 3.6 

45 5 4 5 3 3 20 4 

46 5 3 3 4 4 19 3.8 

47 3 4 4 3 3 17 3.4 

48 4 4 4 5 5 22 4.4 

49 4 5 3 4 3 19 3.8 

50 5 4 5 5 3 22 4.4 

51 3 3 4 5 5 20 4 

52 3 5 5 5 3 21 4.2 

53 5 5 5 3 5 23 4.6 

54 5 5 4 4 4 22 4.4 

55 3 4 3 5 4 19 3.8 

56 3 3 5 4 3 18 3.6 

57 3 4 3 5 3 18 3.6 

58 4 5 4 5 3 21 4.2 

59 4 5 5 4 5 23 4.6 

60 5 4 5 5 4 23 4.6 

61 4 3 3 3 4 17 3.4 

62 3 4 3 5 5 20 4 

63 5 5 3 3 5 21 4.2 

64 3 5 5 5 4 22 4.4 

65 5 3 3 3 3 17 3.4 

66 5 3 5 3 4 20 4 

67 5 4 4 4 4 21 4.2 

68 3 3 4 5 5 20 4 

69 4 5 5 3 4 21 4.2 

70 4 3 4 3 5 19 3.8 

71 3 5 4 4 3 19 3.8 

72 3 3 3 4 3 16 3.2 

73 4 4 4 3 5 20 4 

74 4 4 3 3 5 19 3.8 

75 5 5 3 3 3 19 3.8 
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76 3 5 3 3 3 17 3.4 

77 5 5 3 4 4 21 4.2 

78 4 3 3 4 3 17 3.4 

79 5 4 3 4 5 21 4.2 

80 4 5 4 3 3 19 3.8 

81 4 4 5 4 4 21 4.2 

82 3 5 4 5 3 20 4 

83 4 3 4 4 4 19 3.8 

84 5 3 5 3 3 19 3.8 

85 4 3 5 4 5 21 4.2 

86 3 5 5 5 5 23 4.6 

87 5 3 5 3 4 20 4 

88 3 4 3 3 4 17 3.4 

89 3 4 4 5 3 19 3.8 

90 3 3 5 4 3 18 3.6 

91 3 4 4 3 5 19 3.8 

92 5 4 5 5 3 22 4.4 

93 3 4 5 5 3 20 4 

94 4 4 5 4 5 22 4.4 

95 3 5 4 4 5 21 4.2 

96 3 3 4 5 5 20 4 

97 5 4 4 3 5 21 4.2 

98 5 4 3 5 5 22 4.4 

99 5 4 4 3 4 20 4 

100 3 5 5 4 4 21 4.2 
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Lampiran 3 : Tanggapan Responden Terhadap Kualitas Pelayanan 
 

No 
variabel 2 

Jumlah 
Rata 

rata 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 

1 4 4 5 3 4 3 5 5 4 5 3 3 4 5 4 5 4 70 4.11765 

2 5 3 3 3 5 4 4 3 4 3 5 3 3 5 4 3 4 64 3.76471 

3 4 4 4 5 3 5 3 3 4 4 4 3 3 3 4 5 4 65 3.82353 

4 3 3 4 4 4 5 4 3 3 3 4 4 5 5 4 4 4 66 3.88235 

5 5 5 3 5 4 5 4 4 4 4 5 4 5 3 3 3 4 70 4.11765 

6 5 4 5 3 5 3 5 4 4 3 3 5 5 3 4 3 3 67 3.94118 

7 4 5 4 4 3 5 4 5 3 3 3 4 3 5 5 3 4 67 3.94118 

8 3 4 5 4 5 4 4 5 3 3 4 4 4 4 3 5 4 68 4 

9 4 3 4 5 3 5 5 4 4 5 3 4 3 3 3 3 5 66 3.88235 

10 3 3 5 5 3 5 4 5 3 3 5 5 5 4 4 4 5 71 4.17647 

11 5 5 5 5 5 3 5 5 3 3 4 5 5 3 3 3 5 72 4.23529 

12 5 5 3 5 3 3 5 5 5 4 5 5 3 5 5 5 3 74 4.35294 

13 4 3 5 3 3 5 5 5 3 3 3 5 5 4 3 5 5 69 4.05882 

14 4 3 5 5 3 5 4 4 5 4 4 3 3 3 5 5 3 68 4 

15 3 5 5 5 5 4 3 4 4 5 3 5 5 3 4 5 5 73 4.29412 

16 5 4 5 3 5 5 5 3 3 3 3 3 4 5 4 4 4 68 4 

17 5 5 3 5 3 4 4 3 4 5 4 4 5 5 3 5 4 71 4.17647 

18 5 3 4 5 4 4 4 3 5 5 3 4 5 3 4 3 4 68 4 

19 5 5 5 3 5 5 5 5 5 4 5 3 5 5 4 3 4 76 4.47059 

20 3 3 3 5 4 4 3 4 4 5 3 3 4 4 5 3 4 64 3.76471 

21 3 4 3 4 5 4 3 5 4 4 4 3 3 3 3 5 4 64 3.76471 

22 3 4 5 4 4 5 4 5 4 3 5 5 5 4 3 5 3 71 4.17647 

23 3 4 4 3 4 4 4 4 5 4 5 5 3 4 4 5 3 68 4 

24 4 3 5 4 5 5 3 3 4 5 3 5 5 3 5 3 4 69 4.05882 

25 3 5 4 4 3 4 4 3 4 5 5 5 3 5 3 5 4 69 4.05882 

26 4 5 5 5 4 3 4 3 4 3 3 5 4 5 3 5 4 69 4.05882 

27 4 3 4 4 5 4 5 4 4 5 3 5 4 3 3 5 5 70 4.11765 

28 5 4 5 5 4 3 4 3 3 3 4 5 5 5 3 3 4 68 4 

29 4 4 3 4 3 3 4 4 3 4 5 4 4 3 4 3 4 63 3.70588 

30 3 3 3 3 5 5 4 5 5 3 4 3 3 3 5 5 3 65 3.82353 

31 3 4 3 4 5 4 4 5 5 5 4 3 4 5 5 4 5 72 4.23529 

32 3 5 4 4 3 5 5 5 3 5 3 4 4 5 5 3 4 70 4.11765 

33 5 3 5 4 4 4 5 4 4 3 5 4 4 3 5 5 5 72 4.23529 

34 4 5 3 4 5 4 5 5 5 4 3 3 4 3 3 4 3 67 3.94118 

35 4 3 3 3 3 4 3 4 3 5 3 4 4 4 3 4 5 62 3.64706 

36 3 5 4 3 5 3 3 3 3 5 5 4 3 5 3 3 4 64 3.76471 



77 
 

 

 

 
 

37 3 3 5 3 3 5 3 4 5 5 5 4 5 5 4 4 5 71 4.17647 

38 5 4 5 5 5 3 3 3 4 3 4 4 4 3 3 3 3 64 3.76471 

39 3 3 4 3 5 3 5 5 3 5 3 5 3 3 5 5 3 66 3.88235 

40 3 3 3 4 3 4 3 3 4 5 5 4 3 4 4 5 4 64 3.76471 

41 4 3 3 5 3 4 4 4 4 5 5 3 3 3 5 3 4 65 3.82353 

42 5 5 5 4 3 4 5 3 4 3 3 5 4 5 4 5 4 71 4.17647 

43 5 3 4 4 3 4 5 5 5 5 3 3 4 3 4 4 5 69 4.05882 

44 5 3 4 5 3 3 4 5 4 4 3 4 4 5 4 3 5 68 4 

45 4 4 3 4 3 3 3 3 4 3 3 4 5 4 5 5 3 63 3.70588 

46 5 3 3 5 5 3 5 3 4 3 4 3 3 3 3 5 4 64 3.76471 

47 5 4 4 5 3 5 3 4 5 5 3 4 5 5 5 3 3 71 4.17647 

48 4 3 5 3 4 5 5 4 5 4 4 4 3 3 5 3 5 69 4.05882 

49 5 5 3 5 4 4 4 5 3 3 3 5 4 3 5 3 4 68 4 

50 4 4 3 3 4 4 5 5 3 4 5 4 4 4 3 3 5 67 3.94118 

51 3 4 3 3 4 4 3 4 3 3 5 4 5 5 5 3 4 65 3.82353 

52 3 3 3 3 5 5 5 4 4 5 4 3 4 3 5 5 3 67 3.94118 

53 3 4 5 5 4 4 5 4 3 4 5 3 4 3 5 5 4 70 4.11765 

54 4 3 5 3 5 5 3 4 4 3 4 5 3 3 5 5 5 69 4.05882 

55 4 4 4 3 5 4 5 5 4 4 5 4 4 3 4 4 5 71 4.17647 

56 5 3 5 3 5 3 4 4 5 3 4 5 3 4 4 4 4 68 4 

57 4 3 5 5 5 5 3 3 5 3 3 4 5 5 4 5 5 72 4.23529 

58 5 3 5 4 3 3 5 4 4 5 4 4 3 4 5 3 3 67 3.94118 

59 5 5 3 5 3 5 3 5 4 5 5 5 3 4 3 3 3 69 4.05882 

60 3 4 4 3 4 4 5 5 4 5 3 5 4 5 5 4 4 71 4.17647 

61 3 5 4 5 3 4 4 3 3 4 5 5 4 5 4 3 5 69 4.05882 

62 4 3 3 4 4 3 5 3 5 5 3 5 3 4 3 4 5 66 3.88235 

63 4 4 4 4 5 3 5 4 3 3 3 4 3 3 4 4 4 64 3.76471 

64 5 4 3 3 4 3 3 4 3 4 5 4 4 3 4 4 5 65 3.82353 

65 3 5 4 3 3 3 3 3 4 3 4 3 5 3 5 3 4 61 3.58824 

66 5 4 4 4 4 4 3 4 5 4 5 5 5 5 4 3 4 72 4.23529 

67 4 5 5 5 4 5 4 5 5 5 5 5 4 5 3 3 4 76 4.47059 

68 3 4 4 5 3 3 4 4 3 4 4 5 3 3 4 4 3 63 3.70588 

69 4 5 4 5 4 4 5 4 3 5 5 5 5 5 4 5 5 77 4.52941 

70 4 3 5 4 4 3 3 4 4 3 5 3 4 4 4 3 3 63 3.70588 

71 3 4 3 5 5 3 5 3 3 3 5 4 3 3 4 3 3 62 3.64706 

72 5 5 5 4 5 4 5 3 4 3 4 4 3 4 4 5 5 72 4.23529 

73 4 4 3 5 5 4 4 3 3 4 3 5 4 4 4 3 3 65 3.82353 

74 3 5 5 4 5 3 4 3 3 5 4 5 4 4 4 5 4 70 4.11765 

75 5 4 4 4 5 3 4 3 3 4 5 5 3 5 4 4 4 69 4.05882 
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76 4 5 4 3 3 4 4 3 4 5 4 4 5 4 3 3 4 66 3.88235 

77 5 4 4 4 4 5 4 4 5 5 5 4 4 3 4 4 4 72 4.23529 

78 3 3 4 5 4 4 3 3 5 5 5 5 4 4 5 3 5 70 4.11765 

79 3 5 4 4 5 3 4 5 5 5 4 4 5 5 3 5 4 73 4.29412 

80 5 5 3 5 4 5 3 3 4 3 3 4 3 4 5 3 3 65 3.82353 

81 4 4 4 4 3 3 5 4 5 5 3 4 5 3 3 5 3 67 3.94118 

82 5 5 4 5 4 5 5 5 4 4 3 4 4 4 4 4 4 73 4.29412 

83 3 3 5 3 3 4 5 4 4 4 4 3 3 5 4 4 4 65 3.82353 

84 3 4 4 5 4 4 4 4 5 4 4 3 5 4 4 3 4 68 4 

85 3 5 4 3 3 3 4 4 3 3 4 4 5 5 3 3 5 64 3.76471 

86 5 4 4 5 3 5 4 5 3 3 5 3 3 5 5 4 3 69 4.05882 

87 4 4 4 3 4 5 4 3 3 3 5 4 4 3 3 3 4 63 3.70588 

88 3 4 5 4 3 3 3 3 5 4 5 3 3 4 3 5 4 64 3.76471 

89 4 3 5 3 5 5 4 5 3 3 5 3 5 4 3 3 4 67 3.94118 

90 5 5 5 3 3 5 4 5 3 3 3 5 4 4 3 3 4 67 3.94118 

91 5 4 3 5 3 4 4 4 4 4 4 4 4 4 3 3 4 66 3.88235 

92 3 5 5 3 3 4 3 4 4 3 3 5 3 4 4 4 5 65 3.82353 

93 5 4 5 4 3 4 5 4 3 4 3 4 3 4 4 5 4 68 4 

94 3 3 3 5 3 3 3 5 3 3 5 5 5 4 4 3 5 65 3.82353 

95 4 3 5 4 4 4 4 3 4 4 5 3 4 5 5 5 3 69 4.05882 

96 4 4 5 3 5 3 5 4 3 3 4 4 3 3 5 3 5 66 3.88235 

97 5 3 3 3 3 3 3 5 3 3 4 3 5 5 3 4 3 61 3.58824 

98 4 3 3 3 4 4 5 3 3 4 4 4 4 4 5 5 4 66 3.88235 

99 5 5 3 5 5 3 3 5 4 3 4 3 4 4 3 4 5 68 4 

100 3 3 4 4 5 3 4 3 5 4 3 3 5 4 3 4 5 65 3.82353 
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Lampiran 4 : Tanggapan Responden Terhadap kepuasan pelanggan 
 

No 
variabel 3 

Jumlah 
Rata- 

rata 1 2 3 4 5 

1 4 4 5 3 5 21 4.2 

2 3 4 3 3 5 18 3.6 

3 4 5 5 5 4 23 4.6 

4 3 3 4 5 3 18 3.6 

5 3 4 5 4 3 19 3.8 

6 3 3 3 4 4 17 3.4 

7 5 4 5 5 5 24 4.8 

8 4 3 4 5 4 20 4 

9 3 5 5 5 4 22 4.4 

10 3 5 5 5 3 21 4.2 

11 4 4 3 3 3 17 3.4 

12 5 3 5 4 5 22 4.4 

13 3 5 4 5 3 20 4 

14 3 4 4 5 4 20 4 

15 4 5 5 5 4 23 4.6 

16 5 4 3 4 3 19 3.8 

17 5 5 5 5 5 25 5 

18 4 4 3 5 5 21 4.2 

19 5 3 4 3 3 18 3.6 

20 3 5 5 5 4 22 4.4 

21 4 4 3 3 3 17 3.4 

22 3 4 5 5 5 22 4.4 

23 5 5 3 4 3 20 4 

24 5 3 3 4 4 19 3.8 

25 4 5 5 3 5 22 4.4 

26 5 3 3 5 4 20 4 

27 5 5 5 5 3 23 4.6 

28 5 5 4 3 5 22 4.4 

29 4 3 4 5 4 20 4 

30 4 5 3 4 3 19 3.8 

31 4 5 5 5 4 23 4.6 

32 5 3 3 3 4 18 3.6 

33 3 3 5 3 4 18 3.6 

34 5 3 3 4 4 19 3.8 

35 3 4 4 5 5 21 4.2 

36 4 4 3 4 3 18 3.6 
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37 4 4 3 4 4 19 3.8 

38 5 4 5 5 3 22 4.4 

39 5 4 3 3 4 19 3.8 

40 5 4 4 4 4 21 4.2 

41 4 3 4 5 4 20 4 

42 5 5 4 5 4 23 4.6 

43 4 3 3 5 4 19 3.8 

44 4 3 4 4 4 19 3.8 

45 4 4 4 5 4 21 4.2 

46 4 3 5 5 3 20 4 

47 3 5 3 4 5 20 4 

48 5 4 3 5 4 21 4.2 

49 4 3 3 5 3 18 3.6 

50 4 5 5 4 3 21 4.2 

51 4 4 4 3 3 18 3.6 

52 5 5 4 4 5 23 4.6 

53 4 4 4 3 3 18 3.6 

54 5 3 3 4 3 18 3.6 

55 3 3 4 3 4 17 3.4 

56 5 3 3 4 3 18 3.6 

57 5 4 5 4 3 21 4.2 

58 3 4 5 4 3 19 3.8 

59 5 4 5 3 4 21 4.2 

60 5 3 3 5 4 20 4 

61 5 3 3 5 4 20 4 

62 5 5 4 4 3 21 4.2 

63 3 4 5 3 5 20 4 

64 4 3 4 4 3 18 3.6 

65 3 5 4 5 3 20 4 

66 3 5 4 5 3 20 4 

67 5 4 4 3 5 21 4.2 

68 3 5 3 3 5 19 3.8 

69 4 3 4 3 5 19 3.8 

70 3 4 3 4 5 19 3.8 

71 3 3 3 3 3 15 3 

72 5 5 3 5 5 23 4.6 

73 4 4 3 3 5 19 3.8 

74 5 4 4 4 5 22 4.4 

75 3 5 5 5 5 23 4.6 
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76 3 5 5 4 5 22 4.4 

77 5 3 3 5 4 20 4 

78 5 5 4 4 4 22 4.4 

79 4 5 4 4 5 22 4.4 

80 4 5 5 4 5 23 4.6 

81 5 5 3 3 4 20 4 

82 3 4 3 3 3 16 3.2 

83 5 4 3 5 5 22 4.4 

84 4 4 3 4 3 18 3.6 

85 4 5 4 3 3 19 3.8 

86 3 4 3 3 5 18 3.6 

87 5 3 3 5 4 20 4 

88 3 3 3 3 5 17 3.4 

89 3 3 5 4 3 18 3.6 

90 4 5 5 4 3 21 4.2 

91 4 4 5 3 4 20 4 

92 3 3 3 4 4 17 3.4 

93 3 3 3 3 4 16 3.2 

94 5 5 5 3 4 22 4.4 

95 3 4 5 5 3 20 4 

96 4 5 3 4 3 19 3.8 

97 5 5 3 3 5 21 4.2 

98 4 3 3 4 4 18 3.6 

99 5 5 3 3 4 20 4 

100 4 5 3 3 3 18 3.6 
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Lampiran 5 : Tanggapan Responden Terhadap Loyalitas Pelanggan 
 

No 
variabel 4 

jumlah 
Rata- 

rata 1 2 3 4 5 

1 3 4 5 3 3 18 3.6 

2 3 5 3 5 5 21 4.2 

3 4 3 5 4 3 19 3.8 

4 4 5 4 4 3 20 4 

5 3 4 3 4 4 18 3.6 

6 4 3 4 3 5 19 3.8 

7 4 5 5 4 3 21 4.2 

8 4 5 4 3 3 19 3.8 

9 3 3 3 4 3 16 3.2 

10 3 5 4 3 5 20 4 

11 3 5 5 3 4 20 4 

12 5 4 5 5 5 24 4.8 

13 5 5 3 4 4 21 4.2 

14 5 3 3 3 5 19 3.8 

15 3 3 5 5 5 21 4.2 

16 3 5 5 3 4 20 4 

17 5 4 5 4 5 23 4.6 

18 4 3 4 3 5 19 3.8 

19 4 5 5 3 3 20 4 

20 3 3 5 3 3 17 3.4 

21 3 3 5 3 3 17 3.4 

22 3 3 3 3 5 17 3.4 

23 4 5 5 3 3 20 4 

24 5 5 4 4 3 21 4.2 

25 4 4 4 5 4 21 4.2 

26 5 4 3 3 5 20 4 

27 5 3 3 4 5 20 4 

28 3 5 5 3 5 21 4.2 

29 5 3 5 4 4 21 4.2 

30 5 5 3 4 3 20 4 

31 3 4 3 5 3 18 3.6 

32 4 5 4 5 4 22 4.4 

33 3 3 5 3 3 17 3.4 

34 4 4 4 5 3 20 4 

35 5 3 5 3 3 19 3.8 

36 4 3 4 3 5 19 3.8 
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37 4 5 3 4 5 21 4.2 

38 3 5 4 4 4 20 4 

39 3 3 5 5 3 19 3.8 

40 5 3 4 5 3 20 4 

41 4 3 3 5 4 19 3.8 

42 5 4 5 4 3 21 4.2 

43 5 5 4 3 4 21 4.2 

44 4 4 4 3 5 20 4 

45 3 4 4 5 3 19 3.8 

46 3 3 3 5 5 19 3.8 

47 4 3 5 5 5 22 4.4 

48 4 3 4 3 4 18 3.6 

49 3 3 4 5 3 18 3.6 

50 4 5 4 3 3 19 3.8 

51 5 3 4 4 3 19 3.8 

52 3 4 3 5 5 20 4 

53 4 4 4 3 5 20 4 

54 3 3 5 4 4 19 3.8 

55 4 3 3 5 3 18 3.6 

56 3 3 5 4 5 20 4 

57 3 4 3 3 3 16 3.2 

58 4 3 3 4 5 19 3.8 

59 3 4 3 3 5 18 3.6 

60 3 5 3 5 5 21 4.2 

61 5 4 3 3 3 18 3.6 

62 5 3 3 3 4 18 3.6 

63 3 3 5 3 5 19 3.8 

64 3 4 4 5 5 21 4.2 

65 3 5 4 3 5 20 4 

66 3 3 3 4 5 18 3.6 

67 3 3 5 4 3 18 3.6 

68 4 3 3 3 5 18 3.6 

69 5 5 3 5 3 21 4.2 

70 3 5 3 4 5 20 4 

71 5 3 3 3 4 18 3.6 

72 5 5 4 4 3 21 4.2 

73 4 4 4 5 4 21 4.2 

74 4 3 3 5 4 19 3.8 

75 5 5 4 3 3 20 4 
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76 3 5 3 4 5 20 4 

77 3 5 4 5 3 20 4 

78 3 3 3 3 3 15 3 

79 5 5 3 5 4 22 4.4 

80 4 4 5 4 3 20 4 

81 4 5 4 5 5 23 4.6 

82 4 5 5 5 3 22 4.4 

83 5 4 4 5 4 22 4.4 

84 5 3 4 5 4 21 4.2 

85 5 5 3 4 4 21 4.2 

86 4 5 5 5 3 22 4.4 

87 3 4 4 3 5 19 3.8 

88 5 4 3 4 4 20 4 

89 4 3 4 5 4 20 4 

90 5 4 5 4 5 23 4.6 

91 3 3 4 5 3 18 3.6 

92 4 5 4 3 4 20 4 

93 3 3 3 5 3 17 3.4 

94 3 5 5 4 4 21 4.2 

95 4 3 4 3 5 19 3.8 

96 3 4 4 3 3 17 3.4 

97 5 3 4 4 3 19 3.8 

98 3 3 3 3 4 16 3.2 

99 3 4 4 5 5 21 4.2 

100 4 3 4 3 4 18 3.6 



85 
 

 

 

 

Lampiran 6 : Uji Validitas Instrumen Kualitas produk 

 

Correlations 

 
P1 P2 P3 P4 P5 Skor total 

P1 Pearson Correlation 1 .271 .318 -.028 -.239 .544**
 

Sig. (2-tailed)  .148 .087 .881 .204 .002 

N 100 100 100 100 100 100 

P2 Pearson Correlation .271 1 .039 .186 -.285 .613**
 

Sig. (2-tailed) .148  .839 .325 .127 .000 

N 100 100 100 100 100 100 

P3 Pearson Correlation .318 .039 1 -.016 -.180 .386*
 

Sig. (2-tailed) .087 .839  .933 .341 .035 

N 100 100 100 100 100 100 

P4 Pearson Correlation -.028 .186 -.016 1 -.120 .546**
 

Sig. (2-tailed) .881 .325 .933  .528 .002 

N 100 100 100 100 100 100 

P5 Pearson Correlation .239 .285 .180 .120 1 .048 

Sig. (2-tailed) .204 .127 .341 .528  .801 

N 100 100 100 100 100 100 

Total Pearson Correlation 

Sig. (2-tailed) 

N 

.544**
 

.002 

100 

.613**
 

.000 

100 

.386*
 

.035 

100 

.546**
 

.002 

100 

-.048 

.801 

100 

1 

 

 
100 

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

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



 

 

 

 

Lampiran 7: Uji Validitas Instrumen Kualitas Pelayanan 
 

 

Correlations 

  
 

p1 

 
 

p2 

 
 

p3 

 
 

p4 

 
 

p5 

 
 

p6 

 
 

p7 

 
 

p8 

 
 

p9 

 
 

p10 

 
 

p11 

 
 

p12 

 
 

p13 

 
 

p14 

 
 

p15 

 
 

p16 

 
 

p17 

skor 

total 

p1 Pearson 

Correlation 

 
1 

 
.091 

 
.000 

 
.162 

 
-.015 

 
.015 

 
.156 

 
.015 

 
.048 

 
-.188 

 
-.117 

 
.016 

 
-.015 

 
-.015 

 
-.093 

 
-.182 

 
-.084 

.554 

** 

 Sig. (2-tailed)  .370 1.000 .107 .886 .879 .121 .881 .639 .061 .247 .877 .880 .884 .356 .071 .404 .057 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p2 Pearson 

Correlation 

 
.091 

 
1 

 
-.009 

 
.155 

 
-.034 

 
-.052 

 
.008 

 
.076 

 
-.128 

 
-.037 

 
.001 

 
.232*

 

 
.075 

 
.210*

 

 
-.213*

 

 
-.080 

 
-.062 

.487 

** 

 Sig. (2-tailed) .370  .930 .123 .737 .608 .938 .454 .206 .715 .992 .020 .457 .036 .033 .430 .540 .003 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p3 Pearson 

Correlation 

 
.000 

 
-.009 

 
1 

 
-.138 

 
.077 

 
.114 

 
.152 

 
-.029 

 
.044 

 
-.170 

 
-.075 

 
.170 

 
.096 

 
.078 

 
-.011 

 
.135 

 
.131 

.427 

** 

 Sig. (2-tailed) 1.000 .930  .169 .444 .260 .131 .774 .665 .090 .457 .091 .341 .440 .913 .181 .193 .000 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p4 Pearson 

Correlation 

 
.162 

 
.155 

 
-.138 

 
1 

 
-.143 

 
.002 

 
-.129 

 
-.090 

 
.087 

 
.091 

 
-.015 

 
.106 

 
.032 

 
-.043 

 
-.028 

 
-.065 

 
-.072 

.405 

* 

 Sig. (2-tailed) .107 .123 .169  .156 .981 .200 .374 .390 .369 .881 .293 .749 .673 .782 .518 .479 .025 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p5 Pearson 

Correlation 

 
-.015 

 
-.034 

 
.077 

 
-.143 

 
1 

 
-.109 

 
.127 

 
-.046 

 
.039 

 
-.146 

 
-.028 

 
-.043 

 
-.002 

 
-.207*

 

 
-.034 

 
.078 

 
.037 

.351 

* 



 

 

 

 
Sig. (2-tailed) 

N 

.886 

100 

.737 

100 

.444 

100 

.156 

100 

 
 

100 

.281 

100 

.207 

100 

.649 

100 

.697 

100 

.146 

100 

.780 

100 

.673 

100 

.986 

100 

.039 

100 

.739 

100 

.439 

100 

.713 

100 

.169 

100 

p6 Pearson 

Correlation 

 
.015 

 
-.052 

 
.114 

 
.002 

 
-.109 

 
1 

 
-.028 

 
.158 

 
.108 

 
.056 

 
.016 

 
-.062 

 
.046 

 
.029 

 
.160 

 
-.034 

 
.022 

.458 

** 

Sig. (2-tailed) .879 .608 .260 .981 .281 
 

.781 .117 .283 .578 .875 .541 .648 .773 .112 .737 .828 .001 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p7 Pearson 

Correlation 

 
.156 

 
.008 

 
.152 

 
-.129 

 
.127 

 
-.028 

 
1 

 
.195 

 
-.087 

 
.053 

 
-.171 

 
.010 

 
-.142 

 
-.107 

 
.022 

 
.156 

 
.028 

.258 

** 

Sig. (2-tailed) .121 .938 .131 .200 .207 .781 
 

.052 .391 .598 .088 .924 .157 .291 .826 .120 .780 .003 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p8 Pearson 

Correlation 

 
.015 

 
.076 

 
-.029 

 
-.090 

 
-.046 

 
.158 

 
.195 

 
1 

 
-.020 

 
-.002 

 
-.015 

 
-.030 

 
.062 

 
-.016 

 
-.002 

 
-.046 

 
.037 

.292 

** 

Sig. (2-tailed) .881 .454 .774 .374 .649 .117 .052 
 

.841 .984 .884 .764 .539 .873 .987 .653 .716 .003 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p9 Pearson 

Correlation 

 
.048 

 
-.128 

 
.044 

 
.087 

 
.039 

 
.108 

 
-.087 

 
-.020 

 
1 

 
.329**

 

 
-.045 

 
-.174 

 
.011 

 
-.022 

 
.040 

 
.136 

 
-.060 

.311 

** 

Sig. (2-tailed) .639 .206 .665 .390 .697 .283 .391 .841 
 

.001 .654 .083 .917 .830 .691 .177 .556 .002 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p10 Pearson 

Correlation 

 
-.188 

 
-.037 

 
-.170 

 
.091 

 
-.146 

 
.056 

 
.053 

 
-.002 

 
.329**

 

 
1 

 
-.042 

 
.037 

 
-.018 

 
.026 

 
.025 

 
.061 

 
.040 

.270 

** 

Sig. (2-tailed) .061 .715 .090 .369 .146 .578 .598 .984 .001 
 

.678 .712 .858 .797 .803 .547 .692 .007 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 



 

 

 

 

p11 Pearson 

Correlation 

 
-.117 

 
.001 

 
-.075 

 
-.015 

 
-.028 

 
.016 

 
-.171 

 
-.015 

 
-.045 

 
-.042 

 
1 

 
-.063 

 
-.060 

 
.089 

 
-.030 

 
-.082 

 
-.018 

.190 

* 

 
Sig. (2-tailed) .247 .992 .457 .881 .780 .875 .088 .884 .654 .678 

 
.532 .551 .380 .766 .417 .861 .371 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p12 Pearson 

Correlation 

 
.016 

 
.232*

 

 
.170 

 
.106 

 
-.043 

 
-.062 

 
.010 

 
-.030 

 
-.174 

 
.037 

 
-.063 

 
1 

 
.068 

 
.066 

 
-.095 

 
-.023 

 
.138 

.314 

** 

 
Sig. (2-tailed) .877 .020 .091 .293 .673 .541 .924 .764 .083 .712 .532 

 
.500 .513 .349 .823 .172 .001 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p13 Pearson 

Correlation 

 
-.015 

 
.075 

 
.096 

 
.032 

 
-.002 

 
.046 

 
-.142 

 
.062 

 
.011 

 
-.018 

 
-.060 

 
.068 

 
1 

 
.168 

 
-.197 

 
-.149 

 
.144 

.259 

** 

 
Sig. (2-tailed) .880 .457 .341 .749 .986 .648 .157 .539 .917 .858 .551 .500 

 
.094 .050 .140 .154 .009 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p14 Pearson 

Correlation 

 
-.015 

 
.210*

 

 
.078 

 
-.043 

 
-.207*

 

 
.029 

 
-.107 

 
-.016 

 
-.022 

 
.026 

 
.089 

 
.066 

 
.168 

 
1 

 
-.049 

 
-.017 

 
.020 

.291 

** 

 
Sig. (2-tailed) .884 .036 .440 .673 .039 .773 .291 .873 .830 .797 .380 .513 .094 

 
.625 .863 .843 .003 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p15 Pearson 

Correlation 

 
-.093 

 
-.213*

 

 
-.011 

 
-.028 

 
-.034 

 
.160 

 
.022 

 
-.002 

 
.040 

 
.025 

 
-.030 

 
-.095 

 
-.197 

 
-.049 

 
1 

 
-.006 

 
-.155 

.175 

* 

 
Sig. (2-tailed) .356 .033 .913 .782 .739 .112 .826 .987 .691 .803 .766 .349 .050 .625 

 
.953 .123 .457 

 N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p16 Pearson 

Correlation 

 
-.182 

 
-.080 

 
.135 

 
-.065 

 
.078 

 
-.034 

 
.156 

 
-.046 

 
.136 

 
.061 

 
-.082 

 
-.023 

 
-.149 

 
-.017 

 
-.006 

 
1 

 
-.040 

.219 

* 

 Sig. (2-tailed) .071 .430 .181 .518 .439 .737 .120 .653 .177 .547 .417 .823 .140 .863 .953  .690 .029 



 

 

 

 
N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

p17 Pearson 

Correlation 

 
-.084 

 
-.062 

 
.131 

 
-.072 

 
.037 

 
.022 

 
.028 

 
.037 

 
-.060 

 
.040 

 
-.018 

 
.138 

 
.144 

 
.020 

 
-.155 

 
-.040 

 
1 

.238 

* 

Sig. (2-tailed) .404 .540 .193 .479 .713 .828 .780 .716 .556 .692 .861 .172 .154 .843 .123 .690 
 

.017 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

skor Pearson 

total Correlation 

 
.191 

 
.297**

 

 
.369**

 

 
.224*

 

 
.139 

 
.336**

 

 
.293**

 

 
.292**

 

 
.311**

 

 
.270**

 

 
.090 

 
.314**

 

 
.259**

 

 
.291**

 

 
.075 

 
.219*

 

 
.238*

 

 
1 

Sig. (2-tailed) .057 .003 .000 .025 .169 .001 .003 .003 .002 .007 .371 .001 .009 .003 .457 .029 .017 
 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

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

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



Lampiran 8: Uji Validitas Instrumen Kepuasan Pelanggan 
 

 

 
 

Correlations 

 
p1 p2 p3 p4 p5 skor total 

p1 Pearson Correlation 1 -.004 -.164 .011 .022 .355**
 

Sig. (2-tailed)  .971 .103 .917 .827 .000 

N 100 100 100 100 100 100 

p2 Pearson Correlation -.004 1 .285**
 .012 .082 .575**

 

Sig. (2-tailed) .971  .004 .905 .416 .000 

N 100 100 100 100 100 100 

p3 Pearson Correlation -.164 .285**
 1 .183 .016 .565**

 

Sig. (2-tailed) .103 .004  .068 .872 .000 

N 100 100 100 100 100 100 

p4 Pearson Correlation .011 .012 .183 1 -.072 .477**
 

Sig. (2-tailed) .917 .905 .068  .477 .000 

N 100 100 100 100 100 100 

p5 Pearson Correlation .022 .082 .016 -.072 1 .424**
 

Sig. (2-tailed) .827 .416 .872 .477  .000 

N 100 100 100 100 100 100 

skor Pearson Correlation 

total Sig. (2-tailed) 

.355**
 

.000 

.575**
 

.000 

.565**
 

.000 

.477**
 

.000 

.424**
 

.000 

1 

N 100 100 100 100 100 100 

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



Lampiran 9: Uji Validitas Loyalitas Pelanggan 
 

 

 
 

Correlations 

 
p1 p2 p3 p4 p5 skor total 

p1 Pearson Correlation 1 .053 -.076 .000 -.108 .424**
 

Sig. (2-tailed)  .598 .453 .998 .284 .000 

N 100 100 100 100 100 100 

p2 Pearson Correlation .053 1 .022 .019 -.059 .532**
 

Sig. (2-tailed) .598  .831 .852 .560 .000 

N 100 100 100 100 100 100 

p3 Pearson Correlation -.076 .022 1 -.082 -.196 .303**
 

Sig. (2-tailed) .453 .831  .416 .050 .002 

N 100 100 100 100 100 100 

p4 Pearson Correlation .000 .019 -.082 1 -.073 .437**
 

Sig. (2-tailed) .998 .852 .416  .469 .000 

N 100 100 100 100 100 100 

p5 Pearson Correlation -.108 -.059 -.196 -.073 1 .303**
 

Sig. (2-tailed) .284 .560 .050 .469  .002 

N 100 100 100 100 100 100 

skor Pearson Correlation 

total Sig. (2-tailed) 

.424**
 

.000 

.532**
 

.000 

.303**
 

.002 

.437**
 

.000 

.303**
 

.002 

1 

N 100 100 100 100 100 100 

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



Lampiran 10: Uji reabilitas Instrumen penelitian 
 

 

 
 

Case Processing Summary 

 
N % 

Cases Valid 100 100.0 

 Excludeda
 0 .0 

 Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 
 
 

Reliability Statistics 

Cronbach's 

Alpha 

 
 

N of Items 

.659 32 



Lampiran 11: Uji Normalitas 
 

 

 
 

One-Sample Kolmogorov-Smirnov Test 

 
Unstandardized 

Residual 

N 
 

100 

Normal Parametersa,b
 Mean .0000000 

 Std. Deviation 1.64256594 

Most Extreme Differences Absolute .051 

 Positive .048 

 Negative -.051 

Test Statistic  .051 

Asymp. Sig. (2-tailed)  .200c,d
 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

d. This is a lower bound of the true significance. 



Lampiran 12: Regresi Linier Berganda 
 

 

 
 

Variables Entered/Removeda
 

 
 
Model 

Variables 

Entered 

Variables 

Removed 

 
 

Method 

1 Kepuasan 

Pelanggan, 

Kualitas 

Pelayanan, 

Kualitas 

Produkb
 

 
 
 
 

. 

 
 
 
 

Enter 

a. Dependent Variable: Loyalitas Pelanggan 

b. All requested variables entered. 

 

Model Summaryb
 

 
 
Model 

 
 

R 

 
 

R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

 
 

Durbin-Watson 

1 .198a
 .039 .009 1.668 1.957 

a. Predictors: (Constant), Kepuasan Pelanggan, Kualitas Pelayanan, Kualitas Produk 

b. Dependent Variable: Loyalitas Pelanggan 

 

ANOVAa
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 10.896 3 3.632 1.305 .277b
 

 Residual 267.104 96 2.782   

 Total 278.000 99    

a. Dependent Variable: Loyalitas Pelanggan 

b. Predictors: (Constant), Kepuasan Pelanggan, Kualitas Pelayanan, Kualitas Produk 

 

Coefficientsa
 

 
 

 
Model 

 
 

Unstandardized Coefficients 

Standardized 

Coefficients 

 
 

 
t 

 
 

 
Sig. B Std. Error Beta 

1 (Constant) 13.154 3.288 
 

4.001 .000 

Kualitas Produk .117 .095 .124 1.233 .221 

Kualitas Pelayanan .090 .089 .101 1.012 .314 

Kepuasan Pelanggan .117 .086 .138 1.366 .175 



 

 

 



 

 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 



 

 

 

 



 

 

 


