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A. Kuesioner Penelitian 

KUESIONER PENELITIAN  

PENGARUH KEMUDAHAN DAN KEAMANAN ATM CASH RECYCLE MACHINE 

(CRM) TERHADAP KEPUASAN NASABAH 

1. Identitas Responden 

Responden diharap menjawab pertanyaan-pertanyaan berikut dengan mengisi bagian 

yang kosong pada jawaban yang tersedia. 

1. Nama Nasabah : ……………………………………. 

2. Usia : ……………tahun 

3. Pendidikan terakhir : ……………………………………. 

4. Pekerjaan : ……………………………………. 

5. Jenis Kelamin : ……………………………………. 

2. Petunjuk Pengisian Kuesioner 

Silahkan anda pilih jawaban yang menurut Anda paling sesuai dengan kondisi yang 

ada, dengan memberikan tanda centang ( √ ) pada pilihan jawaban yang tersedia. 

Keterangan 

1. SS : Sangat Setuju. 

2. S : Setuju 

3. R : Ragu-Ragu 

4. TS : Tidak Setuju 

5. STS : Sangat Tidak Setuju 

3. Daftar Pernyataan 

4. Kemudahan ATM (CRM) 

No Pernyataan SS S R TS STS 

1 
Saya dapat mempelajari layanan ATM Cash 

Recycle Machine BSI dengan mudah. 

     

2 

Saya merasa layanan ATM Cash Recycle 

Machine BSI mudah digunakan oleh pengguna 

nya. 

  

     

3 
Saya merasa keterampilan saya bertambah saat 

menggunakan ATM Cash Recycle Machine BSI. 
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4 

Saya merasa transaksi dalam layanan ATM Cash 

Recycle Machine BSI jelas dan mudah 

dioperasikan. 

     

 

5. Keamanan ATM (CRM) 

No Pernyataan SS S R TS STS 

1 
Yakin terhadap keamanan bertransaksi dengan 

menggunakan ATM Cash Recycle Machine BSI. 

     

2 
Bertransaksi menggunakan ATM Cash Recycle 

Machine BSI sangat akurat dan terpercaya. 

     

3 

Informasi yang diberikan melalui layanan ATM 

Cash Recycle Machine BSI dijamin tidak ada 

manipulasi dalam bentuk apapun. 

     

4 

Dalam melakukan transaksi ATM Cash Recycle 

Machine BSI tidak terjadi kesalahan dan 

penyalahgunaan data. 

     

5 
Puas dengan keamanan data nasabah pada ATM 

Cash Recycle Machine BSI. 

     

 

6. Kepuasan Nasabah 

No Pernyataan SS S R TS STS 

1 
Kinerja layanan ATM Cash Recycle Machine BSI 

sangat sesuai dengan harapan. 

     

2 
Layanan ATM Cash Recycle Machine BSI sangat 

mudah dioperasikan. 

     

3 
Layanan ATM Cash Recycle Machine BSI 

mampu memberikan pelayanan yang terbaik. 

     

4 
Tertarik untuk menggunakan layanan ATM Cash 

Recycle Machine BSI dimasa yang akan datang. 

     

5 
Tertarik untuk terus menggunakan ATM Cash 

Recycle Machine BSI dalam bertransaksi. 

     

6 
Puas dengan kemudahan layanan yang diberikan 

oleh ATM Cash Recycle Machine BSI. 
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7 

Berminat merekomendasikan produk dan layanan 

ATM Cash Recycle Machine BSI kepada orang 

lain. 

     

8 

Lebih memilih untuk melakukan transaksi melalui 

ATM Cash Recycle Machine BSI daripada fitur 

lainnya. 
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B. Data Karakteristik Responden 
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C. Hasil Kuesioner Penelitian
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D. Deskripsi Variabel 

X1.1 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-ragu 2 2.0 2.0 3.0 

Setuju 43 43.0 43.0 46.0 

Sangat 

Setuju 

54 54.0 54.0 100.0 

Total 100 100.0 100.0  
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X1.2 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 2 2.0 2.0 2.0 

Setuju 41 41.0 41.0 43.0 

Sangat 

Setuju 

57 57.0 57.0 100.0 

Total 100 100.0 100.0  

 
 

X1.3 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 3 3.0 3.0 3.0 

Ragu-ragu 8 8.0 8.0 11.0 

Setuju 41 41.0 41.0 52.0 

Sangat 

Setuju 

48 48.0 48.0 100.0 

Total 100 100.0 100.0  

 
 

 
X1.4 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Sangat Tidak 

Setuju 

1 1.0 1.0 1.0 

Tidak Setuju 1 1.0 1.0 2.0 

Ragu-ragu 3 3.0 3.0 5.0 

Setuju 39 39.0 39.0 44.0 

Sangat Setuju 56 56.0 56.0 100.0 

Total 100 100.0 100.0  
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X2.1 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 8 8.0 8.0 8.0 

Setuju 43 43.0 43.0 51.0 

Sangat 

Setuju 

49 49.0 49.0 100.0 

Total 100 100.0 100.0  

 
 

X2.2 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 5 5.0 5.0 5.0 

Setuju 43 43.0 43.0 48.0 

Sangat 

Setuju 

52 52.0 52.0 100.0 

Total 100 100.0 100.0  

 
 

X2.3 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 10 10.0 10.0 10.0 

Setuju 37 37.0 37.0 47.0 

Sangat 

Setuju 

53 53.0 53.0 100.0 

Total 100 100.0 100.0  

 
 

X2.4 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-ragu 12 12.0 12.0 13.0 

Setuju 36 36.0 36.0 49.0 
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Sangat 

Setuju 

51 51.0 51.0 100.0 

Total 100 100.0 100.0  

 
 

X2.5 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Sangat Tidak 

Setuju 

2 2.0 2.0 2.0 

Ragu-ragu 6 6.0 6.0 8.0 

Setuju 42 42.0 42.0 50.0 

Sangat Setuju 50 50.0 50.0 100.0 

Total 100 100.0 100.0  

 
 

Y.1 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 5 5.0 5.0 5.0 

Setuju 51 51.0 51.0 56.0 

Sangat 

Setuju 

44 44.0 44.0 100.0 

Total 100 100.0 100.0  

 
 

Y.2 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 3 3.0 3.0 3.0 

Setuju 45 45.0 45.0 48.0 

Sangat 

Setuju 

52 52.0 52.0 100.0 

Total 100 100.0 100.0  
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Y.3 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 5 5.0 5.0 5.0 

Setuju 40 40.0 40.0 45.0 

Sangat 

Setuju 

55 55.0 55.0 100.0 

Total 100 100.0 100.0  

 

 
 

Y.4 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 3 3.0 3.0 3.0 

Setuju 42 42.0 42.0 45.0 

Sangat 

Setuju 

55 55.0 55.0 100.0 

Total 100 100.0 100.0  

 
 

Y.5 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 4 4.0 4.0 4.0 

Setuju 39 39.0 39.0 43.0 

Sangat 

Setuju 

57 57.0 57.0 100.0 

Total 100 100.0 100.0  

 
 

Y.6 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Ragu-ragu 2 2.0 2.0 2.0 

Setuju 42 42.0 42.0 44.0 

Sangat 

Setuju 

56 56.0 56.0 100.0 
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Total 100 100.0 100.0  

 
 

Y.7 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Tidak Setuju 1 1.0 1.0 1.0 

Ragu-ragu 10 10.0 10.0 11.0 

Setuju 39 39.0 39.0 50.0 

Sangat 

Setuju 

50 50.0 50.0 100.0 

Total 100 100.0 100.0  

 
 

Y.8 

 

Frequenc

y Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Sangat Tidak 

Setuju 

1 1.0 1.0 1.0 

Tidak Setuju 1 1.0 1.0 2.0 

Ragu-ragu 18 18.0 18.0 20.0 

Setuju 27 27.0 27.0 47.0 

Sangat Setuju 53 53.0 53.0 100.0 

Total 100 100.0 100.0  

 

E. Hasil Uji Validitas 

1. Kemudahan (X1) 

Correlations 

 X1.1 X1.2 X1.3 X1.4 

TOTAL_X.

1 

X1.1 Pearson 

Correlation 

1 .678** .585** .580** .833** 

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

N 100 100 100 100 100 
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X1.2 Pearson 

Correlation 

.678** 1 .554** .682** .847** 

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

N 100 100 100 100 100 

X1.3 Pearson 

Correlation 

.585** .554** 1 .565** .828** 

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

N 100 100 100 100 100 

X1.4 Pearson 

Correlation 

.580** .682** .565** 1 .848** 

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

N 100 100 100 100 100 

TOTAL_X.

1 

Pearson 

Correlation 

.833** .847** .828** .848** 1 

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

N 100 100 100 100 100 

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

 

2. Keamanan (X2) 

Correlations 

 X2.1 X2.2 X2.3 X2.4 X2.5 

TOTAL_

X2 

X2.1 Pearson 

Correlation 

1 .767** .694** .774** .540** .896** 

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

N 100 100 100 100 100 100 

X2.2 Pearson 

Correlation 

.767** 1 .730** .686** .442** .851** 

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

N 100 100 100 100 100 100 

X2.3 Pearson 

Correlation 

.694** .730** 1 .741** .440** .856** 

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

N 100 100 100 100 100 100 

X2.4 Pearson 

Correlation 

.774** .686** .741** 1 .460** .876** 

Sig. (2-tailed) <.001 <.001 <.001  <.001 <.001 
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N 100 100 100 100 100 100 

X2.5 Pearson 

Correlation 

.540** .442** .440** .460** 1 .709** 

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

N 100 100 100 100 100 100 

TOTAL_

X2 

Pearson 

Correlation 

.896** .851** .856** .876** .709** 1 

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

N 100 100 100 100 100 100 

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

 

3. Kepuasan Nasabah (Y) 

Correlations 

 Y.1 Y.2 Y.3 Y.4 Y.5 Y.6 Y.7 Y.8 

TOTAL

_Y 

Y.1 Pearson 

Correlati

on 

1 .646
** 

.712
** 

.610
** 

.610
** 

.575
** 

.493
** 

.423
** 

.765** 

Sig. (2-

tailed) 
 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.001 

N 100 100 100 100 100 100 100 100 100 

Y.2 Pearson 

Correlati

on 

.646
** 

1 .683
** 

.566
** 

.627
** 

.587
** 

.571
** 

.400
** 

.766** 

Sig. (2-

tailed) 

<.00

1 
 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.001 

N 100 100 100 100 100 100 100 100 100 

Y.3 Pearson 

Correlati

on 

.712
** 

.683
** 

1 .608
** 

.663
** 

.630
** 

.648
** 

.507
** 

.831** 

Sig. (2-

tailed) 

<.00

1 

<.00

1 
 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.001 

N 100 100 100 100 100 100 100 100 100 

Y.4 Pearson 

Correlati

on 

.610
** 

.566
** 

.608
** 

1 .766
** 

.734
** 

.695
** 

.506
** 

.833** 
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Sig. (2-

tailed) 

<.00

1 

<.00

1 

<.00

1 
 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.001 

N 100 100 100 100 100 100 100 100 100 

Y.5 Pearson 

Correlati

on 

.610
** 

.627
** 

.663
** 

.766
** 

1 .694
** 

.715
** 

.586
** 

.866** 

Sig. (2-

tailed) 

<.00

1 

<.00

1 

<.00

1 

<.00

1 
 

<.00

1 

<.00

1 

<.00

1 

<.001 

N 100 100 100 100 100 100 100 100 100 

Y.6 Pearson 

Correlati

on 

.575
** 

.587
** 

.630
** 

.734
** 

.694
** 

1 .700
** 

.533
** 

.830** 

Sig. (2-

tailed) 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 
 

<.00

1 

<.00

1 

<.001 

N 100 100 100 100 100 100 100 100 100 

Y.7 Pearson 

Correlati

on 

.493
** 

.571
** 

.648
** 

.695
** 

.715
** 

.700
** 

1 .650
** 

.854** 

Sig. (2-

tailed) 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 
 

<.00

1 

<.001 

N 100 100 100 100 100 100 100 100 100 

Y.8 Pearson 

Correlati

on 

.423
** 

.400
** 

.507
** 

.506
** 

.586
** 

.533
** 

.650
** 

1 .746** 

Sig. (2-

tailed) 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 
 

<.001 

N 100 100 100 100 100 100 100 100 100 

TOTAL

_Y 

Pearson 

Correlati

on 

.765
** 

.766
** 

.831
** 

.833
** 

.866
** 

.830
** 

.854
** 

.746
** 

1 

Sig. (2-

tailed) 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 

<.00

1 
 

N 100 100 100 100 100 100 100 100 100 

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

 

F. Hasil Uji Reliabilitas 

1. Kemudahan (X1) 
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Reliability Statistics 

Cronbach's 

Alpha N of Items 

.851 4 

 

2. Keamanan (X2) 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.887 5 

 

3. Kepuasan Nasabah (Y) 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.918 8 

 

G. Hasil Uji Normalitas 

Descriptive Statistics 

 

N Skewness Kurtosis 

Statistic Statistic Std. Error Statistic Std. Error 

Unstandardized 

Residual 

100 .249 .241 .975 .478 

Valid N (listwise) 100     

 

H. Hasil Uji T 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 7.585 1.957  3.876 <.001 
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Kemudahan .518 .161 .279 3.222 .002 

Keamanan .853 .123 .601 6.947 <.001 

a. Dependent Variable: Kepuasan Nasabah 

 

I. Hasil Uji F 

ANOVAa 

Model 

Sum of 

Squares df 

Mean 

Square F Sig. 

1 Regression 1116.439 2 558.220 222.652 <.001b 

Residual 243.192 97 2.507   

Total 1359.631 99    

a. Dependent Variable: Kepuasan Nasabah 

b. Predictors: (Constant), Keamanan, Kemudahan 

 

J. T-Tabel, R-Tabel dan F-tabel 

Pr 
0.25 0.10 0.05 0.025 0.01 0.005 0.001 

df 0.50 0.20 0.10 0.050 0.02 0.010 0.002 

81 0.677

53 

1.29209 1.66388 1.98969 2.373

27 

2.637

90 

3.1939

2 

82 0.677

49 

1.29196 1.66365 1.98932 2.372

69 

2.637

12 

3.1926

2 

83 0.677

46 

1.29183 1.66342 1.98896 2.372

12 

2.636

37 

3.1913

5 

84 0.677

42 

1.29171 1.66320 1.98861 2.371

56 

2.635

63 

3.1901

1 

85 0.677

39 

1.29159 1.66298 1.98827 2.371

02 

2.634

91 

3.1889

0 

86 0.677

35 

1.291

47 

1.66277 1.98793 2.370

49 

2.634

21 

3.1877

2 

87 0.677

32 

1.29136 1.66256 1.98761 2.369

98 

2.633

53 

3.1865

7 

88 0.677

29 

1.29125 1.66235 1.98729 2.369

47 

2.632

86 

3.1854

4 

89 0.677

26 

1.29114 1.66216 1.98698 2.368

98 

2.632

20 

3.1843

4 

90 0.677

23 

1.29103 1.66196 1.98667 2.368

50 

2.631

57 

3.1832

7 

91 0.677

20 

1.29092 1.66177 1.98638 2.368

03 

2.630

94 

3.1822

2 

92 0.677

17 

1.29082 1.66159 1.98609 2.367

57 

2.630

33 

3.1811

9 

93 0.677

14 

1.29072 1.66140 1.98580 2.367

12 

2.629

73 

3.1801

9 
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94 0.677

11 

1.29062 1.66123 1.98552 2.366

67 

2.629

15 

3.1792

1 

95 0.677

08 

1.29053 1.66105 1.98525 2.366

24 

2.628

58 

3.1782

5 

96 0.677

05 

1.29043 1.66088 1.98498 2.365

82 

2.628

02 

3.1773

1 

97 0.677

03 

1.29034 1.66071 1.98472 2.365

41 

2.627

47 

3.1763

9 

98 0.677

00 

1.29025 1.66055 1.98447 2.365

00 

2.626

93 

3.1754

9 

99 0.676

98 

1.29016 1.66039 1.98422 2.364

61 

2.626

41 

3.1746

0 

100 0.676

95 

1.29007 1.66023 1.98397 2.364

22 

2.625

89 

3.1737

4 

101 0.676

93 

1.28999 1.66008 1.98373 2.363

84 

2.625

39 

3.1728

9 

102 0.676

90 

1.28991 1.65993 1.98350 2.363

46 

2.624

89 

3.1720

6 

103 0.676

88 

1.289

82 

1.65978 1.98326 2.363

10 

2.624

41 

3.1712

5 

104 0.676

86 

1.28974 1.65964 1.98304 2.362

74 

2.623

93 

3.1704

5 

105 0.676

83 

1.28967 1.65950 1.98282 2.362

39 

2.623

47 

3.1696

7 

106 0.676

81 

1.28959 1.65936 1.98260 2.362

04 

2.623

01 

3.1689

0 

107 0.676

79 

1.28951 1.65922 1.98238 2.361

70 

2.622

56 

3.1681

5 

108 0.676

77 

1.28944 1.65909 1.98217 2.361

37 

2.622

12 

3.1674

1 

109 0.676

75 

1.28937 1.65895 1.98197 2.361

05 

2.621

69 

3.1666

9 

110 0.676

73 

1.28930 1.65882 1.98177 2.360

73 

2.621

26 

3.1659

8 

111 0.676

71 

1.28922 1.65870 1.98157 2.360

41 

2.620

85 

3.1652

8 

112 0.676

69 

1.28916 1.65857 1.98137 2.360

10 

2.620

44 

3.1646

0 

113 0.676

67 

1.28909 1.65845 1.98118 2.359

80 

2.620

04 

3.1639

2 

114 0.676

65 

1.28902 1.65833 1.98099 2.359

50 

2.619

64 

3.1632

6 

115 0.676

63 

1.28896 1.65821 1.98081 2.359

21 

2.619

26 

3.1626

2 

116 0.676

61 

1.28889 1.65810 1.98063 2.358

92 

2.618

88 

3.1619

8 

117 0.676

59 

1.28883 1.65798 1.98045 2.358

64 

2.618

50 

3.1613

5 

118 0.676

57 

1.28877 1.65787 1.98027 2.358

37 

2.618

14 

3.1607

4 

119 0.676

56 

1.28871 1.65776 1.98010 2.358

09 

2.617

78 

3.1601

3 

120 0.676
54 

1.28865 1.65765 1.97993 2.357
82 

2.617
42 

3.1595
4 
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DISTRIBUSI NILAI rtabel SIGNIFIKANSI 5% dan 1% 
 

N The Level of Significance N The Level of Significance 

5% 1% 5% 1% 

3 0.997 0.999 38 0.320 0.413 

4 0.950 0.990 39 0.316 0.408 

5 0.878 0.959 40 0.312 0.403 

6 0.811 0.917 41 0.308 0.398 

7 0.754 0.874 42 0.304 0.393 

8 0.707 0.834 43 0.301 0.389 

9 0.666 0.798 44 0.297 0.384 

10 0.632 0.765 45 0.294 0.380 

11 0.602 0.735 46 0.291 0.376 

12 0.576 0.708 47 0.288 0.372 

13 0.553 0.684 48 0.284 0.368 

14 0.532 0.661 49 0.281 0.364 

15 0.514 0.641 50 0.279 0.361 

16 0.497 0.623 55 0.266 0.345 

17 0.482 0.606 60 0.254 0.330 

18 0.468 0.590 65 0.244 0.317 

19 0.456 0.575 70 0.235 0.306 

20 0.444 0.561 75 0.227 0.296 

21 0.433 0.549 80 0.220 0.286 

22 0.432 0.537 85 0.213 0.278 

23 0.413 0.526 90 0.207 0.267 

24 0.404 0.515 95 0.202 0.263 

25 0.396 0.505 100 0.195 0.256 

26 0.388 0.496 125 0.176 0.230 

27 0.381 0.487 150 0.159 0.210 

28 0.374 0.478 175 0.148 0.194 

29 0.367 0.470 200 0.138 0.181 

30 0.361 0.463 300 0.113 0.148 

31 0.355 0.456 400 0.098 0.128 

32 0.349 0.449 500 0.088 0.115 

33 0.344 0.442 600 0.080 0.105 

34 0.339 0.436 700 0.074 0.097 

35 0.334 0.430 800 0.070 0.091 

36 0.329 0.424 900 0.065 0.086 

37 0.325 0.418 1000 0.062 0.081 
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