
RIWAYAT HIDUP PENULIS 

 

1. Nama Lengkap  : Siti Agustina 

2. Tempat dan Tanggal Lahir : Batulicin 17 Agustus 1997 

3. Agama    : Islam 

4. Kebangsaan   : Indonesia 

5. Alamat    : Jl.Transmirasi Plajau Gg.Afiat Swadaya RT.10 

N0.026       Ds.Barokah, Kec.Simpang Empat, 

Kab.TanahBumbu,       Provinsi Kalimantan Selatan. 

 

6. Pendidikan   : a. SDN 1 Kampung Baru 

  b. SMPN 1 Simpang Empat 

  c. SMKN 2 Simpang Empat 

7. Orang Tua 

a. Ayah 

Nama   : Noor Asyikin 

Pekerjaan  : Wiraswasta 

Alamat   : Jl.Transmirasi Plajau Gg.Afiat Swadaya RT.10 

N0.026       Ds.Barokah, Kec.Simpang Empat, 

Kab.TanahBumbu,       Provinsi Kalimantan Selatan. 

b. Ibu 

Nama   : Noor Minah 

Pekerjaan  : Ibu Rumah Tangga  

Alamat   : Jl.Transmirasi Plajau Gg.Afiat Swadaya RT.10 

N0.026       Ds.Barokah, Kec.Simpang Empat, 

Kab.TanahBumbu,       Provinsi Kalimantan Selatan. 

 

Jumlah Saudra  : Anak Ke 6 dari 7 Bersaudara. 

 

       Banjarmasin,25 April 2021 

 

        

Siti Agustina 



LAMPIRAN 

 

KUESIONER PENELITIAN 

Kualitas Pelayanan (X1) 

No. Item Pernyataan 
Tanggapan 

SS S CS TS STS 

 Profesional (Fathanah)      

1.  Kantin mampu menyediakan pesanan 

konsumen dengan tepat 

     

2.  Karyawan Kantin memberikan pelayanan 

kepada konsumen dengan sungguh-

sungguh 

     

 Kesopanan dan keramahan      

3.  Karyawan kantin melayani konsumen 

dengan tutur kata yang sopan 

     

4.  Karyawan kantin melayani konsumen 

dengan ramah 

     

 Jujur (Sidik)      

5.  Harga makanan sesuai dengan yang 

tercantum di daftar menu  

     

6.  Karyawan kantin akan memberikan 

informasi apabila terjadi perubahan harga 

makanan 

     

 Amanah      

7.  Karyawan kantin bisa dipercaya      

8.  Karyawan kantin memberikan pelayanan 

yang maksimal 

     

 

 

 

 

 

 



Fasilitas (X2) 

No. Item Pernyataan 
Tanggapan 

SS S CS TS STS 

 Bangunan      

1.  Kantin tergolong bangunan yang 

permanen 
     

2.  Ruangan kantin tertata dengan rapi sesuai 

dengan fungsinya 
     

3.  Kantin selalu dalam keadaan bersih      

4.  Kantin memiliki ventilasi yang memadai      

 Perlengkapan ruang makan      

5.  Sendok dan garpu selalu tersedia diatas 

meja kantin 
     

6.  Kantin memiliki jumlah kursi yang cukup      

7.  Kantin memiliki jumlah meja yang cukup      

 Toilet      

8.  Kantin dilengkapi dengan toilet      

9.  Toilet kantin selalu terjaga kebersihannya      

10.  Kantin dilengkapi dengan toilet laki-laki 

dan toilet perempuan 
     

 Wastafel/tempat cuci tangan      

11.  Kantin menyediakan tempat cuci tangan      

12.  Tempat cuci tangan dilengkapi dengan air 

mengalir 
     

13.  Tempat cuci tangan dilengkapi dengan 

sabun 
     

14.  Kantin dilengkapi dengan saluran 

pembuangan limbah westafel 
     

 Tempat Sampah      

15.  Kantin menyediakan tempat sampah      

16.  Tempat sampah dibuat dari bahan kedap 

air 
     

17.  Tempat sampah yang disediakan kantin 

dilengkapi dengan tutup 
     

 Musholla      

18.  Kantin dilengkapi dengan musholla      

19.  Musholla dilengkapi dengan perlengkapan 

sholat 
     



Kepuasan Konsumen (Y) 

No. Item Pernyataan 
Tanggapan 

SS S CS TS STS 

 Complaint and Suggestion System 

(sistem keluhan dan saran) 

     

1.  Konsumen mendapatkan kesempatan 

untuk menyampaikan saran 
     

2.  Konsumen mendapatkan kesempatan 

untuk menyampaikan pendapat 
     

3.  Konsumen mendapatkan kesempatan 

untuk menyampaikan keluhan 
     

4.  Tersedia media berupa kotak saran      

 Costumer Satisfaction Survey (Survei 

kepuasan pelanggan) 

     

5.  Pelaku usaha mengadakan survey 

konsumen 
     

6.  Pemilk kantin menanyakan langsung 

kepada konsumen terkait dengan 

pelayanan kantinnya 

     

7.  Pemilk kantin menanyakan langsung 

kepada konsumen terkait dengan kepuasan 

konsumennya 

     

 Lost costomer analysis (Analisis 

pelanggan yang lari) 

     

8.  Pelaku usaha berusaha menghubungi para 

konsumen yang telah berhenti membeli 
     

9.  Pelaku usaha selalu mengadakan 

perbaikan untuk mempertahankan 

konsumen 

     

 

 

  



Lampiran 2. Rekapitulasi Angket Variabel Penelitian 

Kualitas Pelayanan (X1) 

No. Res 
Item Pernyataan 

Total 
Rata-

Rata 1 2 3 4 5 6 7 8 

1 3 4 4 4 4 3 4 4 30 3,75 

2 5 3 4 5 5 5 3 3 33 4,13 

3 5 5 4 4 5 5 5 5 38 4,75 

4 4 5 5 5 4 4 5 5 37 4,63 

5 5 5 5 5 4 4 5 5 38 4,75 

6 4 4 4 5 4 4 4 4 33 4,13 

7 5 4 5 4 5 4 4 4 35 4,38 

8 4 3 4 4 4 4 3 3 29 3,63 

9 4 3 5 4 4 4 3 3 30 3,75 

10 4 3 4 5 4 5 3 3 31 3,88 

11 4 4 4 4 4 4 4 4 32 4,00 

12 4 4 3 4 4 4 4 4 31 3,88 

13 3 4 4 3 4 3 4 4 29 3,63 

14 5 3 4 4 5 5 3 3 32 4,00 

15 5 5 4 4 5 5 5 5 38 4,75 

16 4 5 5 5 4 4 5 5 37 4,63 

17 4 5 5 5 4 4 5 5 37 4,63 

18 4 4 4 3 4 4 4 4 31 3,88 

19 5 5 4 5 5 5 5 5 39 4,88 

20 5 4 5 4 5 5 4 4 36 4,50 

21 5 3 4 4 4 4 4 4 32 4,00 

22 4 5 5 5 5 5 5 5 39 4,88 

23 4 4 4 4 4 4 4 4 32 4,00 

24 3 4 5 4 5 5 5 4 35 4,38 

25 3 4 4 3 5 5 5 5 34 4,25 

26 3 5 5 3 4 4 5 5 34 4,25 

27 4 4 5 4 4 4 5 5 35 4,38 

28 4 4 4 4 4 4 4 4 32 4,00 

29 4 3 5 3 5 4 4 4 32 4,00 

30 3 5 4 4 4 4 3 3 30 3,75 

31 5 5 5 4 4 4 3 3 33 4,13 

32 5 4 4 5 4 5 3 3 33 4,13 

33 5 4 4 4 4 4 4 4 33 4,13 

34 5 5 3 4 4 4 4 4 33 4,13 

35 5 4 4 4 4 3 4 4 32 4,00 

36 5 3 4 3 5 5 3 3 31 3,88 

37 4 5 4 4 5 5 5 5 37 4,63 

38 5 5 5 4 4 4 5 5 37 4,63 

39 4 5 5 5 5 5 5 3 37 4,63 

40 4 5 4 4 4 5 5 3 34 4,25 

41 4 4 4 4 4 5 5 4 34 4,25 

42 5 5 4 3 4 4 4 4 33 4,13 

43 5 4 5 4 4 4 4 4 34 4,25 



No. Res 
Item Pernyataan 

Total 
Rata-

Rata 1 2 3 4 5 6 7 8 

44 5 3 4 4 4 3 3 3 29 3,63 

45 4 5 4 5 4 3 3 3 31 3,88 

46 4 4 4 5 5 3 3 3 31 3,88 

47 3 4 4 4 4 4 4 4 31 3,88 

48 3 4 4 5 4 4 4 4 32 4,00 

49 5 5 4 4 3 4 4 4 33 4,13 

50 4 5 5 4 5 3 3 3 32 4,00 

51 4 5 5 4 5 5 5 3 36 4,50 

52 4 4 4 3 4 5 5 4 33 4,13 

53 5 5 4 4 5 5 5 4 37 4,63 

54 5 4 5 4 4 4 5 4 35 4,38 

55 5 3 5 5 4 4 5 3 34 4,25 

56 4 5 4 4 4 4 4 4 33 4,13 

57 4 4 5 4 5 4 4 4 34 4,25 

58 3 4 4 3 4 4 3 3 28 3,50 

59 3 4 5 4 4 4 3 3 30 3,75 

60 3 5 4 4 4 5 3 3 31 3,88 

61 4 4 4 5 4 4 4 4 33 4,13 

62 4 4 3 5 4 4 4 4 32 4,00 

63 4 3 4 3 4 3 4 4 29 3,63 

64 3 5 4 4 5 5 3 3 32 4,00 

65 5 5 4 5 5 5 5 5 39 4,88 

66 4 5 5 4 4 4 5 5 36 4,50 

67 4 5 5 4 4 4 5 5 36 4,50 

68 4 5 4 5 5 3 3 3 32 4,00 

69 4 4 4 5 4 4 4 4 33 4,13 

70 3 4 4 4 4 4 4 4 31 3,88 

71 3 4 4 5 3 4 4 4 31 3,88 

72 5 5 4 4 5 3 3 3 32 4,00 

73 4 5 5 4 5 5 5 3 36 4,50 

74 4 5 5 4 4 5 5 4 36 4,50 

75 4 4 4 3 5 5 5 4 34 4,25 

76 5 5 4 4 4 4 5 4 35 4,38 

77 5 4 5 4 4 4 5 3 34 4,25 

78 5 3 5 5 4 4 4 4 34 4,25 

79 4 5 4 4 5 4 4 4 34 4,25 

80 4 4 5 4 4 4 3 3 31 3,88 

81 3 4 4 3 4 4 3 3 28 3,50 

82 3 4 5 4 4 5 3 3 31 3,88 

83 3 5 4 4 4 4 4 4 32 4,00 

84 4 4 4 4 4 4 4 4 32 4,00 

85 5 5 5 3 5 4 4 4 35 4,38 

86 5 4 4 4 4 4 3 3 31 3,88 

87 5 3 5 4 4 4 3 3 31 3,88 

88 4 5 4 5 4 5 3 3 33 4,13 

89 4 4 4 4 4 4 4 4 32 4,00 

90 3 4 3 4 4 4 4 4 30 3,75 



No. Res 
Item Pernyataan 

Total 
Rata-

Rata 1 2 3 4 5 6 7 8 

91 3 4 4 3 4 3 4 4 29 3,63 

92 3 5 4 4 5 5 3 3 32 4,00 

93 4 4 4 4 5 5 5 5 36 4,50 

94 4 4 5 5 4 4 3 3 32 4,00 

95 4 3 4 5 4 5 3 3 31 3,88 

96 3 5 4 3 4 4 4 4 31 3,88 

97 5 5 3 4 4 4 4 4 33 4,13 

98 5 4 4 4 4 3 4 4 32 4,00 

99 3 4 4 4 5 5 3 3 31 3,88 

Total 407 422 424 406 424 415 398 378 3274 
4,13 

Rata-Rata 4,11 4,26 4,28 4,10 4,28 4,19 4,02 3,82 33,07 

 



Variabel Fasilitas (X2) 

No. 

Res 

Item Pernyataan 
Total 

Rata-

Rata 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 

1 4 4 4 4 5 5 4 4 4 5 4 3 3 4 4 4 3 4 3 75 3,95 

2 3 5 5 3 4 4 3 5 5 4 5 5 5 3 3 3 5 5 5 80 4,21 

3 5 4 3 4 3 5 5 4 3 5 4 5 5 5 5 5 5 5 5 85 4,47 

4 5 5 5 5 5 4 5 5 5 4 5 4 4 5 5 5 4 4 4 88 4,63 

5 5 5 3 4 5 5 5 5 3 4 5 5 5 5 3 4 3 5 3 82 4,32 

6 4 5 5 4 5 5 4 5 5 4 5 4 4 4 4 4 5 4 5 85 4,47 

7 4 4 4 5 4 5 4 4 4 3 4 5 5 4 4 4 4 5 4 80 4,21 

8 4 4 3 4 4 4 4 4 3 4 4 4 4 3 2 5 4 4 4 72 3,79 

9 4 4 4 5 4 4 4 4 4 4 4 4 4 3 4 5 4 4 4 77 4,05 

10 5 5 4 4 4 4 5 5 4 5 5 4 4 3 5 5 5 4 5 85 4,47 

11 4 4 5 4 5 5 4 4 5 4 4 4 4 4 4 5 4 4 4 81 4,26 

12 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 75 3,95 

13 3 3 4 4 4 4 3 3 4 3 3 3 3 4 3 4 3 4 3 65 3,42 

14 4 4 4 4 3 3 4 4 4 4 4 5 5 3 4 3 5 5 5 77 4,05 

15 4 4 4 4 4 4 4 4 4 4 4 5 5 5 4 5 5 5 5 83 4,37 

16 5 5 5 5 4 4 5 5 5 5 5 4 4 5 5 5 4 4 4 88 4,63 

17 5 5 5 5 5 5 5 5 5 5 5 4 4 5 5 5 4 4 4 90 4,74 

18 3 3 3 4 5 5 3 3 3 3 3 4 4 4 3 4 4 4 4 69 3,63 

19 5 5 5 4 3 3 5 5 5 5 5 5 5 5 5 5 5 5 5 90 4,74 

20 4 4 4 5 5 5 4 4 4 4 4 4 5 4 4 4 4 4 5 81 4,26 

21 4 4 4 4 4 4 4 4 4 4 4 5 5 3 4 3 5 3 4 76 4,00 

22 5 5 5 5 4 4 5 5 5 4 5 4 4 5 5 5 4 5 5 89 4,68 

23 4 4 4 4 5 5 4 4 4 5 4 5 4 4 4 4 5 4 4 81 4,26 

24 4 4 4 5 4 4 4 4 4 4 4 4 3 4 4 4 4 4 5 77 4,05 

25 3 3 3 4 4 4 3 3 3 5 3 4 3 4 3 4 4 4 4 68 3,58 

26 3 3 3 4 3 3 3 3 3 4 3 4 3 5 3 5 4 5 4 68 3,58 

27 4 4 4 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 3 72 3,79 

28 3 4 4 3 4 4 3 4 4 3 4 4 4 4 3 4 4 4 3 70 3,68 

29 3 3 3 4 3 4 3 3 3 4 3 3 4 3 3 3 4 3 5 64 3,37 

30 4 3 3 4 3 3 5 4 4 4 3 5 3 5 4 5 5 5 4 76 4,00 



No. 

Res 

Item Pernyataan 
Total 

Rata-

Rata 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 

31 5 3 4 4 3 5 5 4 5 4 3 5 5 5 5 5 5 5 3 83 4,37 

32 3 4 3 5 5 4 3 5 4 4 3 4 5 4 3 4 4 4 4 75 3,95 

33 5 5 5 4 5 5 5 4 5 4 5 4 5 4 5 4 3 4 3 84 4,42 

34 3 4 5 5 5 5 3 4 5 5 4 5 5 5 3 5 5 5 5 86 4,53 

35 5 4 5 5 4 5 5 4 5 4 5 4 5 4 5 4 5 5 5 88 4,63 

36 4 5 4 5 4 4 4 3 4 4 5 5 5 3 4 3 4 4 4 78 4,11 

37 3 4 4 4 4 4 3 4 4 4 5 4 4 5 3 5 4 4 4 76 4,00 

38 4 5 4 4 4 4 4 4 4 3 4 5 5 5 4 5 5 5 5 83 4,37 

39 4 4 4 4 5 5 4 5 5 4 4 4 4 5 4 5 4 4 4 82 4,32 

40 5 4 5 5 4 4 5 4 4 4 4 4 4 5 5 5 4 4 4 83 4,37 

41 4 3 4 4 4 4 4 4 4 5 5 4 4 4 4 4 4 4 4 77 4,05 

42 4 4 4 4 3 3 4 3 3 4 4 5 5 5 4 5 5 5 5 79 4,16 

43 4 4 3 3 4 4 4 4 4 4 4 4 5 4 4 4 4 4 5 76 4,00 

44 4 4 4 4 4 4 4 4 4 3 3 5 5 3 4 3 5 3 4 74 3,89 

45 5 5 4 4 5 5 5 5 5 4 4 4 4 5 5 5 4 5 5 88 4,63 

46 5 5 5 5 5 5 5 5 5 4 4 5 4 4 5 4 5 4 4 88 4,63 

47 5 3 4 4 3 5 5 4 5 5 5 4 3 4 5 4 4 4 5 81 4,26 

48 3 4 3 5 5 4 3 5 4 5 5 4 3 4 3 4 4 4 4 76 4,00 

49 5 5 5 4 5 5 5 4 5 3 3 5 5 5 5 5 5 5 5 89 4,68 

50 3 4 5 5 5 5 3 4 5 4 3 4 4 5 3 5 4 4 4 79 4,16 

51 5 4 5 5 4 5 5 4 5 4 3 4 4 5 5 5 4 4 4 84 4,42 

52 4 5 4 5 4 4 4 3 4 4 3 4 4 4 4 4 4 4 4 76 4,00 

53 3 4 4 4 4 4 3 4 4 4 3 5 5 5 3 5 5 5 5 79 4,16 

54 4 5 4 4 4 4 4 4 4 4 3 4 5 4 4 4 4 4 5 78 4,11 

55 4 4 4 4 5 5 4 5 5 4 3 5 5 3 4 3 5 3 4 79 4,16 

56 5 4 5 5 4 4 5 4 4 4 3 4 4 5 5 5 4 5 5 84 4,42 

57 4 3 4 4 4 4 4 4 4 4 3 5 4 4 4 4 5 4 4 76 4,00 

58 4 4 4 4 3 3 4 3 3 4 3 4 3 4 4 4 4 4 5 71 3,74 

59 4 4 3 3 4 4 4 4 4 4 3 4 3 4 4 4 4 4 4 72 3,79 

60 4 4 4 4 4 4 4 4 4 4 3 4 3 5 4 5 4 5 4 77 4,05 

61 5 5 4 4 5 5 5 5 5 4 3 4 4 4 5 4 4 4 3 82 4,32 

62 5 5 5 5 5 5 5 5 5 4 3 4 4 4 5 4 4 4 3 84 4,42 



No. 

Res 

Item Pernyataan 
Total 

Rata-

Rata 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 

63 3 4 5 5 3 3 3 3 3 4 3 3 4 3 3 3 4 3 5 67 3,53 

64 5 3 4 4 3 5 5 4 5 4 3 5 3 5 5 5 5 5 4 82 4,32 

65 3 4 3 5 5 4 3 5 4 4 3 5 5 5 3 5 5 5 5 81 4,26 

66 5 5 5 4 5 5 5 4 5 4 3 4 4 5 5 5 4 4 4 85 4,47 

67 3 4 5 5 5 5 3 4 5 4 3 4 4 5 3 5 4 4 4 79 4,16 

68 5 5 5 5 5 5 5 5 5 4 4 4 4 4 5 4 4 5 5 88 4,63 

69 5 3 4 4 3 5 5 4 5 5 5 5 4 4 5 4 5 4 4 83 4,37 

70 3 4 3 5 5 4 3 5 4 5 5 4 3 4 3 4 4 4 5 77 4,05 

71 5 5 5 4 5 5 5 4 5 3 3 4 3 4 5 4 4 4 4 81 4,26 

72 3 4 5 5 5 5 3 4 5 4 3 4 3 5 3 5 4 5 4 79 4,16 

73 5 4 5 5 4 5 5 4 5 4 3 4 4 4 5 4 4 4 3 81 4,26 

74 4 5 4 5 4 4 4 3 4 4 3 4 4 4 4 4 4 4 3 75 3,95 

75 3 4 4 4 4 4 3 4 4 4 3 3 4 3 3 3 4 3 5 69 3,63 

76 4 5 4 4 4 4 4 4 4 4 3 5 3 5 4 5 5 5 4 80 4,21 

77 4 4 4 4 5 5 4 5 5 4 3 5 5 5 4 5 5 5 5 86 4,53 

78 5 4 5 5 4 4 5 4 4 4 3 4 4 5 5 5 4 4 4 82 4,32 

79 4 3 4 4 4 4 4 4 4 4 3 4 4 5 4 5 4 4 4 76 4,00 

80 4 4 4 4 3 3 4 3 3 4 3 3 4 3 4 3 4 3 5 68 3,58 

81 4 4 3 3 4 4 4 4 4 4 3 5 3 5 4 5 5 5 4 77 4,05 

82 4 4 4 4 4 4 4 4 4 4 3 5 5 5 4 5 5 5 5 82 4,32 

83 5 5 4 4 5 5 5 5 5 4 3 4 4 5 5 5 4 3 4 84 4,42 

84 5 4 5 5 4 5 5 4 5 4 3 4 4 5 5 3 4 4 4 82 4,32 

85 4 5 4 5 4 4 4 3 4 4 3 4 4 4 4 4 4 5 5 78 4,11 

86 3 4 4 4 4 4 3 4 4 4 3 5 4 4 3 5 5 4 4 75 3,95 

87 4 5 4 4 4 4 4 4 4 4 3 4 3 4 4 4 4 4 5 76 4,00 

88 4 4 4 4 5 5 4 5 5 4 3 4 3 4 4 4 4 4 4 78 4,11 

89 5 4 5 5 4 4 5 4 4 4 3 4 3 5 5 5 4 5 4 82 4,32 

90 4 3 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 3 73 3,84 

91 4 4 4 4 3 3 4 3 3 4 3 4 3 4 4 4 4 4 4 70 3,68 

92 4 4 3 3 4 4 4 4 4 4 3 4 3 5 4 5 4 5 4 75 3,95 

93 4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 3 74 3,89 

94 5 5 4 4 5 5 5 5 5 4 3 4 4 4 5 4 4 4 3 82 4,32 



No. 

Res 

Item Pernyataan 
Total 

Rata-

Rata 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 

95 5 5 5 5 5 5 5 5 5 4 3 3 4 3 5 3 4 3 5 82 4,32 

96 3 4 5 5 3 3 3 3 3 4 3 5 3 5 3 5 5 5 4 74 3,89 

97 4 4 4 4 4 3 3 4 3 3 4 5 5 5 4 5 5 5 3 77 4,05 

98 3 4 4 3 3 4 4 4 4 4 4 4 5 4 3 4 4 4 4 73 3,84 

99 5 4 4 4 4 4 4 4 4 4 4 4 3 4 5 4 4 4 5 78 4,11 

Total 407 411 410 421 411 422 407 406 418 401 360 420 400 423 403 428 423 420 416 7807 

4,15 Rata-

Rata 4,11 4,15 4,14 4,25 4,15 4,26 4,11 4,10 4,22 4,05 3,64 4,24 4,04 4,27 4,07 4,32 4,27 4,24 4,20 78,85 

 



Variabel Kepuasan Konsumen (Y) 

No. Res 
Item Pernyataan 

Total 
Rata-

Rata 1 2 3 4 5 6 7 8 9 

1 3 3 4 4 4 3 3 4 3 31 3,44 

2 5 5 3 4 5 5 5 3 5 40 4,44 

3 5 5 5 4 4 5 5 5 5 43 4,78 

4 4 4 5 5 5 4 4 5 4 40 4,44 

5 5 5 5 5 5 5 5 5 3 43 4,78 

6 4 4 4 4 5 4 4 4 5 38 4,22 

7 5 5 4 5 4 5 5 4 4 41 4,56 

8 4 4 3 4 4 4 4 3 4 34 3,78 

9 4 4 3 5 4 4 4 3 4 35 3,89 

10 4 4 3 4 5 4 4 3 5 36 4,00 

11 4 4 4 4 4 4 4 4 4 36 4,00 

12 4 4 4 3 4 4 4 4 4 35 3,89 

13 3 3 4 4 3 3 3 4 3 30 3,33 

14 5 5 3 4 4 5 5 3 5 39 4,33 

15 5 5 5 4 4 5 5 5 5 43 4,78 

16 4 4 5 5 5 4 4 5 4 40 4,44 

17 4 4 5 5 5 4 4 5 4 40 4,44 

18 4 4 4 4 3 4 4 4 4 35 3,89 

19 5 5 5 4 5 5 5 5 5 44 4,89 

20 4 5 4 5 4 4 5 4 5 40 4,44 

21 5 5 3 4 4 5 5 3 4 38 4,22 

22 4 4 5 5 5 4 4 5 4 40 4,44 

23 5 4 4 4 4 5 4 4 4 38 4,22 

24 4 3 4 5 4 4 3 4 5 36 4,00 

25 4 3 4 4 3 4 3 4 5 34 3,78 

26 4 3 5 5 3 4 3 5 5 37 4,11 

27 4 4 4 5 4 4 4 4 5 38 4,22 

28 4 4 4 4 4 4 4 4 4 36 4,00 

29 3 4 3 5 3 3 4 3 4 32 3,56 

30 5 3 5 4 3 5 3 5 3 36 4,00 

31 5 5 5 5 3 5 5 5 5 43 4,78 

32 4 5 4 4 3 4 5 4 5 38 4,22 

33 4 5 4 4 5 4 5 4 5 40 4,44 

34 5 5 5 3 4 5 5 5 5 42 4,67 

35 4 5 4 4 5 4 5 4 5 40 4,44 

36 5 5 3 4 5 5 5 3 4 39 4,33 

37 4 4 5 4 5 4 4 5 4 39 4,33 

38 5 5 5 5 4 5 5 5 5 44 4,89 

39 4 4 5 5 4 4 4 5 4 39 4,33 

40 4 4 5 4 4 4 4 5 4 38 4,22 

41 4 4 4 4 5 4 4 4 4 37 4,11 

42 5 5 5 4 4 5 5 5 5 43 4,78 

43 4 5 4 5 4 4 5 4 5 40 4,44 

44 5 5 3 4 3 5 5 3 4 37 4,11 

45 4 4 5 4 4 4 4 5 4 38 4,22 



No. Res 
Item Pernyataan 

Total 
Rata-

Rata 1 2 3 4 5 6 7 8 9 

46 5 4 4 4 4 5 4 4 4 38 4,22 

47 4 3 4 4 5 4 3 4 5 36 4,00 

48 4 3 4 4 5 4 3 4 5 36 4,00 

49 5 5 5 4 3 5 5 5 5 42 4,67 

50 4 4 5 5 3 4 4 5 4 38 4,22 

51 4 4 5 5 3 4 4 5 4 38 4,22 

52 4 4 4 4 3 4 4 4 4 35 3,89 

53 5 5 5 4 3 5 5 5 5 42 4,67 

54 4 5 4 5 3 4 5 4 5 39 4,33 

55 5 5 3 5 3 5 5 3 4 38 4,22 

56 4 4 5 4 3 4 4 5 4 37 4,11 

57 5 4 4 5 3 5 4 4 4 38 4,22 

58 4 3 4 4 3 4 3 4 5 34 3,78 

59 4 3 4 5 3 4 3 4 5 35 3,89 

60 4 3 5 4 3 4 3 5 5 36 4,00 

61 4 4 4 4 3 4 4 4 5 36 4,00 

62 4 4 4 3 3 4 4 4 4 34 3,78 

63 3 4 3 4 3 3 4 3 4 31 3,44 

64 5 3 5 4 3 5 3 5 3 36 4,00 

65 5 5 5 4 3 5 5 5 5 42 4,67 

66 4 4 5 5 3 4 4 5 4 38 4,22 

67 4 4 5 5 3 4 4 5 4 38 4,22 

68 4 4 5 4 4 4 4 4 4 37 4,11 

69 5 4 4 4 5 5 4 4 4 39 4,33 

70 4 3 4 4 5 4 3 4 5 36 4,00 

71 4 3 4 4 3 4 3 4 5 34 3,78 

72 5 5 5 4 3 4 3 5 5 39 4,33 

73 4 4 5 5 3 4 4 4 5 38 4,22 

74 4 4 5 5 3 4 4 4 4 37 4,11 

75 4 4 4 4 3 3 4 3 4 33 3,67 

76 5 5 5 4 3 5 3 5 3 38 4,22 

77 4 5 4 5 3 5 5 5 5 41 4,56 

78 5 5 3 5 3 4 4 5 4 38 4,22 

79 4 4 5 4 3 4 4 5 4 37 4,11 

80 5 4 4 5 3 3 4 3 4 35 3,89 

81 4 3 4 4 3 5 3 5 3 34 3,78 

82 4 3 4 5 3 5 5 5 5 39 4,33 

83 4 3 5 4 3 4 4 5 4 36 4,00 

84 4 4 4 4 3 4 4 5 4 36 4,00 

85 5 5 5 5 3 4 4 4 4 39 4,33 

86 4 5 4 4 3 5 4 4 4 37 4,11 

87 5 5 3 5 3 4 3 4 5 37 4,11 

88 4 4 5 4 3 4 3 4 5 36 4,00 

89 5 4 4 4 3 4 3 5 5 37 4,11 

90 4 3 4 3 3 4 4 4 5 34 3,78 

91 4 3 4 4 3 4 3 4 5 34 3,78 

92 4 3 5 4 3 4 3 5 5 36 4,00 



No. Res 
Item Pernyataan 

Total 
Rata-

Rata 1 2 3 4 5 6 7 8 9 

93 4 4 4 4 3 4 4 4 5 36 4,00 

94 4 4 4 5 3 4 4 4 4 36 4,00 

95 3 4 3 4 3 3 4 3 4 31 3,44 

96 5 3 5 4 3 5 3 5 3 36 4,00 

97 5 5 5 3 4 5 5 5 5 42 4,67 

98 4 5 4 4 4 4 5 4 5 39 4,33 

99 4 3 4 4 4 4 3 4 5 35 3,89 

Total 424 407 422 424 360 420 400 423 434 3714 

4,17 Rata-

Rata 4,28 4,11 4,26 4,28 3,64 4,24 4,04 4,27 4,38 37,52 

 

  



Lampiran 3. Hasil Uji Instrumen Penelitian 

Hasil Uji Validitas Variabel Kualitas Pelayanan (X1) 

 

Hasil Uji Reliabilitas Variabel Kualitas Pelayanan (X1) 

 
Scale: ALL VARIABLES 

Case Processing Summary 

 N % 

Cases 

Valid 99 100.0 

Excluded
a
 0 .0 

Total 99 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

Reliability Statistics 

Cronbach's Alpha N of Items 

.855 8 



Hasil Uji Validitas Variabel Fasilitas (X2) 



Hasil Uji Reliabilitas Variabel Fasilitas (X2) 

Scale: ALL VARIABLES 

Case Processing Summary 

 N % 

Cases 

Valid 99 100.0 

Excluded
a
 0 .0 

Total 99 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

Reliability Statistics 

Cronbach's Alpha N of Items 

.794 19 

Hasil Uji Validitas Variabel Kepuasan Konsumen (Y) 

 

  



Hasil Uji Reliabilitas Variabel Kepuasan Konsumen (Y) 

Scale: ALL VARIABLES 

Case Processing Summary 

 N % 

Cases 

Valid 99 100.0 

Excluded
a
 0 .0 

Total 99 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

Reliability Statistics 

Cronbach's Alpha N of Items 

.815 9 

 

  



Lampiran 4. Distribusi Frekuensi Variabel Penelitian 

Variabel Kualitas Pelayanan (X1) 
 

Statistics 

 x1.1 x1.2 x1.3 x1.4 x1.5 x1.6 x1.7 x1.8 

N 
Valid 99 99 99 99 99 99 99 99 

Missing 0 0 0 0 0 0 0 0 
Mean 4.1111 4.2626 4.2828 4.1010 4.2828 4.1919 4.0202 3.8182 
Std. Deviation .74078 .69379 .55403 .63076 .49570 .63369 .78220 .70514 
Minimum 3.00 3.00 3.00 3.00 3.00 3.00 3.00 3.00 
Maximum 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 

 

Frequency Table 
x1.1 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 22 22.2 22.2 22.2 

4.00 44 44.4 44.4 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
x1.2 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 14 14.1 14.1 14.1 

4.00 45 45.5 45.5 59.6 

5.00 40 40.4 40.4 100.0 

Total 99 100.0 100.0  
x1.3 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 5 5.1 5.1 5.1 

4.00 61 61.6 61.6 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
x1.4 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 15 15.2 15.2 15.2 

4.00 59 59.6 59.6 74.7 

5.00 25 25.3 25.3 100.0 

Total 99 100.0 100.0  

  



x1.5 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 2 2.0 2.0 2.0 

4.00 67 67.7 67.7 69.7 

5.00 30 30.3 30.3 100.0 

Total 99 100.0 100.0  
x1.6 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 12 12.1 12.1 12.1 

4.00 56 56.6 56.6 68.7 

5.00 31 31.3 31.3 100.0 

Total 99 100.0 100.0  
x1.7 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 29 29.3 29.3 29.3 

4.00 39 39.4 39.4 68.7 

5.00 31 31.3 31.3 100.0 

Total 99 100.0 100.0  
x1.8 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 35 35.4 35.4 35.4 

4.00 47 47.5 47.5 82.8 

5.00 17 17.2 17.2 100.0 

Total 99 100.0 100.0  

 

  



Variabel Fasilitas (X2) 
 

 x2.1 x2.2 x2.3 x2.4 x2.5 x2.6 x2.7 x2.8 x2.9 x2.10 

N 
Valid 99 99 99 99 99 99 99 99 99 99 

Missing 0 0 0 0 0 0 0 0 0 0 
Mean 4.1111 4.1515 4.1414 4.2525 4.1515 4.2626 4.1111 4.1010 4.2222 4.0505 
Std. Deviation .74078 .64466 .67021 .61185 .70514 .66372 .74078 .63076 .67847 .48179 
Minimum 3.00 3.00 3.00 3.00 3.00 3.00 3.00 3.00 3.00 3.00 
Maximum 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 

 

 x2.11 x2.12 x2.13 x2.14 x2.15 x2.16 x2.17 x2.18 x2.19 

N 
Valid 99 99 99 99 99 99 99 99 99 

Missing 0 0 0 0 0 0 0 0 0 
Mean 3.6364 4.2424 4.0404 4.2727 4.0707 4.3232 4.2727 4.2424 4.2020 
Std. Deviation .77531 .57305 .72730 .69720 .77265 .68256 .53104 .60762 .68482 
Minimum 3.00 3.00 3.00 3.00 2.00 3.00 3.00 3.00 3.00 
Maximum 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 

 
Frequency Table 

x2.1 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 22 22.2 22.2 22.2 

4.00 44 44.4 44.4 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
x2.2 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 14 14.1 14.1 14.1 

4.00 56 56.6 56.6 70.7 

5.00 29 29.3 29.3 100.0 

Total 99 100.0 100.0  
x2.3 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 16 16.2 16.2 16.2 

4.00 53 53.5 53.5 69.7 

5.00 30 30.3 30.3 100.0 

Total 99 100.0 100.0  

  



x2.4 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 9 9.1 9.1 9.1 

4.00 56 56.6 56.6 65.7 

5.00 34 34.3 34.3 100.0 

Total 99 100.0 100.0  
x2.5 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 18 18.2 18.2 18.2 

4.00 48 48.5 48.5 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
x2.6 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 12 12.1 12.1 12.1 

4.00 49 49.5 49.5 61.6 

5.00 38 38.4 38.4 100.0 

Total 99 100.0 100.0  
x2.7 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 22 22.2 22.2 22.2 

4.00 44 44.4 44.4 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
x2.8 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 15 15.2 15.2 15.2 

4.00 59 59.6 59.6 74.7 

5.00 25 25.3 25.3 100.0 

Total 99 100.0 100.0  
x2.9 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 14 14.1 14.1 14.1 

4.00 49 49.5 49.5 63.6 

5.00 36 36.4 36.4 100.0 

Total 99 100.0 100.0  

  



x2.10 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 9 9.1 9.1 9.1 

4.00 76 76.8 76.8 85.9 

5.00 14 14.1 14.1 100.0 

Total 99 100.0 100.0  
x2.11 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 54 54.5 54.5 54.5 

4.00 27 27.3 27.3 81.8 

5.00 18 18.2 18.2 100.0 

Total 99 100.0 100.0  
x2.12 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 7 7.1 7.1 7.1 

4.00 61 61.6 61.6 68.7 

5.00 31 31.3 31.3 100.0 

Total 99 100.0 100.0  
x2.13 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 24 24.2 24.2 24.2 

4.00 47 47.5 47.5 71.7 

5.00 28 28.3 28.3 100.0 

Total 99 100.0 100.0  
x2.14 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 14 14.1 14.1 14.1 

4.00 44 44.4 44.4 58.6 

5.00 41 41.4 41.4 100.0 

Total 99 100.0 100.0  
x2.15 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

2.00 1 1.0 1.0 1.0 

3.00 23 23.2 23.2 24.2 

4.00 43 43.4 43.4 67.7 

5.00 32 32.3 32.3 100.0 

Total 99 100.0 100.0  

  



x2.16 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 12 12.1 12.1 12.1 

4.00 43 43.4 43.4 55.6 

5.00 44 44.4 44.4 100.0 

Total 99 100.0 100.0  
x2.17 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 4 4.0 4.0 4.0 

4.00 64 64.6 64.6 68.7 

5.00 31 31.3 31.3 100.0 

Total 99 100.0 100.0  
x2.18 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 9 9.1 9.1 9.1 

4.00 57 57.6 57.6 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
x2.19 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 15 15.2 15.2 15.2 

4.00 49 49.5 49.5 64.6 

5.00 35 35.4 35.4 100.0 

Total 99 100.0 100.0  

 

  



Variabel Kepuasan Konsumen (Y) 

Statistics 

 y.1 y.2 y.3 y.4 y.5 y.6 y.7 y.8 y.9 

N 
Valid 99 99 99 99 99 99 99 99 99 

Missing 0 0 0 0 0 0 0 0 0 
Mean 4.2828 4.1111 4.2626 4.2828 3.6364 4.2424 4.0404 4.2727 4.3838 
Std. Deviation .55403 .74078 .69379 .55403 .77531 .57305 .72730 .69720 .63418 
Minimum 3.00 3.00 3.00 3.00 3.00 3.00 3.00 3.00 3.00 
Maximum 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 

 

Frequency Table 
y.1 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 5 5.1 5.1 5.1 

4.00 61 61.6 61.6 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
y.2 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 22 22.2 22.2 22.2 

4.00 44 44.4 44.4 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
y.3 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 14 14.1 14.1 14.1 

4.00 45 45.5 45.5 59.6 

5.00 40 40.4 40.4 100.0 

Total 99 100.0 100.0  
y.4 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 5 5.1 5.1 5.1 

4.00 61 61.6 61.6 66.7 

5.00 33 33.3 33.3 100.0 

Total 99 100.0 100.0  
y.5 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 54 54.5 54.5 54.5 

4.00 27 27.3 27.3 81.8 

5.00 18 18.2 18.2 100.0 

Total 99 100.0 100.0  



y.6 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 7 7.1 7.1 7.1 

4.00 61 61.6 61.6 68.7 

5.00 31 31.3 31.3 100.0 

Total 99 100.0 100.0  
y.7 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 24 24.2 24.2 24.2 

4.00 47 47.5 47.5 71.7 

5.00 28 28.3 28.3 100.0 

Total 99 100.0 100.0  
y.8 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 14 14.1 14.1 14.1 

4.00 44 44.4 44.4 58.6 

5.00 41 41.4 41.4 100.0 

Total 99 100.0 100.0  
y.9 

 Frequency Percent Valid Percent Cumulative 
Percent 

Valid 

3.00 8 8.1 8.1 8.1 

4.00 45 45.5 45.5 53.5 

5.00 46 46.5 46.5 100.0 

Total 99 100.0 100.0  

 

  



Lampiran 5. Hasil Uji Normalitas Data 

 

One-Sample Kolmogorov-Smirnov Test 

 Kualitas 

Pelayanan (X1) 

Fasilitas (X2) Kepuasan 

Konsumen (Y) 

N 99 99 99 

Normal Parameters
a,b

 
Mean 33.0707 79.1717 37.5152 

Std. Deviation 2.58430 5.44554 2.96704 

Most Extreme Differences 

Absolute .146 .086 .102 

Positive .146 .049 .102 

Negative -.090 -.086 -.093 

Kolmogorov-Smirnov Z 1.448 .856 1.013 

Asymp. Sig. (2-tailed) .302 .457 .257 

a. Test distribution is Normal. 

b. Calculated from data. 

 

  



Lampiran 6. Hasil Analisis Regresi Berganda 

 

Variables Entered/Removed
a
 

Model Variables Entered Variables 

Removed 

Method 

1 

Fasilitas (X2), 

Kualitas 

Pelayanan (X1)
b
 

. Enter 

a. Dependent Variable: Kepuasan Konsumen (Y) 

b. All requested variables entered. 

Model Summary
b
 

Model R R 

Square 

Adjusted R 

Square 

Std. Error 

of the 

Estimate 

Change Statistics Durbin-

Watson 

R Square 

Change 

F 

Change 

df1 df2 Sig. F 

Change 

 

1 .771
a
 .594 .586 1.90965 .594 70.287 2 96 .000 1.642 

a. Predictors: (Constant), Fasilitas (X2), Kualitas Pelayanan (X1) 

b. Dependent Variable: Kepuasan Konsumen (Y) 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 512.639 2 256.319 70.287 .000
b
 

Residual 350.088 96 3.647   

Total 862.727 98    

a. Dependent Variable: Kepuasan Konsumen (Y) 

b. Predictors: (Constant), Fasilitas (X2), Kualitas Pelayanan (X1) 

 

Coefficients
a
 

Model Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. Collinearity 
Statistics 

B Std. 
Error 

Beta Tolerance VIF 

1 

(Constant) .928 3.117  .298 .767   

Kualitas Pelayanan (X1) .538 .084 .469 6.434 .000 .795 1.257 

Fasilitas (X2) .237 .040 .435 5.972 .000 .795 1.257 

a. Dependent Variable: Kepuasan Konsumen (Y) 



Collinearity Diagnostics
a
 

Model Dimension Eigenvalue Condition Index Variance Proportions 

(Constant) Kualitas 
Pelayanan (X1) 

Fasilitas (X2) 

1 

1 2.994 1.000 .00 .00 .00 

2 .003 30.634 .23 1.00 .16 

3 .002 35.837 .77 .00 .84 

a. Dependent Variable: Kepuasan Konsumen (Y) 

 

Residuals Statistics
a
 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 31.9616 43.2764 37.5152 2.28714 99 
Std. Predicted Value -2.428 2.519 .000 1.000 99 
Standard Error of Predicted Value .192 .562 .319 .093 99 
Adjusted Predicted Value 32.1350 43.2174 37.5201 2.28271 99 
Residual -5.83386 5.32644 .00000 1.89006 99 
Std. Residual -3.055 2.789 .000 .990 99 
Stud. Residual -3.091 2.804 -.001 1.004 99 
Deleted Residual -5.97061 5.38272 -.00499 1.94330 99 
Stud. Deleted Residual -3.240 2.911 -.001 1.017 99 
Mahal. Distance .001 7.504 1.980 1.747 99 
Cook's Distance .000 .075 .009 .013 99 
Centered Leverage Value .000 .077 .020 .018 99 

a. Dependent Variable: Kepuasan Konsumen (Y) 

 
Charts 

 
 

 



 

 

 
 

  



Lampiran 7. Surat Menyurat 

 
  



 
  



 
  



 

  



 

 



 

  



 

  



 

  



  



 

  



 

 



 

  



 

  



 



 



 

  



 



 



 



 



 



 



 



 

 


