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LAMPIRAN 2
TABULASI SPSS

Service Quality

Customer Perceived Service Quality

No | X1 | X1.2 | X1.3 | X14 | X1.5 | X1.6 | X17 | X1.8 1. Skor | X2.1 | X2.2 | X2.3 | X244 | X2.5 | X2.6 | Skor
1 4 5 4 4 5 5 4 5 5 41 5 5 5 5 5 5 30
2 4 4 4 4 3 4 5 4 4 36 4 4 5 4 4 4 25
3 3 3 3 3 4 3 3 3 4 29 5 5 4 5 5 5 28
4 3 4 4 4 3 4 4 3 3 32 4 4 4 5 4 4 25
5 4 3 4 4 4 4 4 4 4 35 4 5 4 4 4 4 25
6 4 4 5 4 5 4 5 4 4 39 5 4 5 5 5 4 27
7 4 5 4 4 4 5 4 5 5 40 4 4 4 5 4 5 26
8 4 3 4 4 4 4 3 3 4 33 4 4 4 4 4 4 24
9 5 4 5 5 5 5 5 4 5 43 5 5 5 5 5 5 30
10 4 3 4 4 4 4 4 5 4 36 4 4 4 4 5 4 25
11 4 4 4 4 5 4 4 5 4 38 4 5 4 4 4 5 26
12 3 4 4 3 4 4 4 4 5 35 4 4 4 4 5 4 25
13 4 4 5 3 4 4 4 3 4 35 4 4 5 4 4 4 25
14 5 4 4 5 4 4 5 4 4 39 4 4 4 4 4 4 24
15 4 4 5 4 4 5 4 4 5 39 4 4 4 4 4 4 24
16 4 5 4 4 5 4 3 4 4 37 5 4 4 4 4 4 25
17 4 4 5 4 4 5 4 4 5 39 4 4 4 4 4 4 24
18 4 5 4 4 5 4 3 4 4 37 5 4 4 4 4 4 25
19 4 5 4 5 5 4 5 4 4 39 3 4 4 5 4 5 25
20 4 4 4 4 4 4 4 4 3 35 4 3 4 4 4 4 23
21 3 4 3 3 2 3 4 3 4 29 3 4 3 3 3 3 19
22 4 3 4 4 3 4 3 4 4 33 4 3 4 4 3 4 22
23 2 3 3 3 4 3 4 3 3 28 3 4 3 4 4 4 22
24 4 5 4 4 4 4 5 4 4 38 4 4 5 4 4 4 25
25 3 4 3 4 3 3 4 3 4 31 5 5 4 3 4 5 26
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326 4 4 4 4 4 4 4 35 4 4 23
327 3 4 4 4 3 4 5 36 4 3 23
328 4 3 4 4 4 4 4 35 4 4 25
Customer Satisfication Repurchase Intention
No | V1. Y1.2 Y13 Y1.4 Y1.5 Y1.6 Skor Y2.1 Y2.2 Y2.3 Y2.4 Y2.5 Y2.6 Y2. Y2 Skor
1 5 5 5 5 5 5 30 5 4 4 5 4 5 5 4 36
2 4 4 5 4 5 4 26 5 5 5 5 5 5 5 5 40
3 5 4 4 4 4 4 25 4 5 4 5 5 5 5 5 38
4 5 5 4 5 4 5 28 4 4 4 4 4 4 4 4 32
5 4 4 5 4 4 4 25 4 4 4 4 4 4 4 5 33
6 5 4 4 4 5 4 26 4 4 4 5 4 4 5 4 34
7 4 4 4 5 4 5 26 3 4 3 4 3 4 4 3 28
8 4 5 4 4 4 4 25 4 4 4 4 4 4 4 4 32
9 5 4 4 5 5 5 28 4 4 4 4 4 4 4 4 32
10 4 4 4 4 4 4 24 4 3 3 4 4 4 4 4 30
11 4 4 5 4 5 4 26 4 3 4 4 4 4 5 5 33
12 4 4 4 4 5 4 25 4 4 3 4 4 5 4 4 32
13 3 4 4 5 4 3 23 4 4 4 5 5 5 4 4 35
14 4 5 4 4 5 5 27 4 4 3 5 4 4 5 4 33
15 3 3 4 4 4 5 23 5 4 5 5 4 4 4 4 35
16 3 4 3 4 5 5 24 4 4 4 4 5 4 4 4 33
17 3 3 4 4 4 5 23 5 4 5 5 4 4 4 4 35
18 3 4 3 4 5 5 24 4 4 4 4 5 4 4 4 33
19 4 4 3 4 4 3 22 4 4 4 4 4 4 5 4 33
20 4 3 3 3 3 3 19 4 4 4 5 4 4 3 4 32
21 4 4 4 4 4 3 23 4 4 4 4 4 4 4 4 32
22 3 4 4 3 4 4 22 3 3 4 4 4 4 4 4 30
23 4 3 4 3 4 4 22 3 4 3 4 3 4 3 4 28
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LAMPIRAN 3

FREQUENSI TABULASI

HASIL KUESIONER

SQ1.1
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 6 1.8 1,8 1,8
RAGU-RAGU 83 25,3 25,3 27,1
SETUJU 196 59,8 59,8 86,9
SANGAT SETUJU 43 13,1 13,1 100,0
Total 328 100,0 100,0
SQ1.2
Cumulative
Freqguency Percent Valid Percent Percent
Valid TIDAK SETUJU 3 0,9 0,9 0,9
RAGU-RAGU 86 26,2 26,2 27,1
SETUJU 186 56,7 56,7 83,8
SANGAT SETUJU 53 16,2 16,2 100,0
Total 328 100,0 100,0
SQ1.3
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 2 0,6 0,6 0,6
RAGU-RAGU 56 17,1 17,1 17,7
SETUJU 214 65,2 65,2 82,9
SANGAT SETUJU 56 17,1 17,1 100,0
Total 328 100,0 100,0




SQ1.4

Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 1 0,3 0,3 0,3
RAGU-RAGU 66 20,1 20,1 20,4
SETUJU 219 66,8 66,8 87,2
SANGAT SETUJU 42 12,8 12,8 100,0
Total 328 100,0 100,0
SQ1.5
Cumulative
Freqguency Percent Valid Percent Percent
Valid TIDAK SETUJU 5 1,5 15 15
RAGU-RAGU 65 19,8 19,8 21,3
SETUJU 189 57,6 57,6 79,0
SANGAT SETUJU 69 21,0 21,0 100,0
Total 328 100,0 100,0
SQ1.6
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 4 1,2 1,2 1,2
RAGU-RAGU 55 16,8 16,8 18,0
SETUJU 206 62,8 62,8 80,8
SANGAT SETUJU 63 19,2 19,2 100,0
Total 328 100,0 100,0
SQL1.7
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 1 0,3 0,3 0,3
RAGU-RAGU 60 18,3 18,3 18,6
SETUJU 205 62,5 62,5 81,1
SANGAT SETUJU 62 18,9 18,9 100,0
Total 328 100,0 100,0




SQ1.8

Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 82 25,0 25,0 25,0
SETUJU 194 59,1 59,1 84,1
SANGAT SETUJU 52 15,9 15,9 100,0
Total 328 100,0 100,0
SQ1.9
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU dl 0,3 0,3 0,3
RAGU-RAGU 55 16,8 16,8 17,1
SETUJU 176 53,7 53,7 70,7
SANGAT SETUJU 96 29,3 29,3 100,0
Total 328 100,0 100,0




CPSQ2.1

Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 46 14,0 14,0 14,0
SETUJU 211 64,3 64,3 78,4
SANGAT SETUJU 71 21,6 21,6 100,0
Total 328 100,0 100,0
CPSQ2.2
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU dl 0,3 0,3 0,3
RAGU-RAGU 59 18,0 18,0 18,3
SETUJU 184 56,1 56,1 74,4
SANGAT SETUJU 84 25,6 25,6 100,0
Total 328 100,0 100,0
CPSQ2.3
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 48 14,6 14,6 14,6
SETUJU 199 60,7 60,7 75,3
SANGAT SETUJU 81 24,7 24,7 100,0
Total 328 100,0 100,0
CPSQ2.4
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 38 11,6 11,6 11,6
SETUJU 192 58,5 58,5 70,1
SANGAT SETUJU 98 29,9 29,9 100,0
Total 328 100,0 100,0




CPSQ2.5

Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 36 11,0 11,0 11,0
SETUJU 209 63,7 63,7 74,7
SANGAT SETUJU 83 25,3 25,3 100,0
Total 328 100,0 100,0
CPSQ2.6
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 1 0,3 0,3 0,3
RAGU-RAGU 36 11,0 11,0 11,3
SETUJU 205 62,5 62,5 73,8
SANGAT SETUJU 86 26,2 26,2 100,0
Total 328 100,0 100,0




CS3.1

Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 65 19,8 19,8 19,8
SETUJU 193 58,8 58,8 78,7
SANGAT SETUJU 70 21,3 21,3 100,0
Total 328 100,0 100,0
CS3.2
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 50 15,2 15,2 15,2
SETUJU 199 60,7 60,7 75,9
SANGAT SETUJU 79 24,1 24,1 100,0
Total 328 100,0 100,0
CS3.3
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 56 17,1 17,1 17,1
SETUJU 186 56,7 56,7 73,8
SANGAT SETUJU 86 26,2 26,2 100,0
Total 328 100,0 100,0
CS3.4
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 3 0,9 0,9 0,9
RAGU-RAGU 40 12,2 12,2 13,1
SETUJU 202 61,6 61,6 74,7
SANGAT SETUJU 83 25,3 25,3 100,0
Total 328 100,0 100,0




CS3.5

Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 29 8,8 8,8 8,8
SETUJU 189 57,6 57,6 66,5
SANGAT SETUJU 110 33,5 33,5 100,0
Total 328 100,0 100,0
CS3.6
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 44 13,4 13,4 13,4
SETUJU 188 57,3 57,3 70,7
SANGAT SETUJU 96 29,3 29,3 100,0
Total 328 100,0 100,0




RI4.1

Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 57 17,4 17,4 17,4
SETUJU 223 68,0 68,0 85,4
SANGAT SETUJU 48 14,6 14,6 100,0
Total 328 100,0 100,0
RI14.2
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 68 20,7 20,7 20,7
SETUJU 235 71,6 71,6 92,4
SANGAT SETUJU 25 7,6 7,6 100,0
Total 328 100,0 100,0
R14.3
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 86 26,2 26,2 26,2
SETUJU 202 61,6 61,6 87,8
SANGAT SETUJU 40 12,2 12,2 100,0
Total 328 100,0 100,0
RI4.4
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU 1 0,3 0,3 0,3
RAGU-RAGU 40 12,2 12,2 12,5
SETUJU 198 60,4 60,4 72,9
SANGAT SETUJU 89 27,1 27,1 100,0
Total 328 100,0 100,0




R14.5

Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 46 14,0 14,0 14,0
SETUJU 235 71,6 71,6 85,7
SANGAT SETUJU 47 14,3 14,3 100,0
Total 328 100,0 100,0
RI14.6
Cumulative
Frequency Percent Valid Percent Percent
Valid TIDAK SETUJU il 0,3 0,3 0,3
RAGU-RAGU 36 11,0 11,0 11,3
SETUJU 221 67,4 67,4 78,7
SANGAT SETUJU 70 21,3 21,3 100,0
Total 328 100,0 100,0
RI4.7
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 47 14,3 14,3 14,3
SETUJU 203 61,9 61,9 76,2
SANGAT SETUJU 78 23,8 23,8 100,0
Total 328 100,0 100,0
R14.8
Cumulative
Frequency Percent Valid Percent Percent
Valid RAGU-RAGU 41 12,5 12,5 12,5
SETUJU 231 70,4 70,4 82,9
SANGAT SETUJU 56 17,1 17,1 100,0
Total 328 100,0 100,0




LAMPIRAN 4
HASIL VALIDITAS

Correlations

SQ | SQ SQ SQ SQ SQ SQ SQ SQ
1.1 1.2 1.3 1.4 1.5 1.6 1.7 1.8 1.9 SSQ
S Pearson
(13 Correlation 1 | 200 | 432 | ,440 1,217 | ,290 | ,277 | ,324 | ,241 621"
1. .
Sig. (2-
tailed) ,000 | ,000 | ,000 | ,000 | ,000 | ,000 | ,000 | ,000 ,000
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
(E Correlation go 1 | 140 |.236 | 368 | 414 | 191 | ,292 | ,267 566"
2. .
Sig. (2- ,00 o
tailed) 0 ,0 ,000 | ,000 | ,000 | ,000 | ,000 | ,000 ,000
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
Q Correlation 1213 ,14Q 1 ,373 ,3415* ,42§ ,31*7* ,14g ,20§ 611"
1.
3 .
Sig. (2- o 011 000 | ,000 | ,000 | ,000 | ,007 | ,000 000
ta”ed) 0 y ’ I} Il Il ’ ) y
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
Q Correlation 34 236 | ,372 1 ,404 | ,387 | ,306 | ,247 | ,164 629"
1.
4 )
Sig. (2- ,00
tailed) 0 ,000 | ,000 ,000 | ,000 | ,000 | ,000 | ,003 ,000
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
Q Correlation %1 368 | 345 | ,404 1| 418 | 194,306 | 143 617"
1.
5 .
Sig. (2- ,00
tailed) 0 ,000 | ,000 | ,000 ,000 | ,000 | ,000 | ,010 ,000
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
? Correlation 39 ,41ﬂ ,42§ ,SBZ ,41§ 1 ,33*]; ,362 ,395 ,738**
6
Sig. (2- ,00
tailed) 0 ,000 | ,000 | ,000 | ,000 ,000 | ,000 | ,000 ,000
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
? Correlation 37 191 1,317 1,306 | ,194 | ,331 1 187 1,153 527"
7. .
Sig. (2- ,00
tailed) 0 ,000 | ,000 | ,000 | ,000 | ,000 ,001 | ,006 ,000
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328




S Pearson
Q Correlation 32 |,292 | ,149 | 247 | 306 | ,369 | ,187 1 488 618"
1.
8 .
Sl-g' (2- 00 000 | ,007 | ,000 | ,000 | ,000 | ,001 000 000
ta”ed) 0 ’ ’ ’ I} ll ll ) y
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
Q  Correlation i"’ 267 | ,203 | ,164 | 143 | ,395 | ,153 | ,488 1 566"
1.
9 .
Sig. (2- ,00 000 | ,000 | ,003 | ,010 | ,000 | ,006 | ,000 000
ta”ed) 0 y ’ ’ [} [} l} ’ y
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
S Pearson
S Correlation 62 ,56§ ,613; ,622 ,61*7* ,73§ ,SZZ ,61§ ,56§ 1
Q 1
Sig. (2- 00 1" 900 | ,000 | ,000 | ,000 | ,000 | ,000 | ,000 | ,000
talled) 0 ’ ’ ’ I} [} I} ’ Il
N 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 | 328 328
**_Correlation is significant at the 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).
Correlations
CPSQ | CPSQ | CPSQ | CPSQ | CPSQ | CPSQ | scpP
2.1 2.2 2.3 2.4 2.5 2.6 SQ
CPSQ Pearson
2.1 Correlati 1| 358" | ,395"| 3797 | 470" | ,345"| 651"
on
Sig. (2-
tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 328 328 328 328 328 328 328
CPSQ Pearson
2.2 Correlati | 358" 1| 397" | 466" | 444" | 55077 | 731"
on
Sig. (2-
tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 328 328 328 328 328 328 328
CPSQ Pearson
2.3 Correlati 3957 | 397" 1| 4157 | 423" | 3697 | 676
on
Sig. (2-
tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 328 328 328 328 328 328 328
CPSQ Pearson
2.4 Correlati | 379" | 466" | 415" 1| ,400"| 477" | 675"
on
Sig. (2-
tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 328 328 328 328 328 328 328




CPSQ Pearson
2.5 Correlati | 470" | 444" | 423" | 400" 1| ,4947 | 7217

on

Sig. (2-

tailed) ,000 ,000 ,000 ,000 ,000 | ,000

N 328 328 328 328 328 328 328
CPSQ Pearson
2.6 Correlati | 345" | 507" | 369" | 477" | ,494" 1| 748"

on

Sig. (2-

tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 328 328 328 328 328 328 328
SCPSQ Pearson

Correlati 651" | 731" | 676" | 675" | ,7217 | 748" 1

on

Sig. (2-

tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 328 328 328 328 328 328 328
**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
CS3.1 | CS3.2 | €S3.3 | CS3.4 | CS3.5 | CS3.6 | SCS

CS3.1 Pearson

Correlation 1| ,356" | ,3407 | ,372" | ,377" | ,332" | 688"

Sig. (2-

tailed) 000 | ,000| ,000| ,000| ,000 ,000

N 328 328 328 328 328 328 328
CS3.2 Pearson

Correlation | 356" 1| ,4107 | ,496" | 431" | 3137 | ,733"

Sig. (2-

tailed) ,000 ,000 | ,000| ,000| ,000 ,000

N 328 328 328 328 328 328 328
CS3.3 Pearson

Correlation | 340" | 410" 1] ,3317| ,3317 | ,2457 | ,665°

Sig. (2-

tailed) ,000 | ,000 ,000 | ,000 | ,000 ,000

N 328 328 328 328 328 328 328
CS3.4 Pearson

Correlation | 370" | 496" | 331" 1| ,1017| 3217 | 664"

Sig. (2-

tailed) ,000 | ,000| ,000 ,000 | ,000 ,000

N 328 328 328 328 328 328 328




CS3.5 Pearson

Correlation | 377" | 431" | 3317 | ,191 1| ,3697 | ,660"

Sig. (2-

tailed) ,000 | ,000| ,000]| ,000 ,000 ,000

N 328 328 328 328 328 328 328
CS3.6 Pearson

Correlation | 332" | 313" | 245" | 321" | ,369" 1] ,6277

Sig. (2-

tailed) ,000| ,000| ,000| ,000| ,000 ,000

N 328 328 328 328 328 328 328
SCS Pearson

Correlation | 688" | ,733" | 665" | ,664" | ,660" | ,627" 1

Sig. (2-

tailed) ,000 | ,000| ,000| ,000| ,000| ,000

N 328 328 328 328 328 328 328
**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
RI4.1 | RI42 | RI43 | RI4.4 | RI45 | RI46 | RI47 | RI4.8 | SRI

RI4.1 Pearson

Correlation 11,2917 | ,409" | 463" | 375" | ,160" | ,317" | ,114" | ,655"

Sig. (2-

tailed) ,000 | ,000| ,000| ,000| ,004 000 | ,040 | ,000

N 328 | 328 | 328| 328| 328| 328 328 | 328 328
RI4.2 Pearson

Correlation | 291" 11,2257 | 297" | 2797 | ,116" | ,156 | ,381" | ,557"

Sig. (2-

tailed) ,000 ,000 | ,000| ,000| ,036 005 | ,000 | ,000

N 328 | 328| 328| 328| 328| 328 328 | 328 328
RI4.3 Pearson

Correlation | 409™ | 225~ 11,2497 | ;305" | -,005 ,004 | 1877 | 526"

Sig. (2-

tailed) ,000 | ,000 ,000 | ,000 | ,935 ,089 | ,001 | ,000

N 328 | 328| 328| 328| 328| 328 328 | 328 328
RI4.4 Pearson

Correlation | 463" | 297" | 249" 11,359 | ,313" | ,375" | ,180" | ,696"

Sig. (2-

tailed) ,000 | ,000 | ,000 ,000 | ,000 ,000 | ,001| ,000

N 328 | 328| 328| 328| 328| 328 328 | 328 328




RI4.5 Pearson
Correlation | 375" | 279” | 305" | ,359" 11,2207 | ,3097 | ,295" | ,650"
Sig. (2-
tailed) ,000 | ,000| ,000 | ,000 ,000 ,000 | ,000 | ,000
N 328 | 328| 328| 328| 328| 328 328 | 328 328
RI4.6 Pearson
Correlation | 160™ | ,116" | -,005 | ,313" | ,220" 1| ,3507 | ,222" | 501"
Sig. (2-
tailed) 004 | ,036| ,935| ,000]| ,000 ,000 | ,000 | ,000
N 328 | 328| 328| 328| 328| 328 328 | 328 328
RI4.7 Pearson
Correlation | 317" | 156" | ,094 | ,375" | ,309" | ,350" 11,2647 | 616"
Sig. (2-
tailed) ,000 | ,005| ,089 | ,000| ,000| ,000 ,000 | ,000
N 328 | 328| 328| 328| 328| 328 328 | 328 328
RI4.8 Pearson o o - oo e o - -
Correlation | 114 | 3817 | 187" | 1807 | 2057 | 222 264 1| 545
Sig. (2-
tailed) 040 | ,000| ,001| ,001| ,000| ,000 ,000 ,000
N 328 | 328| 328| 328| 328| 328 328 | 328 328
SRI Pearson
Correlation | 655" | 557" | 526" | 696" | ,650" | ,501" | 616" | 545" 1
Sig. (2-
tailed) ,000 | ,000| ,000| ,000| ,000| ,000 ,000 | ,000
N 328 | 328| 328| 328| 328| 328 328 | 328 328

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

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




LAMPIRAN 5

HASIL RELIABILITAS

Case Processing Summary

N %
Cases Valid 328 100,0
Excluded?® 0 ,0
Total 328 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha

N of Items

,789

9

ltem-Total Statistics

Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if tem Deleted | Total Correlation Deleted
SQ1.1 31,80 9,984 ,483 ,768
SQ1.2 31,76 10,165 425 176
SQ1.3 31,65 10,203 ,480 ,768
SQ14 31,72 10,172 ,519 , 7164
SQ1.5 31,66 9,883 481 ,768
SQ1.6 31,64 9,528 ,630 747
SQ1.7 31,64 10,494 ,385 ,781
SQ1.8 31,73 10,081 ,483 ,768
SQ1.9 31,52 10,189 411 778




Case Processing Summary

N

%

Cases

Excluded®

Total

Valid

328 100,0
0 ,0
328 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

,814 6

Item-Total Statistics

Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if tem Deleted [ Total Correlation Deleted
CPSQ2.1 20,64 5,282 ,522 ,796
CPSQ2.2 20,65 4,864 ,595 , 781
CPSQ2.3 20,62 5,154 ,540 , 793
CPSQ2.4 20,54 5,051 ,585 ,783
CPSQ2.5 20,58 5,095 ,613 N
CPSQ2.6 20,57 5,059 ,603 779
Case Processing Summary
N %
Cases  Valid 328 100,0
Excluded® 0 0
Total 328 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

, 761 6




Iltem-Total Statistics

Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if Item Deleted | Total Correlation Deleted

CS3.1 20,70 4,695 ,515 723
CS3.2 20,63 4,578 ,593 ,702
CS3.3 20,62 4,762 475 , 7134
CS34 20,60 4,773 ,495 ,728
CS3.5 20,47 4,873 ,490 ,730
CS3.6 20,55 4,878 450 , 740

Case Processing Summary

N %

Cases  Valid 328 100,0

Excluded® 0 ,0

Total 328 100,0
a. Listwise deletion based on all variables in the
procedure.

Reliability Statistics
Cronbach's
Alpha N of Items
737 8
Item-Total Statistics
Cronbach's
Scale Mean if | Scale Variance | Corrected Item- Alpha if Item
Item Deleted if tem Deleted | Total Correlation Deleted

RI4.1 28,11 5,666 ,518 ,694
RI4.2 28,22 6,078 ,406 , 715
RI4.3 28,23 6,022 ,335 ,730
RI4.4 27,94 5,425 ,542 ,687
RI4.5 28,08 5,776 ,515 ,695
RI14.6 27,99 6,147 ,320 , 732
RI14.7 27,99 5,716 442 ,708
RI14.8 28,04 6,075 ,378 , 720




LAMPIRAN 6
UJI ASUMSI KLASIK

Hasil Uji Normalitas Model Persamaan |

Frequency

Histogram

Dependent Variable: Customer Satisfication
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Normal P-P Plot of Regression Standardized Residual
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~ Dependent Variable: Customer Satisfication
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Mean = -3 95E-16
Std. Dev. = 0,297
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Hasil Uji Normalitas Model Persamaan 11

Frequency

Histogram

Dependent Variable: Repurchase Intention

Mean = -2 10E-17
Std. Dev. = 0,995
N =328
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Hasil Uji Multikolinearitas Model Persamaan |

Collinearity Statistics

Keterangan
Tolerance VIF
Service Quality (.SQ) . . 0,567 1,762
Customer Perceived Service Quality 0567 1762
(CPSQ) ' '
Hasil Uji Multikolinearitas Model Persamaan 11
Collinearity Statistics
Keterangan
Tolerance VIF
Service Quality (SQ)
Customer Perceived Service Quality D526 1,900
0,478 2,090
s 0,573 1,746
Customer Satisfication (CS) ' '
Hasil Uji Heteroskedastisitas Model Persamaan |
Scatterplot
Dependent Variable: Customer Satisfication
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LAMPIRAN 7

HASIL UJI REGRESI

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 CPSQ, SQ° Enter
a. Dependent Variable: CS
b. All requested variables entered.
Model Summaryb
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,654% 427 424 1,972
a. Predictors: (Constant), CPSQ, SQ
b. Dependent Variable: CS
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 942,933 2 471,466 | 121,211 ,000°
Residual 1264,128 325 3,890
Total 2207,061 327
a. Dependent Variable: CS
b. Predictors: (Constant), CPSQ, SQ
Coefficients®
Unstandardized Standardized Collinearity
Model Coefficients Coefficients T Sig. Statistics
B ESrtrc(j)'r Beta Tolerance VIF

(Constant) 6,83 1,175 5,815 .000
1 SQ 0,208 0,041 0,281 5,045 .000 0,567 | 1,762

CPSQ 0,426 0,055 0,433 7,778 .000 0,567 | 1,762

a. Dependent Variable: CS
a. Dependent Variable: RI




Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
2 CS, SQ, CPSQ" Enter
a. Dependent Variable: RI
b. All requested variables entered.
Model Summary”
Adjusted R Std. Error of the
Model R R Square Square Estimate
2 A475% ,225 ,218 2,410
a. Predictors: (Constant), CS, SQ, CPSQ
b. Dependent Variable: RI
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
2 Regression 547,812 3 182,604 31,435 ,OOOb
Residual 1882,127 324 5,809
Total 2429,939 327
a. Dependent Variable: RI
b. Predictors: (Constant), CS, SQ, CPSQ
Coefficients®
Unstandardized Standardized Collinearity
Coefficients Coefficients Statistics
Std.

Model B Error Beta t Sig. Tolerance VIFE
2 (Constant 20,646 1,508 13,688 ,000

SQ -,112 ,052 144 | -2,141 ,033 526 | 1,900

CPSQ 478 ,073 463 | 6,556 ,000 478 | 2,090

CsS 148 ,068 141 | 2,186 ,030 573 | 1,746

a. Dependent Variable: RI




Path Diagram

6,09

Amos Text Output

S50

CPSQ

LAMPIRAN 8

PATH ANALYSIS

Regression Weights: (Group number 1 - Default model)

Yi,Ys X1,X5 Estimate S.E. C.R. P
Cs <--- SQ ,208 ,021 9,935 *kk
CSs <--- CPSQ 426 ,028 15,316 *kk
RI <--- CSs ,148 ,055 2,679 ,007
RI <--- SQ -,112 ,024 -4,690 rxk
RI <--- CPSQ 478 ,036 13,113 *xk

Standardized Regression Weights: (Group number 1 - Default model)

Yi,Y> X1, X5 Estimate
cs <~ S0 371
CcS < CPSQ 571
RI <--- CS ,181
RI < SO -243
RI <--- CPSQ , 781




Covariances: (Group number 1 - Default model)

X1 X, Estimate S.E. C.R.

SQ <> CPSQ 6,088 ,613 9,937 ok
Correlations: (Group number 1 - Default model)

X Xa Estimate
SQ <-> CPSQ ,658
Variances: (Group number 1 - Default model)

X Estimate S.E. C.R. P
SQ 12,324 ,964 12,787 ik
CPSQ 6,952 ,544 12,787 ok
el 1,000
e2 1,000

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
SCS 742
SRI ,616

Standardized Total Effects (Group number 1 - Default model)

Standardized Direct Effects (Group number 1 -

CPSQ SQ CS
CS 571,371,000
RI ,884 -176 181

Default model)

CPSQ SQ CS
cs| 571 ,371 ,000
RI 781 -243 181




Standardized Indirect Effects (Group number 1 - Default model)

CPSQ SQ CS

CS ,000  ,000 ,000

RI ,103  ,067 ,000
Keterangan :
SQ = Service Quality (X3)
CPSQ = Customer Perceived Service Quality (X»)
CS = Customer Satisfication (Y1 Interverning)

RI = Repurchase Intention (Y)
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The Effects of Service Quality and Customer Perceived Service Quality on the Repurchase
Intention with Customer Satisfication as the Intervening Variable in the Case of Bolesa Bottled
Water
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ABSTRACT

This research aims to analyze the effects of Service Quality and Customer Perceived Service Quality
on the Repurchase Intention, with the Customer Satisfaction as the Intervening Variable in the case
of Bolesa Bottled Water produced by Duta Putra Lexindo, Ltd. There are 328 respondents, and this
research uses the Path Analysis method, operated using AMOS 22 and SPSS 22 programs. The result
proves that there is an indirect negative influence from the Service Quality on the Repurchase
Intention, direct positive influence from the Customer Perceived Service Quality on the Repurchase
Intention. Meanwhile, the Service Quality has no direct influence on the Repurchase Intention with
Customer Satisfaction as the Intervening Variable, and the Customer Perceived Quality also has no

direct influence on the Repurchase Intention with Customer Satisfaction as Intervening Variable.
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A. Profil Responden
Berilah tanda centang ( V) untuk setiap jawaban yang menurut anda paling
sesuai dengan diri anda.

Jenis Kelamin : I:I Pria I:I Wanita

Usia ; < 25 Tahun 26-40 Tahun > 40 Tahun
Pendidikan Terakhir : SD SLTP SLTA

|:| Sarjana / Diploma
Pekerjaan X I:I Pegawai I:I Wiraswasta

D Lainnya (Sebutkan)..........cccccoovveviiieieeieenen,

B. Petunjuk Pengisian Kuisioner

1. Sebelum mengisi kuisioner ini, mohon Bapak/lbu membaca setiap
butir pertanyaan dengan cermat tanpa ada satupun yang terlewat.

2. Bapak/lbu diminta untuk memberi tanda centang ( V ) pada kolom
yang sesuai dengan pilihan dan setiap butir pertanyaan hanya
diperbolehkan memilih satu alternatif jawaban.

3. Jika ada kesalahan dalam memilih alternatif jawaban, beri tanda ( X))
pada kolom yang salah kemudia beri tanda centang ( \' ) pada kolom
yang sesuai.

C. Keterangan Jawaban

1. SS : Sangat Setuju

2. S : Setuju

3. RR : Ragu-Ragu

4. TS : Tidak Setuju

5. STS : Sangat Tidak Setuju



Jawaban

No Pertanyaan STS | TS | RR SS
Service Quality (Kualitas Pelayanan)
Reliability (Kehandalan)
1 Ketepatan waktu layanan Bolesa
sesuai dengan waktu yang dijanjikan
2 Karyawan memberikan perhatian
lebih  untuk konsumen maupun
distributor
3 Karyawan  Bolesa  memberikan

pelayanan yang tepat

Responsiveness (Ketanggapan)

4 Informasi yang diberikan karyawan
Bolesa sangat jelas
5 Karyawan Bolesa menyelesaikan

masalah dengan cepat

Assurance (Jaminan dan Kepastian)

6 Karyawan mampu menanamkan
kepercayaan kepada para konsumen
maupun distributor Bolesa

7 Karyawan Bolesa sangat rapi, sopan,
dan ramah dalam melayani

Emphaty (Empati)

8 Secara  keseluruhan karyawan
mempunyai pengetahuan yang tinggi
mengenai produk Bolesa

9 Mampu  memahami  kebutuhan

pelanggan

Customer Perveiced Service Quality ( Persepsi Pelanggan terhadap Kualitas)

Access

1

Saya berpendapat bahwa pelayanan
dari Bolesa mudah untuk diakses




melalui telepon

2 Saya berpendapat bahwa waktu
tunggu pelayaan vyang diberikan
customer service Bolesa tidak lama

Understanding/knowing the customer

3 Saya berpendapat bahwa karyawan
maupun customer service Bolesa
sangat memahami konsumennya

4 Saya berpendapat bahwa karyawan
mengenali pelanggan regulernya

Tangibles

5 Saya berpendapat bahwa penampilan
karyawan sangat sopan dan beretika

6 Saya Dberpendapat bahwa Bolesa
mempunyai karyawan yang trampil
dan berkarakter

Customer Satisfication ( Kepuasan Pelanggan )

Harapan Konsumen

1 Kualitas Bolesa sesuai  dengan
harapan/ keinginan

2 Saya merasa puas dengan tipe produk
yang ditawarankan Bolesa

3 Harga yang ditawarkan Bolesa sangat
sesuai dengan kemampuan konsumen

4 Saya puas dengan kualitas yang
diberikan Bolesa

Perceived performance dan Attribute statisfication

5 Saya puas dengan proses pelayanan
yang cepat dari Bolesa

6 Secara  keseluruhan, saya puas




terhadap produk AMDK Bolesa

Repurchase Intention ( Minat pembelian Ulang )

Minat Transaksional

1 Saya selalu membeli produk Bolesa
untuk air minum baik itu di rumah
ataupun acara tertentu

2 Saya akan membeli produk Bolesa
dibandingkan merek lain

Minat Refrensial

3 Saya  merekomendasikan  produk
Bolesa dengan keluarga dan sahabat

4 Saya sangat senang membagikan
informasi yang baik yang saya dapat
tentang Bolesa kepada sahabat dan
keluarga saya

Minat Preferensial

5 Saya hanya akan membeli AMDK
merek Bolesa

6 Walaupun  produk  AMKD lain
memberikan informasi yang bagus
saya tidak akan beralih ke merek lain

Minat Eksploratif

7 Saya banyak mencari tahu informasi
tentang Bolesa

8 Saya berfikir Bolesa memiliki banyak
sisi positif dan layak serta baik
dikonsumsi
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