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KUESIONER PENELITIAN



KUISIONER PENELITIAN

Dengan hormat,

Dalam rangka penulisan skripsi di Universitas Muhammadiyah Ponorogo,
sebagai salah satu syarat untuk memperoleh gelar sarjana pada Fakultas Ekonomi
Jurusan Manajemen, dengan judul skripsi Pengaruh Kualitas Pelayanan
Terhadap Loyalitas Pelanggan Di Swalayan Qoni’ Latansa Gontor maka saya
memohon kepada bapak/ibu untuk mengisi angket yang telah disediakan.

Keberhasilan saya dalam melakukan penelitian ini tidak lepas dari
partisipasi anda semua. Jawaban dari bapak/ibu akan saya jamin kerahasiaanya,

karena semata-mata hanya untuk kepentingan akademik.

Atas kesediaan dan bantuanya saya ucapkan terima kasih.

I. Identitas Responden
Berilah tanda silang (x) pada jawaban anda dengan benar pada daftar isian

identitas responden

Nama
Daerah asal
Jenis Kelamin : a. Laki-laki b. Perempuan
Umur 15-25 Tahun . 36-45 Tahun
. 26-35 Tahun . >45 Tahun
Pendidikan . SMP . Sarjana
. SMA . Lain-lain

Diploma



Pekerjaan . a. Pelajar / Mahasiswa
b. PNS
c. Swasta
d. Lain-lain
Il.  Petunjuk Pengisian
Berikan tanda centang (V) pada alternative jawaban yang anda anggap
paling sesuai.
Keterangan :

1. Sangat Tidak Setuju (STS)

=

Tidak Setuju (TS)

P

Netral (N)

&

Setuju (S)

<

Sangat Setuju (SS)

A. Variabel Independen

No. Pertanyaan STS| TS| N | S | SS

A Kehandalan (reliability) (X1)

1. | Swalayan Qoni’ Latansa Gontor buka

tepat waktu

2. | Swalayan Qoni’ Latansa Gontor
menyediakan produk yang lengkap

dan berkualitas

3. | Swalayan Qoni’ Latansa Gontor
memberikan diskon belanja kepada

pelanggan yang memiliki member




Daya tanggap (responsiveness) (X2)

Karyawan cepat tanggap dalam

menanggapi keluhan konsumen

Karyawan cepat tanggap dalam

mengatasi keluhan konsumen

Karyawan melakukan pelayanan yang

cepat dan tepat

Jaminan (assurance) (X3)

Swalayan Qoni’ Latansa Gontor
memiliki pelayanan yang ramah dan

sopan

Karyawan jelas dalam memberikan

informasi suatu produk

Karyawan menangani  pertukaran
produk dari pelanggan apabila ada

yang rusak atau expired (kadaluarsa)

Empati (empaty) (X4)

Karyawan lebih mendahulukan

kepentingan pelanggan

Karyawan melayani dan menghargai
setiap pelanggan tanpa membeda-

bedakan

Karyawan  memberikan  perhatian

secara penuh kepada pelanggan




E Bukti fisik (tangible) (X5)

1. | Ruangan swalayan selalu bersih

2. | Tempat parkir swalayan yang luas dan
aman

3. | Karyawan Swalayan Qoni’ Latansa
Gontor berpenampilan rapi

Variabel Dependen

No. Pertanyaan STS| TS SS

F Loyalitas Pelanggan (Y)

1. | Anda akan datang kembali dan tetap
setia berbelanja di Swalayan Qoni’
Latansa Gontor

2. | Anda jadikan Swalayan Qoni’ Latansa
Gontor  pilihan  pertama  untuk
berbelanja meskipun ada swalayan lain

3. | Anda menceritakan pengalaman positif
berbelanja di Swalayan Qoni’ Latansa
Gontor kepada orang lain

4. | Anda tidak pernah Dberfikir untuk
beralih ke swalayan lain
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TABULASI DATA KUISIONER

Variabel Independent

Variabel Dependent

No Kehandalan (Reliability) X1 (Regsgssti?lzggsagxz Jaminan (Assurance) X3 Empati (Empaty)X4 Bukti fisik (Tangibles)X5 Loyalitas Pelanggan (Y)
X11 [ X1.2 | X13 | » | X21 | X22 | X23 ¥ X31 | X32 | X33 | » | X41 | X42 | X3 > X51 | X52 | X5.3 > Y1 | Y2 | Y3 | Y4 ]| ¥
1 5 5 5 15 5 5 5 15 5 5 5 15 5 5 4 14 5 5 5 15 5 5 5 4 19
2 5 5 4 14 5 5 5 15 5 5 5 15 5 5 5 15 4 4 4 12 4 5 5 5 19
3 5 5 5 15 4 4 4 12 5 5 5 15 5 5 5 15 4 5 5 14 4 5 5 5 19
4 5 5 5 15 5 5 5 15 5 5 5 15 5 5 o) 15 4 4 4 12 5 5 5 5 20
5 5 5 5 15 4 4 3 11 5 5 5 15 4 4 4 12 4 4 4 12 4 4 4 4 16
6 4 4 4 12 4 4 4 12 5 5 5 15 5 5 5 15 4 4 4 12 4 5 5 5 19
7 5 5 5 15 4 4 4 12 4 4 4 12 4 4 3 11 4 4 5 13 4 4 4 3 15
8 4 4 3 11 3 5 5 13 5 4 5 14 4 4 4 12 3 4 5 12 5 4 4 4 17
9 4 4 4 12 4 4 4 12 5 4 5 14 4 4 4 12 4 5 5 14 5 4 4 4 17
10 4 4 4 12 5 5 5 15 4 5 2 14 3 5 5 13 5 4 4 13 5 4 5 5 19
11 4 5 5 14 4 4 3 11 4 4 4 12 5) 5 5] 15 4 5) ) 14 8 4 5 5 17
12 4 5 5 14 4 4 4 12 5 5 5 15 5 5 5 15 4 5 5 14 4 5 5 5 19
13 5 5 5 15 4 4 4 12 5 5) 5 15 5 5 5, 15 5] 4 4 13 5 4 4 4 17
14 4 4 4 12 4 5 5 14 5 4 4 13 5 5 b, 15 4 4 4 12 4 5 5 5 19
15 5 5 5 15 4 4 4 12 5) 4 3 12 5) 5 5 15 4 4 4 12 4 5 5 4 18
16 5 5 4 14 4 4 4 12 5 5! 5 15 4 4 4 12 4 4 4 12 5 4 4 4 17
17 4 4 4 12 3 5 5 13 5 5 5 15 5 5 4 14 4 4 5 13 5 4 3 3 15
18 4 3 3 10 5 5 5 15 5 5 5 15 5 ” 5 15 3 4 5 12 B 5 5 4 17
19 5 5 4 14 5 5 5) 15 4 5 5 14 5 5 5 15 4 5 ) 14 4 5 5 5 19
20 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 5 4 4 13 5 5 5 5 20
21 5 5 5 15 5 5 5) 15 5 5 5 15 4 4 4 12 4 5 ) 14 5 5 5 5 20
22 5 5 5 15 5 5 4 14 5 5 5 15 5 5 5 15 4 5 5 14 5 5 5 5 20
23 5 5 5 15 5 5 5 15 4 4 5 13 4 4 3 11 5 4 4 13 3 5 5 5 18
24 5 5 5 15 5 5 5 15 4 5 5 14 4 4 4 12 5 5 ) 15 4 5 5 5 19
25 5 5 5 15 5 5 5 15 5 5 5 15 4 4 4 12 4 5 5 14 4 4 5 5 18
26 4 4 4 12 5 5 5 15 5 5 5 15 4 5 5, 14 ) 5 5 15 4 5 5 5 19
27 5 4 5 14 5 5 5 15 5 4 4 13 4 5 5 14 5 5 5 15 5 5 5 5 20
28 5 4 5 14 5 5 5 15 4 4 4 pos 5 5 5 15 5 5 5 15 5 5 5 5 20
29 4 5 5 14 4 4 5 13 4 5 5 14 4 4 3 11 4 4 3 11 4 4 4 3 15
30 4 4 4 12 4 5 5 14 4 5 5 14 4 4 4 12 4 4 4 12 5 4 4 4 17
31 5 5 5 15 5 5 5 15 5 5 4 14 5 5 5 15 5 5 5 15 4 5 5 5 19
32 5 5 5 15 4 5 5 14 4 4 5 13 5 5 5 15 5 5 5 15 4 5 5 5 19
33 5 4 4 13 5 4 4 13 3 4 4 11 5 4 5 14 5 4 5 14 5 5 4 5 19
34 5 4 3 12 5 4 4 13 4 4 5 13 4 5 4 13 4 5 4 13 5 4 5 4 18
35 5 5 5 15 4 5 5 14 5 5 3 13 4 4 4 12 4 4 4 12 4 4 4 4 16
36 5 5 5 15 4 5 5 14 4 4 4 12 4 5 4 13 4 5 4 13 5 4 5 4 18




37

15

14

10

13

13

18

38

14

14

10

13

13

18

39

15

13

12

12

12

16

40

15

14

13

13

13

18

41

15

12

15

13

13

18

42

13

14

14

13

13

17

43

14

15

13

13

16

44

15

15

15

13

13

18

45

15

15

14

12

12

17

46

13

12

13

13

18

47

12

15

12

15

12

16

48

14

12

12

15

13

17

49

14

13

15

13

18

50

14

15

15

15

12

16

51

13

15

12

15

14

19

52

11

13

15

12

12

17

53

13

14

12

14

13

17

54

13

13

10

15

12

16

55

12

14

11

15

14

17

56

10

14

11

15

14

18

57

10

15

15

12

13

17

58

12

15

12

15

14

59

13

14

12

11

12

17

60

15

15

02

15

18

61

14

12

11

12

13

17

62

12

14

14

14

19

63

15

15

12

14

15

20

64

14

12

13

13

17

65

14

15

10

10

14

66

12

15

12

14

14

19

67

12

15

13

13

13

18

68

15

14

13

13

17

69

15

15

15

14

14

19

70

12

15

13

13

13

18

71

15

15

12

15

15

19

72

12

12

11

14

14

17

73

10

15

12

12

12

17

74

11

15

14

75

11

12

12

12

12

17

76

15

14

15

15

15

18

77

12

11

14

13

13

17

78

12

15

10

14

14

18

79

11

13

14

14

17
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12

12

14

14

19
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11
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15

84
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15

13
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12

18
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12
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14
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13

12

18
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15

14

13

15

12

20

88

13

13
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12

17

89
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15

12

14

13

18
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12

15

14

13

12

17
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15

15

14

15

14

19

92

12

12

11

12

15

17

93

15

15

14

15

12

19
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13

13

12

14

15
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12

18
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15

13

13

12

17
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12

12

14

12

17

98

13

15
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14

13

17

99

14

14

15

15

12

19

100

15

13

14

15

14

19







HASIL UJI VALIDITAS

a. Kehandalan (Reliability) (X1)

Correlations

X1.1 X1.2 X1.3 Total
X1.1 Pearson Correlation 1 7317 538" 846"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
X1.2 Pearson Correlation 7317 1 780" 943"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
X1.3 Pearson Correlation 538" 780" 1 876"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
Total Pearson Correlation 846" 943" 876" 1
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100}
**_Correlation is significant at the 0.01 level (2-tailed).
b. Daya Tanggap (Responsiveness) (X2)
Correlations
X2.1 X2.2 X2.3 Total
X2.1 Pearson Correlation 1 4747 4407 772"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 1oo|
X2.2 Pearson Correlation 4747 1 747" 8727
Sig. (2-tailed) .000 .000 .000
N 100 100 100 1oo|
X2.3 Pearson Correlation 440" 747" 1 869"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 1oo|
Total Pearson Correlation 7727 872" 869~ 1




Sig. (2-tailed) .000 .000 .000
N 100 100 100 100
**_Correlation is significant at the 0.01 level (2-tailed).
c. Jaminan (Assurance) (X3)
Correlations
X3.1 X3.2 X3.3 Total
X3.1  Pearson Correlation 1 610" 426" 782"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
X3.2 Pearson Correlation 610" 1 684" 881"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
X3.3 Pearson Correlation 426" 684" 1 818"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
Total Pearson Correlation 782" 881" 818" 1
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100]
**_Correlation is significant at the 0.01 level (2-tailed).
d. Empati (Empaty) (X4)
Correlations
X4.1 X4.2 X4.3 Total
X4.1 Pearson Correlation 1 515" 4917 796"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
X4.2 Pearson Correlation 515" 1 654" 854"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
X4.3 Pearson Correlation 4917 654" 1 863"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100




Total Pearson Correlation 796" 854" 863" 1
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100
**_Correlation is significant at the 0.01 level (2-tailed).
e. Bukti Fisik (Tangibles) (X5)
Correlations
X5.1 X5.2 X5.3 Total
X5.1  Pearson Correlation 1 385" 146 670"
Sig. (2-tailed) .000 148 .000
N 100 100 100 100|
X5.2 Pearson Correlation 385" 1 547" 851"
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100|
X5.3 Pearson Correlation 146 547" 1 749"
Sig. (2-tailed) 148 .000 .000
N 100 100 100 100|
Total Pearson Correlation 670" 851" 749" 1
Sig. (2-tailed) .000 .000 .000
N 100 100 100 100}
**_Correlation is significant at the 0.01 level (2-tailed).
f. Loyalitas Pelanggan ()
Correlations
Y1l Y2 Y3 Y4 T
Y1 Pearson Correlation 1 -.298" -.170 -.201" .202]
Sig. (2-tailed) .003 .090 .045 044
N 100 100 100 100 100
Y2 Pearson Correlation -.298" 1 541" 506" 678
Sig. (2-tailed) .003 .000 .000 .000
N 100 100 100 100 100
Y3 Pearson Correlation -170 541" 1 617" 7917




Sig. (2-tailed) 090 .000 .000 .000
N 100 100 100 100 100
Y4 Pearson Correlation -.201" 506" 617" 1 770"
Sig. (2-tailed) 045 .000 .000 .000
N 100 100 100 100 100
T Pearson Correlation 202" 678" 7917 770" 1
Sig. (2-tailed) 044 .000 .000 .000
N 100 100 100 100 100

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

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




LAMPIRAN 4
UJI RELIABILITAS



HASIL UJI RELIABILITAS

a. Kehandalan (Reliability) (X1)

Case Processing Summary

N %
Cases Valid 100 100.0
Excluded? 0 .0
Total 100 100.0}]

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.859 4

b. Daya Tanggap (Responsiveness) (X2)

Case Processing Summary

N %
Cases Valid 100 100.0}
Excluded? 0 .0
Total 100 100.0}

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.841




c. Jaminan (Assurance) (X3)

Case Processing Summary

N %
Cases Valid 100 100.0}
Excluded® 0 .0
Total 100 100.0}

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.825

d. Empati (Empaty) (X4)

Case Processing Summary

N %
Cases Valid 100 100.0}
Excluded? 0 .0
Total 100 100.0}

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.841




e.

f.

Bukti Fisik (Tangibles) (X5)

Case Processing Summary

N %
Cases Valid 100 100.0}
Excluded® 0 .0
Total 100 100.0}

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.806

Loyalitas Pelanggan ()

Case Processing Summary

N %
Cases Valid 100 100.0}
Excluded? 0 .0
Total 100 100.0}

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.716




LAMPIRAN 5

UJI REGRESI LINEAR
BERGANDA, UJI F, UJI t, DAN
KOEFISIEN DETERMINASI



a. Hasil Uji Regresi Linear Berganda dan Hasil Uji t

Coefficients?

HASIL REGRESI LINEAR BERGANDA

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 1.107 1.657 .668 .506
Kehandalan .180 .057 222 3.141 .002
DayaTanggap 155 .074 .146 2.089 .039
Jaminan 115 .054 .145 2.113 .037
Empati .376 .073 .380 5.141 .000
BuktiFisik 419 .083 .369 5.021 .000

a. Dependent Variable: LoyalitasPelanggan

b. Hasil Uji
ANOVA"®
Model Sum of Squares df Mean Square F Sig.
1 Regression 122.099 5 24.420 24.500 .000°
Residual 93.691 94 .997
Total 215.790 99

a. Predictors: (Constant), BuktiFisik, Jaminan, DayaTanggap, Kehandalan, Empati

b. Dependent Variable: Loyalitas

c. Hasil Analisis Koefisien Determinasi

Model Summary

Model

R R Square

Adjusted R Square

Std. Error of the

Estimate

1

7522

.566

.543

.998

a. Predictors: (Constant), BuktiFisik, Jaminan, DayaTanggap, Kehandalan,

Empati
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