
 

Lampiran 1 

KUESIONER 

Para pelanggan Kantor Pos yang terhormat, 

Sehubungan dengan penyusunan kertas kerja yang menjadi salah satu syarat dalam menyelesaikan 

Program Sarjana Ekonomi (S1) Universitas Muhammadiyah Ponorogo, saya mohon kesediaan responden untuk 

menjawab beberapa pertanyaan pada kuesioner ini, mengenai pelayanan jasa yang diberikan. Kuesioner ini akan 

dijadikan sebagai dasar penyusunan kertas kerja yang terkait dengan kualitas jasa pengiriman barang pada 

Kantor Pos Ponorogo. 

Terimakasihataskesediaanrespondenuntukmengisikuesionerini. 

HormatSaya,  

 

Nikita Irani Prima 

 

Jawabdanlingkarilahpadajawaban yang Andaanggap paling benar (satujawabansaja) ! 

1. ApakahandapernahmelakukanpengirimanbarangmelaluijasaPos Indonesia cabangPonorogo ? 

a. Ya    b. Tidak. 

2. ApakahandapernahmelakukanpengirimanbarangmelaluijasaPos Indonesia cabangPonorogo 2 

bulanterakhir? 

a. Ya    b. Tidak. 

3. Jeniskelamin: 

a. Pria    b. Wanita 

4. SaatiniBerusia : …… Tahun 

a. < 18    b. ≥ 18 

5.  Domisiliandasaatini: 

a. Ponorogo   b. Di luarPonorogo 

 

 

 



 

DAFTAR PERTANYAAN 

SkorPenilaianHarapan 

1 = SangatTidakPenting STP 

2 = TidakPenting TP 

3 = KurangPenting KP 

4 = Penting P 

5 = SangatPenting SP 

SkorPenilaianKenyataan 

1 = SangatTidakSetuju STT 

2 = TidakSetuju TS 

3 = KurangSetuju KS 

4 = Setuju S 

5 = SangatSetuju SS 

Tangibles (Penampilanfisik) 

 HARAPAN KENYATAAN 

No. Keterangan STP TP KP P SP STT TS KS S SS 

1. Kantor Pos memiliki peralatan yang 

berpenampilan modern/mutakhir. 
1 2 3 4 5 1 2 3 4 5 

2. Karyawan/kurir Kantor Pos 

berpenampilan rapidan professional. 
1 2 3 4 5 1 2 3 4 5 

3. Lokasi Kantor Pos yang 

strategisdanmudahdijangkauolehsemuap

elanggan. 

1 2 3 4 5 1 2 3 4 5 

4. Kantor Posmemilikiruangtunggu yang 

mencukupi. 
1 2 3 4 5 1 2 3 4 5 

5. Kantor Posmemilikigedung yang baik. 1 2 3 4 5 1 2 3 4 5 

Reliability (Kemampuan memberikan pelayanan) 

 HARAPAN KENYATAAN 

6. TarifpengirimanKantor Posmurah. 1 2 3 4 5 1 2 3 4 5 

7. Kantor 

Posmengirimpaketbarangdankedatangan

paketbarangsesuaidenganwaktu yang 

dijanjikan. 

1 2 3 4 5 1 2 3 4 5 

8. Karyawan bersikap sopan dan 

ramahkepada pelanggan. 
1 2 3 4 5 1 2 3 4 5 



 

9. Kantor 

Posmenyampaikanpaketbarangsesuaide

nganalamat yang dituju. 

1 2 3 4 5 1 2 3 4 5 

10. Kantor 

Posbisamelacakkeberadaanpaketbarang 

(sampaidimanapaketbarangituberada, 

dankapansampainya), 

jikasuatusaatterjadikesalahan. 

1 2 3 4 5 1 2 3 4 5 

Responsiveness (DayaTanggap) 

 HARAPAN KENYATAAN 

11. Kantor 

Posmelakukanperhitungantarifdengante

pat. 

1 2 3 4 5 1 2 3 4 5 

12. Karyawanmemberikanpelayanandengan

cepatkepadapelanggan. 
1 2 3 4 5 1 2 3 4 5 

13. Karyawanselalusiapdansigapsaatpelang

ganmembutuhkanbantuan. 
1 2 3 4 5 1 2 3 4 5 

14. Kantor 

posmengutamakankepentinganpelangga

n. 

1 2 3 4 5 1 2 3 4 5 

Assurance (Jaminan) 

 HARAPAN KENYATAAN 

15. Kantor Posmemberikanjaminan yang 

sebanding, 

jikabarangpelangganrusak/hilang. 

1 2 3 4 5 1 2 3 4 5 

16. Karyawanmenanamkankepercayaankep

adapelanggan. 
1 2 3 4 5 1 2 3 4 5 

17. Pelanggan merasa aman saat 

bertransaksi. 
1 2 3 4 5 1 2 3 4 5 

18. Karyawan kantor Pos Ponorogo dapat 

menyapa/menegur pelanggannya 

dengan sopan. 

1 2 3 4 5 1 2 3 4 5 

Empathy (Perhatian yang diberikan kepada pelanggan) 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 HARAPAN KENYATAAN 

19. KaryawanKantor Pos mau menerima 

kritik dan saran dari pelanggan dengan 

baik. 

1 2 3 4 5 1 2 3 4 5 

20. Pelangganbisamenghubungiloketpelaya

nan Kantor Posdenganmudah, 

baikmelaluiteleponatau internet. 

1 2 3 4 5 1 2 3 4 5 

21. Karyawanmemberikantanggapan yang 

baikpadasaatpelangganmenyampaikank

eluhan. 

1 2 3 4 5 1 2 3 4 5 

22. Kantor Pos melayanisesuaidengan jam 

operasikantor. 
1 2 3 4 5 1 2 3 4 5 



 

Lampiran 2 

Data HarapanPelanggan Kantor Pos 

5 5 5 5 4 24 3 3 4 5 5 20 5 5 5 5 20 3 4 5 5 17 3 3 4 4 14 

5 5 4 4 4 22 4 3 5 4 4 20 4 5 4 5 18 3 5 4 4 16 4 4 4 4 16 

5 5 5 5 5 25 3 3 3 3 3 15 4 4 4 4 16 3 3 3 3 12 4 4 4 4 16 

4 4 4 5 5 22 5 5 4 4 4 22 4 4 5 5 18 5 4 4 4 17 4 4 4 4 16 

4 4 4 4 4 20 4 4 3 3 3 17 3 3 3 3 12 4 3 3 3 13 4 5 5 5 19 

4 4 4 4 4 20 3 3 4 4 4 18 4 4 4 4 16 3 4 4 4 15 5 5 5 5 20 

5 5 5 5 5 25 3 4 5 5 5 22 4 4 4 4 16 4 5 5 5 19 5 5 4 5 19 

4 4 4 4 4 20 4 3 3 3 4 17 4 4 4 4 16 3 3 3 4 13 4 4 4 4 16 

4 4 4 4 4 20 3 4 3 4 3 17 5 5 5 5 20 4 3 4 3 14 4 4 4 4 16 

4 4 4 4 3 19 4 3 3 3 4 17 3 3 3 3 12 3 3 3 4 13 5 5 5 5 20 

3 3 4 4 5 19 3 3 3 4 4 17 4 4 3 3 14 3 3 4 4 14 4 4 4 4 16 

4 4 4 4 4 20 3 3 4 4 5 19 4 4 4 4 16 3 4 4 5 16 4 4 4 4 16 

4 4 4 4 4 20 4 3 3 3 3 16 4 4 4 4 16 3 3 3 3 12 3 3 3 3 12 

5 5 5 5 5 25 4 4 3 3 3 17 3 3 3 3 12 4 3 3 3 13 5 5 4 4 18 

3 3 3 3 3 15 3 3 3 3 3 15 3 3 4 4 14 3 3 3 3 12 4 4 4 4 16 

4 4 4 4 4 20 3 3 3 4 4 17 4 4 4 4 16 3 3 4 4 14 4 4 4 4 16 

5 5 5 5 5 25 4 4 3 3 2 16 4 4 4 4 16 4 3 3 2 12 5 5 5 5 20 

4 4 4 4 4 20 4 4 3 2 3 16 4 4 4 4 16 4 3 2 3 12 3 3 3 3 12 

4 4 4 4 4 20 4 3 3 3 2 15 4 4 3 4 15 3 3 3 2 11 4 4 4 4 16 

4 4 5 5 5 23 4 3 3 3 4 17 3 4 5 5 17 3 3 3 4 13 5 5 5 5 20 

5 5 5 5 5 25 4 4 4 5 5 22 5 5 5 5 20 4 4 5 5 18 4 4 4 4 16 

4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 4 16 4 4 5 5 18 5 4 4 4 17 

5 5 5 5 5 25 3 3 4 4 4 18 5 5 5 5 20 5 5 5 5 20 5 4 5 3 17 

4 4 4 4 4 20 3 3 3 4 4 17 4 4 4 4 16 4 4 5 4 17 4 4 4 4 16 

5 5 5 5 5 25 3 4 4 5 5 21 5 5 5 5 20 5 5 5 4 19 5 5 3 5 18 

5 5 5 5 5 25 4 4 4 3 3 18 4 4 4 4 16 4 4 5 5 18 4 4 4 3 15 

4 4 4 4 4 20 3 4 4 5 5 21 3 3 3 3 12 5 5 4 5 19 3 3 4 4 14 



 

4 4 4 5 5 22 4 3 4 3 4 18 3 3 4 4 14 5 5 5 5 20 3 4 5 5 17 

4 4 4 3 3 18 3 3 4 3 4 17 3 3 3 3 12 5 4 5 5 19 5 5 3 4 17 

5 5 5 5 5 25 4 4 3 4 4 19 3 3 4 3 13 4 5 5 4 18 5 5 4 5 19 

4 4 4 4 4 20 4 4 3 3 3 17 4 4 4 4 16 4 5 5 4 18 4 5 4 5 18 

4 4 4 4 4 20 4 3 4 5 5 21 3 3 4 4 14 4 4 5 5 18 5 3 4 5 17 

4 4 4 4 4 20 3 3 4 4 4 18 3 4 3 3 13 5 5 5 5 20 5 5 5 4 19 

5 5 5 5 5 25 5 5 4 4 4 22 4 4 4 4 16 5 5 5 5 20 5 5 3 4 17 

4 4 4 4 4 20 4 4 5 5 5 23 3 3 4 4 14 5 5 5 5 20 4 4 5 5 18 

4 4 4 4 4 20 4 4 5 4 4 21 3 3 4 4 14 5 5 4 5 19 3 5 5 4 17 

4 4 5 4 4 21 3 4 5 4 4 20 3 3 4 4 14 4 5 5 4 18 4 4 5 5 18 

5 5 5 5 5 25 2 3 3 4 4 16 4 5 5 5 19 4 4 5 4 17 5 5 4 5 19 

4 4 3 4 4 19 4 5 4 3 2 18 3 3 4 4 14 5 4 5 5 19 5 4 4 5 18 

4 4 5 3 4 20 4 3 5 3 2 17 4 4 5 4 17 5 5 5 5 20 4 4 5 5 18 

4 4 5 4 5 22 4 2 4 3 4 17 5 5 4 4 18 5 5 5 4 19 3 5 5 5 18 

5 5 4 5 5 24 4 3 3 3 4 17 5 5 4 5 19 5 5 5 5 20 4 4 3 5 16 

5 5 5 5 5 25 4 4 2 3 4 17 4 4 5 5 18 5 5 5 5 20 3 5 5 5 18 

5 5 5 5 5 25 5 5 5 4 5 24 5 5 5 5 20 5 5 4 5 19 3 4 4 3 14 

4 4 5 5 4 22 2 2 2 3 3 12 4 4 5 4 17 5 5 5 4 19 4 5 5 4 18 

4 4 4 4 4 20 2 2 1 2 2 9 4 4 4 4 16 5 5 5 5 20 3 5 4 5 17 

5 5 3 3 4 20 4 4 2 4 4 18 5 5 5 5 20 5 5 5 5 20 3 4 5 5 17 

5 5 5 5 5 25 5 3 4 2 2 16 5 5 5 5 20 5 5 5 5 20 4 3 5 3 15 

4 4 4 4 4 20 4 4 3 2 2 15 4 4 4 4 16 5 5 5 5 20 4 2 4 3 13 

4 5 5 5 5 24 3 3 4 4 4 18 4 5 4 4 17 4 5 5 5 19 4 3 3 3 13 

5 5 5 5 5 25 5 3 4 2 5 19 5 5 5 5 20 5 5 5 5 20 4 4 2 3 13 

5 5 5 5 5 25 5 5 5 2 3 20 5 5 5 5 20 5 4 5 5 19 5 5 5 4 19 

4 4 5 5 4 22 5 4 4 3 5 21 4 4 4 4 16 5 5 5 5 20 2 2 2 3 9 

4 4 5 5 5 23 4 5 4 2 5 20 4 5 5 4 18 5 5 5 5 20 2 2 1 2 7 

4 4 5 5 5 23 5 5 3 4 2 19 4 5 5 5 19 5 5 5 5 20 4 4 2 4 14 

4 4 4 4 5 21 5 2 4 3 5 19 5 5 5 5 20 4 4 5 5 18 5 3 4 2 14 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

4 4 5 5 3 21 3 4 5 2 4 18 3 4 4 4 15 5 5 4 5 19 4 4 3 2 13 

4 4 5 5 4 22 4 3 4 3 5 19 3 4 4 3 14 5 5 4 5 19 3 3 4 4 14 

4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 16 5 5 5 5 20 5 3 4 2 14 

5 5 5 5 4 24 2 2 2 2 2 10 2 3 4 5 14 5 4 5 5 19 5 5 5 2 17 

5 5 4 4 4 22 5 4 3 5 5 22 4 4 4 4 16 5 4 4 5 18 5 4 4 3 16 

5 5 5 5 5 25 4 2 3 5 5 19 4 4 4 4 16 5 5 5 5 20 4 5 4 2 15 

4 4 4 5 5 22 3 3 4 5 5 20 4 4 4 4 16 5 5 5 5 20 5 5 3 4 17 

4 4 4 4 4 20 4 3 5 4 4 20 4 5 5 4 18 5 5 5 5 20 5 2 4 3 14 

4 4 4 4 4 20 3 3 3 3 3 15 4 5 5 5 19 4 4 4 5 17 5 5 5 4 19 

5 5 5 5 5 25 5 5 4 4 4 22 5 5 5 5 20 5 5 5 5 20 5 3 5 5 18 

4 4 4 4 4 20 4 4 3 3 3 17 3 4 4 4 15 5 5 4 5 19 4 3 5 5 17 

4 4 4 4 4 20 3 3 4 4 4 18 3 4 4 3 14 5 5 5 5 20 5 4 5 4 18 

4 4 4 4 3 19 3 4 5 5 5 22 4 4 4 4 16 5 5 4 5 19 3 4 5 5 17 

5 4 5 4 5 23 3 5 5 5 4 22 5 4 5 4 18 5 5 5 5 20 3 5 5 5 18 



 

Data Kenyataan Kantor Pos Ponorogo 

4 5 5 4 3 21 5 5 5 5 4 24 5 5 5 5 20 4 4 5 5 18 5 5 5 5 20 

3 4 5 4 3 19 5 4 4 4 3 20 5 4 4 3 16 3 3 5 5 16 4 4 4 5 17 

4 5 5 5 4 23 5 5 5 5 4 24 4 4 4 4 16 5 4 5 4 18 5 4 4 5 18 

4 4 5 5 5 23 4 4 5 5 5 23 5 4 3 3 15 3 3 5 5 16 4 4 4 5 17 

4 5 5 5 3 22 5 4 4 4 4 21 5 5 4 4 18 3 4 4 4 15 5 4 4 5 18 

3 4 5 5 2 19 5 4 4 5 3 21 5 4 3 3 15 3 4 5 5 17 4 5 4 5 18 

4 4 5 4 2 19 5 5 3 4 3 20 4 4 4 3 15 3 3 5 5 16 4 5 4 5 18 

3 4 5 5 3 20 5 4 4 4 3 20 4 3 3 3 13 4 4 5 5 18 5 5 5 5 20 

3 4 5 4 2 18 5 4 4 4 3 20 5 2 2 2 11 3 3 3 3 12 3 3 4 5 15 

4 4 5 5 3 21 5 3 3 4 3 18 5 3 3 3 14 3 3 4 5 15 4 4 4 5 17 

3 4 4 4 2 17 5 4 3 4 2 18 5 4 4 3 16 3 4 5 4 16 4 4 4 5 17 

3 4 5 5 3 20 5 5 4 4 3 21 5 4 3 3 15 3 3 5 5 16 4 3 3 5 15 

4 4 5 5 3 21 5 5 4 5 3 22 5 4 4 3 16 2 2 5 5 14 4 4 4 5 17 

2 4 5 4 2 17 4 4 4 4 3 19 5 4 3 3 15 5 5 4 5 19 5 4 4 5 18 

2 3 5 4 2 16 4 4 4 5 4 21 4 4 4 4 16 3 3 4 5 15 4 4 5 5 18 

3 4 5 5 2 19 4 4 4 5 4 21 5 4 3 3 15 3 2 5 4 14 5 4 4 5 18 

3 3 5 5 3 19 4 4 4 4 2 18 5 4 4 3 16 3 3 4 4 14 4 4 4 5 17 

3 4 5 4 3 19 5 5 5 5 3 23 5 5 4 3 17 3 3 4 4 14 4 4 4 5 17 

3 4 5 5 4 21 5 4 5 5 4 23 5 5 4 4 18 4 4 5 5 18 5 4 5 5 19 

4 4 5 4 3 20 4 5 5 5 3 22 5 5 4 3 17 4 4 5 4 17 4 4 4 5 17 

3 4 5 5 4 21 5 4 4 5 3 21 5 4 4 4 17 3 3 5 5 16 4 4 4 5 17 

3 4 5 5 4 21 5 5 4 5 4 23 5 4 4 4 17 3 3 4 4 14 5 4 4 5 18 

4 5 4 4 3 20 4 4 3 4 3 18 5 5 4 4 18 4 3 5 4 16 4 4 3 5 16 

4 4 5 5 4 22 4 4 4 5 3 20 4 4 4 4 16 3 3 5 5 16 4 4 4 5 17 

3 4 5 4 4 20 4 4 4 4 3 19 4 5 4 4 17 4 4 5 4 17 4 4 4 5 17 

4 5 4 4 4 21 4 3 3 4 2 16 5 5 4 3 17 2 4 5 4 15 3 4 3 5 15 

3 4 4 3 3 17 3 3 4 4 4 18 4 3 3 4 14 4 4 4 4 16 4 4 4 5 17 



 

3 4 4 4 4 19 4 4 4 3 4 19 4 4 3 3 14 3 3 3 3 12 3 2 3 2 10 

4 4 4 4 4 20 3 2 3 3 4 15 3 3 3 4 13 4 4 4 3 15 3 3 3 3 12 

3 3 3 4 3 16 3 3 3 4 3 16 4 4 3 3 14 4 3 3 3 13 2 4 3 5 14 

4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 19 4 5 5 5 19 5 4 4 4 17 

4 4 5 5 4 22 5 5 5 4 5 24 4 4 4 5 17 5 5 5 4 19 4 3 4 4 15 

4 4 4 4 5 21 4 3 5 4 4 20 5 5 4 4 18 4 4 5 5 18 5 4 5 5 19 

4 4 3 3 2 16 4 3 3 4 2 16 4 3 3 2 12 2 3 4 4 13 4 5 4 4 17 

3 3 3 3 3 15 2 3 3 4 4 16 3 2 3 3 11 2 3 3 2 10 3 2 3 3 11 

3 3 3 4 3 16 3 2 3 3 5 16 3 3 3 3 12 4 3 3 2 12 3 3 2 3 11 

3 4 2 3 2 14 2 3 2 3 3 13 4 3 2 3 12 3 2 3 3 11 2 3 4 5 14 

2 3 3 2 3 13 3 2 3 2 1 11 3 3 2 2 10 3 2 3 3 11 2 3 2 4 11 

3 2 3 2 3 13 4 3 2 3 4 16 2 3 4 2 11 3 3 2 2 10 3 2 1 2 8 

3 4 3 3 2 15 3 2 2 3 2 12 3 3 2 3 11 3 4 2 4 13 3 2 3 3 11 

3 3 3 4 3 16 3 2 4 2 3 14 2 3 3 3 11 3 4 3 3 13 3 2 3 3 11 

3 2 3 2 2 12 2 2 3 3 2 12 3 3 2 2 10 4 3 5 3 15 2 3 3 3 11 

3 2 3 3 2 13 2 3 2 4 5 16 3 2 2 2 9 3 2 3 3 11 3 3 2 3 11 

3 3 3 3 2 14 2 3 4 2 3 14 3 2 3 2 10 3 4 2 3 12 3 2 2 2 9 

3 2 2 2 3 12 3 2 2 3 3 13 3 3 3 3 12 4 3 3 2 12 3 1 2 2 8 

3 3 3 2 3 14 3 3 2 4 3 15 2 2 3 2 9 4 3 2 2 11 2 3 2 3 10 

2 3 2 2 3 12 3 4 3 2 3 15 3 2 2 2 9 2 3 2 3 10 2 3 4 3 12 

3 3 3 2 3 14 3 3 2 2 2 12 3 3 4 2 12 2 2 3 3 10 2 3 3 3 11 

4 4 3 2 3 16 2 3 3 3 3 14 3 3 3 2 11 3 3 3 2 11 3 3 3 2 11 

3 3 3 3 2 14 3 3 2 3 5 16 3 3 2 3 11 2 3 2 3 10 2 3 3 3 11 

4 3 3 3 3 16 3 3 3 2 3 14 3 3 2 3 11 3 2 3 3 11 3 2 3 3 11 

3 3 3 3 3 15 3 2 2 2 4 13 2 3 2 3 10 2 2 3 3 10 2 3 2 2 9 

3 3 2 3 3 14 2 3 3 3 2 13 3 2 3 4 12 4 3 3 3 13 3 3 3 3 12 

4 3 3 3 2 15 2 3 3 2 3 13 2 3 3 2 10 4 4 2 3 13 2 2 3 2 9 

3 3 3 2 3 14 3 3 3 3 2 14 2 2 4 4 12 3 3 2 3 11 3 3 2 4 12 

3 3 2 3 3 14 3 3 3 3 1 13 4 3 3 2 12 3 3 3 3 12 2 3 3 3 11 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

3 3 3 3 3 15 3 4 2 4 3 16 2 2 4 3 11 2 4 3 3 12 3 3 3 2 11 

3 3 3 3 3 15 4 4 4 4 4 20 3 2 3 4 12 4 2 2 2 10 3 3 3 3 12 

3 3 2 3 3 14 3 2 2 2 3 12 3 3 2 3 11 3 3 2 3 11 3 3 2 3 11 

3 3 3 3 3 15 3 2 3 4 3 15 2 3 4 3 12 3 2 4 3 12 3 3 2 3 11 

3 3 2 2 3 13 3 2 3 4 4 16 4 3 4 3 14 2 2 3 3 10 2 3 3 3 11 

3 3 3 3 4 16 4 2 2 3 2 13 2 3 3 2 10 3 3 4 3 13 2 2 3 2 9 

3 3 3 3 2 14 4 3 2 2 3 14 2 2 3 3 10 3 3 1 2 9 3 2 3 4 12 

3 3 3 4 4 17 3 2 2 3 2 12 2 3 3 2 10 4 3 2 3 12 3 3 3 2 11 

3 3 2 3 3 14 2 3 2 3 3 13 2 4 3 3 12 2 3 3 3 11 2 3 2 3 10 

4 2 3 2 3 14 3 3 3 3 4 16 3 3 3 2 11 2 3 3 3 11 2 3 3 3 11 

3 3 3 3 2 14 3 2 3 2 4 14 3 2 3 3 11 2 3 2 3 10 3 3 2 4 12 

3 2 3 2 2 12 2 2 4 2 3 13 3 3 2 1 9 3 3 2 3 11 2 2 2 2 8 

3 2 3 2 3 13 2 3 2 1 2 10 4 2 4 5 15 4 2 3 2 11 2 2 3 3 10 

3 2 2 2 2 11 3 3 2 2 3 13 3 3 3 2 11 3 3 2 3 11 4 2 3 3 12 



 

Lampiran 3 

Hasil Validitas Kuesioner Harapan 

Correlations 

 V1 V2 V3 V4 V5 Total_Tangibles 

V1 

Pearson Correlation 1 .147 .001 -.146 .565
**
 .631

**
 

Sig. (2-tailed)  .226 .990 .228 .000 .000 

N 70 70 70 70 70 70 

V2 

Pearson Correlation .147 1 -.082 -.110 .287
*
 .442

**
 

Sig. (2-tailed) .226  .502 .365 .016 .000 

N 70 70 70 70 70 70 

V3 

Pearson Correlation .001 -.082 1 .132 -.010 .408
**
 

Sig. (2-tailed) .990 .502  .278 .937 .000 

N 70 70 70 70 70 70 

V4 

Pearson Correlation -.146 -.110 .132 1 -.239
*
 .343

**
 

Sig. (2-tailed) .228 .365 .278  .046 .004 

N 70 70 70 70 70 70 

V5 

Pearson Correlation .565
**
 .287

*
 -.010 -.239

*
 1 .630

**
 

Sig. (2-tailed) .000 .016 .937 .046  .000 

N 70 70 70 70 70 70 

Total_Tangibles 

Pearson Correlation .631
**
 .442

**
 .408

**
 .343

**
 .630

**
 1 

Sig. (2-tailed) .000 .000 .000 .004 .000  

N 70 70 70 70 70 70 

 

Correlations 

 V6 V7 V8 V9 V10 Total_Reliability 

V6 

Pearson Correlation 1 -.097 -.080 -.184 .019 .498
**
 

Sig. (2-tailed)  .426 .512 .126 .873 .000 

N 70 70 70 70 70 70 

V7 

Pearson Correlation -.097 1 -.006 .302
*
 .183 .464

**
 

Sig. (2-tailed) .426  .963 .011 .129 .000 

N 70 70 70 70 70 70 

V8 

Pearson Correlation -.080 -.006 1 -.085 .079 .309
**
 

Sig. (2-tailed) .512 .963  .484 .517 .009 

N 70 70 70 70 70 70 

V9 

Pearson Correlation -.184 .302
*
 -.085 1 .149 .399

**
 

Sig. (2-tailed) .126 .011 .484  .218 .001 

N 70 70 70 70 70 70 

V10 

Pearson Correlation .019 .183 .079 .149 1 .613
**
 

Sig. (2-tailed) .873 .129 .517 .218  .000 

N 70 70 70 70 70 70 

Total_Reliability Pearson Correlation .498
**
 .464

**
 .309

**
 .399

**
 .613

**
 1 



 

Sig. (2-tailed) .000 .000 .009 .001 .000  

N 70 70 70 70 70 70 

 

Correlations 

 V11 V12 V13 V14 Total_Responsiveness 

V11 

Pearson Correlation 1 .008 -.160 .080 .399
**
 

Sig. (2-tailed)  .945 .186 .511 .001 

N 70 70 70 70 70 

V12 

Pearson Correlation .008 1 .244
*
 .389

**
 .666

**
 

Sig. (2-tailed) .945  .042 .001 .000 

N 70 70 70 70 70 

V13 

Pearson Correlation -.160 .244
*
 1 .387

**
 .567

**
 

Sig. (2-tailed) .186 .042  .001 .000 

N 70 70 70 70 70 

V14 

Pearson Correlation .080 .389
**
 .387

**
 1 .791

**
 

Sig. (2-tailed) .511 .001 .001  .000 

N 70 70 70 70 70 

Total_Responsiveness 

Pearson Correlation .399
**
 .666

**
 .567

**
 .791

**
 1 

Sig. (2-tailed) .001 .000 .000 .000  

N 70 70 70 70 70 

 

Correlations 

 V15 V16 V17 V18 Total_Assuranc

e 

V15 

Pearson Correlation 1 .691
**
 .056 .405

**
 .866

**
 

Sig. (2-tailed)  .000 .646 .001 .000 

N 70 70 70 70 70 

V16 

Pearson Correlation .691
**
 1 .119 .185 .822

**
 

Sig. (2-tailed) .000  .325 .124 .000 

N 70 70 70 70 70 

V17 

Pearson Correlation .056 .119 1 -.161 .347
**
 

Sig. (2-tailed) .646 .325  .184 .003 

N 70 70 70 70 70 

V18 

Pearson Correlation .405
**
 .185 -.161 1 .521

**
 

Sig. (2-tailed) .001 .124 .184  .000 

N 70 70 70 70 70 

Total_Assurance 

Pearson Correlation .866
**
 .822

**
 .347

**
 .521

**
 1 

Sig. (2-tailed) .000 .000 .003 .000  

N 70 70 70 70 70 

 

Correlations 

 V19 V20 V21 V22 Total_Empathy 



 

V19 

Pearson Correlation 1 -.056 .012 -.004 .399
**
 

Sig. (2-tailed)  .645 .921 .975 .001 

N 70 70 70 70 70 

V20 

Pearson Correlation -.056 1 .290
*
 .146 .683

**
 

Sig. (2-tailed) .645  .015 .228 .000 

N 70 70 70 70 70 

V21 

Pearson Correlation .012 .290
*
 1 -.004 .578

**
 

Sig. (2-tailed) .921 .015  .975 .000 

N 70 70 70 70 70 

V22 

Pearson Correlation -.004 .146 -.004 1 .519
**
 

Sig. (2-tailed) .975 .228 .975  .000 

N 70 70 70 70 70 

Total_Empathy 

Pearson Correlation .399
**
 .683

**
 .578

**
 .519

**
 1 

Sig. (2-tailed) .001 .000 .000 .000  

N 70 70 70 70 70 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Hasil Uji Validitas Kuesioner Kenyataan 

Correlations 

 V1 V2 V3 V4 V5 Total_Tangibles 

V1 

Pearson Correlation 1 .450
**
 .293

*
 .316

**
 .332

**
 .547

**
 

Sig. (2-tailed)  .000 .014 .008 .005 .000 

N 70 70 70 70 70 70 

V2 

Pearson Correlation .450
**
 1 .685

**
 .710

**
 .327

**
 .845

**
 

Sig. (2-tailed) .000  .000 .000 .006 .000 

N 70 70 70 70 70 70 

V3 

Pearson Correlation .293
*
 .685

**
 1 .831

**
 .267

*
 .871

**
 

Sig. (2-tailed) .014 .000  .000 .026 .000 

N 70 70 70 70 70 70 

V4 

Pearson Correlation .316
**
 .710

**
 .831

**
 1 .361

**
 .901

**
 

Sig. (2-tailed) .008 .000 .000  .002 .000 

N 70 70 70 70 70 70 

V5 

Pearson Correlation .332
**
 .327

**
 .267

*
 .361

**
 1 .566

**
 

Sig. (2-tailed) .005 .006 .026 .002  .000 

N 70 70 70 70 70 70 

Total_Tangibles 

Pearson Correlation .547
**
 .845

**
 .871

**
 .901

**
 .566

**
 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  

N 70 70 70 70 70 70 

 

Correlations 

 V6 V7 V8 V9 V10 Total_Reliability 

V6 

Pearson Correlation 1 .696
**
 .573

**
 .662

**
 .146 .811

**
 

Sig. (2-tailed)  .000 .000 .000 .228 .000 

N 70 70 70 70 70 70 

V7 

Pearson Correlation .696
**
 1 .648

**
 .677

**
 .218 .848

**
 

Sig. (2-tailed) .000  .000 .000 .069 .000 

N 70 70 70 70 70 70 

V8 

Pearson Correlation .573
**
 .648

**
 1 .625

**
 .307

**
 .822

**
 

Sig. (2-tailed) .000 .000  .000 .010 .000 

N 70 70 70 70 70 70 

V9 

Pearson Correlation .662
**
 .677

**
 .625

**
 1 .301

*
 .859

**
 

Sig. (2-tailed) .000 .000 .000  .011 .000 

N 70 70 70 70 70 70 

V10 

Pearson Correlation .146 .218 .307
**
 .301

*
 1 .494

**
 

Sig. (2-tailed) .228 .069 .010 .011  .000 

N 70 70 70 70 70 70 

Total_Reliability 
Pearson Correlation .811

**
 .848

**
 .822

**
 .859

**
 .494

**
 1 

Sig. (2-tailed) .000 .000 .000 .000 .000  



 

N 70 70 70 70 70 70 

 

Correlations 

 V11 V12 V13 V14 Total_Responsi

veness 

V11 

Pearson Correlation 1 .671
**
 .381

**
 .375

**
 .807

**
 

Sig. (2-tailed)  .000 .001 .001 .000 

N 70 70 70 70 70 

V12 

Pearson Correlation .671
**
 1 .558

**
 .414

**
 .850

**
 

Sig. (2-tailed) .000  .000 .000 .000 

N 70 70 70 70 70 

V13 

Pearson Correlation .381
**
 .558

**
 1 .583

**
 .765

**
 

Sig. (2-tailed) .001 .000  .000 .000 

N 70 70 70 70 70 

V14 

Pearson Correlation .375
**
 .414

**
 .583

**
 1 .728

**
 

Sig. (2-tailed) .001 .000 .000  .000 

N 70 70 70 70 70 

Total_Responsiveness 

Pearson Correlation .807
**
 .850

**
 .765

**
 .728

**
 1 

Sig. (2-tailed) .000 .000 .000 .000  

N 70 70 70 70 70 



 

 

Correlations 

 V15 V16 V17 V18 Total_Assuranc

e 

V15 

Pearson Correlation 1 .455
**
 .260

*
 .130 .563

**
 

Sig. (2-tailed)  .000 .030 .285 .000 

N 70 70 70 70 70 

V16 

Pearson Correlation .455
**
 1 .311

**
 .395

**
 .674

**
 

Sig. (2-tailed) .000  .009 .001 .000 

N 70 70 70 70 70 

V17 

Pearson Correlation .260
*
 .311

**
 1 .778

**
 .857

**
 

Sig. (2-tailed) .030 .009  .000 .000 

N 70 70 70 70 70 

V18 

Pearson Correlation .130 .395
**
 .778

**
 1 .829

**
 

Sig. (2-tailed) .285 .001 .000  .000 

N 70 70 70 70 70 

Total_Assurance 

Pearson Correlation .563
**
 .674

**
 .857

**
 .829

**
 1 

Sig. (2-tailed) .000 .000 .000 .000  

N 70 70 70 70 70 

 

Correlations 

 V19 V20 V21 V22 Total_Empathy 

V19 

Pearson Correlation 1 .638
**
 .679

**
 .679

**
 .852

**
 

Sig. (2-tailed)  .000 .000 .000 .000 

N 70 70 70 70 70 

V20 

Pearson Correlation .638
**
 1 .688

**
 .787

**
 .880

**
 

Sig. (2-tailed) .000  .000 .000 .000 

N 70 70 70 70 70 

V21 

Pearson Correlation .679
**
 .688

**
 1 .718

**
 .869

**
 

Sig. (2-tailed) .000 .000  .000 .000 

N 70 70 70 70 70 

V22 

Pearson Correlation .679
**
 .787

**
 .718

**
 1 .915

**
 

Sig. (2-tailed) .000 .000 .000  .000 

N 70 70 70 70 70 

Total_Empathy 

Pearson Correlation .852
**
 .880

**
 .869

**
 .915

**
 1 

Sig. (2-tailed) .000 .000 .000 .000  

N 70 70 70 70 70 

 

 

 

 



 

HasilUjiReliabilitasKuesionerHarapan 

 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.887 5 

 
 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.624 5 

 
 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.898 4 

 
 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.893 4 

 
 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.649 4 

 

 

 

 



 

HasilUjiReliabilitasKuesionerKenyataan 

 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.813 5 

 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.830 5 

 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.791 4 

 
 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.721 4 

 
 

Reliability Statistics 

Cronbach's 

Alpha 

N of Items 

.899 4 

 

 
 

 

 

 



 

Lampiran 4 

PerhitunganJumlahBobotSkordan Rata-rata HarapanPelanggan 

a. Perhitungan Jumlah BobotSkor 

Rumuspersamaan : 

∑yi = (∑ STP × 1) + (∑ TP × 2) + (∑ KP × 3) + (∑ P × 4) + (∑ SP × 5) 

Keterangan : 

∑yi  = Jumlahbobotjawabanpertanyaanekspektasivariabelke–i 

∑ STP = Jumlah orang yang memilihjawabansangattidakpenting 

∑ TP  = Jumlah orang yang memilihjawabantidakpenting 

∑ KP = Jumlah orang yang memilihjawabankurangpenting 

∑ P  = Jumlah orang yang memilihjawabanpenting 

∑ SP  = Jumlah orang yang memilihjawabansangatpenting 

1,2,3,4,5 = skoruntukskala Likert 

 

 Atribut ke 1 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (1 × 2) + (1 × 3) + (13 × 4) + (55 × 5) 

   = 0 + 2 + 3 + 52 + 275 

   =  332 

 Atribut ke 2 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (1 × 3) + (20 × 4) + (49 × 5) 

  = 0 + 0 + 3 + 80 +  245 

  = 328 

 

 Atributke 3 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (0 × 3) + (31 × 4) + (39 × 5) 

  = 0 + 0 + 0 + 124 + 195  

  = 319 

 Atributke 4 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (11 × 3) + (39 × 4) + (20 × 5) 

= 0 + 0 + 33 + 156 +  100 

= 289 

 Atributke 5 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (0 × 3) + (22 × 4) + (48 × 5) 



 

= 0 + 0 + 0 + 88 +  240 

= 328 

 

 Atributke 6 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (19 × 3) + (28 × 4) + (23 × 5) 

= 0 + 0 + 57 + 112 +  115 

  = 284 

 Atributke 7 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (3 × 3) + (22 × 4) + (45 × 5) 

= 0 + 0 + 9 + 88 +  225 

  = 322 

 Atributke 8 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (0 × 3) + (19 × 4) + (51 × 5) 

= 0 + 0 + 0 + 76+  255 

= 331 

 Atributke 9 

∑�� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑�� = (0 × 1) + (0× 2) + (0 × 3) + (23 × 4) + (47 × 5) 

= 0 + 0 +  + 92 +  235 

= 327 

 Atributke 10 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (0 × 3) + (16 × 4) + (54 × 5) 

= 0 + 0 + 0 + 64 +  270 

= 334 

 Atributke 11 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (1 × 3) + (14 × 4) + (55 × 5) 

= 0 + 0 + 3 + 56+  275 

= 334 

 Atributke 12 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (0 × 3) + (17 × 4) + (53 × 5) 

  = 0 + 0 + 0 + 68 +  265 

= 333 

 



 

 Atributke 13 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (0 × 3) + (13 × 4) + (57 × 5) 

= 0 + 0 + 0 + 52+  285 

= 337 

 Atributke 14 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (1 × 3) + (24 × 4) + (45 × 5) 

= 0 + 0 + 3 + 96 +  225 

= 324 

 Atributke 15 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (1 × 3) + (20 × 4) + (49 × 5) 

= 0 + 0 + 3 + 80 +  245 

= 328 

 Atributke 16 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (1 × 3) + (22 × 4) + (47 × 5) 

= 0 + 0 + 3 + 88+  235 

= 326 

 Atributke 17 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (0 × 3) + (14 × 4) + (56 × 5) 

= 0 + 0 + 0 + 56 + 280 

= 336 

 Atributke 18 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (0 × 3) + (14 × 4) + (56 × 5) 

= 0 + 0 + 0 + 56+  280 

= 336 

 

 Atributke 19 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (18 × 3) + (21 × 4) + (31 × 5) 

= 0 + 0 + 54 + 84+  155 

= 293 

 Atributke 20 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 



 

∑��� = (0 × 1) + (0× 2) + (11 × 3) + (32× 4) + (27 × 5) 

= 0 + 0 + 33 + 128+  135 

= 296 

 Atributke 21 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (11 × 3) + (28 × 4) + (31 × 5) 

= 0 + 0 + 33 + 112+  155 

= 300 

 Atributke 22 

∑��� = (∑STP × 1) + (∑TP × 2) + (∑KP × 3) + (∑P × 4) + (∑SP × 5) 

∑��� = (0 × 1) + (0× 2) + (2 × 3) + (29 × 4) + (39 × 5) 

  = 0 + 0 + 6 + 116 +  195 

  = 317 

 

b. Perhitungan Rata-rata JawabanResponden 

Rumuspersamaan : 

� � = 
∑��

�
 

Keterangan : 

� �  = rata-rata jawaban responden untuk pernyataan harapan atribut ke – i 

∑��  = jumlah bobot jawaban pernyataan harapan atribut ke – i 

�  = jumlah responden 

 Atributke 1 

� 1 = 
∑��

�
 

  = 
���

��
 

  = 4,74 

 Atributke 2 

� 2 = 
∑��

�
 

  =
���

��
 

  = 4,68 

 Atributke 3 

� 3 = 
∑��

�
 

  = 
���

��
 

  = 4,55 

 Atributke 4 



 

� 4 = 
∑��

�
 

  = 
���

��
 

  = 4,12 

 Atributke5 

� 5 = 
∑��

�
 

  = 
���

��
 

  = 4,68 

 Atributke6 

� 6 = 
∑��

�
 

  = 
���

��
 

  = 4,05 

 Atributke7 

� 7 = 
∑��

�
 

  = 
���

��
 

  = 4,6 

 

 Atributke8  

� 8 = 
∑��

�
 

= 
���

��
 

= 4,72 

 



 

 Atributke 9 

� 9 = 
∑��

�
 

   = 
���

��
 

   = 4,67 

 Atributke 10 

� 10 = 
∑���

�
 

   = 
���

��
 

   = 4,77 

 Atributke 11 

� 11 = 
∑���

�
 

   = 
���

��
 

   = 4,77 

 Atributke 12 

� 12 = 
∑���

�
 

   = 
���

��
 

   = 4,75 

 Atributke 13 

� 13 = 
∑���

�
 

   = 
���

��
 



 

   = 4,81 

 Atributke 14 

� 14 = 
∑���

�
 

   = 
���

��
 

   = 4,62 

 Atributke 15 

� 15 = 
∑���

�
 

   = 
���

��
 

   = 4,68 

 Atributke 16 

� 16 = 
∑���

�
 

`   = 
���

��
 

 = 4,65 

 Atributke 17 

� 17 = 
∑���

�
 

   = 
���

��
 

   = 4,8 

 Atributke 18 

� 18 = 
∑���

�
 

  = 
���

��
 

   = 4,8 



 

 Atributke 19 

� 19 = 
∑���

�
 

   = 
���

��
 

   = 4,18 

 Atributke 20 

� 20 = 
∑���

�
 

 = 
���

��
 

 = 4,22 

 Atributke 21 

� 21 = 
∑���

�
 

   = 
���

��
 

   = 4,28 

 Atributke 22 

� 22 = 
∑���

�
 

   = 
���

��
 

   = 4.52 

 

 

 

 

 

 

 

 



 

PerhitunganJumlahBobotSkordan Rata-rata KenyataanKualitasPelayanan 

a. PerhitunganJumlahBobotSkor 

Rumuspersamaan : 

∑xi = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

Keterangan : 

∑xi   = Jumlahbobotjawabanpertanyaanekspektasivariabelke – i 

∑ STS = Jumlah orang yang memilihjawabansangattidakpenting 

∑ TS  = Jumlah orang yang memilihjawabantidakpenting 

∑ KS = Jumlah orang yang memilihjawabankurangpenting 

∑ S  = Jumlah orang yang memilihjawabanpenting 

∑ SS  = Jumlah orang yang memilihjawabansangatpenting 

1,2,3,4,5 = skoruntukskala Likert 

 

 Atributke 1 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (0 × 1) + (4× 2) + (46 × 3) + (20 × 4) + (0 × 5) 

  = 0 + 8 + 138 + 80 + 0 

  = 226 

 Atributke 2 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (0 × 1) + (8 × 2) + (28 × 3) + (28 × 4) + (6 × 5) 

   = 0 + 16 + 84 + 112 + 30 

   = 242 

 

 Atributke 3 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (0 × 1) + (9 × 2) + (29 × 3) + (7 × 4) + (25 × 5) 

   = 0 + 18 + 87 + 28 + 125 

   = 258 

 Atributke 4 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (0 × 1) + (14 × 2) + (22 × 3) + (17 × 4) + (17 × 5) 



 

   = 0 + 28 + 66 + 68 + 85 

   = 247 

 Atributke 5 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (0 × 1) + (19 × 2) + (37 × 3) + (12 × 4) + (5 × 5) 

   = 0 + 38 + 111 + 48 + 25 

   = 222 

 Atributke 6 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

  ∑�� = (0 × 1) + (10 × 2) + (25 × 3) + (18 × 4) + (17 × 5) 

   = 0 + 20 + 75 + 72 + 85 

   = 252 

 Atributke 7 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (2 × 1) + (12 × 2) + (32 × 3) + (19 × 4) + (5 × 5) 

 = 2 + 24 + 64 + 76 + 25 

= 191 

 Atributke 8 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (0 × 1) + (17 × 2) + (47 × 3) + (21 × 4) + (9 × 5) 

   = 0 + 34 + 141 + 84 + 45 

   = 304 

 Atributke 9 

∑�� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑�� = (1 × 1) + (12 × 2) + (18 × 3) + (25 × 4) + (14 × 5) 

   = 1 + 24 + 54 + 100 + 70 



 

   = 249 

 Atributke 10 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (0 × 1) + (15 × 2) + (26 × 3) + (19 × 4) + (10 × 5) 

   = 0 + 30 + 78 + 76 + 50 

   = 234 

 

 

 Atributke 11 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

∑��� = (0 × 1) + (12 × 2) + (21 × 3) + (16 × 4) + (21 × 5) 

   = 0 + 24 + 63 + 64 + 105 

   = 256 

 Atributke 12 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (0 × 1) + (13 × 2) + (28 × 3) + (19 × 4) + (10 × 5) 

   = 0 + 26 + 84 + 76 + 50 

   = 236 

 Atributke 13 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (0 × 1) + (12 × 2) + (30 × 3) + (26 × 4) + (2 × 5) 

   = 0 + 24 + 90 + 104 + 10 

   = 228 

 Atributke 14 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (0 × 1) + (13 × 2) + (35 × 3) + (19 × 4) + (3 × 5) 



 

   = 0 + 26 + 105 + 76 + 15 

   = 222 

 

 Atributke 15 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5)  

∑��� = (1 × 1) + (17 × 2) + (33 × 3) + (15 × 4) + (4 × 5) 

  = 1 + 34 + 99 + 60 + 20 

   = 214 

 

 Atributke 16 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (0 × 1) + (12 × 2) + (37 × 3) + (18 × 4) + (3× 5) 

   = 0 + 24 + 111 + 72 + 15 

   = 222 

 Atributke 17 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (1 × 1) + (14 × 2) + (21 × 3) + (12 × 4) + (23 × 5) 

   = 1 + 28 + 63 + 48 + 115 

   = 25 

 Atributke 18 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

∑��� = (0 × 1) + (9 × 2) + (30 × 3) + (15 × 4) + (16 × 5) 

   = 0 + 18 + 90 + 60 + 80 

   = 248 

 Atributke 19 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (0 × 1) + (17 × 2) + (23 × 3) + (20 × 4) + (10 × 5) 

   = 0 + 34 + 46 + 80 + 50 



 

   = 210 

 Atributke 20 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (1 × 1) + (13 × 2) + (27 × 3) + (24 × 4) + (5 × 5) 

   = 1 + 26 + 81 + 96 + 25 

   = 239 

 Atributke 21 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (1 × 1) + (13 × 2) + (26 × 3) + (25 × 4) + (5 × 5) 

   = 1 + 26 + 78 + 100 + 25 

   = 230 

 Atributke 22 

∑��� = (∑ STT × 1) + (∑ TS × 2) + (∑ KS × 3) + (∑ S × 4) + (∑ SS × 5) 

 ∑��� = (0 × 1) + (11 × 2) + (22 × 3) + (7 × 4) + (40 × 5) 

   = 0 + 22 + 66 + 28 + 200 

   = 316 

 

 

 

 

 

 



 

 

a. Perhitungan Rata-rata JawabanResponden 

Rumuspersamaan : 

� � = 
∑��

�
 

Keterangan : 

� � = rata-rata jawaban responden untuk pernyataan kenyataanatributke – i 

∑��  = jumlah bobot jawaban pernyataan kenyataanatributke – i 

�  = jumlah responden 

 

 Atributke 1 

� 1 = 
∑��

�
 

   = 
���

��
 

   = 3,22 

 Atributke 2 

� 2 = 
∑��

�
 

= 
���

��
 

   = 3,45 

 Atributke 3 

� 3 = 
∑��

�
 

= 
���

��
 



 

   = 3,68 

 Atributke 4 

� 4 = 
∑��

�
 

= 
���

��
 

= 3,52 

 Atributke 5 

� 5 = 
∑��

�
 

= 
���

��
 

   = 3,17 

 Atributke 6 

� 6 = 
∑��

�
 

= 
���

��
 

   = 3,6 

 Atributke 7 

� 7 = 
∑��

�
 

= 
���

��
 

  = 2,72 

 Atributke 8 

� 8 = 
∑��

�
 

= 
���

��
 

   = 4,34 

 Atributke 9 

� 9 = 
∑��

�
 

= 
���

��
 

   = 3,55 



 

 Atributke 10 

� 10 = 
∑���

�
 

= 
���

��
 

= 3,34 
 Atributke 11 

� 11 = 
∑���

�
 

= 
���

��
 

   = 3,65 

 Atributke 12 

� 12 = 
∑���

�
 

= 
���

��
 

   = 3,37 

 Atributke 13 

� 13 = 
∑���

�
 

= 
���

��
 

= 3,25 
 Atributke 14 

� 14 = 
∑���

�
 

= 
���

��
 

   = 3,17 

 Atributke 15 

� 15 = 
∑���

�
 

= 
���

��
 

 = 3,05 
 

 Atributke 16 



 

� 16 = 
∑���

�
 

= 
���

��
 

   = 3,17 

 Atributke 17 

� 17 = 
∑���

�
 

= 
���

��
 

 = 3,64 

 Atributke 18 

� 18 = 
∑���

�
 

= 
���

��
 

   = 3,54 

 Atributke 19 

� 19 = 
∑���

�
 

= 
���

��
 

   = 3 

 Atributke 20 

� 20 = 
∑���

�
 

= 
���

��
 

   = 3,41 

 Atributke 21 

� 21 = 
∑���

�
 

= 
���

��
 



 

   = 3,28 

 Atributke 22 

� 22 = 
∑���

�
 

= 
���

��
 

   = 4,51 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Perhitungan Nilai Gap 5 

 

S��  = �� - �� 

Keterangan : 

S��  = Nilai gapatribut ke-i 

��  = Nilai rata-rata kenyataan atribut ke- i 

��  = Nilai rata-rata harapan atribut ke- i 

 

 Atribut ke 1 

S��  = �� - �� 

S��  = �1 – �1 

  = 3,22 – 4,74 

  = -1,52 

 Atribut ke 2 

S��  = �� – �� 

S��  = �2 – �2 

   = 3,45 – 4,68 

   = -1,23 

 Atribut ke 3 

S��  = �� – �� 

S��  = �3 – �3 



 

  = 3,68 – 4,55 

   = - 0,87 

 Atribut ke 4 

S��  = �� - �� 

S��  = �4 – �4 

   = 3,52 – 4,12 

   = - 0,6 

 Atribut ke 5 

S��  = �� – �� 

S��  = �5 – �5 

   = 3,17 – 4,68 

   = - 1,51 

 Atribut ke 6 

S��  = �� – �� 

S��  = �6 – �6 

   = 3,6 – 4,05 

   = - 0,45 

 Atribut ke 7 

S��  = �� – �� 

S��  = �7 – �7 

   = 2,72 – 4,6 



 

   = - 1,88 

 Atribut ke 8 

S��  = �� – �� 

S��  = �8 – �8 

   = 4,34 – 4,72 

   = - 0,38 

 Atribut ke 9 

S��  = �� – �� 

S��  = �9 – �9 

   = 3,55 – 4,67 

   = - 1,12 

 Atribut ke 10 

S��  = �� – �� 

S���  = �10 – �10 

   = 3.34 – 4,77 

   = - 1,43 

 Atribut ke 11 

S��  = �� – �� 

S���  = �11 – �11 

   = 3,65 – 4,77 

   = - 1,12 



 

 Atribut ke 12 

S��  = �� – �� 

S���  = �12 – �12 

   = 3,37 – 4,75 

   = - 1,38 

 Atribut ke 13 

S��  = �� – �� 

S���  = �13 – �13 

 = 3,25 – 4,81 

   = - 1,56 

 Atribut ke 14 

S��  = �� – �� 

S���  = �14 – �14 

   = 3,17 – 4,62 

   = - 1,45 

 Atribut ke 15 

S��  = �� – �� 

S���  = �15 – �15 

   = 3,05 – 4,68 

   = - 1,63 

 Atribut ke 16 

S��  = �� – �� 



 

S���  = �16 – �16 

   = 3,17 – 4,65 

   = - 1,48 

 Atribut ke 17 

S��  = �� – �� 

S���  = �17 – �17 

   = 3,64 – 4,8 

   = - 1,16 

 Atribut ke 18 

S��  = �� – �� 

S���  = �18 – �18 

   = 3,54 – 4,8 

   = - 1,26 

 Atribut ke 19 

S��  = �� – �� 

S���  = �19 – �19 

   = 3 – 4,18 

   = - 1,18 

 Atribut ke 20 

S��  = �� – �� 

S���  = �20 – �20 



 

   = 3,41 – 4,22 

   = - 0,81 

 Atribut ke 21 

S��  = �� – �� 

S���  = �21 – �21 

   = 3,28 – 4,28 

   = - 1 

 Atribut ke 22 

S��  = �� – �� 

S���  = �22 – �22 

   = 4,51 – 4,52 

   = - 0,01 

 

 

 

 

 

 

 

 



Lampiran 5 

Dokumentasi/FotoObservasi 

 

 

Gambar 1 

PengamatanTempatPenelitian 

 

Gambar 2 

PengamatanFasilitas Kantor Pos 

 

 



 

Gambar 3 

SortirPaketBarang 

 

Gambar 4 

KegiatanWawancaraPelanggan 

 

 

 

 



Kegiatanpengarahanpengisiankuesioner

 

 

 

Gambar 5 

Kegiatanpengarahanpengisiankuesioner 

 




