


KUESIONER PENELITIAN

Pengaruh Food Quality, Service Quality dan Service Recovery Terhadap

Kepuasan Konsumen Geprek Assalam 99 Plaosan Magetan

PENGANTAR

Saya dari Fakultas Ekonomi Program Studi Manajemen Universitas
Muhammadiyah Ponorogo, sedang melaksanakan penelitian tentang Pengaruh
Food Quality, Service Quality dan Service Recovery Terhadap Kepuasan

Konsumen Geprek Assalam 99 Plaosan Magetan

Demi tercapainya tujuan penelitian ini, maka peneliti mohon ketersediaannya dan
kesadaran Bapak/lbu/Saudara/i untuk mengisi angket atau daftar pertanyaan yang
telah disediakan berikut sesuai dengan keadaan yang sebenarnya, karena dalam hal

ini jawaban Anda :
1. Dijamin kerahasiaannya
2. Tidak ada kaitannya dengan Kkarir dengan Bapak/Ibu/Saudara/i
3. Tidak berhubungan dengan Partai Politik
4. Semata-mata hanya untuk menambah ilmu pengetahuan

Atas kesediaannya Bapak/Ibu/Saudara/Saudari untuk meluangkan waktunya

mengisi kuesioner ini, peneliti mengucapkan terimakasih.
Hormat saya,

Vidia Kristiana

NIM. 17414555
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IDENTITAS RESPONDEN

Isilah identitas diri Bapak/Ibu/Sdr-1 dengan keadaan yang sebenarnya, berilah tanda
(X) pada jawaban yang sesuai dengan pilihan anda :
1. Umur :
a. 15Thn—-20 Thn b.21 Thn—26 Thn
a. 27 Thn—-32Thn d. >33 Thn
2. Jenis kelamin

a. Laki— Laki b. Perempuan
3. Pekerjaan
a. Tani b. Swasta
c.PNS d. Pelajar/Mahasiswa
4. Frekuensi pembelian
a. 1kali b. 2-5 kali
c.<b kali
5. Datang membeli bersama :
a. Keluarga b. Teman
c. Sendiri

Petunjuk Pengisian

1. Jawablah pertanyaan di bawah ini dengan jujur dan sesuai dengan keadaan anda

2. Bacalah terlebih dahulu pertanyaan dengan cermat sebelum anda memulai
untuk menjawab

3. Pilihlah salah satu jawaban dari 1-5 dengan memberikan tanda checklist (v)
pada salah satu jawaban yang tersedia sesuai keadaan/pendapat Anda

4. Keterangan jawaban sebagai berikut :

Sangat setuju (SS) iy 3
Setuju (S) 4
Netral (N) 03
Tidak Setuju (S) 2

|

Sangat tidak setuju (STS)
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Food Quality

No Pertanyaan Jawaban
STS| TS | N SS
1 Kualitas rasa produk makanan Ayam Geprek
Assalam 99 yang disajikan sesuai dengan harapan
saya
2 Harga produk makanan Geprek Assalam 99 sesuai
dengan porsi yang saya dapatkan
3 Seluruh produk makanan Geprek Assalam 99 yang
disediakan terlihat bersih dan higienis
4 Geprek Assalam 99 memberikan inovasi makanan,
sambal dan minuman yang beragam
5 Geprek Assalam 99 memiliki cita rasa yang khas
Service Quality
No Pertanyaan Jawaban
STS | TS| N SS
1 Geprek Assalam 99 memiliki fasilitas fisik yang
sangat membantu pelanggan
2 Pelayan di Geprek Assalam 99 melayani dengan
cepat tanggap kepada konsumen
3 Pelayan Geprek Assalam 99 sangat handal dalam
melayani konsumen
4 Pelayan Geprek Assalam 99 mampu memberikan
arahan yang baik atas masalah yang dihadapi
pelanggan
Service Recovery
No Pertanyaan Jawaban
STS | TS| N SS
1 Karyawan Geprek Assalam 99 menangani masalah
saya dengan prosedur yang tepat
2 Karyawan Geprek Assalam 99 bersikap adil kepada
pelanggan ,dengan melayani sesuai antrian
3 Pelanggan telah mendapatkan apa yang layak untuk

didapatkan (misal terkait pengembalian
uang,kupon)
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Kepuasan Konsumen

No Pertanyaan Jawaban
STS | TS| N SS
1 Saya merasa puas setelah makan di Geprek
Assalam 99
2 Saya merasa senang karena seluruh pelayanan yang
diberikan sesuai dengan yang saya harapkan
3 Pelayan Geprek Assalam 99 melayani saya dengan
baik
4 Pelayanan Geprek Assalam 99 memberikan
pelayanan yang sama pada setiap pelanggan tanpa
membedakan paket makanannya (standar,premium)
5. | Saya merekomendasikan restoran Geprek Assalam

99 kepada teman dan keluarga saya
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Frequencies

Statistics
Frekuensi Datang
Umur Jenis Kelamin Pekerjaan Pembelian Bersama
Responden Responden Responden Responden Responden
N Valid 85 85 85 85 85
Missing 0 0 0 0 0
Frequency Table
Umur Responden
Cumulative
Frequency Percent Valid Percent Percent
Valid >33 tahun 30 35.3 35.3 35.3
15-20 tahun 14 16.5 16.5 51.8
21-26 tahun 18 21.2 21.2 72.9
27-32 tahun 23 27.1 271 100.0
Total 85 100.0 100.0
Jenis Kelamin Responden
Cumulative
Frequency Percent Valid Percent Percent
Valid  Laki-Laki 33 38.8 38.8 38.8
Perempuan 52 61.2 61.2 100.0
Total 85 100.0 100.0
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Pekerjaan Responden

Cumulative
Frequency Percent Valid Percent Percent

Valid Pelajar/Mahasiswa 25 29.4 29.4 29.4

PNS 23 271 271 56.5

Swasta 22 25.9 25.9 82.4

Tani 15 17.6 17.6 100.0

Total 85 100.0 100.0

Frekuensi Pembelian Responden
Cumulative
Frequency Percent Valid Percent Percent

Valid >5 Kali 27 31.8 31.8 31.8

1 Kali 10 11.8 11.8 43.5

2-5 Kali 48 56.5 56.5 100.0

Total 85 100.0 100.0

Datang Bersama Responden
Cumulative
Frequency Percent Valid Percent Percent

Valid Keluarga 24 28.2 28.2 28.2

Sendiri 43 50.6 50.6 78.8

Teman 18 21.2 21.2 100.0

Total 85 100.0 100.0




Frequencies

Statistics
Food Quality 1 | Food Quality 2 | Food Quality 3

N Valid 85 85 85

Missing 0 0 0
Mean 4.4588 4.1529 4.1647
Median 5.0000 4.0000 4.0000
Mode 5.00 4.00 4.00
Std. Deviation .97043 .74811 .81426
Range 4.00 4.00 4.00
Minimum 1.00 1.00 1.00
Maximum 5.00 5.00 5.00

Statistics
Food Quality 4 | Food Quality 5

N Valid 85 85

Missing 0 0
Mean 3.9765 3.8235
Median 4.0000 4.0000
Mode 4.00 4.00
Std. Deviation .80143 .99015
Range 4.00 4.00
Minimum 1.00 1.00
Maximum 5.00 5.00
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Food Quality 1

Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 3 3.5 35 3.5
2.00 3 3.5 35 7.1
3.00 2 2.4 2.4 9.4
4.00 21 24.7 24.7 34.1
5.00 56 65.9 65.9 100.0
Total 85 100.0 100.0
Food Quality 2
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 1 1.2 1.2 1.2
2.00 1 1.2 1.2 24
3.00 9 10.6 10.6 12.9
4.00 47 55.3 55.3 68.2
5.00 27 31.8 31.8 100.0
Total 85 100.0 100.0
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Food Quality 3

Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 1 1.2 1.2 1.2
2.00 4 4.7 4.7 5.9
3.00 4 4.7 4.7 10.6
4.00 47 55.3 55.3 65.9
5.00 29 34.1 341 100.0
Total 85 100.0 100.0
Food Quality 4
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 3 3.5 3.5 3.5
2.00 2 24 24 5.9
3.00 4 4.7 4.7 10.6
4.00 61 71.8 71.8 82.4
5.00 15 17.6 17.6 100.0
Total 85 100.0 100.0
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Food Quality 5

Cumulative
Frequency Percent Valid Percent Percent

Valid 1.00 4 4.7 4.7 4.7
2.00 3 3.5 35 8.2
3.00 17 20.0 20.0 28.2
4.00 41 48.2 48.2 76.5
5.00 20 235 23.5 100.0
Total 85 100.0 100.0

Frequencies

Statistics
Service Quality | Service Quality | Service Quality | Service Quality
1 2 3 4

N Valid 85 85 85 85
Missing 0 0 0 0

Mean 4.1529 4.2235 4.1647 3.9765
Median 4.0000 4.0000 4.0000 4.0000
Mode 4.00 4.00 4.00 4.00
Std. Deviation .91944 .76183 .78448 .89942
Range 4.00 4.00 4.00 4.00
Minimum 1.00 1.00 1.00 1.00
Maximum 5.00 5.00 5.00 5.00
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Frequency Table

Service Quality 1

Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 2 24 24 24
2.00 4 4.7 4.7 7.1
3.00 6 7.1 7.1 14.1
4.00 40 47.1 47.1 61.2
5.00 33 38.8 38.8 100.0
Total 85 100.0 100.0
Service Quality 2
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 1 1.2 1.2 1.2
2.00 2 24 24 3.5
3.00 5 5.9 5.9 9.4
4.00 46 54.1 54.1 63.5
5.00 31 36.5 36.5 100.0
Total 85 100.0 100.0




Service Quality 3

Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 1 1.2 1.2 1.2
2.00 3 3.5 35 4.7
3.00 5 5.9 5.9 10.6
4.00 48 56.5 56.5 67.1
5.00 28 329 32.9 100.0
Total 85 100.0 100.0
Service Quality 4
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 3 3.5 3.5 3.5
2.00 3 3.5 3.5 7.1
3.00 8 94 9.4 16.5
4.00 50 58.8 58.8 75.3
5.00 21 24.7 24.7 100.0
Total 85 100.0 100.0
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Statistics

Service Service Service
Recovery 1 Recovery 2 Recovery 3
N Valid 85 85 85
Missing 0 0 0
Mean 4.1765 4.0706 3.9765
Median 4.0000 4.0000 4.0000
Mode 4.00 4.00 4.00
Std. Deviation .75870 .81340 .88609
Range 4.00 4.00 4.00
Minimum 1.00 1.00 1.00
Maximum 5.00 5.00 5.00
Service Recovery 1
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 2 2.4 24 24
3.00 6 7.1 7.1 9.4
4.00 50 58.8 58.8 68.2
5.00 27 31.8 31.8 100.0
Total 85 100.0 100.0
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Service Recovery 2

Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 2 24 24 24
2.00 2 24 24 4.7
3.00 7 8.2 8.2 12.9
4.00 51 60.0 60.0 72.9
5.00 23 271 27.1 100.0
Total 85 100.0 100.0
Service Recovery 3
Cumulative
Frequency Percent Valid Percent Percent
Valid 1.00 1 1.2 1.2 1.2
2.00 2 24 24 3.5
3.00 22 25.9 25.9 29.4
4.00 33 38.8 38.8 68.2
5.00 27 31.8 31.8 100.0
Total 85 100.0 100.0
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Statistics

Kepuasan Kepuasan Kepuasan
Konsumen 1 Konsumen 2 Konsumen 3

N Valid 85 85 85

Missing 0 0 0
Mean 4.0941 4.1647 4.0824
Median 4.0000 4.0000 4.0000
Mode 4.00 4.00 4.00
Std. Deviation .54823 .70453 .67633
Range 2.00 2.00 2.00
Minimum 3.00 3.00 3.00
Maximum 5.00 5.00 5.00

Statistics
Kepuasan Kepuasan
Konsumen 4 Konsumen 5

N Valid 85 85

Missing 0 0
Mean 4.0118 4.0353
Median 4.0000 4.0000
Mode 4.00 4.00
Std. Deviation 74792 .60645
Range 3.00 2.00
Minimum 2.00 3.00
Maximum 5.00 5.00
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Kepuasan Konsumen 1

Cumulative
Frequency Percent Valid Percent Percent
Valid 3.00 9 10.6 10.6 10.6
4.00 59 69.4 69.4 80.0
5.00 17 20.0 20.0 100.0
Total 85 100.0 100.0
Kepuasan Konsumen 2
Cumulative
Frequency Percent Valid Percent Percent
Valid 3.00 15 17.6 17.6 17.6
4.00 41 48.2 48.2 65.9
5.00 29 34.1 34.1 100.0
Total 85 100.0 100.0
Kepuasan Konsumen 3
Cumulative
Frequency Percent Valid Percent Percent
Valid 3.00 16 18.8 18.8 18.8
4.00 46 54.1 54.1 72.9
5.00 23 271 27.1 100.0
Total 85 100.0 100.0




Kepuasan Konsumen 4

Cumulative
Frequency Percent Valid Percent Percent
Valid 2.00 3 3.5 35 3.5
3.00 14 16.5 16.5 20.0
4.00 47 55.3 55.3 75.3
5.00 21 24.7 24.7 100.0
Total 85 100.0 100.0
Kepuasan Konsumen 5
Cumulative
Frequency Percent Valid Percent Percent
Valid  3.00 14 16.5 16.5 16.5
4.00 54 63.5 63.5 80.0
5.00 17 20.0 20.0 100.0
Total 85 100.0 100.0
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Correlations

Food Quality 1

Food Quality 2

Food Quality 3

Food Quality 4

Food Quality 1  Pearson Correlation 1 .657" 732" .688"
Sig. (2-tailed) .000 .000 .000
N 85 85 85 85
Food Quality 2  Pearson Correlation .657" 1 .740™ 542"
Sig. (2-tailed) .000 .000 .000
N 85 85 85 85
Food Quality 3  Pearson Correlation 732" 740" 1 .608™
Sig. (2-tailed) .000 .000 .000
N 85 85 85 85
Food Quality 4  Pearson Correlation .688™ 542" .608™ 1
Sig. (2-tailed) .000 .000 .000
N 85 85 85 85
Food Quality 5  Pearson Correlation .692" 551" 671" .670™
Sig. (2-tailed) .000 .000 .000 .000
N 85 85 85 85
Food Quality Pearson Correlation .893" .805™ .876" .822"
Sig. (2-tailed) .000 .000 .000 .000
N 85 85 85 85

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

Food Quality 5 | Food Quality
Food Quality 1  Pearson Correlation 692" .893"
Sig. (2-tailed) .000 .000
N 85 85
Food Quality 2 Pearson Correlation 551" .805"
Sig. (2-tailed) .000 .000
N 85 85
Food Quality 3  Pearson Correlation 671" .876"
Sig. (2-tailed) .000 .000
N 85 85
Food Quality 4  Pearson Correlation .670™ .822"
Sig. (2-tailed) .000 .000
N 85 85
Food Quality 5  Pearson Correlation 1 .856"
Sig. (2-tailed) .000
N 85 85
Food Quality Pearson Correlation .856" 1
Sig. (2-tailed) .000
N 85 85

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

Service Quality

Service Quality

Service Quality

1 2 3
Service Quality 1 Pearson Correlation 1 647" .658"
Sig. (2-tailed) .000 .000
N 85 85 85
Service Quality 2  Pearson Correlation 647" 1 754"
Sig. (2-tailed) .000 .000
N 85 85 85
Service Quality 3  Pearson Correlation .658™ 754" 1
Sig. (2-tailed) .000 .000
N 85 85 85
Service Quality 4  Pearson Correlation 451" 581" .613"
Sig. (2-tailed) .000 .000 .000
N 85 85 85
Service Quality Pearson Correlation .824" .873" .889™
Sig. (2-tailed) .000 .000 .000
N 85 85 85

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

Service Quality

4 Service Quality

Service Quality 1 Pearson Correlation 451" .824"

Sig. (2-tailed) .000 .000

N 85 85

Service Quality 2 Pearson Correlation 581" .873"

Sig. (2-tailed) .000 .000

N 85 85

Service Quality 3  Pearson Correlation 613" .889"

Sig. (2-tailed) .000 .000

N 85 85

Service Quality 4  Pearson Correlation 1 .790"

Sig. (2-tailed) .000

N 85 85

Service Quality Pearson Correlation 790" 1
Sig. (2-tailed) .000

N 85 85

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

Service Service
Recovery 1 Recovery 2
Service Recovery 1  Pearson Correlation 1 .655"
Sig. (2-tailed) .000
N 85 85
Service Recovery 2 Pearson Correlation .655" 1
Sig. (2-tailed) .000
N 85 85
Service Recovery 3 ~ Pearson Correlation 449" 432"
Sig. (2-tailed) .000 .000
N 85 85
Service Recovery Pearson Correlation .839" .840"
Sig. (2-tailed) .000 .000
N 85 85

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

Service Service
Recovery 3 Recovery
Service Recovery 1  Pearson Correlation 449" .839"
Sig. (2-tailed) .000 .000
N 85 85
Service Recovery 2 Pearson Correlation 432" .840™
Sig. (2-tailed) .000 .000
N 85 85
Service Recovery 3 Pearson Correlation 1 .783"
Sig. (2-tailed) .000
N 85 85
Service Recovery Pearson Correlation .783" 1
Sig. (2-tailed) .000
N 85 85

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

106



Correlations

Kepuasan Kepuasan Kepuasan
Konsumen 1 Konsumen 2 Konsumen 3
Kepuasan Konsumen 1 Pearson Correlation 1 514" .460™
Sig. (2-tailed) .000 .000
N 85 85 85
Kepuasan Konsumen 2 Pearson Correlation 514" 1 .621™
Sig. (2-tailed) .000 .000
N 85 85 85
Kepuasan Konsumen 3 Pearson Correlation .460™ 621" 1
Sig. (2-tailed) .000 .000
N 85 85 85
Kepuasan Konsumen 4 Pearson Correlation .346" 539" 492"
Sig. (2-tailed) .001 .000 .000
N 85 85 85
Kepuasan Konsumen 5 Pearson Correlation 491" 432" 457"
Sig. (2-tailed) .000 .000 .000
N 85 85 85
Kepuasan Konsumen Pearson Correlation 701" 817" 793"
Sig. (2-tailed) .000 .000 .000
N 85 85 85

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

Kepuasan Kepuasan Kepuasan
Konsumen 4 Konsumen 5 Konsumen
Kepuasan Konsumen 1 Pearson Correlation .346™ 491" .701™
Sig. (2-tailed) .001 .000 .000
N 85 85 85
Kepuasan Konsumen 2 Pearson Correlation .539" 432" .817"
Sig. (2-tailed) .000 .000 .000
N 85 85 85
Kepuasan Konsumen 3 Pearson Correlation 492" 457" 793"
Sig. (2-tailed) .000 .000 .000
N 85 85 85
Kepuasan Konsumen 4 Pearson Correlation 1 .550" 782"
Sig. (2-tailed) .000 .000
N 85 85 85
Kepuasan Konsumen 5 Pearson Correlation .550" 1 750"
Sig. (2-tailed) .000 .000
N 85 85 85
Kepuasan Konsumen Pearson Correlation 782" 750" 1
Sig. (2-tailed) .000 .000
N 85 85 85

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

N %
Cases  Valid 85 100.0
Excluded? 0 .0
Total 85 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.902

Item-Total Statistics

Corrected ltem- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if tem Deleted Correlation Deleted
Food Quality 1 16.1176 8.153 .814 .868
Food Quality 2 16.4235 9.723 712 .891
Food Quality 3 16.4118 9.007 .805 871
Food Quality 4 16.6000 9.386 .728 .887
Food Quality 5 16.7529 8.331 751 .884
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Case Processing Summary

N %
Cases  Valid 85 100.0
Excluded? 0 .0
Total 85 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of ltems

.859

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
Service Quality 1 12.3647 4.568 .662 .842
Service Quality 2 12.2941 4.829 778 .795
Service Quality 3 12.3529 4.683 .800 .784
Service Quality 4 12.5412 4.799 611 .862
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Case Processing Summary

N %
Cases  Valid 85 100.0
Excluded? 0 .0
Total 85 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.752

ltem-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
Service Recovery 1 8.0471 2.069 .647 .602
Service Recovery 2 8.1529 1.964 .627 .615
Service Recovery 3 8.2471 2.045 484 .790
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Case Processing Summary

N %
Cases  Valid 85 100.0
Excluded? 0 .0
Total 85 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha

N of Items

.826

Item-Total Statistics

Corrected Item- Cronbach's
Scale Mean if | Scale Variance Total Alpha if Item
Item Deleted if Item Deleted Correlation Deleted
Kepuasan Konsumen 1 16.2941 4.782 .563 .809
Kepuasan Konsumen 2 16.2235 4.009 .682 773
Kepuasan Konsumen 3 16.3059 4.167 .654 .782
Kepuasan Konsumen 4 16.3765 4.023 .616 .796
Kepuasan Konsumen 5 16.3529 4.493 .611 .795
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Regression

Descriptive Statistics

Mean Std. Deviation N
Kepuasan Konsumen 20.3882 2.53590 85
Food Quality 20.5765 3.68839 85
Service Quality 16.5176 2.83100 85
Service Recovery 12.2235 2.01410 85

Correlations

Kepuasan
Konsumen Food Quality
Pearson Correlation Kepuasan Konsumen 1.000 .736
Food Quality .736 1.000
Service Quality 731 .857
Service Recovery .605 575
Sig. (1-tailed) Kepuasan Konsumen .000
Food Quality .000
Service Quality .000 .000
Service Recovery .000 .000
N Kepuasan Konsumen 85 85
Food Quality 85 85
Service Quality 85 85
Service Recovery 85 85
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Correlations

Service
Service Quality Recovery

Pearson Correlation Kepuasan Konsumen 731 .605
Food Quality .857 575
Service Quality 1.000 .566
Service Recovery .566 1.000

Sig. (1-tailed) Kepuasan Konsumen .000 .000
Food Quality .000 .000
Service Quality .000
Service Recovery .000

N Kepuasan Konsumen 85 85
Food Quality 85 85
Service Quality 85 85
Service Recovery 85 85

Variables Entered/Removed®

Model Variables Variables
Entered Removed Method
1 Service Enter
Recovery,

Service Quality,
Food Quality®

a. All requested variables entered.

b. Dependent Variable: Kepuasan Konsumen
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Model Summary®

Model Adjusted R Std. Error of the
R R Square Square Estimate
1 .7852 .616 .602 1.60030

a. Predictors: (Constant), Service Recovery, Service Quality, Food

Quality

b. Dependent Variable: Kepuasan Konsumen

ANOVAP
Model Sum of Squares df Mean Square F Sig.
1 Regression 332.751 3 110.917 43.311 .0002
Residual 207.438 81 2.561
Total 540.188 84
a. Predictors: (Constant), Service Recovery, Service Quality, Food Quality
b. Dependent Variable: Kepuasan Konsumen
Coefficients?
Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.
1 (Constant) 7.420 1.190 6.234 .000
Food Quality .227 .094 .330 2.413 .018
Service Quality 281 122 314 2.314 .023
Service Recovery .299 .108 .238 2.779 .007

a. Dependent Variable: Kepuasan Konsumen
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Coefficients?

Model Collinearity Statistics
Tolerance VIF
1 (Constant)
Food Quality .254 3.942
Service Quality .258 3.881
Service Recovery .649 1.541

a. Dependent Variable: Kepuasan Konsumen

Collinearity Diagnostics?

Model  Dimension Variance Proportions
Eigenvalue | Condition Index | (Constant) | Food Quality
1 1 1.000 .00 .00
2 14.488 .57 .10
3 17.860 A2 .01
4 30.718 .01 .88

a. Dependent Variable: Kepuasan Konsumen
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Collinearity Diagnostics?

Model  Dimension Variance Proportions
Service
Service Quality Recovery
1 1 .00 .00
2 .07 .05
3 .02 .95
4 91 .00
a. Dependent Variable: Kepuasan Konsumen
Collinearity Diagnostics?
Dimension Variance Proportions
Service
Service Quality Recovery
1 .00 .00
2 .07 .05
3 .02 .95
4 91 .00
a. Dependent Variable: Kepuasan Konsumen
Collinearity Diagnostics?
Dimension Variance Proportions
Service
Service Quality Recovery
1 .00 .00
2 .07 .05
3 .02 .95
4 91 .00
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a. Dependent Variable: Kepuasan Konsumen

Residuals Statistics?

Minimum Maximum Mean Std. Deviation N

Predicted Value 13.4512 23.2014 20.3882 1.99031 85
Std. Predicted Value -3.485 1.413 .000 1.000 85
Standard Error of Predicted 176 797 .323 .128 85
Value

Adjusted Predicted Value 13.1286 23.1302 20.3933 1.99963 85
Residual -4.46286 3.22008 .00000 1.57146 85
Std. Residual -2.789 2.012 .000 .982 85
Stud. Residual -2.861 2.029 -.002 1.004 85
Deleted Residual -4.69825 3.27318 -.00508 1.64375 85
Stud. Deleted Residual -2.999 2.069 -.002 1.015 85
Mahal. Distance .034 19.864 2.965 3.481 85
Cook's Distance .000 .108 .012 .020 85
Centered Leverage Value .000 .236 .035 .041 85

a. Dependent Variable: Kepuasan Konsumen
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Frequency

Histogram

Dependent Variable: Kepuasan Konsumen
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Mean = 6.59E-17
Stel. Dev. = 0.982
M =85
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Expected Cum Prob

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Kepuasan Konsumen
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Regression Standardized Predicted Value

Scatterplot

Dependent Variable: Kepuasan Konsumen
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Tabel r

Tingkat signifikansi untuk uji satu arah

= (-2 005| 0025] 001] 0.005| 0.0005
Tingkat signifikansi untuk uji dua arah
0.1 0.05 0.02 0.01 0.001
70| 01954] 02319] o02737] o03017| 03798
71| 01940| 02303| 02718| 02997 | 03773
72| o01927] o02087] o02700] o02077] 03748
73| 01914| 02272| 02682| 02957 | 03724
74| 01901| 02257 | 02664 02938| 03701
75| 01888| 02242 02647 02919| 03678
76| 01876| 02227 | 02630 02900 | 03655
77| 01864| 02213| 02613| 0.2882| 03633
78| 01852| 02199 | 02597 | 02864| 03611
79| o01841] 02185 02581| o0.2847| 0.3589
80| 01829| 02172 o02565| 02830| 03568
81| 01818 02159| 02550| 02813|  0.3547
82| 01807| 02146| o0.2535| 02796| 03527
83| 01796 02133 02520| 02780|  0.3507
84| 01786| 02120| o02505| o02764| 03487
85| 01775 02108 02491| 02748|  0.3468
86| 01765| 02096| 02477 o02732| 03449
87| 01755| 02084| 02463| 02717| 03430
88| 01745| 02072| 02449 02702| 03412
89| 01735| 02061| o02435| 02687 | 03393
90| 01726| 02050| 02422 02673| 03375
91| 01716| 02039| 02409 02659 | 03358
92| 01707 02028| 02396| 02645|  0.3341
93| 01698| 02017 | 02384 02631| 03323
94| 01689 02006| 02371| 02617 0.3307
95| 01680 01996| 02359| 0.2604|  0.3290
96| 01671| 01986| 02847 02501| 03274
o7| o01663| 01975| 02335 02578| 03258
98| 01654 01966| 02324| 02565| 0.3242
99| 01646| 01956| 02312 o02552| 03226
100| 01638| 01946| 02301| 02540| 03211
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Tabel t

Titik Persentase Distribusi t (df = 81 -120)

\\Pr 0.25 0.10 0.05 0.025 0.01 0.005 0.001
df 0.50 0.20 0.10 0.050 0.02 0.010 0.002

81 0.67753 1.29209 1.66338 1.98969 237327 263790 3.19392
82 0.67749 1.29186 1.66365 1.98932 2.37269 263712 3.19262
83 0.67746 1.29183 1.66342 1.98896 237212 2.63637 3.19135
84 0.67742 1.29171 1.66320 1.98861 2.37156 263563 3.19011
85 0.67739 1.29159 1.66298 1.98827 237102 263491 3.18890
86 0.67735 1.29147 1.66277 1.98793 2.37049 2.63421 318772
87 0.67732 1.29136 1.66256 1.98761 2.36998 263353 3.18657
88 0.67729 1.29125 1.66235 1.98729 2.36947 2.63286 3.18544
89 0.67726 1.29114 1.66216 1.98698 2.36898 263220 3.18434
90 0.67723 1.29103 1.66196 1.98667 2.36850 263157 3.18327
9 0.67720 1.29092 1.66177 1.98638 2.36803 263094 318222
92 0.67717 1.29082 1.66159 1.98609 2.36757 263033 318119
93 0.67714 1.29072 1.66140 1.98580 2.36712 262973 3.18019
94 0.67711 1.29062 1.66123 1.98552 2.36667 262915 317921
95 0.67708 1.29053 1.66105 1.98525 2.36624 262858 3.17825
96 0.67705 1.29043 1.66088 1.98498 2.36582 262802 317731
97 0.67703 1.29034 1.66071 1.98472 2.36541 262747 3.17639
98 0.67700 1.29025 1.66055 1.98447 2.36500 262693 3.17549
99 0.67698 1.29016 1.66039 1.98422 2.36461 262641 3.17460
100 0.67695 1.29007 1.66023 1.98397 2.36422 2.62589 317374
101 0.67693 1.28999 1.66008 1.98373 2.36334 262539 3.17289
102 0.67690 1.28991 1.65993 1.98350 2.36346 262439 3.17206
103 0.67688 1.28982 1.65978 1.98326 2.36310 262441 317125
104 0.67686 1.28974 1.65964 1.98304 2.36274 2.62393 3.17045
105 0.67683 1.28967 1.65950 1.98282 2.36239 262347 3.16967
106 0.67681 1.28959 1.65936 1.98260 2.36204 262301 3.16890
107 0.67679 1.28951 1.65922 1.98238 2.36170 262256 3.16815
108 0.67677 1.28944 1.65909 1.98217 2.36137 262212 316741
109 0.67675 1.28937 1.65895 1.98197 2.36105 262169 3.16669
110 0.67673 1.28930 1.65882 1.98177 2.36073 262126 3.16598
111 0.67671 1.28922 1.65870 1.98157 2.36041 2.62085 3.16528
112 0.67669 1.28916 1.65857 1.98137 2.36010 262044 3.16460
113 0.67667 1.28909 1.65845 1.98118 2.35980 262004 3.16392
114 0.67665 1.28902 1.65833 1.98099 2.35950 261964 3.16326
115 0.67663 1.28396 1.65821 1.98081 2.35921 261926 3.16262
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