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LAMPIRAN

Lampiran 1 Kuesioner Penelitian Pilot Test dan Hasil Penelitian

¢ =

ZI(I)VII{EK PROGRAM STUDI DIV TEKNOLOGI REKAYASA LOGISTIK
\&ISAU POLITEKNIK SINAR MAS BERAU COAL
" KUESIONER

PENGARUH KUALITAS PELAYANAN, CITRA PERUSAHAAN, DAN
KETEPATAN WAKTU TERHADAP KEPUASAN KONSUMEN
CV.SURYA NUSANTARA

Kepada Yth.
Bapak / Ibu / Sdr / I Konsumen CV. Surya Nusantara
Assalamu’alaikum Wr, Wb.

Dengan Hormat,

Sehubungan dengan penelitian yang saya lakukan dengan judul “Pengaruh
Kualitas Pelayanan, Citra Perusahaan, dan Ketepatan Waktu Terhadap Kepuasan
Konsumen CV. Surya Nusantara”.

Kuesioner ini disusun dalam rangka menyelesaikan tugas akhir (skripsi)
yang merupakan syarat kelulusan program studi DIV-Teknologi Rekayasa Logistik
Politeknik Sinar Mas Berau Coal. Dalam hal ini perkenankan saya memperkenalkan
identitas diri sebagai penulis dalam penelitian ini :

Nama : Muliyana
NIM 18401006
Program Studi : Teknologi Rekayasa Logistik

Adapun tujuan dari kuisioner ini adalah sebagai bahan masukan untuk
memperoleh data dalam penyusunan skripsi ini yang kerahasiaannya terjaga.
Bantuan bapak/ibu/sdr/I merupakan hal yang sangat berharga bagi peneliti, oleh
karena itu atas bantuannya saya sampaikan terima kasih.

Wassalamualaikum Wr. Wb
Berau, 28 Mei 2022
Hormat Saya

Muliyana
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A. Identitas Responden

Nama Perusahaan
Alamat

B. Petunjuk Pengisian

Pernyataan ini berguna dalam rangka penelitian skripsi yang berjudul:

PENGARUH KUALITAS PELAYANAN, CITRA PERUSAHAAN, DAN

KETEPATAN WAKTU TERHADAP KEPUASAN KONSUMEN
CV.SURYA NUSANTARA

Pentujuk pengisian kuesioner :

1.
2.

3.

Jawablah pernyataan yang diajukan dibawah ini dengan benar dan jujur.
Mohon dengan hormat, bantuan dan kesediaan Bapak/Ibuk untuk menjawab
seluruh pernyataan yang ada dalam kuesioner ini.

Berilah tanda centang (V) pada kolom yang mewakili jawaban anda

Keterangan :

SS : Sangat Setuju (%)
S : Setuju 4)
KS : Kurang Setuju 3)
TS : Tidak Setuju (2)
STS : Sangat Tidak Setuju (1)

a. Kepuasan Konsumen (Y)

No

Jawaban

EeihyB N STS TS T[KS| S |SS

Kepuasan terhadap jasa yang diberikan CV.
Surya Nusantara sudah sesuai harapan

CV. Surya Nusantara memberikan pelayanan
yang baik dan memberi kepuasan bagi
konsumen

Barang yang diterima dari jasa pengiriman
barang CV. Surya Nusantara tidak pernah
tertukar dengan barang yang dipesan orang
lain

Saya merasa puas atas cepatnya perusahaan
menindaklanjuti  permasalahan  dalam
pengiriman barang
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5 | Saya akan menggunakan jasa CV. Surya
Nusantara jika melakukan pengiriman
barang/memesan barang kembali

6 | Saya bersedia merekomendasikan kepada

perusahaan atau konsumen lain kalau jasa
yang diberikan CV. Surya Nusantara tidak
akan mengecewakan

b. Kualitas Pelayanan (X1)

Jawaban
No Pernyataan STS TTS | KS SS
1 | Pelayanan CV. Surya Nusantara sudah
sesuai dengan yang diharapkan
2 | Keluhan dan saran konsumen di tanggapi
dengan cepat oleh pihak perusahaan jasa
pengiriman barang CV. Surya Nusantara
3 | Barang yang dikirim memiliki jaminan pada
saat barang yang diantar tidak sesuai atau
mengalami kerusakan
4 | Jasa pengiriman barang CV. Surya Nusantara
mengutamakan kepentingan pengguna jasa
5 Supir perusahaan CV. Surya Nusantara
secara ramah dan profesional dalam
melayani pelanggan
c. Citra Perusahaan (X2)
Jawaban
No Pernyataan STS TTS | KS SS
1 CV. Surya Nusantara memiliki reputasi yang
baik
) CV. Surya Nusantara memiliki nama besar
yang positif dimata konsumen
3 CV. Surya Nusantara selalu mengutamakan
kepentingan konsumen
CV. Surya Nusantara merupakan pilihan
4 pertama saya dalam menggunakan jasa
pengiriman barang
Saya akan menjadi konsumen setia CV.
S Surya Nusantara
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d. Ketepatan Waktu Pengiriman (X3)

CV. Surya Nusantara memberitahu penyebab

terjadi keterlambatan

No Pernyataan Jawaban
STS | TS | KS|S SS

1 Ketepatan waktu kedatangan barang yang

telah dikirim CV. Surya Nusantara sesuai

jadwal yang telah ditentukan
2 | Barang yang dikirim melalui CV. Surya

Nusantara selalu tepat waktu
3 | Pada saat terjadi keterlambatan perusahaan
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Lampiran 2 Hasil Rekapitulasi Data Kuesioner Pilot Test

Na k.epuasan Konsumen [v) Kualitas Pelayanan [21) Citra Peruszhaan [52) k.etepatan Waktu Pengiiman [x3
T e e R S T R R A I A e T T R
1 |SISKANDRISNTI | 4 | 3|3 |3|4|4]| T | 33| 3| 4| 4| 7 | | 4| 4] 5] 5| = g 4 g E
7 NI ANGETA 415]|3|4|5|/5] @ | 4]5]4] 3] 3] B | 3] 4] 45| 4] @ 3 3 3 E
5 |OHANANTARIZKY | S | ¢ 5 |3|4|4] 21 | 44|34 4| B | 3| 3| 3| & 3] % 4 4 3 1]
4 | GRACEE. Sl3|4|a|3|3] B | 55|44 4] @22 | 5] a] 4|55 ]| & 3 4 g [
S | ARISISWAND S|4|5|5|d|d] 5 | 44| & 4] 20| 55| 45| 4] &3 3 3 3 g
B |YARVAHERYANTO| 3 | &) 3130212 ® | 5150515 5] & | 4] 4| 4] 5| 3| a0 3 4 3 1
7 |MTHAAMALWAH | ¢ | 5] 5|S|4| 4] 21 | 3|44 4] 3| % | 5] 4| 4] & | 5| 2 4 4 4 E
5 |MINORAFAHAIZALl 3 | 3] 43|33 ® | 4|45 4] 4] 21 | 55| 5|5 | 4] o g 4 3 1]
5 |M RAIZAL 415|4|5|4|a] 22 | 34|34 3] 7 | 4] 3] 3| ¢] 5] 1 g 4 g E
0 |FELINDA 505|4|4|5|5] o | 44|44 4] @ | 45| 5] a5 | & 7 5 3 1
T |[MAMADEANDIA | 5 | 4| 3|44 4] 20 | 5|5|5]5] 5] 25 | 5] 5| 55| 5| & 3 5 3 5
72 |NURLINDA & Sl4|5|4|5|5] @ | 515]5]5] 5] & | 45| 45| 5| & 3 5 g 1
ERERER 3133|3044 B | 4333 2] B | 3] 4] 5] & 4] a0 7 3 7 7
W | JALIMAN 404¢|d|3|d|a] B | 3|4|a] 3] 2] ® | 55| 45| 5| 3 3 3 E
T |RMAWANTI S|5|4|3|5|5] 22 | 4(5]5]5] 4] 25| 45| 55| 4] & 3 5 3 5
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Lampiran 3 Hasil Output SPSS Pilot Test Uji Validitas Variabel X1

Correlations
TOTAL X
X1.1 X1.2 X1.3 X1.4 X1.5 1
X1.1 Pearson Correlation 1 671" 5917 537" .688™ 827"
Sig. (2-tailed) .006 .020 .039 .005 .000
N 15 15 15 15 15 15
X1.2 Pearson Correlation 671" 1 728" 538" 535" .811™
Sig. (2-tailed) .006 .002 .038 .040 .000
N 15 15 15 15 15 15
X1.3 Pearson Correlation 5917 728" 1 627" .583" .833™
Sig. (2-tailed) .020 .002 012 .023 .000
N 15 15 15 15 15 15
X1.4 Pearson Correlation 537" 538" 627" 1 873" .854™
Sig. (2-tailed) .039 .038 012 .000 .000
N 15 15 15 15 15 15
X1.5 Pearson Correlation .688" 535" .583" 873" 1 .887"
Sig. (2-tailed) 005 040 023 000 .000
N 15 15 15 15 15 15
TOTAL X |Pearson Correlation 827" 8117 .833™ .854™ 887" 1
1 Sig. (2-tailed) .000 .000 .000 .000 .000
N 15 15 15 15 15 15
**_Correlation is significant at the 0.01 level (2-tailed).
*_ Correlation is significant at the 0.05 level (2-tailed).
Lampiran 4 Hasil Output SPSS Pilot Test Uji Validitas Variabel X2
Correlations
X2.1 X2.2 X2.3 X2.4 X2.5 TOTAL X2
X2.1 Pearson Correlation 1 .510 191 378 476 764
Sig. (2-tailed) .052 495 .165 073 .001
N 15 15 15 15 15 15
X2.2 Pearson Correlation 510 1 730™ .539" 268 .876™
Sig. (2-tailed) .052 .002 .038 334 .000
N 15 15 15 15 15 15
X2.3 Pearson Correlation 191 730" 1 217 115 652"
Sig. (2-tailed) 495 .002 438 .684 .008
N 15 15 15 15 15 15
X2.4 Pearson Correlation 378 .539" 217 1 .000 557"
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Sig. (2-tailed) 165 .038 438 1.000 .031
N 15 15 15 15 15 15
X2.5 Pearson Correlation 476 268 115 .000 1 .582°
Sig. (2-tailed) .073 334 .684 1.000 .023
N 15 15 15 15 15 15
TOTAL X | Pearson Correlation 764%™ 876" .652™ 557" 582" 1
2 Sig. (2-tailed) .001 .000 .008 .031 .023
N 15 15 15 15 15 15
**_ Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
Lampiran 5 Hasil Output SPSS Pilot Test Uji Validitas Variabel X3
Correlations
X3.1 X3.2 X33 TOTAL X3
X3.1 Pearson Correlation 1 816" .820™ .943™
Sig. (2-tailed) .000 .000 .000
N 15 15 15 15
X3.2 Pearson Correlation 816" 1 .803™ .924™
Sig. (2-tailed) .000 .000 .000
N 15 15 15 15
X3.3 Pearson Correlation .820™ .803* 1 .940™
Sig. (2-tailed) .000 .000 .000
N 15 15 15 15
TOTAL X3 | Pearson Correlation .943* .924™ .940™ 1
Sig. (2-tailed) .000 .000 .000
N 15 15 15 15
**_ Correlation is significant at the 0.01 level (2-tailed).
Lampiran 6 Hasil Output SPSS Pilot Test Uji Validitas Variabel Y
Correlations
TOTAL_
Y.1 Y.2 Y.3 Y.4 Y.5 Y.6 Y
Y.1 Pearson 1 .376 405 239 304 304 726"
Correlation
Sig. (2-tailed) 167 134 .392 271 271 .002
N 15 15 15 15 15 15 15
Y.2 Pearson 376 1 .000 257 327 327 597"
Correlation
Sig. (2-tailed) .167 1.000 .356 234 234 .019
N 15 15 15 15 15 15 15
Y.3 Pearson 405 .000 1 .196 .200 .200 .572°
Correlation
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Sig. (2-tailed) 134 1.000 484 475 475 .026

N 15 15 15 15 15 15 15
Y.4 Pearson 239 257 .196 1 294 294 .630"

Correlation

Sig. (2-tailed) 392 .356 484 287 287 .012

N 15 15 15 15 15 15 15
Y.5 Pearson 304 327 .200 294 1| 1.000* 668"

Correlation

Sig. (2-tailed) 271 234 475 287 .000 .007

N 15 15 15 15 15 15 15
Y.6 Pearson .304 327 .200 294  1.000™ 1 668"

Correlation

Sig. (2-tailed) 271 234 475 287 .000 .007

N 15 15 15 15 15 15 15
TOTAL _ | Pearson 726" 597" 5727 .630" 668" 668" 1
Y Correlation

Sig. (2-tailed) .002 .019 .026 .012 .007 .007

N 15 15 15 15 15 15 15

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

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

Lampiran 7 Hasil Output SPSS Pilot Test Uji Reliabilitas Variabel X1
Reliability Statistics

Cronbach's Alpha

N of Items

.894

D

Item-Total Statistics

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

Item Deleted Item Deleted Total Correlation if Item Deleted
X1.1 16.13 7.410 729 .874
X1.2 15.87 7.695 715 .878
X1.3 16.07 7.210 730 .874
X1.4 16.07 7.495 776 .866
X1.5 16.40 6.257 .790 .865

Lampiran 8 Hasil Output SPSS Pilot Test Uji Reliabilitas Variabel X2

Reliability Statistics

Cronbach's Alpha

N of Items

723

5

Item-Total Statistics

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

Item Deleted I[tem Deleted Total Correlation if Item Deleted
X2.1 17.60 3.400 .560 .642
X2.2 17.47 3.124 7163 .549
X2.3 17.60 3.971 435 .694
X2.4 17.13 4.552 .389 11
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|X2.5

17.40|

4.114|

.315|

744

Lampiran 9 Hasil Output SPSS Pilot Test Uji Reliabilitas Variabel X3

Reliability Statistics

Cronbach's Alpha N of Items
.924 3
Item-Total Statistics

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

Item Deleted Item Deleted Total Correlation if Item Deleted
X3.1 7.80 2.600 .861 .879
X3.2 7.80 3.171 .849 901
X3.3 8.00 2.571 .852 .889

Lampiran 10 Hasil Output SPSS Pilot Test Uji Reliabilitas Variabel Y

Reliability Statistics

Cronbach's Alpha N of Items
738 6
Item-Total Statistics

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

Item Deleted [tem Deleted Total Correlation if Item Deleted
Y.1 19.47 7.410 .506 .692
Y.2 19.80 8.314 333 739
Y.3 19.67 8.095 .367 731
Y.4 19.87 8.124 360 733
Y.5 19.60 6.829 .647 .649
Y.6 19.60 6.829 .647 .649
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Lampiran 11 Hasil Rekapitulasi Data Kuesioner Penelitian

[1[=] Kepuasan Konsumen [*] Kualitas Pelayanan [#1] Citra Perusahaan [#2] etepatan Waktu Pengiriman [#3
Fies flama Toke AIEAERENEEED e R EE e E e R B e e B wag | o
T |KIOS MU d [ 4] 3] 5] 5 5 | 22 [3]&] c]a[+] ©@ |43 &] 3] 3 7 ] ] 5 [
7 |KIOS FAJAR [ 4] 4] 3 5| &1 [a]6] 423 1@ | ¢+ 5] 2] ¢ 7 3 5 3 12
% [ENAN SUNARDI s [z 2| 3| 5| B | &]&] x|a3] & | 23|+ ] 3] 3 3 5 5 3 0
+ |EFEEMA s (2[4 4 3 5| o1 (a3 4]al+] 7 {23615 3 (B 5 4 5 0
& |BPK WISHU [ 2[5 51 & & | 25 |4 4] 4]+ 20 | 4[5 & & | 20 4 5 5 0
& |BAFAK ROBERTO E (2[5 2| ¢ | 24 |5+ 65|55 2+ | 4|+ ¢+ 3| 5| 20 5 4 4 [
7 |EFK FISWAN BERKAH E (2[4 2] 3 5| &1 23] 4]2l3] ® | 23] 35]5] 3 7 3 3 | 1l
& [EFK YUSURP s (2 2 2| 2| % [z 122 ® | 43| ] 4] # 8 4 * 5 3
3 [IEU MARTHA. s (a3 2| & & [ 20 (22| xla3] B | 3|4 ¢ ] 8] 3 B 5 3 i i
TR + [ 5] 3] 51 5] 6 | 2r |4 3] 4[5+ 20 | 25| ] 8] & 20 z 3 3 5
W [MULYA JATA E (4[5 2| ¢ | 25 |53 65|45 22 | 4|+ ¢+ 8] & | 20 5 4 5 n
12 [SATRIA TEHNIE E [ 4] 41 5| 5 | 22 |44 6 a4 20 | & [+ ¢ 8] & | 20 5 5 | 0
15 [BERAL FANCING E 4 2] 2| + ] + | =2 [ #2212z ®& |4+ +] 3] = 8 z 3 3 Z
1 [BANDUNG JAYE, s [ [ 3 2 2| ® |23 43z ®& | 43| 5] ] 3 7 3 3 5 [
5 [TOFS JAYA s [ 2[5 5] & & | 25 |46 6565+ 23 | 4515 ] 2] ¢ Al 5 3 3 2
& [SIMPANG UTAMA, s[4 2| 2| 3| & [2]3|5]&+] 1@ |45 ] 3] 3 8 3 7 7 7
17 [BERAL MOTOR [ 5[4 5| & & | 26 |4 4] x|+ 8 | &+ ] 8] & | 20 4 5 5 i
& [ AL FETSHOP T [ 2] 4] ¢ 565 | 24 [2]a]565]zl2] % | 23] z3] 2] ¢ & 3 3 4 i
15 [TOKD ELLY EERAL [ 5  4| 4| ¢ ¢ | 25 |45 4|55 23 | 4|+ ¢+ & & | 20 5 4 3 B
20 [HOSADE FEFMAL i (4 [+ 2 5[ 6| 23| 4la2l3] ® | 435 ] 3] ¢ 7 5 3 5 0
2 [NUSANTARA SAMUDERAD # | 4 | 4| 2 | 4 | & | 23 |3 4| 2| 4| 3| 7 | 4|+ + | 4| ¢+ | 20 5 * 3 B
72 |BENGKEL KILAT + [+ 5] 3| ¢ &« | 24 |43 6535 20 | ¢+ ] 3] 5| 20 4 5 3 B
23 | GUDANG DUA KELINCI 5 [ 5] 4] 2] 5] 65 | &r |44 6545 22 | ¢+ ] 5] ¢ 2 3 5 5 0
24 [INT AR F AR ARA, s (22| ¢ 55| =4 |23 4[3[3] ® | 2|+ +] 4] # 19 3 4 3 i
25 |EDI KARA, E (4] 4] 3 5| 2 |23 xlal4] ® |4z 5] 3] 3 5 5 ¥ 5 5
26 | FANGLIMA, TAFINA, [ 3 4] ¢ 3 5| 21 |2 4] 42+ & | ¢« [+ ] a] & 20 4 3 5 B
27 [ MEGS MAKMUR s [ [« 3| & & | 22 [a]&| x|+ & | 23|+ ] 3] ¢ 7 7 3 3 5
78 | EUMIEATIWARKAL E (5[5 5] ¢ & | 28 [6]3| 6|4+ 21 | 55655 &5 25 5 4 | [
29 [NUSANTARA TEKMIKGARE & | 4 | 4] 2| 5| 6 | 26 | & | 4| 2|5+ 20 | 4 | +| # | 4| & | 20 4 5 5 0
30 [SINAF TERANG sz (4] 3] 3 5| ® [3]&] xlal+] & | 33| 5] 3] 3 & 5 4 5 B
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Lampiran 12 Hasil Output SPSS Uji Validitas Variabel X1

Correlations
TOTAL X
XI1.1 X1.2 X1.3 X1.4 XI1.5 1
X1.1 Pearson Correlation 1 172 357 503" 456" 726"
Sig. (2-tailed) 362 .053 .005 .011 .000
N 30 30 30 30 30 30
X1.2 Pearson Correlation 172 1 115 333 259 554
Sig. (2-tailed) 362 .546 .072 167 .002
N 30 30 30 30 30 30
X1.3 Pearson Correlation 357 115 1 128 352 .594™
Sig. (2-tailed) .053 .546 499 .057 .001
N 30 30 30 30 30 30
X1.4 Pearson Correlation .503™ 333 128 1 467" 7127
Sig. (2-tailed) 005 072 499 1009 1000
N 30 30 30 30 30 30
X1.5 Pearson Correlation 456" .259 352 467 1 71
Sig. (2-tailed) .011 167 .057 .009 .000
N 30 30 30 30 30 30
TOTAL X | Pearson Correlation 726 554" 594" 712" T 1
1 Sig. (2-tailed) 1000 002 001 1000 1000
N 30 30 30 30 30 30

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

*_ Correlation is significant at the 0.05 level (2-tailed).
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Lampiran 13 Hasil Output SPSS Uji Validitas Variabel X2

Correlations
X2.1 X2.2 X2.3 X2.4 X2.5 TOTAL X2
X2.1 Pearson Correlation 1 366" 209 .076 326 _.586**
Sig. (2-tailed) .046 269 .689 .079 .001
N 30 30 30 30 30 30
X2.2 Pearson Correlation 366" 1 482™ 157 358 753"
Sig. (2-tailed) .046 .007 408 .052 .000
N 30 30 30 30 30 30
X2.3 Pearson Correlation 209 482" 1 373" .300 729"
Sig. (2-tailed) 269 .007 .043 107 .000
N 30 30 30 30 30 30
X2.4 Pearson Correlation 076 157 373" 1 .024 .538™
Sig. (2-tailed) .689 408 .043 901 .002
N 30 30 30 30 30 30
X2.5 Pearson Correlation 326 358 .300 .024 1 .604™
Sig. (2-tailed) .079 .052 107 901 .000
N 30 30 30 30 30 30
TOTAL X2 Pearson Correlation .586™ 753" .729™ .538™ .604™ 1
Sig. (2-tailed) .001 .000 .000 .002 .000
N 30 30 30 30 30 30

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

**_Correlation is significant at the 0.01 level (2-tailed).
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Lampiran 14 Hasil Output SPSS Uji Validitas Variabel X3

Correlations
X3.1 X3.2 X3.3 TOTAL X3
X3.1 Pearson Correlation 1 5127 351 795"
Sig. (2-tailed) 004 058 1000
N 30 30 30 30
X3.2 Pearson Correlation 5127 1 .502™ .826™
Sig. (2-tailed) 1004 1005 1000
N 30 30 30 30
X33 Pearson Correlation 351 502" 1 727
Sig. (2-tailed) 058 1005 1000
N 30 30 30 30
TOTAL X3 Pearson Correlation .795™ .826™ 7727 1
Sig. (2-tailed) 1000 1000 1000
N 30 30 30 30
**_Correlation is significant at the 0.01 level (2-tailed).
Lampiran 15 Hasil Output SPSS Uji Validitas Variabel Y
Correlations
Y.1 Y.2 Y.3 Y.4 Y.5 Y.6 TOTAL Y
Y.1 Pearson Correlation 1 .129 330 -.049 155 .180 A434*
Sig. (2-tailed) 496 .075 798 412 .342 .017
N 30 30 30 30 30 30 30
Y2 Pearson Correlation 129 1 -.104 168 313 372° .544™
Sig. (2-tailed) .496 .586 373 .092 .043 .002
N 30 30 30 30 30 30 30
Y.3 |Pearson Correlation .330 -.104 1 192 .199 248 A481™
Sig. (2-tailed) .075 .586 310 292 .186 .007
N 30 30 30 30 30 30 30
Y.4 Pearson Correlation -.049 168 .192 1 .097 .079 429"
Sig. (2-tailed) 798 373 310 612 .678 .018
N 30 30 30 30 30 30 30
Y.5 | Pearson Correlation .155 313 199 .097 1 962" .806™
Sig. (2-tailed) 412 .092 292 .612 .000 .000
N 30 30 30 30 30 30 30
Y.6 | Pearson Correlation 180 3727 248 079 .962™ 1 .835™
Sig. (2-tailed) 342 .043 .186 .678 .000 .000
N 30 30 30 30 30 30 30
TOT | Pearson Correlation 434" 5447 4817 4297 806 .835™ 1
AL _ | Sig. (2-tailed) .017 .002 .007 .018 .000 .000
Y N 30 30 30 30 30 30 30
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Lampiran 16 Hasil Output SPSS Uji Reliabilitas Variabel X1
Reliability Statistics
Cronbach's Alpha

N of Items

.694

5

Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation if Item Deleted
X1.1 14.87 4.809 552 .605
X1.2 14.90 5.403 301 703
X1.3 14.53 5.154 332 .695
X1.4 14.80 4.786 .520 615
X1.5 14.77 4.254 .570 587
Lampiran 17 Hasil Output SPSS Uji Reliabilitas Variabel X2
Reliability Statistics
Cronbach's Alpha N of Items
.637 5
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
X2.1 14.97 g5 3 359 .599
X2.2 14.90 2.783 516 513
X2.3 14.87 3.154 .547 S14
X2.4 15.00 3.517 218 675
X2.5 14.93 3.444 362 .597

Lampiran 18 Hasil Output SPSS Uji Reliabilitas Variabel X3
Reliability Statistics
Cronbach's Alpha

N of Items

.709

3

Ttem-Total Statistics

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

Item Deleted Item Deleted Total Correlation | if Item Deleted
X3.1 8.00 2.276 493 .667
X3.2 7.87 2.395 617 S18
X3.3 7.87 2.464 483 .672

Lampiran 19 Hasil Output SPSS Uji Reliabilitas Variabel Y
Reliability Statistics
Cronbach's Alpha N of Items

.633 6
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Item-Total Statistics

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

Item Deleted Item Deleted Total Correlation if Item Deleted
Y.1 18.70 6.838 214 .637
Y.2 19.23 6.254 281 .620
Y.3 18.97 6.654 .250 .627
Y.4 19.27 6.616 157 .670
Y.5 19.17 4.764 .661 452
Y.6 19.17 4.764 .661 452

Lampiran 20 Hasil Output SPSS Uji Normalitas

One-Sample Kolmogorov-Smirnov Test

Unstandardized
Residual
N 30
Normal Parameters® Mean .0000000
Std. Deviation 1.86604289
Most Extreme Differences Absolute .067
Positive .067
Negative -.063
Test Statistic .067
Asymp. Sig. (2-tailed) 2004

a. Test distribution is Normal.

b. Calculated from data.

c. Lilliefors Significance Correction.

d. This is a lower bound of the true significance.

Lampiran 21 Hasil Output SPSS Uji Multikolinearitas

Coefficients®
Standardize
Unstandardized d
Coefficients Coefficients Collinearity Statistics

Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 7.470 3.340 2.237 .034

TOTAL X1 435 180 408  2.410 .023 .581 1.721

TOTAL X2 .658 221 504 2971 .006 .580 1.724

TOTAL X3 -411 .186 -313| -2.210 .036 .831 1.204

a. Dependent Variable: TOTAL Y
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Lampiran 22 Hasil SPSS Uji Heteroskedasititas

Scatterplot
Dependent Variable: TOTAL_Y
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Regression Standardized Predicted Value
Lampiran 23 Hasil SPSS Uji Analisis Regresi Berganda
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 15.594 5.330 2.926 .007
TOTAL X1 162 230 .195 702 489
TOTAL X2 -.204 314 -.180 -.649 522
TOTAL X3 267 305 169 875 .390
a. Dependent Variable: TOTAL_ Y
Lampiran 24 Hasil SPSS Uji F (Simultan)
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 131.719 3 43.906 11.305 .000°
Residual 100.981 26 3.884
Total 232.700 29

a. Dependent Variable: TOTAL Y

b. Predictors: (Constant), TOTAL X3, TOTAL X1, TOTAL X2
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Lampiran 25 Hasil SPSS Uji T (Parsial)

Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 7.470 3.340 2.237 .034
TOTAL X1 435 .180 408 2.410 .023
TOTAL X2 .658 221 .504 2.971 .006
TOTAL X3 -411 .186 -313 -2.210 .036
a. Dependent Variable: TOTAL Y
Lampiran 26 Hasil SPSS Uji Koefisien Determinasi
Model Summary®
Model R ot 8 Adjusted R | Std. Er‘ror of
Square the Estimate
1 7522 .566 S16 1.971

TOTAL X2

a. Predictors: (Constant), TOTAL X3, TOTAL X1,

b. Dependent Variable: TOTAL Y

Lampiran 27 Dokumentasi Kegiatan Penelitian Pada Toko Berkah Jaya
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Lampiran 28 Dokumentasi Kegiatan Penelitian Pada Toko AL Petshop
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Lampiran 29 Doku

e

mentasi Kegiatan Penelitian Pada Kios Fajar

72



Lampiran 30 Dokumentasi Kegiatan Penelitian Pada Kios Muji
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Lampiran 33 R Tabel

DISTRIBUSI NILAI rygq SIGNIFIKANSI 5% dan 1%

N The Level of Significance N The Level of Significance
5% 1% 5% 1%
3 0.997 0.999 38 0.320 0.413
4 0.950 0.990 39 0.316 0.408
5 0.878 0.959 40 0.312 0.403
6 0811 0.917 al 0.30% 0.398
7 0.754 0.874 az 0.304 0.393
[ 0.707 0.834 a3 0.301 0.389
9 0.666 0.798 T 0.297 0.384
10 0.632 0.765 43 0.294 0380
1 0.602 0.735 6 0.391 0.376
12 0.576 0.708 a7 0.28% 0.372
13 0.553 0.684 a3 0.254 0.368
14 0.532 0.661 49 0.281 0.364
15 0.514 0.641 50 0.279 0.361
16 0.497 0.623 53 0.266 0.345
17 0.482 0.606 60 0.254 0.330
1 0.468 0590 63 0.244 0317
19 0.456 0575 70 0.235 0.306
20 0444 0561 73 0.227 0.296
21 0.433 0.549 50 0.220 0.286
2 0.432 0537 %3 0.213 0.278
23 0.413 0526 90 0.207 0.267
24 0.404 0515 93 0.202 0.263
25 0.396 0.505 100 0.195 0.256
26 0,388 0.49 125 0.176 0.230
37 0.381 0487 150 0.159 0210
73 0.374 0478 175 0.14% 0.194
29 0.367 0.470 200 0.13% 0.181
30 0.361 0.463 300 0.113 0.148
3l 0.355 0.456 400 0.09% 0.128
32 0.349 0.449 500 0.05% 0.115
33 0.344 0.442 500 0.080 0.105
34 0.339 0.436 T00 0.074 0.097
33 0.334 0.430 B0 0.070 0.091
36 0.329 0.424 900 0.065 0.086
37 0.325 0.418 1000 0.062 0.081

Eka Nur Kamilsh, 2015
Pengarub keterampilan mengajar gury terhadap hasil belajor siswa pada mata pelajoran

Universitas Pendidiican indonesia | repository upicedu | perpustakasn. upi.edu
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Lampiran 34 T Tabel

Titik Persentase Distribusi ¢ (df = 1 —40)

Pr 028 o.1@ 0os 0.028 oot 0.005 0.801

df 088 0.2a 018 0.658 002 0.618 0.002
1 1.00000 3.07TaE 8.31375 1270620 | 313052 | B3IG65E74 | 318.30884

2 0.B1650 1.BB5G2 281938 4. 50265 6.98456 993484 23372

k] 0.7Te488 1.63774 235336 318245 454070 S.B4091 10.21453

4 0.74070 1.53521 213185 2.TTE45 3.74695 4 60408 TATHE

g 0.72580 1.47588 2.01805 257058 336493 4.03214 580343

& 0.71756 1.434976 1.84318 244631 314287 ATOT43 5.207TE3

T 0.71114 1.414492 168458 236482 2.007a5 340048 478539

B 0.7DE39 1.38682 1.B5855 2.50600 2. BoELE 3.35538 4.50079

] 0.Te72 1.38303 1.83311 228216 2EML 324984 428681
1@ 0.68081 1.37218 1.81246 223814 L TEETT d.18m7 414310
11 068745 1.36343 1.7858E 2.20089 2. T1B0E 310581 4070
12 065548 1.35622 1.78228 217881 ZE8100 3.05454 34920685
13 0.68GRS 1.35017 1.77093 218037 2.65031 301228 3.85188
14 068242 1.34503 1.76131 214478 2 EML0 297684 A.7RTAA
15 0.68120 1.34081 1.75305 21345 260248 2.84671 A.7TI2R3
16 062013 1.33676 1. 74588 211991 258340 29M7TE EX
17 0.68E20 1.33538 173081 21082 258693 2EOERE 384577
18 0.GBE36 1.33039 1.73406 2100892 2.55238 2ETEL4 381048
18 0.687E2 1.32773 1.72913 208302 253048 2.B60AG 3.57940
20 0.6BEA5 1.33534 1.72472 2.0B536 2.53T98 284534 3.55181
i 0.6BE3S 1.33318 1.7074 2.07561 251765 2BEMN36 352716
22 0.68581 1.32124 1.71714 207587 250832 2E1ETE 3.50450
23 0.6B531 1.31846 1.71387 208866 2 40087 2 BT 3 AB406
24 0.6B485 1.31784 1.71088 2.06590 248216 278604 J.466TE
28 0.6B4435 1.31635 1.70814 2.05854 2.48511 2.TET44 3.45018
28 0.6B404 1.314497 1. 70662 2.08553 24TEE3 2TTET 3.43500
i 0.6E3E8 1.31370 1.70G20 2.05183 247266 277088 342106
28 0.6B335 1.31253 1.70113 2.04841 246714 2 TEIE26 340816
8 0.68504 1.31143 1.68913 204525 246202 275638 338624
30 0.6B27E 1.31042 1.68726 2.04227 245726 2.73000 3.38518
3 0.68248 1.30946 1.68652 2.03a51 245283 2.74404 337480
3z 0.6BZ25 1.30857 1.68380 2.036335 244868 273848 3.38531
33 0.6B200 1.30774 168236 2.03452 244478 2 TIEE 335634
34 0.68177 1.306495 1.680M2 203224 244115 27338 334766
a8 0.68156 1.30621 1.6B857 2.03011 243772 272381 334005
36 0.68137 1.30651 1.6B&30 202808 243448 271848 333262
ar 0.68118 1.50485 1.68T00 2.02619 241145 271541 3.32563
38 0.6B100 1.50423 1.6B595 2.02438 243857 2T1156 331806
a8 0.GB0AS 1.300564 1.68488 2.02260 2.43584 270 331279
40 0.6B0ET 1.30308 1.68385 203108 242326 270446 3. 30688
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Lampiran 35 F Tabel

Thik Parsantass Disiriusd F unbuk Probabiba = 0035

—— 2F wrriuh pesmbsiieng (61|

i 1 F ] 4 H i1 T [ 1] Fl bl i X i1 14 18
1 1B T Hi 133 1] i T e ] i M1 I 245 E HE
T IES | TROD | TRAE | TRES | TR | 1831 | TRIES | 183 | 1R | TEdD | tRad | T | 1843 | R | 184
3| 1013 1" B iz 2 [ & Eira [ B ] (1.1 ] L™ 1.Td [ | ET1 am
] TM | EBRE| 420 | B3 | 3 | B | LRG| B4 | RN | M| L] L8 | AN | LAT| ZH
B BB | STH| S44 | SR | SOEN | 50 | 48| ABF | 4TT| 474 | 470| 48| 48 | 4| 4@
B SEE| S0E| 47E | 453 | 436 | &30 | 43 | &45 ) 40| 408 | 403 | 400 | A8 | AEE | A
T| S25 | 474 | 435 | 492 | 167 | AT | RTE | AT | LS| 1E4 | X&3| 15| NS | AN | A=
B S3F| 4488 | 400 | 184 | 180 35| 12530 d44 ) RN 138 ) RM| 13| 1M | x| im
S 59F | 43| 1B | 181 | 148 | AIT | 23| AER | RIE| 114 RWN| 10| AOS | MO | 3O
il | ABE | 40| 31T | N4 | 10N | N33 | NiE | AOO| L) 2EE | TR | 16H | M| DN ) B
H| 4| 38| 1% | XM | 130 | N09 | W | eS| EEG | 2B | FH3| ATR)| M| ETE)| EMm
12| 47| NEG | 146 | X3 | 3141 | N0 | ESH | ZES | EE0| 29T | EV2| 18R | 8 | e ) 2B
13 4 ET I 144 100 I332 i ] IT g | LET 41 1 B8 25 bl 5 |
16 | B0 | ATE| 1M 168 | B3| ETE| 0D EES | 1ED | EST| 13| ES89 | DA | R4
15| 454 | Ll | 13 16 | ZF | ET | B4 | B3| 184 | EE1| 14E | 248 | 24| 4
18 LR ] 1EN 15 1 s | I R -] ) 145 I 1.4 241 EaT I8
iT 4L b1 15D -] 1 ey | I ] & TN 145 41 1.3 e & i i | & |
18| 441 | RIS JME| EE1 | ATT| =W | & L | B4 24| RIP| AN | 239 | EE| ZE
18| 4| R3] 313 | E@ | ATE| @3 | & TAR | B4 2| EH| 21N | | EE | @3
o} &30 T 110 Tar 1T 5] =5 R L] TN 135 i | | 138 235 e =3
| 43| J4T| 10r| D84 | 2EE| S| 3 T4F | ENT| 23| Ea| 313 33| EEI| ZWM
| AM | R&E| 1DE | FE2 | 2EE| a8 | 3 TAD | ENE | 230 | M| 21X M| 1T 213
I | AN | 34| 103 | EED | 2EE| ZE3 | 3 LI | Ex) 237 | M| 21| M| EME ) 21]
| 4| J&0| 16| EMA| 2EE| EM1 | B M| ENG| 358 | EX3| M) 2R3 | B3] ZE1A
EE| 4 | NG| 1R | RO | 260| 4R | 3 M| EE | 25¢4 | B3| e W | EN | RIS
Oh| AEN| XAT| ZEE| EM | 238 | 247 | & LI | EIF| 233 | & 2% ) 23| M| I
IF| A8 | AE| 2EE | ET1| 25T| 4 | ENT| M | EE) 23D | R 213 ) W | 8| ZoE
O | 45| XnE| ZES | EVI| 23S | 48| 3 I | ER] 1R | ERE| MF ) M | R | ZE
| 41| 1NN | AER| EM| 23| 43| = I | EER) 4B | EW| 40| oA | EE | 2O
o} 417 b 1 BE el 155 242 I 23T e | 118 =11 100 e | d i) 2mM
| 41 10 16 el | 153 241 I ] e 1 | 118 =1 108 235 i 20d
| 415 | 33| AED | 2A7 | 251 | 241 | EN ) RS | i@ | 244 | EW| 20| 24 | = 1.
| 414 | X3 | ABG | S| 23| Z2HW | 3 L33 | 8| 243 | 09| 20| 201 | TN | 1.6
I 413 1 1 B Tas ] IM I frdea =T 11E s | 108 233 186 L
5 &1 13T LT - | ] s I LIF =iE 211 Tav 1 2 186 1.8
| 411 | A | A1 | 2| M| & L | 2S5 211 | 247 | 100 | 2 188 | .88
IF| 411 | R3S 28| 241 | 24T | M | EIT | 5D | B4 240 | 2| 2@ | 20 197 | 1.88
| 490 J3E| 2pS | FER | 24| R | OB IR | B4 108 | o8| Aid 158 16| 1.H
W | 06| J3E| 2BS | FA9 | &S| EM | OB 18| E13 | 2108 | Zo4 | 2 134 188 | 1.6
| 40| 33| A | AT | 24| M| 3 LB | 212 | 108 | 04| 200 | 187 18 | 1.
d | 408 | 33| 2B | IS | 26| 13| & 247 | 21| 2or | 43| 20D | 187 188 | 1.8
| 40r| 33| B3| EEG | 2&E| ED2 | B 217 | En 108 | 23| 188 | 134 188 | 1.8
&l | 4pDr| X3 103 | X539 | 240 | 212 | B I8 | EN 108 | a3 | 186 | 134 186 | 18
& | 4| 103 | M| 240 | XN | & LB | 20| 22| 209 | 18 135 182 | 1.8
5 4 [ ] 1B k| 1 43 231 3 FRH] =10 LIS b ] 1.5 134 182 1.3

iproda ksl oeh: Jonaedi (hitp:/ Tusaidichanisgo wordpress.com]. 2010 Fage 1
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Lampiran 36 Kuesioner Hasil Penelitian

& PROGRAM STUDI DIV TEKNOLOGI REKAYASA LOGISTIK

';I‘:,'I-IEK POLITEKNIK SINAR MAS BERAU COAL
L KUESIONER

PENGARUH KUALITAS PELAYANAN, CITRA PERUSAHAAN, DAN
KETEPATAN WAKTU TERHADAP KEPUASAN KONSUMEN
CV.SURYA NUSANTARA

Kepada Yth.
Bapak / Ibu / Sdr / I Konsumen CV. Surya Nusantara
Assalamu’alaikum Wr, Wb.

Dengan Hormat,

Sehubungan dengan penelitian yang saya lakukan dengan judul “Pengaruh
Kualitas Pelayanan, Citra Perusahaan, dan Ketepatan Waktu Terhadap Kepuasan
Konsumen CV. Surya Nusantara”.

Kuesioner ini disusun dalam rangka menyelesaikan tugas akhir (skripsi)
yang merupakan syarat kelulusan program studi DIV-Teknologi Rekayasa Logistik
Politeknik Sinar Mas Berau Coal. Dalam hal ini perkenankan saya memperkenalkan
identitas diri sebagai penulis dalam penelitian ini :

Nama : Muliyana
NIM 18401006
Program Studi : Teknologi Rekayasa Logistik

Adapun tujuan dari kuisioner ini adalah sebagai bahan masukan untuk
memperoleh data dalam penyusunan skripsi ini yang kerahasiaannya terjaga.
Bantuan bapak/ibu/sdr/I merupakan hal yang sangat berharga bagi peneliti, oleh
karena itu atas bantuannya saya sampaikan terima kasih.

Wassalamualaikum Wr. Wb
Berau, 28 Mei 2022
Hormat Saya

Muliyana
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