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BAB V 

KESIMPULAN DAN SARAN 

1.1 Kesimpulan 

Berdasarkan hasil analisis data penelitian yang telah diuraikan, maka dapat disimpulkan 

sebagai berikut : 

a. Kualitas pelayanan tenaga analis kesehatan yang berupa variabel Reliability, 

Responsiveness, Assurance dan Emphaty berpengaruh secara parsial terhadap kepuasan 

pasien rawat jalan di Laboratorium RSUD Dr. Moewardi Surakarta, sedangkan variabel 

Tangibles dan Fasilitas tidak berpegaruh secara parsial. 

b. Kualitas pelayanan tenaga analis kesehatan yang berupa variabelReliability, Responsiveness, 

Assurance, Emphaty, Tangibles dan Fasilitas kesehatan laboratorium berpengaruh secara 

simultan terhadap kepuasan pasien rawat jalan di Laboratorium RSUD Dr. Moewardi 

Surakarta. 

c. Variabel kepuasan pasien rawat jalan di laboratorium RSUD Dr. Moewardi Surakarta dapat 

dijelaskan oleh faktor Reliability, Responsiveness, Assurance, Empathy, Tangiblesdan 

Fasilitas sebesar 64,90 %, sisanya 35,10% dipengaruhi oleh variabel lain yang tidak diteliti 

oleh penulis. 

1.2 Keterbatasan Penelitian 

Keterbatasan dalam penelitian ini adalah : 

a. Hasil penelitian ini tidak dapat digeneralisasikan pada obyek yang berbeda, karena 

penelitian ini hanya dilakukan di RSUD Dr. Moewardi Surakarta. 



71 

 

b. Penelitian ini hanya menggunakan dua faktor yaitu kualitas pelayanan dan kualitas produk 

yang mempengaruhi kepuasan pasien dan tidak meneliti faktor-faktor lain yang ikut 

mempengaruhi kepuasan pasien seperti harga dan biaya.  

c. Penelitian ini hanya menggunakan lima dimensi kualitas pelayanan berdasarkan teorinya 

Parasuraman dan tidak menggunakan dimensi kualitas pelayanan yang lain. 

1.3 Saran 

Berdasarkan hasil penelitian maka untuk peningkatan kualitas Pelayanan Kesehatan di 

Laboratorium RSUD Dr. Moewardi Surakarta peneliti memberi saran sebagai berikut : 

a. Variabel reliability, responsiveness, assurance dan emphaty berpengaruh secara parsial 

terhada kepuasan pasien, sehingga ini perlu ditingkatkan lagi  agar kepuasan pasien terjaga 

dan peran manajerial pada RSUD Dr. Moewardi Surakarta harus selalu berusaha fokus 

terhadap kepuasan pelanggan dan tanggap terhadap setiap pasien yang datang dan dalam 

memberikan pelayanan kesehatan dengan melengkapi fasilitas ruang tunggu, tempat parkir 

dan kenyamanan ruangan yang cukup dan memadai sehingga dapat memenuhi harapan dari 

pasien. 

b. Variabel tangibles (berwujud) dan fasilitas tidak berpengaruh secara parsial terhadap 

kepuasan pasien.  Variabel tersebut terdapat beberapa indikator yang memiliki nilai kurang  

seperti pada tangibles (penataan fasilitas ruangan laboratorium, kebersihan dan kelengkapan 

peralatan laboratorium, dan kerapian ruangan laboratorium) sehingga dapat disimpulkan 

bahwa semua indikator terutama indikator-indikator ini dapat lebih ditingkatkan dalam 

kelengkapan sarana dan prasarana fisik agar kepuasan pasien di Laboratorium rawat jalan 

Cendana juga lebih meningkat. Pada variabel fasilitas terdapat beberapa indikator yang 

memiliki nilai kurang seperti (security, ruang tunggu di laboratorium, dan tempat parkir) 
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sehingga dapat disimpulkan bahwa semua indikator terutama indikator-indikator ini dapat 

lebih ditingkatkan dalam kondisi, kelengkapan fasilitas dan kebersihan fasilitas agar 

kepuasan dan kepercayaan pasien di Laboratorium rawat jalan Cendana juga lebih 

meningkat. 

d. Besarnya persentase variabel kepuasan pasien rawat jalan di laboratorium RSUD Dr. 

Moewardi Surakarta dapat dijelaskan oleh faktor Reliability, Responsiveness, Assurance, 

Empathy, Tangiblesdan Fasilitas               sebesar 64,90 % masih terdapat variabel lain yang 

dapat mempengaruhi kepuasan pasien sebesar 35,10 %.  Bagi peneliti selanjutnya mungkin 

perlu menambah variabel lain yang mungkin mempengaruhi kepuasan pasien. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

c 
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Lampiran 1.Surat Ijin Penelitian dari Universitas Setia Budi Surakarta 
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Lampiran 2.  Surat Pernyataan Penelitian dari Laboratorium Patologi Klinik 

RSUD Dr. Moewardi Surakarta 
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Lampiran 3. Kuesioner 

 

Kuesioner Penelitian 

Yth. Responden Penelitian 

Di Laboratorium Patologi Klinik Paviliun Cendana, 

Dengan hormat, 

Saya mahsiswa Universitas Setia Budi Surakarta Fakultas Ilmu 

Kesehatan Jurusan Analis Kesehatan : 

Nama : Hosea Puspitasari Pranoto 

NIM : 06130248 N 

Sedang mengadakan penelitian untuk menyusun skripsi yang berjudul : 

“Pengaruh Kualitas Pelayanan Dan Fasilitas Kesehatan Laboratorium Terhadap 

Kepuasan Pasien Rawat Jalan Di Rsud Dr. Moewardi Surakarta” 

 

Untuk keperluan tersebut saya sebagai peneliti memohon bantuan kepada 

Bp/Ibu/Sdr/i agar dapat membantu kami dalam mengumpulkan data yang kami 

perlukn dengan mengisi pertanyaan dalam kuesioner ini dengan kesungguhan hati. 

Daftar pertanyaan dalam kuesioner berjumlah 35 pertanyaan yang 

hendaknya diisi dengan lengkap dan mohon untuk diisi semua. Kelengkapan 

jawaban akan sangat mempengaruhi penelitian organisasi terhadap kinerja anda. 

Data pribadi anda tidak akan dipublikasikan, sehingga anda dapat memberikan 

opini secara bebas. Kerahasiaan informasi yang diperoleh akan dijaga dengan baik 

dan informasi tersebut hanya akan digunakan untuk kepentingan akademik. 

Besar harapan saya atas partisipasi anda terhadap kontribusi yang berharga 

bagi penelitidan ilmu pengetahuan, maupun bagi usaha untuk memajukan 

organisasi. Atas perhatian anda, saya ucapkan terima kasih. 

 

 Hormat saya, 

 

 Hosea Puspitasari Pranoto 
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PERNYATAAN UMUM 

 

 

1. IDENTITAS RESPONDEN 

a Nama   : .......................................... (wajib diisi) 

b Jenis kelamin  :   Laki-laki 

Perempuan 

c Usia   :   < 30 Tahun 

31-50 Tahun 

      > 50 Tahun     

d Pendidikan terakhir :  SD 

      SMP 

      SMA 

      D-III 

      S-1 

      S-2 

      S-3  

2. DAFTAR PERTANYAAN 

Petunjuk : Mohon dijawab jujur sesuai dengan pendapat responden setelah 

mendapat pelayanan di Laboratorium RSUD Dr. Moewardi dengan 

cara memberi tanda (X) pada kolom yang tersedia. 

SS : Sangat Setuju TS : Tidak Setuju 

S : Setuju STS : Sangat Tidak Setuju 

KS : Kurang Setuju 
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KUALITAS PELAYANAN 

NO. PERTANYAAN      

A KEHANDALAN SS S KS TS STS 

1 Petugas melayani sesuai dengan jadwal 

pelayanan 

5 4 3 2 1 

2 Disaat pasien datang petugas melayani 

dengan ramah dan sopan 

5 4 3 2 1 

3 Pemeriksaan Laboratorium oleh petugas 

sesuai dengan jenis pemeriksaan yang 

diminta oleh dokter pada pasien 

5 4 3 2 1 

4 Petugas dalam memberikan hasiltepat waktu 5 4 3 2 1 

5 Petugas menangani sampel pasien dengan 

penuh ketelitian, cepat, tepat dan akurat 

5 4 3 2 1 

B KETANGGAPAN SS S KS TS STS 

1 Petugas memberikan bantuan pelayanan 

sesuai kebutuhan  

5 4 3 2 1 

2 Petugas dalam membantu dan memberikan 

informasi dengan lengkap dan jelas  

5 4 3 2 1 

3 Petugas memberikan pelayanan dengan 

cepat dan tepat 

5 4 3 2 1 

4 Petugas memahami keluhan pasien 5 4 3 2 1 

5 Adanya komunikasi yang baik antara 

petugas Laboratorium dengan pasien 

5 4 3 2 1 

C JAMINAN SS S KS TS STS 

1 Pelayanan yang sopan dan ramah dilakukan 

oleh petugas Laboratorium 

5 4 3 2 1 

2 Jaminan keamanan, kepercayaan dan 

kenyamanan saat pasien diperiksa 

5 4 3 2 1 
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3 Alat-alat yang digunakan di Laboratorium 

bersih dan aman 

5 4 3 2 1 

4 Fasilitas didalam ruangan Laboratorium 

yang lengkap dan nyaman 

5 4 3 2 1 

5 Petugas mampu memberikan kenyamanan 

kepada pasien 

5 4 3 2 1 

D EMPATI SS S KS TS STS 

1 Sikap, perilaku dan tindakan petugas yang 

baik, ramah dan sopan 

5 4 3 2 1 

2 Petugas perhatian terhadap pasien serta 

memperhatikan keluhan pasien 

5 4 3 2 1 

3 Petugas melayani kepada semua pasien 

tanpa memandang status sosial 

5 4 3 2 1 

4 Petugas memahami apa yang dibutuhkan 

dan diinginkan pasien 

5 4 3 2 1 

5 Petugas menjelaskan cara kerja tindakan 

yang akan dilakukan sebelum melakukan 

tindakan kepada pasien 

5 4 3 2 1 

E BUKTI FISIK SS S KS TS STS 

1 Lingkungan Laboratorium yang nyaman dan 

sehat 

5 4 3 2 1 

2 Kebersihan, kerapian dan kenyamanan 

ruangan Laboratorium yang terjaga dengan 

baik 

5 4 3 2 1 

3 Fasilitas ruangan Laboratorium penataannya 

tidak teratur 

1 2 3 4 5 

4 Kebersihan dan kelengkapan peralatan 

laboratorium dalam jumlah yang memadai 

5 4 3 2 1 

5 Ruangan Laboratorium yang tertata rapi 5 4 3 2 1 
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FASILITAS KESEHATAN LABORATORIUM 

 

NO. PERTANYAAN SS S KS TS STS 

1 Ruangan Laboratorium bersih 5 4 3 2 1 

2 Kenyamanan ruang tunggu Laboratorium 

terjaga dengan baik 

5 4 3 2 1 

3 Security yang siap menjaga keamanan saat 

pasien periksa di Laboratorium 

5 4 3 2 1 

4 Ruang tunggu pasien tidak ada 1 2 3 4 5 

5 Tempat parkir yang tersedia dan aman 5 4 3 2 1 

 

KEPUASAN PASIEN 

 

SP : Sangat Puas TP : Tidak Puas 

P : Puas STP : Sangat Tidak Puas 

KP : Kurang Puas 

NO. PERTANYAAN SP P KP TP STP 

1 Pasien puas dengan pelayanan yang cepat, 

tepat dan akurat 

5 4 3 2 1 

2 Pasien puas karena petugasdapat 

menyelesaikan keluhan pasien 

5 4 3 2 1 

3 Pasien puas dengan adanya jaminan 

keamanan, kepercayaan dan kenyamanan 

saat diperiksa 

5 4 3 2 1 

4 Pasien puas dengan adanya perhatian, 

hubungan komunikasi oleh petugas terhadap 

pasien serta memahami kebutuhan pasien 

5 4 3 2 1 

5 Pasien puas dengan adanya fasilitas berupa 

kebersihan, kerapian dan kenyamanan 

ruangan yang terjaga dengan baik 

5 4 3 2 1 
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Lampiran 4. Hasil Perhitungan Data Populasi dan Sampel 

1. Data Populasi Pasien Laboratorium Cendana di RSUD Dr. Moewardi 

Surakarta 

 

BULAN 

 

PASIEN RAWAT JALAN 

Januari 

Februari 

Maret 

April 

Mei 

Juni 

755 

737 

964 

871 

669 

832 

Total 4828 

 

2. Data Perhitungan Sampel 

Pengambilan sampel dihitung dengan jumlah perhitungan sampel menggunakan populasi 

pada bulan Maret 2014 (964 pasien) yang ditentukan dengan perhitungan menurut Isaac 

dan Michael dengan uraian sebagai berikut : 

Rumus : 

λ
2   

.   N   .   P  .   Q 

S =   

d
2 
(N-1) + λ

2
 . P. Q 

 

3,481 x 964 x 0,5 x 0,5  

=  

0,05
2 
 x (964-1) + 3,481 x 0,5 x 0,5 

 

   838,921  

 =  

3,27775 

  

=      255,94416 =      256 
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λ
2 

= harga tabel chi kuadrat dengan dK = 1, kesalahan 5% = 3,481 

P = proporsi dalam populasi = Q = 0,5 

d = ketelitian (error) = 0,05 

N = ukuran populasi = 964 

S = jumlah sampel 

Berdasarkan perhitungan diketahui bahwa besar sampel adalah 256 pasien. 
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Lampiran 7.  Validitas dan Reliabilitas Reliability (Kehandalan) 

Scale: ALL VARIABLES 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.771 5 

 

Item Statistics 

 

Mean 

Std. 

Deviation N 

X1.1 4.20 .484 30 

X1.2 4.20 .484 30 

X1.3 4.20 .551 30 

X1.4 4.17 .461 30 

X1.5 4.00 .525 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X1.1 16.57 2.116 .666 .687 

X1.2 16.57 2.254 .550 .726 

X1.3 16.57 1.909 .707 .665 

X1.4 16.60 2.524 .377 .780 

X1.5 16.77 2.323 .431 .768 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

20.77 3.289 1.813 5 
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Lampiran 8.  Validitas dan Reliabilitas Responsiveness (Daya Tanggap) 

 
Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.736 5 

 

Item Statistics 

 Mean Std. Deviation N 

X2.1 4.23 .504 30 

X2.2 4.23 .430 30 

X2.3 4.27 .521 30 

X2.4 4.20 .484 30 

X2.5 4.10 .481 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X2.1 16.80 1.683 .707 .603 

X2.2 16.80 2.234 .343 .742 

X2.3 16.77 1.771 .590 .652 

X2.4 16.83 1.937 .512 .685 

X2.5 16.93 2.133 .354 .743 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.03 2.861 1.691 5 
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Lampiran 9.  Validitas dan Reliabilitas Assurance (Jaminan) 

 
Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.697 5 

 

Item Statistics 

 Mean Std. Deviation N 

X3.1 4.30 .466 30 

X3.2 4.30 .466 30 

X3.3 4.33 .479 30 

X3.4 4.23 .430 30 

X3.5 4.37 .490 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X3.1 17.23 1.633 .515 .621 

X3.2 17.23 1.702 .448 .650 

X3.3 17.20 1.545 .579 .591 

X3.4 17.30 1.872 .346 .689 

X3.5 17.17 1.730 .383 .679 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.53 2.464 1.570 5 
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Lampiran 10.  Validitas dan Reliabilitas Emphaty (Empati) 

 

Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.751 5 

 

Item Statistics 

 Mean Std. Deviation N 

X4.1 4.37 .556 30 

X4.2 4.27 .521 30 

X4.3 4.30 .466 30 

X4.4 4.37 .615 30 

X4.5 4.30 .466 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X4.1 17.23 2.185 .606 .672 

X4.2 17.33 2.437 .481 .719 

X4.3 17.30 2.700 .374 .753 

X4.4 17.23 1.978 .655 .649 

X4.5 17.30 2.562 .476 .721 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.60 3.490 1.868 5 
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Lampiran 11.  Validitas dan Reliabilitas Tangibles (Berwujud) 

 
Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.708 5 

 

Item Statistics 

 Mean Std. Deviation N 

X5.1 4.33 .479 30 

X5.2 4.30 .466 30 

X5.3 4.23 .430 30 

X5.4 4.40 .498 30 

X5.5 4.30 .466 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X5.1 17.23 1.702 .478 .654 

X5.2 17.27 1.789 .420 .677 

X5.3 17.33 1.816 .456 .663 

X5.4 17.17 1.592 .548 .622 

X5.5 17.27 1.789 .420 .677 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.57 2.530 1.591 5 
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Lampiran 12.  Validitas dan Reliabilitas Fasilitas 

 
Scale: ALL VARIABLES 
 

 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.729 5 

 

Item Statistics 

 Mean Std. Deviation N 

X6.1 4.30 .466 30 

X6.2 4.30 .466 30 

X6.3 4.23 .430 30 

X6.4 4.40 .498 30 

X6.5 4.30 .466 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X6.1 17.23 1.702 .561 .654 

X6.2 17.23 1.840 .431 .705 

X6.3 17.30 1.872 .463 .692 

X6.4 17.13 1.637 .563 .652 

X6.5 17.23 1.840 .431 .705 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.53 2.602 1.613 5 
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Lampiran 13.  Validitas dan Reliabilitas Kepuasan 

 
Scale: ALL VARIABLES 
 

 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.753 5 

 

Item Statistics 

 Mean Std. Deviation N 

Y1 4.37 .490 30 

Y2 4.30 .466 30 

Y3 4.27 .450 30 

Y4 4.17 .461 30 

Y5 4.13 .434 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Y1 16.87 1.844 .439 .740 

Y2 16.93 1.720 .598 .679 

Y3 16.97 1.757 .594 .682 

Y4 17.07 1.789 .541 .701 

Y5 17.10 1.955 .432 .738 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.23 2.668 1.633 5 
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Lampiran 14.  Regression 

 

Descriptive Statistics 

 Mean Std. Deviation N 

Kepuasan 21.72 1.606 256 

Reliability 21.54 1.628 256 

Responsiveness 21.54 1.611 256 

Assurance 21.65 1.604 256 

Emphaty 21.66 1.651 256 

Tangibles 21.61 1.605 256 

Fasilitas 21.55 1.608 256 

 

Correlations 

  Kepuasan Reliability Responsiveness Assurance Emphaty Tangibles Fasilitas 

Pearson 

Correlation 

Kepuasan 1.000 .790 .743 .571 .664 .490 .438 

Kepuasan .790 1.000 .854 .671 .715 .569 .506 

Reliability .743 .854 1.000 .756 .782 .630 .519 

Responsiveness .571 .671 .756 1.000 .862 .741 .719 

Assurance .664 .715 .782 .862 1.000 .660 .681 

Emphaty .490 .569 .630 .741 .660 1.000 .874 

Fasilitas .438 .506 .519 .719 .681 .874 1.000 

Sig. (1-

tailed) 

Kepuasan . .000 .000 .000 .000 .000 .000 

Kepuasan .000 . .000 .000 .000 .000 .000 

Reliability .000 .000 . .000 .000 .000 .000 

Responsiveness .000 .000 .000 . .000 .000 .000 

Assurance .000 .000 .000 .000 . .000 .000 

Emphaty .000 .000 .000 .000 .000 . .000 

Fasilitas .000 .000 .000 .000 .000 .000 . 

N Kepuasan 256 256 256 256 256 256 256 

Kepuasan 256 256 256 256 256 256 256 

Reliability 256 256 256 256 256 256 256 

Responsiveness 256 256 256 256 256 256 256 

Assurance 256 256 256 256 256 256 256 

Emphaty 256 256 256 256 256 256 256 

Fasilitas 256 256 256 256 256 256 256 
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Variables Entered/Removed 

Model Variables Entered Variables Removed Method 

1 Fasilitas, Kehandalan, Jaminan, 

Empati, Bukti Fisik, 

Ketanggapan
a
 

. Enter 

a. All requested variables entered. 

 

 

ANOVA
b
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 432.452 6 72.075 79.658 .000
a
 

Residual 225.298 249 .905   

Total 657.750 255    

a. Predictors: (Constant), Fasilitas, Kehandalan, Jaminan, Empati, Bukti Fisik, 

Ketanggapan 

b. Dependent Variable: Kepuasan 

 

Coefficients
a
 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Correlations 

Collinearity 

Statistics 

B Std. Error Beta 

Zero-

order Partial Part Tolerance VIF 

1 (Constant) 3.973 .931  4.268 .000      

Kepuasan .538 .072 .545 7.515 .000 .790 .430 .279 .261 3.829 

Reliability .190 .088 .190 2.156 .032 .743 .135 .080 .177 5.662 

Responsiveness -.195 .084 -.194 -2.323 .021 .571 -.146 -.086 .197 5.089 

Assurance .276 .082 .284 3.359 .001 .664 .208 .125 .193 5.187 

Emphaty .037 .088 .037 .418 .677 .490 .026 .015 .179 5.574 

Fasilitas -.023 .086 -.023 -.263 .793 .438 -.017 -.010 .187 5.360 

a. Dependent Variable: Kepuasan 

 

 

 

Model Summary
b
 

Model R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics 

Durbin-

Watson 

R Square 

Change 

F 

Change df1 df2 

Sig. F 

Change 

1 .811
a
 .657 .649 .951 .657 79.658 6 249 .000 2.198 

a. Predictors: (Constant), Fasilitas, Kehandalan, Jaminan, Empati, Bukti Fisik, Ketanggapan 

b. Dependent Variable: Kepuasan 
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Collinearity Diagnostics
a
 

Model Dimension Eigenvalue 

Condition 

Index 

Variance Proportions 

(Con

stant) 

Reliabi

lity 

Responsive

ness 

Assuran

ce Emphaty Tangibles Fasilitas 

1 1 6.988 1.000 .00 .00 .00 .00 .00 .00 .00 

2 .004 40.368 .03 .09 .05 .00 .01 .04 .07 

3 .004 43.823 .90 .00 .00 .02 .02 .01 .01 

4 .002 61.615 .06 .18 .02 .13 .19 .08 .01 

5 .001 85.458 .00 .30 .22 .13 .15 .16 .20 

6 .001 100.681 .00 .32 .28 .68 .32 .01 .00 

7 .000 124.735 .01 .11 .44 .04 .31 .69 .70 

a. Dependent Variable: Kepuasan 

 

 

 

 

 

 

 

 

Residuals Statistics
a
 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 17.06 24.92 21.72 1.302 256 

Std. Predicted Value -3.577 2.455 .000 1.000 256 

Standard Error of 

Predicted Value 

.064 .552 .136 .079 256 

Adjusted Predicted Value 16.88 24.91 21.72 1.315 256 

Residual -3.514 3.710 .000 .940 256 

Std. Residual -3.694 3.900 .000 .988 256 

Stud. Residual -3.747 3.937 .000 1.014 256 

Deleted Residual -3.615 3.780 -.002 .993 256 

Stud. Deleted Residual -3.850 4.057 .000 1.025 256 

Mahal. Distance .141 84.863 5.977 9.960 256 

Cook's Distance .000 .383 .009 .036 256 

Centered Leverage Value .001 .333 .023 .039 256 

a. Dependent Variable: Kepuasan 
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Charts 
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No. Reliability Responsiveness Assurance Emphaty Tangibles Fasilitas Kepuasan 

1 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 5 5 5 5 4 4 4 4 4 4 5 5 4 5 4 5 5 4 4 4 

2 4 5 5 4 4 4 5 5 4 4 4 4 4 4 4 4 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 5 5 4 4 

3 4 4 4 4 5 4 4 4 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 4 4 5 4 4 4 4 5 

4 4 4 4 5 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 4 4 5 4 4 4 4 5 4 

5 5 4 5 5 4 5 4 5 5 4 4 4 4 4 4 5 5 4 5 5 5 4 4 5 4 5 4 4 5 4 5 4 5 5 4 

6 5 5 5 5 4 5 5 5 5 4 4 4 5 4 5 4 4 4 4 4 5 5 4 5 4 4 4 4 4 4 5 5 5 5 4 

7 4 4 4 4 4 4 4 4 4 4 5 5 5 5 5 5 5 4 4 4 4 5 4 4 4 4 5 4 4 4 4 4 4 4 4 

8 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

9 3 3 3 4 3 4 4 3 4 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 3 

10 4 4 5 5 5 4 4 5 5 5 4 4 5 4 5 4 4 5 5 5 4 4 5 5 5 4 4 5 5 5 4 4 5 5 5 

11 5 5 4 4 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 4 4 4 4 4 4 4 4 5 4 4 4 4 

12 5 5 5 4 4 5 5 5 4 4 5 5 4 4 4 5 4 4 4 4 5 5 4 4 4 4 4 4 4 4 5 5 5 4 4 

13 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 4 4 5 4 4 4 4 4 4 4 4 4 5 5 5 5 4 4 4 

14 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 4 5 4 4 4 4 4 4 4 4 4 5 5 4 4 4 4 4 

15 4 5 5 4 4 4 5 5 4 4 4 5 4 4 4 4 5 5 5 4 4 5 5 5 4 4 5 5 5 4 4 5 5 4 5 

16 4 4 4 4 4 4 4 4 4 4 4 5 5 5 4 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 4 4 4 4 4 

17 4 4 4 5 5 4 4 4 5 5 4 4 4 5 4 4 4 4 5 4 4 4 4 5 5 4 4 4 5 5 5 4 4 4 4 

18 4 4 4 4 4 4 4 4 4 4 5 5 4 4 4 5 5 4 4 4 5 4 4 4 4 5 5 4 4 4 4 4 4 4 4 

19 4 4 4 3 3 3 4 4 3 3 5 5 5 4 4 5 5 4 4 4 4 4 4 4 4 5 5 4 4 4 4 4 4 4 4 

20 4 4 4 4 3 4 4 4 4 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 4 4 

21 5 5 5 4 4 5 5 5 4 4 5 4 5 5 5 5 4 5 5 4 5 4 5 5 5 5 4 5 5 5 5 5 5 5 5 

22 4 4 4 4 4 4 4 4 4 4 5 5 5 4 5 5 4 5 5 4 5 5 5 5 5 5 5 5 5 5 4 4 4 4 4 

23 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

24 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

Lampiran 5.  Data Tryout Validitas dan Reliabilitas 
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25 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 

26 4 4 4 4 4 4 4 4 4 4 5 5 4 4 5 5 5 4 5 4 5 5 4 5 5 5 5 4 5 5 4 4 4 4 4 

27 5 5 5 4 4 5 5 5 4 4 5 5 5 5 5 5 5 5 4 4 5 5 5 4 4 5 5 5 4 4 5 5 4 5 5 

28 4 4 4 4 4 4 4 4 4 4 4 4 5 5 5 4 4 5 4 4 4 4 5 4 4 4 4 5 4 4 4 4 4 4 4 

29 5 4 4 5 5 5 4 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 4 4 4 4 4 5 5 5 4 4 

30 4 4 3 4 3 5 4 5 5 5 4 4 4 4 5 3 3 4 3 4 4 4 4 5 5 4 4 4 4 4 4 4 4 4 4 
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No. Reliability Responsiveness Assurance Emphaty Tangibles Fasilitas Kepuasan 

1 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 4 21 5 5 5 5 4 24 4 4 4 4 4 20 5 5 4 5 4 23 5 5 4 4 4 22 

2 4 5 5 4 4 22 4 5 5 4 4 22 4 4 4 4 4 20 4 4 5 5 4 22 4 4 4 4 4 20 4 4 4 4 4 20 4 5 5 4 4 22 

3 4 4 4 4 5 21 4 4 4 4 5 21 5 4 4 4 4 21 4 4 4 4 4 20 4 4 4 4 5 21 4 4 4 4 5 21 4 4 4 4 5 21 

4 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 

5 5 4 5 5 4 23 5 4 5 5 4 23 4 4 4 4 4 20 5 5 4 5 5 24 5 4 4 5 4 22 5 4 4 5 4 22 5 4 5 5 4 23 

6 5 5 5 5 4 24 5 5 5 5 4 24 4 4 5 4 5 22 4 4 4 4 4 20 5 5 4 5 4 23 4 4 4 4 4 20 5 5 5 5 4 24 

7 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 5 5 25 5 5 4 4 4 22 4 5 4 4 4 21 4 5 4 4 4 21 4 4 4 4 4 20 

8 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

9 3 3 3 4 3 16 4 4 3 4 4 19 4 4 4 4 4 20 4 4 4 3 4 19 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 3 3 18 

10 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 4 5 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 

11 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 4 4 22 4 4 4 4 4 20 5 4 4 4 4 21 

12 5 5 5 4 4 23 5 5 5 4 4 23 5 5 4 4 4 22 5 4 4 4 4 21 5 5 4 4 4 22 4 4 4 4 4 20 5 5 5 4 4 23 

13 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 5 21 5 4 4 5 4 22 4 4 4 4 4 20 4 4 4 5 5 22 5 5 4 4 4 22 

14 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 5 21 4 4 4 5 4 21 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 4 4 20 

15 4 5 5 4 4 22 4 5 5 4 4 22 4 5 4 4 4 21 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 4 5 23 

16 4 4 4 4 4 20 4 4 4 4 4 20 4 5 5 5 4 23 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 4 4 4 4 4 20 

17 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 5 4 4 4 4 21 

18 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 4 4 22 5 5 4 4 4 22 5 4 4 4 4 21 5 5 4 4 4 22 4 4 4 4 4 20 

19 4 4 4 3 3 18 3 4 4 3 3 17 5 5 5 4 4 23 5 5 4 4 4 22 4 4 4 4 4 20 5 5 4 4 4 22 4 4 4 4 4 20 

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

21 5 5 5 4 4 23 5 5 5 4 4 23 5 4 5 5 5 24 5 4 5 5 4 23 5 4 5 5 5 24 5 4 5 5 5 24 5 5 5 5 5 25 

22 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 4 5 24 5 4 5 5 4 23 5 5 5 5 5 25 5 5 5 5 5 25 4 4 4 4 4 20 

23 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

24 4 4 4 4 4 20 4 4 4 4 3 19 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

Lampiran 6. Total Skor Kuesioner Penelitian 
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25 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

26 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 4 5 23 5 5 4 5 4 23 5 5 4 5 5 24 5 5 4 5 5 24 4 4 4 4 4 20 

27 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 5 5 25 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 4 5 5 24 

28 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 5 5 23 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 4 4 4 20 

29 5 4 4 5 5 23 5 4 4 5 5 23 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 4 4 20 5 5 5 4 4 23 

30 4 4 3 4 3 18 5 4 5 5 5 24 4 4 4 4 5 21 3 3 4 3 4 17 4 4 4 5 5 22 4 4 4 4 4 20 4 4 4 4 4 20 

31 4 5 4 5 4 22 4 5 4 5 4 22 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 4 5 4 5 5 23 

32 5 5 4 4 4 22 5 5 4 4 4 22 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 5 5 4 4 4 22 

33 4 4 5 4 4 21 4 4 5 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 4 21 

34 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

35 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 5 4 4 5 5 23 

36 4 5 4 4 4 21 4 5 4 4 4 21 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 4 5 5 4 4 22 

37 5 4 4 3 4 20 5 4 4 3 4 20 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 4 4 4 3 20 

38 4 5 4 4 4 21 4 5 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 5 4 4 5 22 

39 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

40 4 5 4 5 4 22 4 5 4 5 4 22 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 

41 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 

42 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 

43 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 

44 4 4 4 3 3 18 4 4 4 3 3 18 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 3 19 

45 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 4 5 5 5 4 23 

46 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 

47 5 4 4 4 4 21 5 4 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 4 4 4 4 21 

48 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

49 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 
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50 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 

51 4 5 4 4 4 21 4 5 4 4 4 21 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 

52 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 5 22 

53 5 4 4 4 4 21 5 4 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 4 4 4 4 21 

54 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 

55 5 4 4 4 3 20 5 4 4 4 3 20 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 4 4 4 5 22 

56 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 4 3 21 

57 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 5 4 4 22 

58 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 5 21 

59 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 4 21 

60 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 

61 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 

62 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 

63 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

64 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

65 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 5 5 5 5 4 24 

66 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 

67 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 

68 4 4 4 4 4 20 4 4 4 4 4 20 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 4 4 4 4 4 20 

69 5 4 4 4 4 21 5 4 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 4 4 4 4 21 

70 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

71 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 4 23 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 4 5 23 

72 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 

73 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

74 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 
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75 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

76 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 4 23 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 5 24 

77 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 

78 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 

79 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 

80 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 

81 5 5 5 5 4 24 5 5 5 5 4 24 5 5 4 5 4 23 5 5 5 5 4 24 5 5 4 5 4 23 5 5 4 5 4 23 5 5 5 5 4 24 

82 4 4 5 5 4 22 4 4 5 5 4 22 4 5 4 4 4 21 4 4 5 5 4 22 4 5 4 4 4 21 4 5 4 4 4 21 4 4 5 5 4 22 

83 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

84 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

85 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 

86 4 3 3 3 3 16 4 3 3 3 3 16 4 4 3 4 3 18 3 4 3 3 4 17 4 4 3 4 3 18 4 4 4 3 3 18 5 4 4 4 3 20 

87 4 4 5 4 5 22 4 4 5 4 5 22 4 4 5 4 5 22 4 4 5 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 5 22 

88 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 5 5 25 

89 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 5 21 4 4 4 4 5 21 4 4 4 4 4 20 

90 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 4 4 20 

91 4 4 5 4 5 22 4 4 5 4 5 22 4 4 5 4 5 22 4 4 5 4 4 21 5 4 4 5 4 22 5 4 4 5 4 22 5 4 5 4 5 23 

92 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 5 4 23 5 5 4 5 4 23 4 4 4 4 4 20 

93 4 4 4 4 4 20 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 4 5 4 4 4 21 4 5 4 4 4 21 4 4 4 4 4 20 

94 4 5 5 4 4 22 4 4 4 4 5 21 4 4 4 4 5 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 4 4 23 

95 4 4 4 4 5 21 4 4 4 4 5 21 4 4 4 4 5 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 5 21 

96 4 4 4 5 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 4 5 5 5 23 4 4 5 5 5 23 4 4 4 5 4 21 

97 5 4 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 5 5 4 4 4 22 5 5 4 4 4 22 5 4 5 4 4 22 

98 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 5 4 21 

99 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 4 4 22 
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100 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 4 4 4 4 4 20 5 5 4 5 4 23 5 5 5 4 4 23 

101 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 4 5 5 5 4 23 4 4 4 4 4 20 4 4 4 5 4 21 

102 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 4 23 5 5 5 5 5 25 4 4 4 4 5 21 5 4 5 5 5 24 

103 5 5 5 4 5 24 5 5 5 4 5 24 5 5 5 4 5 24 5 5 5 4 4 23 4 4 4 5 5 22 4 4 4 5 4 21 5 5 5 4 5 24 

104 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 4 4 4 4 21 5 4 4 5 4 22 4 4 4 4 4 20 

105 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

106 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 5 4 4 4 21 4 4 4 4 4 20 

107 5 5 4 4 5 23 5 5 4 4 5 23 5 5 4 4 5 23 5 5 4 4 4 22 5 4 5 5 5 24 4 4 4 4 4 20 5 5 5 5 5 25 

108 4 4 4 4 4 20 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 4 4 4 4 4 20 4 4 4 4 4 20 

109 4 5 5 4 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 4 4 4 20 4 4 5 5 5 23 5 5 5 4 4 23 

110 4 4 4 4 5 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 5 21 

111 4 4 4 5 4 21 4 4 4 4 5 21 4 4 4 4 5 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 4 21 

112 5 4 5 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 5 24 4 4 4 5 5 22 5 4 5 5 4 23 

113 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 5 5 5 4 4 23 4 4 4 5 5 22 4 5 4 4 4 21 

114 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 4 21 4 5 5 5 4 23 4 4 4 4 4 20 

115 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 5 5 22 5 4 4 4 4 21 

116 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 5 5 5 23 

117 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 4 4 22 

118 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 4 5 4 4 4 21 4 5 4 4 4 21 5 5 4 5 4 23 

119 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

120 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

121 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 4 5 5 5 23 4 4 5 5 5 23 4 5 5 5 4 23 

122 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 4 4 4 22 5 5 4 4 4 22 5 5 5 5 5 25 

123 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 5 5 22 

124 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 5 4 4 4 4 21 
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125 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

126 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 5 5 4 5 4 23 

127 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 5 5 4 23 4 5 5 5 4 23 4 5 4 4 4 21 

128 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 5 5 25 5 5 5 5 5 25 4 4 4 4 4 20 

129 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 5 5 5 5 5 25 

130 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 

131 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

132 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

133 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 4 23 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 5 24 

134 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 

135 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

136 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

137 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

138 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 4 23 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 5 24 

139 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 

140 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 

141 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 

142 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 5 4 4 5 5 23 

143 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 

144 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 5 5 4 4 4 22 

145 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

146 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

147 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 

148 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 

149 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 5 5 4 24 
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150 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

151 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

152 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 

153 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 

154 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 4 4 20 

155 4 5 5 4 4 22 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 4 5 5 4 4 22 

156 4 4 4 4 5 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 5 21 

157 4 4 4 5 4 21 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 4 4 4 5 4 21 

158 5 4 5 5 4 23 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 5 5 5 5 4 24 

159 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

160 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

161 4 5 5 4 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 5 5 5 4 4 23 

162 4 4 4 4 5 21 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 4 5 21 

163 4 4 4 5 4 21 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 5 4 21 

164 5 4 5 5 4 23 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 4 5 5 4 23 

165 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

166 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 

167 5 4 5 5 5 24 5 4 5 5 5 24 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 4 5 5 5 24 

168 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 

169 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 

170 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

171 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

172 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 

173 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 

174 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 5 4 23 
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175 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

176 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

177 4 4 3 3 3 17 4 4 3 3 3 17 3 4 4 3 3 17 4 3 4 3 4 18 3 4 4 3 3 17 4 4 3 3 3 17 5 4 4 4 3 20 

178 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 

179 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 

180 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 

181 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 

182 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

183 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

184 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 4 23 5 4 5 5 5 24 5 4 5 5 5 24 5 4 5 5 5 24 

185 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 4 24 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 5 5 25 

186 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

187 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

188 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

189 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 5 24 5 5 4 5 4 23 5 5 4 5 5 24 5 5 4 5 5 24 4 5 4 5 5 23 

190 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 4 4 23 

191 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 4 4 5 4 4 21 

192 4 4 5 5 5 23 4 4 5 5 5 23 4 4 4 5 5 22 4 4 5 5 4 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 5 5 5 23 

193 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 4 21 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 5 5 22 

194 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 5 4 23 

195 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 5 5 4 4 4 22 

196 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

197 4 4 5 4 4 21 4 4 5 4 4 21 4 4 4 4 4 20 4 4 5 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 4 21 

198 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 

199 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 
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200 5 5 4 5 5 24 5 5 5 4 4 23 5 5 4 4 4 22 4 4 3 3 4 18 4 4 4 4 5 21 4 4 3 4 3 18 4 4 5 5 4 22 

201 5 5 5 5 4 24 5 5 5 5 4 24 5 5 5 4 4 23 5 5 5 5 4 24 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 5 4 24 

202 4 4 5 5 4 22 4 4 5 5 4 22 4 4 4 5 4 21 4 4 5 5 4 22 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 5 4 22 

203 4 4 4 4 4 20 4 4 4 4 4 20 4 5 5 5 4 23 4 4 4 4 4 20 4 5 5 5 4 23 4 5 5 5 4 23 4 4 4 4 4 20 

204 4 4 4 4 4 20 4 4 4 4 4 20 4 5 5 5 4 23 4 4 4 4 4 20 4 5 5 5 4 23 4 5 5 5 4 23 4 4 4 4 4 20 

205 5 5 4 5 5 24 5 5 4 5 5 24 5 5 5 5 5 25 5 5 4 5 4 23 5 5 5 5 5 25 5 5 5 5 5 25 5 5 4 5 5 24 

206 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 4 4 20 

207 5 5 4 4 4 22 5 5 4 4 4 22 5 4 4 4 4 21 5 5 4 4 4 22 5 4 4 4 4 21 5 4 4 4 4 21 4 5 4 4 4 21 

208 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 3 4 3 18 5 5 4 4 4 22 

209 4 4 5 4 4 21 4 4 4 4 5 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 3 4 4 19 5 4 5 4 3 21 

210 4 4 5 5 5 23 4 4 5 5 5 23 5 4 5 5 5 24 4 4 5 5 4 22 5 4 5 5 5 24 5 4 5 5 5 24 4 4 5 5 5 23 

211 5 5 5 5 5 25 5 4 4 4 5 22 5 5 5 5 5 25 4 4 4 4 4 20 5 5 5 5 5 25 5 5 5 5 5 25 4 4 4 4 4 20 

212 5 4 5 4 4 22 5 4 5 4 4 22 4 4 4 4 4 20 5 4 5 4 4 22 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 4 4 23 

213 5 4 4 5 5 23 5 4 4 5 5 23 4 4 4 4 4 20 5 4 4 5 4 22 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 5 5 24 

214 4 4 4 5 5 22 4 5 5 4 5 23 5 5 4 4 4 22 4 4 4 5 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 5 22 

215 4 5 5 5 4 23 4 5 5 5 4 23 5 5 4 5 5 24 4 5 5 5 4 23 5 5 4 5 5 24 5 5 4 5 5 24 4 5 5 5 4 23 

216 5 5 5 5 5 25 5 5 5 5 5 25 5 5 5 4 4 23 5 5 5 5 4 24 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 5 5 25 

217 4 4 4 5 5 22 4 4 4 5 5 22 4 4 5 4 4 21 4 4 4 5 4 21 4 4 5 4 4 21 4 4 5 4 4 21 5 4 4 5 5 23 

218 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 5 5 22 5 5 4 4 4 22 4 4 4 5 5 22 4 4 4 5 5 22 5 5 4 4 4 22 

219 5 5 4 4 4 22 5 5 4 4 4 22 4 4 4 5 5 22 5 5 4 4 4 22 4 4 4 5 5 22 4 4 4 5 5 22 5 5 5 4 4 23 

220 4 4 4 4 3 19 4 4 4 4 4 20 5 5 4 5 4 23 4 4 4 4 4 20 5 5 4 5 4 23 5 5 4 5 4 23 4 4 4 4 3 19 

221 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 4 5 4 4 4 21 

222 5 4 4 4 4 21 5 4 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

223 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

224 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 5 23 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 5 23 5 5 5 5 5 25 
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225 4 4 5 4 5 22 4 4 5 4 5 22 4 4 5 4 5 22 4 4 5 4 4 21 5 5 4 4 4 22 5 5 4 4 4 22 4 4 5 4 5 22 

226 5 5 4 4 5 23 5 5 5 4 5 24 5 5 5 5 5 25 5 5 5 5 4 24 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 5 23 

227 5 4 4 4 4 21 5 4 4 4 4 21 4 4 4 4 4 20 5 4 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 5 4 5 5 4 23 

228 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 4 4 20 

229 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 5 22 4 4 4 4 4 20 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 4 4 20 

230 4 5 5 4 4 22 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 5 4 23 5 5 4 5 4 23 5 5 5 4 3 22 

231 5 4 4 4 4 21 5 5 4 4 4 22 5 5 4 4 4 22 5 5 4 4 4 22 4 5 4 4 4 21 4 5 4 4 4 21 5 4 4 5 4 22 

232 4 4 5 4 4 21 5 4 4 4 4 21 4 4 4 4 5 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

233 4 4 5 4 4 21 4 4 5 4 4 21 4 4 4 4 5 21 4 4 5 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 4 4 21 

234 4 5 5 5 4 23 4 5 4 4 3 20 4 4 4 4 4 20 4 5 4 4 4 21 4 4 4 4 5 21 4 4 4 4 4 20 4 5 4 4 4 21 

235 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 4 5 5 5 4 23 5 5 4 4 4 22 5 5 4 4 4 22 5 4 5 5 5 24 

236 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 5 5 4 4 4 22 5 5 4 4 4 22 5 5 5 4 5 24 

237 3 5 5 5 4 22 4 5 4 4 3 20 5 5 4 4 4 22 4 5 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

238 4 5 5 4 4 22 4 5 5 4 4 22 5 5 5 4 4 23 4 5 5 4 4 22 4 4 4 4 4 20 4 4 4 4 4 20 4 5 4 5 4 22 

239 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 4 4 4 5 4 21 4 5 5 5 4 23 4 5 5 5 4 23 5 5 5 5 5 25 

240 5 4 5 4 5 23 5 4 5 4 5 23 5 4 5 5 5 24 5 4 5 5 4 23 5 5 5 5 5 25 5 5 5 5 5 25 5 4 4 5 4 22 

241 5 5 5 5 4 24 5 5 5 4 4 23 5 5 5 4 5 24 5 5 5 4 4 23 4 4 4 5 5 22 4 4 4 5 5 22 4 4 4 4 4 20 

242 4 5 5 5 5 24 4 4 5 4 4 21 4 4 4 4 4 20 4 4 5 4 4 21 5 4 4 4 4 21 5 4 4 4 4 21 5 4 5 5 5 24 

243 4 5 5 5 5 24 5 5 5 4 4 23 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 5 4 24 

244 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 5 4 5 4 23 5 5 4 5 4 23 5 5 4 4 4 22 

245 4 4 5 5 5 23 5 5 5 4 4 23 5 5 4 4 5 23 5 5 4 4 4 22 4 5 4 4 4 21 4 5 4 4 4 21 4 4 4 4 4 20 

246 5 5 5 4 4 23 5 5 5 4 4 23 5 5 5 5 5 25 5 5 5 5 4 24 4 4 4 4 4 20 5 5 4 4 4 22 4 4 4 4 4 20 

247 4 4 5 5 4 22 4 4 5 5 4 22 4 4 5 5 5 23 4 4 5 5 4 22 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 5 5 25 

248 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 5 5 5 23 4 4 5 5 5 23 5 5 4 4 4 22 

249 5 5 4 4 4 22 5 5 5 4 4 23 4 4 4 4 5 21 4 4 4 4 4 20 5 5 4 4 4 22 4 4 4 4 4 20 5 5 4 4 4 22 
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250 4 4 4 4 4 20 4 5 5 4 4 22 5 5 4 5 4 23 4 5 5 5 4 23 5 5 4 4 4 22 5 5 4 4 4 22 5 4 5 4 5 23 

251 5 5 4 4 4 22 5 5 4 4 4 22 4 5 4 4 4 21 4 5 4 4 4 21 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 

252 3 5 5 5 5 23 4 4 4 3 3 18 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 5 5 5 5 3 23 

253 4 4 5 5 5 23 4 4 4 4 4 20 4 4 4 4 4 20 4 4 4 4 4 20 4 5 5 5 4 23 4 5 5 5 4 23 4 4 4 4 4 20 

254 4 4 4 5 5 22 5 4 5 5 5 24 4 4 5 5 5 23 5 4 5 5 4 23 5 5 5 5 5 25 5 5 5 5 5 25 4 4 4 4 4 20 

255 5 4 5 4 4 22 5 4 5 4 4 22 5 5 4 4 4 22 5 4 5 5 4 23 5 5 4 5 4 23 5 5 5 5 4 24 4 4 5 4 4 21 

256 5 4 4 4 4 21 5 5 5 4 4 23 5 5 4 4 4 22 5 5 5 4 4 23 4 5 4 4 4 21 4 5 4 4 4 21 5 5 5 5 5 25 
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Lampiran 7.  Validitas dan Reliabilitas Reliability (Kehandalan) 

Scale: ALL VARIABLES 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.771 5 

 

Item Statistics 

 

Mean 

Std. 

Deviation N 

X1.1 4.20 .484 30 

X1.2 4.20 .484 30 

X1.3 4.20 .551 30 

X1.4 4.17 .461 30 

X1.5 4.00 .525 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X1.1 16.57 2.116 .666 .687 

X1.2 16.57 2.254 .550 .726 

X1.3 16.57 1.909 .707 .665 

X1.4 16.60 2.524 .377 .780 

X1.5 16.77 2.323 .431 .768 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

20.77 3.289 1.813 5 
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Lampiran 8.  Validitas dan Reliabilitas Responsiveness (Daya Tanggap) 

 
Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.736 5 

 

Item Statistics 

 Mean Std. Deviation N 

X2.1 4.23 .504 30 

X2.2 4.23 .430 30 

X2.3 4.27 .521 30 

X2.4 4.20 .484 30 

X2.5 4.10 .481 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X2.1 16.80 1.683 .707 .603 

X2.2 16.80 2.234 .343 .742 

X2.3 16.77 1.771 .590 .652 

X2.4 16.83 1.937 .512 .685 

X2.5 16.93 2.133 .354 .743 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.03 2.861 1.691 5 
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Lampiran 9.  Validitas dan Reliabilitas Assurance (Jaminan) 

 
Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.697 5 

 

Item Statistics 

 Mean Std. Deviation N 

X3.1 4.30 .466 30 

X3.2 4.30 .466 30 

X3.3 4.33 .479 30 

X3.4 4.23 .430 30 

X3.5 4.37 .490 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X3.1 17.23 1.633 .515 .621 

X3.2 17.23 1.702 .448 .650 

X3.3 17.20 1.545 .579 .591 

X3.4 17.30 1.872 .346 .689 

X3.5 17.17 1.730 .383 .679 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.53 2.464 1.570 5 

 

 



 

 

L-26 

 

Lampiran 10.  Validitas dan Reliabilitas Emphaty (Empati) 

 

Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.751 5 

 

Item Statistics 

 Mean Std. Deviation N 

X4.1 4.37 .556 30 

X4.2 4.27 .521 30 

X4.3 4.30 .466 30 

X4.4 4.37 .615 30 

X4.5 4.30 .466 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X4.1 17.23 2.185 .606 .672 

X4.2 17.33 2.437 .481 .719 

X4.3 17.30 2.700 .374 .753 

X4.4 17.23 1.978 .655 .649 

X4.5 17.30 2.562 .476 .721 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.60 3.490 1.868 5 
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Lampiran 11.  Validitas dan Reliabilitas Tangibles (Berwujud) 

 
Scale: ALL VARIABLES 
 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.708 5 

 

Item Statistics 

 Mean Std. Deviation N 

X5.1 4.33 .479 30 

X5.2 4.30 .466 30 

X5.3 4.23 .430 30 

X5.4 4.40 .498 30 

X5.5 4.30 .466 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X5.1 17.23 1.702 .478 .654 

X5.2 17.27 1.789 .420 .677 

X5.3 17.33 1.816 .456 .663 

X5.4 17.17 1.592 .548 .622 

X5.5 17.27 1.789 .420 .677 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.57 2.530 1.591 5 
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Lampiran 12.  Validitas dan Reliabilitas Fasilitas 

 
Scale: ALL VARIABLES 
 

 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.729 5 

 

Item Statistics 

 Mean Std. Deviation N 

X6.1 4.30 .466 30 

X6.2 4.30 .466 30 

X6.3 4.23 .430 30 

X6.4 4.40 .498 30 

X6.5 4.30 .466 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X6.1 17.23 1.702 .561 .654 

X6.2 17.23 1.840 .431 .705 

X6.3 17.30 1.872 .463 .692 

X6.4 17.13 1.637 .563 .652 

X6.5 17.23 1.840 .431 .705 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.53 2.602 1.613 5 
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Lampiran 13.  Validitas dan Reliabilitas Kepuasan 

 
Scale: ALL VARIABLES 
 

 

Case Processing Summary 

  N % 

Cases Valid 30 100.0 

Excluded
a
 0 .0 

Total 30 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.753 5 

 

Item Statistics 

 Mean Std. Deviation N 

Y1 4.37 .490 30 

Y2 4.30 .466 30 

Y3 4.27 .450 30 

Y4 4.17 .461 30 

Y5 4.13 .434 30 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Y1 16.87 1.844 .439 .740 

Y2 16.93 1.720 .598 .679 

Y3 16.97 1.757 .594 .682 

Y4 17.07 1.789 .541 .701 

Y5 17.10 1.955 .432 .738 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21.23 2.668 1.633 5 
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Lampiran 14.  Regression 

 

Descriptive Statistics 

 Mean Std. Deviation N 

Kepuasan 21.72 1.606 256 

Reliability 21.54 1.628 256 

Responsiveness 21.54 1.611 256 

Assurance 21.65 1.604 256 

Emphaty 21.66 1.651 256 

Tangibles 21.61 1.605 256 

Fasilitas 21.55 1.608 256 

 

Correlations 

  Kepuasan Reliability Responsiveness Assurance Emphaty Tangibles Fasilitas 

Pearson 

Correlation 

Kepuasan 1.000 .790 .743 .571 .664 .490 .438 

Kepuasan .790 1.000 .854 .671 .715 .569 .506 

Reliability .743 .854 1.000 .756 .782 .630 .519 

Responsiveness .571 .671 .756 1.000 .862 .741 .719 

Assurance .664 .715 .782 .862 1.000 .660 .681 

Emphaty .490 .569 .630 .741 .660 1.000 .874 

Fasilitas .438 .506 .519 .719 .681 .874 1.000 

Sig. (1-

tailed) 

Kepuasan . .000 .000 .000 .000 .000 .000 

Kepuasan .000 . .000 .000 .000 .000 .000 

Reliability .000 .000 . .000 .000 .000 .000 

Responsiveness .000 .000 .000 . .000 .000 .000 

Assurance .000 .000 .000 .000 . .000 .000 

Emphaty .000 .000 .000 .000 .000 . .000 

Fasilitas .000 .000 .000 .000 .000 .000 . 

N Kepuasan 256 256 256 256 256 256 256 

Kepuasan 256 256 256 256 256 256 256 

Reliability 256 256 256 256 256 256 256 

Responsiveness 256 256 256 256 256 256 256 

Assurance 256 256 256 256 256 256 256 

Emphaty 256 256 256 256 256 256 256 

Fasilitas 256 256 256 256 256 256 256 
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Variables Entered/Removed 

Model Variables Entered Variables Removed Method 

1 Fasilitas, Kehandalan, Jaminan, 

Empati, Bukti Fisik, 

Ketanggapan
a
 

. Enter 

a. All requested variables entered. 

 

 

ANOVA
b
 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 432.452 6 72.075 79.658 .000
a
 

Residual 225.298 249 .905   

Total 657.750 255    

a. Predictors: (Constant), Fasilitas, Kehandalan, Jaminan, Empati, Bukti Fisik, 

Ketanggapan 

b. Dependent Variable: Kepuasan 

 

Coefficients
a
 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Correlations 

Collinearity 

Statistics 

B Std. Error Beta 

Zero-

order Partial Part Tolerance VIF 

1 (Constant) 3.973 .931  4.268 .000      

Kepuasan .538 .072 .545 7.515 .000 .790 .430 .279 .261 3.829 

Reliability .190 .088 .190 2.156 .032 .743 .135 .080 .177 5.662 

Responsiveness -.195 .084 -.194 -2.323 .021 .571 -.146 -.086 .197 5.089 

Assurance .276 .082 .284 3.359 .001 .664 .208 .125 .193 5.187 

Emphaty .037 .088 .037 .418 .677 .490 .026 .015 .179 5.574 

Fasilitas -.023 .086 -.023 -.263 .793 .438 -.017 -.010 .187 5.360 

a. Dependent Variable: Kepuasan 

 

 

 

Model Summary
b
 

Model R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics 

Durbin-

Watson 

R Square 

Change 

F 

Change df1 df2 

Sig. F 

Change 

1 .811
a
 .657 .649 .951 .657 79.658 6 249 .000 2.198 

a. Predictors: (Constant), Fasilitas, Kehandalan, Jaminan, Empati, Bukti Fisik, Ketanggapan 

b. Dependent Variable: Kepuasan 
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Collinearity Diagnostics
a
 

Model Dimension Eigenvalue 

Condition 

Index 

Variance Proportions 

(Con

stant) 

Reliabi

lity 

Responsive

ness 

Assuran

ce Emphaty Tangibles Fasilitas 

1 1 6.988 1.000 .00 .00 .00 .00 .00 .00 .00 

2 .004 40.368 .03 .09 .05 .00 .01 .04 .07 

3 .004 43.823 .90 .00 .00 .02 .02 .01 .01 

4 .002 61.615 .06 .18 .02 .13 .19 .08 .01 

5 .001 85.458 .00 .30 .22 .13 .15 .16 .20 

6 .001 100.681 .00 .32 .28 .68 .32 .01 .00 

7 .000 124.735 .01 .11 .44 .04 .31 .69 .70 

a. Dependent Variable: Kepuasan 

 

 

 

 

 

 

 

 

Residuals Statistics
a
 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 17.06 24.92 21.72 1.302 256 

Std. Predicted Value -3.577 2.455 .000 1.000 256 

Standard Error of 

Predicted Value 

.064 .552 .136 .079 256 

Adjusted Predicted Value 16.88 24.91 21.72 1.315 256 

Residual -3.514 3.710 .000 .940 256 

Std. Residual -3.694 3.900 .000 .988 256 

Stud. Residual -3.747 3.937 .000 1.014 256 

Deleted Residual -3.615 3.780 -.002 .993 256 

Stud. Deleted Residual -3.850 4.057 .000 1.025 256 

Mahal. Distance .141 84.863 5.977 9.960 256 

Cook's Distance .000 .383 .009 .036 256 

Centered Leverage Value .001 .333 .023 .039 256 

a. Dependent Variable: Kepuasan 
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Charts 
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Lampiran 15. Tabel R Satu Sisi 
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Lampiran 16. Tabel t 
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Lampiran 17. Lembar Bimbingan Skripsi 
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