
68 
 

  

“PENGARUH KUALITAS PELAYANAN DAN KEPUASAN NASABAH TERHADAP 
LOYALITAS NASABAH” 

Author: Ricky Ilman Qusnii Fachman NPK: K.2014.32723 

    



69 
 

  

“PENGARUH KUALITAS PELAYANAN DAN KEPUASAN NASABAH TERHADAP 
LOYALITAS NASABAH” 

Author: Ricky Ilman Qusnii Fachman NPK: K.2014.32723 

    

 



70 
 

  

“PENGARUH KUALITAS PELAYANAN DAN KEPUASAN NASABAH TERHADAP 
LOYALITAS NASABAH” 

Author: Ricky Ilman Qusnii Fachman NPK: K.2014.32723 

    

 



71 
 

  

“PENGARUH KUALITAS PELAYANAN DAN KEPUASAN NASABAH TERHADAP 
LOYALITAS NASABAH” 

Author: Ricky Ilman Qusnii Fachman NPK: K.2014.32723 

    

 



72 
 

  

“PENGARUH KUALITAS PELAYANAN DAN KEPUASAN NASABAH TERHADAP 
LOYALITAS NASABAH” 

Author: Ricky Ilman Qusnii Fachman NPK: K.2014.32723 

    

 

 

 

LAMPIRAN



73 
 

  

“PENGARUH KUALITAS PELAYANAN DAN KEPUASAN NASABAH TERHADAP LOYALITAS NASABAH” 
Author: Ricky Ilman Qusnii Fachman NPK: K.2014.32723 

    

Data Kuisioner 

N
o 

Pertanyaan   

(X1)
1 

(X1)
2 

(X1)
3 

(X1)
4 

(X1)
5 

(X1)
6 

(X1)
7 

(X1)
8 

(X1)
9 

(X1) 
10 

(X1) 
11 

(X1)1
2 

(X1) 
13 

(X1) 
14 

(X1) 
15 

(X1) 
16 

(X1) 
17 

(X1) 
Total 

1 4 3 4 4 4 2 2 3 4 4 5 5 5 4 4 4 4 65 

2 5 5 5 5 5 5 4 4 5 5 3 4 3 5 5 5 5 78 

3 5 5 5 5 5 5 4 4 5 5 4 4 4 4 4 4 4 76 

4 4 4 4 4 4 4 3 4 4 4 4 4 4 3 4 4 4 66 

5 5 5 5 5 5 4 4 4 5 5 4 4 4 5 5 5 5 79 

6 4 4 4 4 4 3 3 3 4 4 5 5 5 5 5 5 5 72 

7 5 5 5 5 5 1 5 5 5 5 4 4 4 4 4 4 4 74 

8 2 2 3 3 3 2 1 1 2 2 2 2 2 3 2 2 3 37 

9 4 4 4 4 4 4 4 4 4 5 4 4 4 4 4 4 4 69 

10 4 4 4 4 4 2 2 3 4 4 4 4 4 4 5 5 4 65 

11 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 4 4 66 

12 4 3 4 4 4 2 2 3 4 4 4 4 4 3 4 4 4 61 

13 5 5 5 5 5 1 5 5 5 5 4 4 4 4 5 5 5 77 

14 4 4 4 4 4 3 3 3 4 4 3 4 3 5 5 5 5 67 

15 3 3 4 3 4 2 2 2 4 4 4 4 4 4 4 4 4 59 

16 4 4 4 4 5 4 4 4 4 5 4 4 4 4 4 4 4 70 

17 4 4 4 4 4 3 3 4 4 4 3 4 3 4 4 4 4 64 

18 3 3 3 3 3 1 3 3 3 3 4 3 4 2 3 3 3 50 

19 4 4 4 4 4 4 4 4 4 5 5 5 5 3 4 4 4 71 

20 4 4 4 4 4 4 4 4 4 5 5 5 5 4 4 4 4 72 

21 4 3 4 4 4 2 2 3 4 4 4 5 4 3 4 3 4 61 

22 5 5 5 5 5 5 4 4 5 5 4 4 4 4 4 4 4 76 

23 5 5 5 5 5 1 5 5 5 5 5 5 5 4 4 4 4 77 

24 4 4 4 4 4 3 3 3 4 4 4 4 4 5 5 5 5 69 

25 4 4 4 4 4 3 3 4 4 4 4 4 4 5 5 5 5 70 
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26 3 3 4 3 4 2 2 2 4 4 4 5 5 4 4 4 4 61 

27 3 3 4 3 4 2 2 2 4 4 4 5 4 2 3 3 3 55 

28 5 4 5 5 5 4 4 4 4 5 5 5 5 4 5 5 5 79 

29 4 4 4 4 4 4 4 4 4 5 4 4 4 2 3 3 3 64 

30 4 4 4 4 4 3 3 4 4 4 4 5 4 4 4 4 4 67 

31 5 5 5 5 5 5 4 4 5 5 3 4 3 4 4 4 4 74 

32 4 4 4 4 4 3 3 4 4 4 4 4 4 2 4 3 3 62 

33 4 4 4 4 4 3 3 4 4 4 4 5 4 4 4 4 4 67 

34 4 4 4 4 4 2 2 3 4 4 5 5 5 4 4 4 4 66 

35 4 4 5 4 5 4 4 4 4 5 4 5 5 2 3 3 3 68 

36 4 4 4 4 4 2 2 3 4 4 4 4 4 4 4 4 4 63 

37 4 4 5 4 5 4 4 4 4 5 4 5 4 4 4 4 4 72 

38 4 4 4 4 4 3 3 3 4 4 4 5 5 4 5 5 5 70 

39 4 3 4 4 4 2 2 3 4 4 3 4 3 3 4 4 4 59 

40 2 2 3 3 3 2 1 1 2 3 3 4 3 4 4 4 4 48 

41 3 3 4 3 3 2 2 2 4 4 5 5 5 4 4 4 4 61 

42 4 4 4 4 4 3 3 3 4 4 3 4 3 4 5 5 5 66 

43 4 4 5 4 5 4 4 4 4 5 4 4 4 4 4 4 4 71 

44 4 4 4 4 4 2 2 3 4 4 5 5 5 4 4 4 4 66 

45 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 67 

46 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 4 4 66 

47 4 4 4 4 4 3 3 4 4 4 3 4 3 4 5 5 5 67 

48 3 3 4 3 3 2 2 2 4 4 4 5 4 5 5 5 5 63 

49 5 5 5 5 5 4 4 4 4 5 5 5 5 5 5 5 5 81 

50 4 4 4 4 4 2 2 3 4 4 3 3 1 4 4 4 4 58 

51 4 4 4 4 4 4 4 4 4 5 3 4 3 4 4 4 4 67 

52 4 4 4 4 4 2 2 3 4 4 3 4 4 4 5 5 5 65 

53 4 4 4 4 4 2 2 3 4 4 4 4 4 4 4 4 4 63 

54 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 4 4 66 

55 2 3 2 2 2 2 2 3 2 2 3 3 3 1 1 1 1 35 

56 3 2 3 3 3 2 1 1 3 4 4 4 4 4 4 4 4 53 
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57 4 4 4 4 4 3 3 4 4 4 4 5 4 3 4 3 4 65 

58 5 5 5 5 5 5 4 5 5 5 3 3 2 2 4 3 3 69 

59 4 4 4 4 4 4 4 4 4 5 4 5 4 4 5 5 4 72 

60 4 4 4 4 4 3 3 3 4 4 4 5 4 4 5 5 5 69 

61 2 2 3 3 3 2 1 1 3 3 3 3 3 3 3 3 3 44 

62 4 4 5 4 5 4 4 4 4 5 4 4 4 5 5 5 5 75 

63 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 68 

64 3 3 3 3 3 3 4 4 3 3 3 4 3 3 4 4 4 57 

65 4 4 4 4 4 3 3 3 4 4 4 4 4 4 5 4 4 66 

66 5 5 5 5 5 4 4 4 4 5 4 5 4 5 5 5 5 79 

67 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 4 4 66 

68 4 4 4 4 4 2 2 3 4 4 4 4 4 4 4 4 4 63 

69 5 5 5 5 5 4 4 4 5 5 5 5 5 3 4 3 4 76 

70 4 4 4 4 4 4 4 4 4 5 4 5 4 3 4 4 4 69 

71 5 5 5 5 5 1 5 5 5 5 4 4 4 4 4 4 4 74 

72 5 5 5 5 5 5 4 4 5 5 4 4 4 4 4 4 4 76 

73 4 4 4 4 4 3 3 3 4 4 4 4 4 4 4 4 4 65 

74 4 4 4 4 4 4 5 4 4 4 5 5 5 5 5 5 5 76 

75 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 4 4 66 

76 4 4 4 4 4 2 2 3 4 4 5 5 5 4 4 4 4 66 

77 3 3 4 3 3 2 2 2 4 4 4 4 4 4 4 4 4 58 

78 5 5 5 5 5 5 4 5 5 5 4 5 4 4 4 4 4 78 

79 3 3 3 3 3 2 2 3 2 2 3 3 3 2 4 3 3 47 

80 4 3 4 4 4 2 2 3 4 4 3 4 3 3 4 4 4 59 

81 3 3 2 3 3 2 1 2 3 2 2 3 3 3 2 3 3 43 
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(X2)1 (X2)2 (X2)3 (X2)4 
(X2) 
Total 

(Y)1 (Y)2 (Y)3 (Y) Total 

5 4 4 4 17 5 4 4 13 

5 5 5 5 20 5 5 5 15 

5 4 4 4 17 5 4 4 13 

4 4 4 4 16 4 3 3 10 

5 5 5 5 20 5 5 5 15 

5 5 5 5 20 5 5 5 15 

5 5 5 4 19 5 5 4 14 

2 3 3 3 11 2 3 2 7 

4 4 4 4 16 4 4 4 12 

5 5 5 5 20 5 5 4 14 

5 4 4 4 17 4 4 4 12 

4 4 4 4 16 4 4 3 11 

5 5 5 5 20 5 5 4 14 

5 5 5 5 20 5 5 5 15 

4 4 4 4 16 4 4 4 12 

5 4 4 4 17 4 4 4 12 

4 4 4 4 16 4 4 4 12 

4 3 3 3 13 4 3 3 10 

4 4 4 4 16 4 4 3 11 

5 4 4 4 17 4 4 4 12 

4 4 4 3 15 4 3 3 10 

4 4 4 4 16 4 4 4 12 

4 4 4 4 16 4 4 4 12 

5 5 5 5 20 5 5 5 15 

5 5 5 5 20 5 5 5 15 

4 4 4 4 16 4 4 4 12 

4 3 3 3 13 4 3 3 10 

5 5 5 5 20 5 5 5 15 

4 3 3 3 13 3 3 3 9 
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4 4 4 4 16 4 4 4 12 

4 4 4 4 16 4 4 4 12 

4 4 4 3 15 4 3 3 10 

5 4 5 4 18 5 4 4 13 

5 4 4 4 17 4 4 4 12 

3 3 3 3 12 3 3 3 9 

5 5 5 4 19 5 5 4 14 

4 4 4 4 16 4 4 4 12 

5 5 5 5 20 5 5 4 14 

4 4 4 4 16 4 4 3 11 

5 4 4 4 17 4 4 4 12 

4 4 4 4 16 4 4 4 12 

5 5 5 5 20 5 5 5 15 

5 4 4 4 17 5 4 4 13 

4 4 4 4 16 4 4 4 12 

5 4 4 4 17 4 4 4 12 

4 4 4 4 16 4 4 4 12 

5 5 5 5 20 5 5 4 14 

5 5 5 5 20 5 5 5 15 

5 5 5 5 20 5 5 5 15 

5 5 5 4 19 5 5 4 14 

5 4 5 4 18 5 5 4 14 

5 5 5 5 20 5 5 5 15 

5 4 4 4 17 4 4 4 12 

5 4 4 4 17 4 4 4 12 

3 2 3 3 11 1 2 1 4 

4 4 4 4 16 4 4 4 12 

4 4 4 4 16 4 3 3 10 

4 4 3 3 14 4 3 3 10 

5 5 5 5 20 5 5 4 14 

5 5 5 5 20 5 5 4 14 
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2 3 3 3 11 4 4 4 12 

5 5 5 5 20 5 5 5 15 

4 4 4 4 16 4 4 4 12 

4 4 4 4 16 4 3 3 10 

5 5 5 5 20 5 5 4 14 

5 5 5 5 20 5 5 5 15 

4 4 4 4 16 4 4 3 11 

5 4 4 4 17 4 4 4 12 

4 4 4 3 15 4 3 3 10 

4 4 4 4 16 4 4 3 11 

4 4 4 4 16 4 5 5 14 

4 4 4 4 16 4 4 4 12 

5 4 5 4 18 5 4 4 13 

5 5 5 5 20 5 5 5 15 

5 4 4 4 17 4 4 4 12 

4 4 4 4 16 4 4 4 12 

5 4 4 4 17 5 4 4 13 

5 5 5 4 19 5 5 4 14 

2 2 3 3 10 2 3 3 8 

4 4 4 4 16 4 4 3 11 

3 4 4 4 15 3 3 3 9 
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Hasil Olah Data SPSS 
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.000

81

.856**

.000

81

.551**

.000

81

.784**

.000

81

.729**

.000

81

Pearson Correlation
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N

Pearson Correlation
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N
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N
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N
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N
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N
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N

Pearson Correlation

Sig. (2-tailed)

N

X1

X2

X3

X4

X5

X6

X7

X8

TX

Correlation is signif icant at the 0.01 level

(2-tailed).

**. 

Correlations

.832**

.000

81

.877**

.000

81

.533**

.000

81

.562**

.000

81

.455**

.000

81

.569**

.000

81

.682**

.000

81

.645**

.000

81

.654**

.000

81

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

X9

X10

X11

X12

X13

X14

X15

X16

X17

TX

Correlation is signif icant at the 0.01 level

(2-tailed).
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       Mean        Std Dev       Cases 

 

  1.     X1                3.9630          .7322        81.0 

  2.     X2                3.8889          .7583        81.0 

  3.     X3                4.1111          .6519        81.0 

  4.     X4                4.0000          .6519        81.0 

  5.     X5                4.0988          .6634        81.0 

  6.     X6                2.9753         1.0952        81.0 

  7.     X7                3.0494         1.0476        81.0 

  8.     X8                3.4444          .9354        81.0 

  9.     X9                4.0000          .6519        81.0 

 10.     X10               4.1975          .7487        81.0 

 11.     X11               3.9012          .6820        81.0 

 12.     X12               4.2346          .6571        81.0 

 13.     X13               3.9259          .7710        81.0 

 14.     X14               3.7654          .8407        81.0 

Correlations

.871**

.000

81

.954**

.000

81

.953**

.000

81

.916**

.000

81

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Z18

Z19

Z20

Z21

TZ

Correlation is signif icant at the 0.01 level

(2-tailed).

**. 

Correlations

.917**

.000

81

.945**

.000

81

.926**

.000

81

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

Y22

Y23

Y24

TY

Correlation is signif icant at the 0.01 level

(2-tailed).

**. 
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 15.     X15               4.1111          .7246        81.0 

 16.     X16               4.0370          .7491        81.0 

 17.     X17               4.0617          .6772        81.0 

 

 

 

Reliability Coefficients 

 

N of Cases =     81.0                    N of Items = 17 

 

Alpha =    .9356 

 
 
Reliability 
                             Mean        Std Dev       Cases 

 

  1.     Z18               4.4074          .7379        81.0 

  2.     Z19               4.1852          .6729        81.0 

  3.     Z20               4.2346          .6378        81.0 

  4.     Z21               4.1111          .6325        81.0 

 

 

 

Reliability Coefficients 

 

N of Cases =     81.0                    N of Items =  4 

 

Alpha =    .9396 
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Reliability 
                             Mean        Std Dev       Cases 

 

  1.     Y22               4.2716          .7585        81.0 

  2.     Y23               4.1358          .7374        81.0 

  3.     Y24               3.8889          .7583        81.0 

 

 

 

Reliability Coefficients 

 

N of Cases =     81.0                    N of Items =  3 

 

Alpha =    .9206 

  
 
 
  
 
 


