LAMPIRAN
Responden yang terhormat

	Saya adalah mahasiswa program Pascasarjana Universitas Mercubuana, program studi Magister Manajemen, saya bermaksud meminta kesediaan waktu Bapak/Ibu untuk mengisi kuisioner berikut, tujuan dari kuisioner ini dibuat adalah untuk melengkapi tesis yang menjadi salah satu syarat kelulusan, serta  membantu menejemen rumah sakit untuk mengevaluasi hubungan dari pengaruh Harga dan Kualitas pelayanan terhadap Kepuasan Pasien yang implikasinya pada Loyalitas Pasien di rumah sakit PT. XYZ. Survey ini bersifat rahasia, tidak akan disebar luaskan dan akan digunakan sebagai mana mestinya.
	No
	HARGA
	Kategori

	
	
	STS
	TS
	N
	S
	SS

	Keterjangkauan
	 
	 
	 
	 
	 

	1
	Harga berobat termasuk dalam kategori murah 
	 
	 
	 
	 
	 

	2
	Harga berobat di rumah sakit  terajangkau oleh saya 
	 
	 
	 
	 
	 

	Daya Saing
	 
	 
	 
	 
	 

	3
	Harga menjadi pertimbangan saat berobat di rumah sakit PT. XYZ
	 
	 
	 
	 
	 

	4
	Harga yang ditawarkan oleh rumah sakit PT. XYZ bersaing
	 
	 
	 
	 
	 

	Kesesuaian harga dengan Manfaat
	 
	 
	 
	 
	 

	5
	Harga yang ditawarkan sesuai dengan manfaat yang anda terima 
	 
	 
	 
	 
	 

	6
	Harga yang ditawarkan sepadan dengan fasilitas yang tersedia di rumah sakit PT. XYZ
	 
	 
	 
	 
	 



Karakteristik Responden

No Responden		:
Poliklinik Tujuan	: 
Jenis Kelamin		: Laki-laki / Perempuan
Metode Pembayaran	: Tunai / Asuransi/ BPJS
Jenis Pelayanan	: Rawat Jalan / Rawat Inap

Keterangan:					Petunjuk pengisian kuisioner :
	Kategori
	Bobot Nilai

	STS = Sangat Tidak Setuju
	1

	TS   = Tidak Setuju
	2

	N     = Netral
	3

	S     = Setuju
	4

	SS  = Sangat Setuju
	5


1.  Berilah tanda checklist ( ) pada kolom jawaban yang telah tersedia, yang menurut anda paling sesuai. 
2. Dalam menjawab pertanyaaan ini tidak ada jawaban yang salah, oleh sebab itu harap tidak ada jawaban yang dikosongkan.


	No
	KUALITAS PELAYANAN
	Kategori

	
	
	STS
	TS
	N
	S
	SS

	Tangeible
	 
	 
	 
	 
	 

	7
	Tampilan desain gedung rapih
	 
	 
	 
	 
	 

	8
	Tersedianya ruang tunggu pelayanan yang nyaman
	 
	 
	 
	 
	 

	9
	Lingkungan sekeliling rumah sakit  bersih 
	 
	 
	 
	 
	 

	10
	Petugas berpenampilan  sopan
	 
	 
	 
	 
	 

	11
	Petugas memakai kelengkapan identitas perusahaan seperti name tag 
	 
	 
	 
	 
	 

	Reliability
	 
	 
	 
	 
	 

	12
	Kecepatan dalam proses pendaftaran
	 
	 
	 
	 
	 

	13
	Ketepatan waktu dalam  pemeriksaan/konsul oleh dokter 
	 
	 
	 
	 
	 

	14
	Kecepatan dalam menunggu obat di instalasi farmasi
	 
	 
	 
	 
	 

	15
	Kecepatan dalam proses pembayaran
	 
	 
	 
	 
	 

	16
	Petugas rumah sakit  handal dalam memberikan informasi layanan 
	 
	 
	 
	 
	 

	17
	Petugas memberikan kemudahan dalam proses administrasi 
	 
	 
	 
	 
	 

	Assurance
	 
	 
	 
	 
	 

	18
	Petugas melayani dengan ramah 
	 
	 
	 
	 
	 

	19
	Memberikan keamanan dalam berobat 
	 
	 
	 
	 
	 

	20
	Petugas terampil dalam prosedur pelayanan. 
	 
	 
	 
	 
	 

	Responsivness
	 
	 
	 
	 
	 

	21
	Petugas rumah sakit memberikan pelayanan dengan tanggap
	 
	 
	 
	 
	 

	22
	Petugas bersedia memberikan bantuan kepada pasien. 
	 
	 
	 
	 
	 

	23
	Petugas menindaklanjuti keluhan peseta dengan cepat. 
	 
	 
	 
	 
	 

	Empathy
	 
	 
	 
	 
	 

	24
	Petugas pelayanan peduli terhadap kebutuhan peserta. 
	 
	 
	 
	 
	 

	25
	Petugas pelayanan sabar dalam memberikan pelayanan. 
	 
	 
	 
	 
	 

	26
	Petugas memberikan waktu untuk mendengarkan kebutuhan peserta. 
	 
	 
	 
	 
	 


	




	
	
	
	
	
	

	No
	KEPUASAN PASIEN
	Kategori

	
	
	STS
	TS
	N
	S
	SS

	Kesesuaian harapan pelaggan
	 
	 
	 
	 
	 

	26
	Saya puas diberi banyak kemudahan saat berobat dirumah sakit
	 
	 
	 
	 
	 

	27
	Pelayanan yang diberikan oleh rumah sakit sudah sesuai dengan harapan saya 
	 
	 
	 
	 
	 

	Persepsi Kinerja
	 
	 
	 
	 
	 

	28
	Merasa penyakit yang saya derita akan sembuh setelah berobat di rumah sakit PT. XYZ
	 
	 
	 
	 
	 

	29
	Merasa puas dengan dampak positif saat berobat di rumah sakit PT. XYZ
	 
	 
	 
	 
	 

	Penilaian Pelanggan
	 
	 
	 
	 
	 

	30
	Saya puas dengan pelayanan di rumah sakit PT. XYZ 
	 
	 
	 
	 
	 

	31
	Pelayanan di rumah sakit PT. XYZ lebih unggul
	 
	 
	 
	 
	 

	No
	LOYALITAS PASIEN
	Kategori

	
	
	STS
	TS
	N
	S
	SS

	Repeat Purchase
	 
	 
	 
	 
	 

	32
	Saya akan tetap berobat kerumah sakit PT. XYZ
	 
	 
	 
	 
	 

	33
	Saya akan tetap berobat ke rumah sakit PT. XYZ di masa yang akan datang 
	 
	 
	 
	 
	 

	Referrals
	 
	 
	 
	 
	 

	34
	Saya bersedia mencoba pelayanan kesehatan lainnya yang ditawarkan oleh rumah sakit PT. XYZ
	 
	 
	 
	 
	 

	35
	Saya sudah percaya terhadap layanan yang diberikan oleh rumah sakit PT. XYZ
	 
	 
	 
	 
	 

	Recommendation
	 
	 
	 
	 
	 

	36
	Saya akan merekomendasikan kepada orang disekeliling saya  untuk berobat ke rumah sakit PT. XYZ
	 
	 
	 
	 
	 

	37
	Rumah sakit PT. XYZ merupakan pilihan utama ketika saya membutuhkan pelayanan kesehatan 
	 
	 
	 
	 
	 

	38
	Saya akan menyatakan hal-hal yang positif tentang rumah sakit PT. XYZ
	 
	 
	 
	 
	 

	Retention
	 
	 
	 
	 
	 

	39
	[bookmark: _GoBack]saya akan tetap berobat kerumah sakit PT. XYZ walaupun ditawarkan untuk berobat ke tempat lain
	 
	 
	 
	 
	 

	40
	Saya tidak mudah terpengaruh oleh daya tarik dari rumah sakit lain
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	Responden
	Harga

	No
	1
	2
	H1
	3
	4
	H2
	5
	6
	H3

	1
	5
	5
	5
	5
	5
	5
	5
	5
	5

	2
	5
	5
	5
	5
	5
	5
	5
	5
	5

	3
	4
	4
	4
	4
	4
	4
	4
	4
	4

	4
	4
	4
	4
	4
	4
	4
	5
	5
	5

	5
	4
	4
	4
	4
	4
	4
	4
	4
	4

	6
	5
	5
	5
	5
	5
	5
	5
	5
	5

	7
	4
	4
	4
	4
	4
	4
	4
	4
	4

	8
	4
	4
	4
	4
	4
	4
	4
	4
	4

	9
	5
	5
	5
	5
	5
	5
	4
	4
	4

	10
	4
	4
	4
	4
	4
	4
	4
	4
	4

	11
	4
	4
	4
	3
	3
	3
	3
	3
	3

	12
	5
	5
	5
	5
	5
	5
	5
	5
	5

	13
	4
	4
	4
	4
	4
	4
	4
	4
	4

	14
	4
	4
	4
	4
	4
	4
	5
	5
	5

	15
	4
	4
	4
	3
	3
	3
	4
	4
	4

	16
	5
	5
	5
	5
	5
	5
	4
	4
	4

	17
	3
	3
	3
	4
	4
	4
	3
	3
	3

	18
	5
	5
	5
	5
	5
	5
	5
	5
	5

	19
	4
	4
	4
	4
	4
	4
	3
	3
	3

	20
	4
	4
	4
	4
	4
	4
	5
	5
	5

	21
	2
	2
	2
	3
	3
	3
	3
	3
	3

	22
	3
	3
	3
	3
	3
	3
	3
	3
	3

	23
	5
	5
	5
	5
	5
	5
	5
	5
	5

	24
	5
	5
	5
	5
	5
	5
	5
	5
	5

	25
	3
	3
	3
	3
	3
	3
	3
	3
	3

	26
	5
	5
	5
	5
	5
	5
	3
	3
	3

	27
	4
	4
	4
	4
	4
	4
	4
	4
	4

	28
	5
	5
	5
	5
	5
	5
	5
	5
	5

	29
	4
	4
	4
	4
	4
	4
	5
	5
	5

	30
	4
	4
	4
	4
	4
	4
	5
	5
	5

	31
	5
	5
	5
	5
	5
	5
	5
	5
	5

	32
	3
	3
	3
	3
	3
	3
	3
	3
	3

	33
	5
	5
	5
	5
	5
	5
	5
	5
	5

	34
	4
	4
	4
	5
	5
	5
	4
	4
	4

	35
	5
	5
	5
	5
	5
	5
	5
	5
	5

	36
	4
	4
	4
	5
	5
	5
	5
	5
	5

	37
	4
	4
	4
	4
	4
	4
	4
	4
	4

	38
	5
	5
	5
	4
	4
	4
	4
	4
	4

	39
	5
	5
	5
	5
	5
	5
	5
	5
	5

	40
	4
	4
	4
	4
	4
	4
	4
	4
	4

	41
	4
	4
	4
	4
	4
	4
	4
	4
	4

	42
	4
	4
	4
	4
	4
	4
	4
	4
	4

	43
	5
	5
	5
	5
	5
	5
	5
	5
	5

	44
	5
	5
	5
	5
	5
	5
	5
	5
	5

	45
	4
	4
	4
	4
	4
	4
	4
	4
	4

	46
	4
	4
	4
	4
	4
	4
	4
	4
	4

	47
	5
	5
	5
	5
	5
	5
	5
	5
	5

	48
	5
	5
	5
	5
	5
	5
	5
	5
	5

	49
	3
	3
	3
	3
	3
	3
	3
	3
	3

	50
	4
	4
	4
	4
	4
	4
	4
	4
	4

	51
	5
	5
	5
	5
	5
	5
	5
	5
	5

	52
	4
	4
	4
	4
	4
	4
	4
	4
	4

	53
	4
	4
	4
	4
	4
	4
	4
	4
	4

	54
	5
	5
	5
	5
	5
	5
	5
	5
	5

	55
	4
	4
	4
	4
	4
	4
	4
	4
	4

	56
	5
	5
	5
	5
	5
	5
	5
	5
	5

	57
	3
	3
	3
	3
	3
	3
	3
	3
	3

	58
	4
	4
	4
	4
	4
	4
	4
	4
	4

	59
	5
	5
	5
	5
	5
	5
	5
	5
	5

	60
	4
	4
	4
	4
	4
	4
	4
	4
	4

	61
	4
	4
	4
	4
	4
	4
	5
	5
	5

	62
	5
	5
	5
	5
	5
	5
	5
	5
	5

	63
	3
	3
	3
	4
	4
	4
	4
	4
	4

	64
	5
	5
	5
	5
	5
	5
	5
	5
	5

	65
	5
	5
	5
	5
	5
	5
	5
	5
	5

	66
	5
	5
	5
	5
	5
	5
	5
	5
	5

	67
	4
	4
	4
	4
	4
	4
	4
	4
	4

	68
	3
	3
	3
	3
	3
	3
	3
	3
	3

	69
	4
	4
	4
	4
	4
	4
	4
	4
	4

	70
	5
	5
	5
	5
	5
	5
	5
	5
	5

	71
	4
	4
	4
	4
	4
	4
	4
	4
	4

	72
	4
	4
	4
	4
	4
	4
	4
	4
	4

	73
	3
	3
	3
	3
	3
	3
	3
	3
	3

	74
	4
	4
	4
	4
	4
	4
	4
	4
	4

	75
	2
	2
	2
	3
	3
	3
	3
	3
	3

	76
	3
	3
	3
	3
	3
	3
	3
	3
	3

	77
	5
	5
	5
	5
	5
	5
	5
	5
	5

	78
	5
	5
	5
	5
	5
	5
	5
	5
	5

	79
	5
	5
	5
	5
	5
	5
	5
	5
	5

	80
	4
	4
	4
	4
	4
	4
	4
	4
	4

	81
	4
	4
	4
	4
	4
	4
	4
	4
	4

	82
	4
	4
	4
	4
	4
	4
	4
	4
	4

	83
	4
	4
	4
	4
	4
	4
	4
	4
	4

	84
	4
	4
	4
	4
	4
	4
	4
	4
	4

	85
	4
	4
	4
	4
	4
	4
	5
	5
	5

	86
	5
	5
	5
	5
	5
	5
	5
	5
	5

	87
	4
	4
	4
	4
	4
	4
	4
	4
	4

	88
	3
	3
	3
	3
	3
	3
	3
	3
	3

	89
	4
	4
	4
	4
	4
	4
	4
	4
	4

	90
	4
	4
	4
	5
	5
	5
	5
	5
	5

	91
	4
	4
	4
	4
	4
	4
	4
	4
	4

	92
	5
	5
	5
	5
	5
	5
	5
	5
	5

	93
	4
	4
	4
	4
	4
	4
	4
	4
	4

	94
	4
	4
	4
	4
	4
	4
	4
	4
	4

	95
	5
	5
	5
	5
	5
	5
	5
	5
	5

	96
	5
	5
	5
	5
	5
	5
	5
	5
	5

	97
	4
	4
	4
	4
	4
	4
	4
	4
	4

	98
	5
	5
	5
	5
	5
	5
	5
	5
	5

	99
	5
	5
	5
	5
	5
	5
	5
	5
	5

	100
	5
	5
	5
	5
	5
	5
	5
	5
	5




	Kualitas Pelayanan

	1
	2
	3
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	5
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	6
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	15
	 16
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	Correlations

	
	H1
	H2
	H3
	H4
	H5
	H6
	Persepsi_Harga

	H1
	Pearson Correlation
	1
	1.000**
	.875**
	.875**
	.608**
	.608**
	.872**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	H2
	Pearson Correlation
	1.000**
	1
	.875**
	.875**
	.608**
	.608**
	.872**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	H3
	Pearson Correlation
	.875**
	.875**
	1
	1.000**
	.588**
	.588**
	.898**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	H4
	Pearson Correlation
	.875**
	.875**
	1.000**
	1
	.588**
	.588**
	.898**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	H5
	Pearson Correlation
	.608**
	.608**
	.588**
	.588**
	1
	1.000**
	.878**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	H6
	Pearson Correlation
	.608**
	.608**
	.588**
	.588**
	1.000**
	1
	.878**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	Persepsi_Harga
	Pearson Correlation
	.872**
	.872**
	.898**
	.898**
	.878**
	.878**
	1

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

	
	N
	30
	30
	30
	30
	30
	30
	30

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




	Correlations

	

	
	K1
	K2
	K3
	K4
	K5
	K6
	K7
	K8
	K9
	K10
	K11
	K12
	K13
	K14
	K15
	K16
	K17
	K18
	K19
	K20

	K1
	Pearson Correlation
	1
	1.000**
	1.000**
	1.000**
	1.000**
	.856**
	.856**
	.856**
	.856**
	.856**
	.856**
	.788**
	.788**
	.788**
	.769**
	.769**
	.769**
	.768**
	.768**
	.768**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K2
	Pearson Correlation
	1.000**
	1
	1.000**
	1.000**
	1.000**
	.856**
	.856**
	.856**
	.856**
	.856**
	.856**
	.788**
	.788**
	.788**
	.769**
	.769**
	.769**
	.768**
	.768**
	.768**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K3
	Pearson Correlation
	1.000**
	1.000**
	1
	1.000**
	1.000**
	.856**
	.856**
	.856**
	.856**
	.856**
	.856**
	.788**
	.788**
	.788**
	.769**
	.769**
	.769**
	.768**
	.768**
	.768**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K4
	Pearson Correlation
	1.000**
	1.000**
	1.000**
	1
	1.000**
	.856**
	.856**
	.856**
	.856**
	.856**
	.856**
	.788**
	.788**
	.788**
	.769**
	.769**
	.769**
	.768**
	.768**
	.768**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K5
	Pearson Correlation
	1.000**
	1.000**
	1.000**
	1.000**
	1
	.856**
	.856**
	.856**
	.856**
	.856**
	.856**
	.788**
	.788**
	.788**
	.769**
	.769**
	.769**
	.768**
	.768**
	.768**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K6
	Pearson Correlation
	.856**
	.856**
	.856**
	.856**
	.856**
	1
	1.000**
	1.000**
	1.000**
	1.000**
	1.000**
	.811**
	.811**
	.811**
	.691**
	.691**
	.691**
	.807**
	.807**
	.807**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K7
	Pearson Correlation
	.856**
	.856**
	.856**
	.856**
	.856**
	1.000**
	1
	1.000**
	1.000**
	1.000**
	1.000**
	.811**
	.811**
	.811**
	.691**
	.691**
	.691**
	.807**
	.807**
	.807**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K8
	Pearson Correlation
	.856**
	.856**
	.856**
	.856**
	.856**
	1.000**
	1.000**
	1
	1.000**
	1.000**
	1.000**
	.811**
	.811**
	.811**
	.691**
	.691**
	.691**
	.807**
	.807**
	.807**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K9
	Pearson Correlation
	.856**
	.856**
	.856**
	.856**
	.856**
	1.000**
	1.000**
	1.000**
	1
	1.000**
	1.000**
	.811**
	.811**
	.811**
	.691**
	.691**
	.691**
	.807**
	.807**
	.807**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K10
	Pearson Correlation
	.856**
	.856**
	.856**
	.856**
	.856**
	1.000**
	1.000**
	1.000**
	1.000**
	1
	1.000**
	.811**
	.811**
	.811**
	.691**
	.691**
	.691**
	.807**
	.807**
	.807**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K11
	Pearson Correlation
	.856**
	.856**
	.856**
	.856**
	.856**
	1.000**
	1.000**
	1.000**
	1.000**
	1.000**
	1
	.811**
	.811**
	.811**
	.691**
	.691**
	.691**
	.807**
	.807**
	.807**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K12
	Pearson Correlation
	.788**
	.788**
	.788**
	.788**
	.788**
	.811**
	.811**
	.811**
	.811**
	.811**
	.811**
	1
	1.000**
	1.000**
	.729**
	.729**
	.729**
	.837**
	.837**
	.837**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K13
	Pearson Correlation
	.788**
	.788**
	.788**
	.788**
	.788**
	.811**
	.811**
	.811**
	.811**
	.811**
	.811**
	1.000**
	1
	1.000**
	.729**
	.729**
	.729**
	.837**
	.837**
	.837**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K14
	Pearson Correlation
	.788**
	.788**
	.788**
	.788**
	.788**
	.811**
	.811**
	.811**
	.811**
	.811**
	.811**
	1.000**
	1.000**
	1
	.729**
	.729**
	.729**
	.837**
	.837**
	.837**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K15
	Pearson Correlation
	.769**
	.769**
	.769**
	.769**
	.769**
	.691**
	.691**
	.691**
	.691**
	.691**
	.691**
	.729**
	.729**
	.729**
	1
	1.000**
	1.000**
	.776**
	.776**
	.776**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K16
	Pearson Correlation
	.769**
	.769**
	.769**
	.769**
	.769**
	.691**
	.691**
	.691**
	.691**
	.691**
	.691**
	.729**
	.729**
	.729**
	1.000**
	1
	1.000**
	.776**
	.776**
	.776**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K17
	Pearson Correlation
	.769**
	.769**
	.769**
	.769**
	.769**
	.691**
	.691**
	.691**
	.691**
	.691**
	.691**
	.729**
	.729**
	.729**
	1.000**
	1.000**
	1
	.776**
	.776**
	.776**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K18
	Pearson Correlation
	.768**
	.768**
	.768**
	.768**
	.768**
	.807**
	.807**
	.807**
	.807**
	.807**
	.807**
	.837**
	.837**
	.837**
	.776**
	.776**
	.776**
	1
	1.000**
	1.000**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K19
	Pearson Correlation
	.768**
	.768**
	.768**
	.768**
	.768**
	.807**
	.807**
	.807**
	.807**
	.807**
	.807**
	.837**
	.837**
	.837**
	.776**
	.776**
	.776**
	1.000**
	1
	1.000**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	K20
	Pearson Correlation
	.768**
	.768**
	.768**
	.768**
	.768**
	.807**
	.807**
	.807**
	.807**
	.807**
	.807**
	.837**
	.837**
	.837**
	.776**
	.776**
	.776**
	1.000**
	1.000**
	1

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30





	Correlations

	
	P1
	P2
	P3
	P4
	P5
	P6
	Kepuasan_Pelanggan

	P1
	Pearson Correlation
	1
	1.000**
	.734**
	.734**
	.610**
	.610**
	.811**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	P2
	Pearson Correlation
	1.000**
	1
	.734**
	.734**
	.610**
	.610**
	.811**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	P3
	Pearson Correlation
	.734**
	.734**
	1
	1.000**
	.644**
	.644**
	.917**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	P4
	Pearson Correlation
	.734**
	.734**
	1.000**
	1
	.644**
	.644**
	.917**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	P5
	Pearson Correlation
	.610**
	.610**
	.644**
	.644**
	1
	1.000**
	.885**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	P6
	Pearson Correlation
	.610**
	.610**
	.644**
	.644**
	1.000**
	1
	.885**

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

	
	N
	30
	30
	30
	30
	30
	30
	30

	Kepuasan_Pelanggan
	Pearson Correlation
	.811**
	.811**
	.917**
	.917**
	.885**
	.885**
	1

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

	
	N
	30
	30
	30
	30
	30
	30
	30

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




	Correlations

	
	L1
	L2
	L3
	L4
	L5
	L6
	L7
	L8
	L9
	Loyalitas_Pelanggan

	L1
	Pearson Correlation
	1
	1.000**
	.900**
	.900**
	.856**
	.856**
	.856**
	.838**
	.838**
	.933**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L2
	Pearson Correlation
	1.000**
	1
	.900**
	.900**
	.856**
	.856**
	.856**
	.838**
	.838**
	.933**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L3
	Pearson Correlation
	.900**
	.900**
	1
	1.000**
	.776**
	.776**
	.776**
	.756**
	.756**
	.896**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L4
	Pearson Correlation
	.900**
	.900**
	1.000**
	1
	.776**
	.776**
	.776**
	.756**
	.756**
	.896**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L5
	Pearson Correlation
	.856**
	.856**
	.776**
	.776**
	1
	1.000**
	1.000**
	.918**
	.918**
	.962**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L6
	Pearson Correlation
	.856**
	.856**
	.776**
	.776**
	1.000**
	1
	1.000**
	.918**
	.918**
	.962**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L7
	Pearson Correlation
	.856**
	.856**
	.776**
	.776**
	1.000**
	1.000**
	1
	.918**
	.918**
	.962**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L8
	Pearson Correlation
	.838**
	.838**
	.756**
	.756**
	.918**
	.918**
	.918**
	1
	1.000**
	.950**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	L9
	Pearson Correlation
	.838**
	.838**
	.756**
	.756**
	.918**
	.918**
	.918**
	1.000**
	1
	.950**

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

	Loyalitas_Pelanggan
	Pearson Correlation
	.933**
	.933**
	.896**
	.896**
	.962**
	.962**
	.962**
	.950**
	.950**
	1

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

	
	N
	30
	30
	30
	30
	30
	30
	30
	30
	30
	30

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




	Model Summaryb

	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
	.843a
	.710
	.704
	2.455
	.710
	118.870
	2
	97
	.000
	2.326

	a. Predictors: (Constant), Kualitas_Pelayanan, Persepsi_Harga

	b. Dependent Variable: Kepuasan_Pelanggan





	ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	1433.307
	2
	716.654
	118.870
	.000b

	
	Residual
	584.803
	97
	6.029
	
	

	
	Total
	2018.110
	99
	
	
	

	a. Dependent Variable: Kepuasan_Pelanggan

	b. Predictors: (Constant), Kualitas_Pelayanan, Persepsi_Harga




	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	Correlations
	Collinearity Statistics

	
	B
	Std. Error
	Beta
	
	
	Zero-order
	Partial
	Part
	Tolerance
	VIF

	1
	(Constant)
	6.140
	1.605
	
	3.825
	.000
	
	
	
	
	

	
	Persepsi_Harga
	.580
	.114
	.599
	5.078
	.000
	.834
	.458
	.278
	.215
	4.659

	
	Kualitas_Pelayanan
	.380
	.036
	.265
	2.245
	.027
	.796
	.222
	.123
	.215
	4.659

	a. Dependent Variable: Kepuasan_Pelanggan



[image: ]



	Descriptive Statistics

	
	Mean
	Std. Deviation
	N

	Loyalitas_Pelanggan
	49.73
	6.782
	100

	Persepsi_Harga
	29.95
	4.663
	100

	Kualitas_Pelayanan
	83.04
	14.913
	100

	Kepuasan_Pelanggan
	30.17
	4.515
	100




	Correlations

	
	Loyalitas_Pelanggan
	Persepsi_Harga
	Kualitas_Pelayanan
	Kepuasan_Pelanggan

	Pearson Correlation
	Loyalitas_Pelanggan
	1.000
	.654
	.675
	.710

	
	Persepsi_Harga
	.654
	1.000
	.886
	.834

	
	Kualitas_Pelayanan
	.675
	.886
	1.000
	.796

	
	Kepuasan_Pelanggan
	.710
	.834
	.796
	1.000

	Sig. (1-tailed)
	Loyalitas_Pelanggan
	.
	.000
	.000
	.000

	
	Persepsi_Harga
	.000
	.
	.000
	.000

	
	Kualitas_Pelayanan
	.000
	.000
	.
	.000

	
	Kepuasan_Pelanggan
	.000
	.000
	.000
	.

	N
	Loyalitas_Pelanggan
	100
	100
	100
	100

	
	Persepsi_Harga
	100
	100
	100
	100

	
	Kualitas_Pelayanan
	100
	100
	100
	100

	
	Kepuasan_Pelanggan
	100
	100
	100
	100




	Model Summaryb

	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
	.733a
	.537
	.523
	4.685
	.537
	37.142
	3
	96
	.000
	1.507

	a. Predictors: (Constant), Kepuasan_Pelanggan, Kualitas_Pelayanan, Persepsi_Harga

	b. Dependent Variable: Loyalitas_Pelanggan




	ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	2446.177
	3
	815.392
	37.142
	.000b

	
	Residual
	2107.533
	96
	21.953
	
	

	
	Total
	4553.710
	99
	
	
	

	a. Dependent Variable: Loyalitas_Pelanggan

	b. Predictors: (Constant), Kepuasan_Pelanggan, Kualitas_Pelayanan, Persepsi_Harga




	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	Correlations
	Collinearity Statistics

	
	B
	Std. Error
	Beta
	
	
	Zero-order
	Partial
	Part
	Tolerance
	VIF

	1
	(Constant)
	17.179
	3.286
	
	5.228
	.000
	
	
	
	
	

	
	Persepsi_Harga
	.439
	.245
	.327
	3.160
	.000
	.654
	-.016
	-.011
	.170
	5.897

	
	Kualitas_Pelayanan
	.345
	.070
	.318
	3.067
	.000
	.675
	.206
	.144
	.204
	4.901

	
	Kepuasan_Pelanggan
	.720
	.194
	.479
	3.717
	.000
	.710
	.355
	.258
	.290
	3.451

	a. Dependent Variable: Loyalitas_Pelanggan





image1.png
Scatterplot
Dependent Variable: Kepuasan_Pelanggan
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