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Jalan Prof.Dr. Soemantri Brojonegoro No. 1 Gedung Meneng Bandar Lampung

Lampiran 1
KUESIONER PENELITIAN
No. Responden.......
Kepada Yth:
Bapak / Ibu/ Sdr / Sdri
Di tempat

Responden yang terhormat,
Saya adalah mahasiswa S1 Reguler Universitas Lampung, Fakultas Ekonomi dan bisnis,

Jurusan Manajemen, sedang melakukan penelitian untuk kepentingan akademis yaitu
penyusunan skripsi yang digunakan sebagai persyaratan untuk penyelesaian studi S1 di

Universitas Lampung.

Bersama dengan akan dilakukan penelitian tersebut, maka saya mohon kerelaan Saudara/i
untuk mengisi kuisioner ini. Pendapat saudara/i dalam menjawab kuesioner ini akan
memberikan kontribusi yang berharga bagi saya. Atas Kesediaan dan bantuan saudarali saya

ucapkan terima kasih.

Bandar Lampung, ....................

Avin Cristhy
NPM : 0911011008



I dentitas Responden
1. Usa

20-25 Tahun
25-30 Tahun
30-35 Tahun

> 35 Tahun

2. JenisKdamin

[ Laki-Laki [ 1 Perempuan
3. Pekerjaan
Pegawai Negeri/TNI/Polri
Mahasiswa
Pegawai Swasta

Lainnya, sebutkan................

Persepsi Mengenai K epuasan Konsumen dan Loyalitas Konsumen

Berikanlah tanda silang (X) pada salah satu kolom menurut apa yang Anda rasakan selama
menjadi konsumen Klinik Kecantikan Kusuma.

Keterangan:
STP : Sangat Tidak Puas STS : Sangat Tidak Setuju
TP  :Tidak Puas TS  :Tidak Setuju
N - Netral N - Netral
P : Puas S : Setuju
SP . Sangat Puas SS : Sangat Setuju
No Pernyataan M engenai kepuasan STP TP N P SP
Konsumen D (2 (©)) (4) (5)
1 | Hargayang ditawarkan sesuai dengan
harapan
2 | Pelayanan yang diberikan sesuai dengan
harapan
3 | Produk yang diberikan sesuai dengan
harapan
4 | Kinerjakaryawan
5 | Penangangan keluhan sesuai yang dijanjikan
6 | Karyawan selalu bersikap ramah
7 | Karyawan selalu bersikap sopan
8 | Jaminan rasa aman atas produk yang
diberikan




Hasil dari kinerja produk lebih baik dari
Klinik lain

10

Hasil dari kinerja pelayanan lebih baik dari
Klinik lain

No

Pernyataan Mengenai K epuasan
Konsumen

STS
)

TS
2)

3)

(4)

()

11

Produk yang diberikan memuaskan

12

Pelayanan yang diberikan memuaskan

13

Ketika produk tidak sesuai dengan harapan
Saya, maka Saya akan tetap bertahan pada
Klinik Kecantikan Kusuma

14

Ketika pelayanan tidak sesuai dengan
harapan Saya, maka Saya akan tetap
bertahan pada Klinik Kecantikan Kusuma

No

Pernyataan Mengenai Loyalitas
Konsumen

STS
)

TS
2

3)

(4)

(5)

15

Saya akan lebih memilih Klinik Kecantikan
Kusuma dibanding klinik kecantikan lain

16

Klinik Kecantikan Kusuma merupakan
pilihan utama bagi saya

17

Saya akan merekomendasikan Klinik
Kecantikan Kusuma kepada orang lain

18

Saya akan kembali menggunakan produk
dan layanan dari Klinik Kecantikan Kusuma
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13
15
16
16
13
13
13
13
17
16
14
16
12
16
12
12
16
17
10
18
20
19

Variabd Y

18

17

(Loyalitas
Konsumen)

16

15

2

14

13

12

11

10

9

8

Variabel X (Kepuasan Konsumen)

No

10
11
12
13
14
15
16
17
18
19
20
21

22




14
14
16
15
17
18
18
14
14
13
18
15
18
18
19
19
15
14
19
18
16
18
17
19
16
14
17

23
24
25
26
27

28
29
30
31

32

33

35

36

37

38

39

40

41

42

45

46

47

48

49




17
18
16
17
16
17
16
18
18
18
14
19
19
19
18
16
16
20
16
16
17
13
14
17
16
18
16

50
51

952
53

55
56
57

58
59
60
61

62
63
64
65

66
67
68
69
70
71

72
73
74
75
76




16
16
19
15
17
12
20
15
16
20
15
20
18
19
20
17
20
17
19
15
17
17
19
18

409 | 374 | 378 | 5570 | 416 | 430 | 417 | 445 | 1642

396 | 391 | 426

424 | 416 | 413 | 402 | 402 | 411 | 416 | 417

77
78
79
80
81

82

83

85

86
87
88
89
90
91

92

93
9
95

96
97
98
99
100
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Tabel HargaKritisDistribusi t

DFf Taraf Nyata (a) Df Taraf Nyata (a) Df Taraf Nyata (a)
5% 1% 5% 1% 5% 1%
1 12,706 63,657 49 2,010 2,680 97 1,985 2,627
2 4,303 9,925 50 2,009 2,678 98 1,984 2,627
3 3,182 5,841 51 2,008 2,676 99 1,984 2,626
4 2,776 4,604 52 2,007 2,674 100 1,984 2,626
5 2,571 4,032 53 2,006 2,672 101 1,984 2,625
6 2,447 3,707 54 2,005 2,670 102 1,983 2,625
7 2,365 3,499 55 2,004 2,668 103 1,983 2,624
8 2,306 3,355 56 2,003 2,667 104 1,983 2,624
9 2,262 3,250 57 2,002 2,665 105 1,983 2,623
10 2,228 3,169 58 2,002 2,663 106 1,983 2,623
11 2,201 3,106 59 2,001 2,662 107 1,982 2,623
12 2,179 3,055 60 2,000 2,660 108 1,982 2,622
13 2,160 3,012 61 2,000 2,659 109 1,982 2,622
14 2,145 2,977 62 1,999 2,657 110 1,982 2,621
15 2,131 2,947 63 1,998 2,656 111 1,982 2,621
16 2,120 2,921 64 1,998 2,655 112 1,981 2,620
17 2,110 2,898 65 1,997 2,654 113 1,981 2,620
18 2,101 2,878 66 1,997 2,652 114 1,981 2,620
19 2,093 2,861 67 1,996 2,651 115 1,981 2,619
20 2,086 2,845 68 1,995 2,650 116 1,981 2,619
21 2,080 2,831 69 1,995 2,649 117 1,980 2,619
22 2,074 2,819 70 1,994 2,648 118 1,980 2,618
23 2,069 2,807 71 1,994 2,647 119 1,980 2,618
24 2,064 2,797 72 1,993 2,646 120 1,980 2,617
25 2,060 2,787 73 1,993 2,645 121 1,980 2,617
26 2,056 2,779 74 1,993 2,644 122 1,980 2,617
27 2,052 2,771 75 1,992 2,643 123 1,979 2,616
28 2,048 2,763 76 1,992 2,642 124 1,979 2,616
29 2,045 2,756 77 1,991 2,641 125 1,979 2,616
30 2,042 2,750 78 1,991 2,640 126 1,979 2,615
31 2,040 2,744 79 1,990 2,640 127 1,979 2,615
32 2,037 2,738 80 1,990 2,639 128 1,979 2,615
33 2,035 2,733 81 1,990 2,638 129 1,979 2,614
34 2,032 2,728 82 1,989 2,637 130 1,978 2,614
35 2,030 2,724 83 1,989 2,636 131 1,978 2,614
36 2,028 2,719 84 1,989 2,636 132 1,978 2,614
37 2,026 2,715 85 1,988 2,635 133 1,978 2,613
38 2,024 2,712 86 1,988 2,634 134 1,978 2,613
39 2,023 2,708 87 1,988 2,634 135 1,978 2,613
40 2,021 2,704 88 1,987 2,633 136 1,978 2,612
41 2,020 2,701 89 1,987 2,632 137 1,977 2,612
42 2,018 2,698 90 1,987 2,632 138 1,977 2,612




43 2,017 2,695 91 1,986 2,631 139 1,977 2,612
44 2,015 2,692 92 1,986 2,630 140 1,977 2,611
45 2,014 2,690 93 1,986 2,630 141 1,977 2,611
46 2,013 2,687 94 1,986 2,629 142 1,977 2,611
47 2,012 2,685 95 1,985 2,629 143 1,977 2,611
48 2,011 2,682 96 1,985 2,628 144 1,977 2,610
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Uji Validitas Variabe X (Kepuasan Konsumen)

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.

Bartlett's Test of Approx. Chi-Square
Sphericity df
Sig.

,623

423,426
91
,000

Communalities

Initial Extraction
x1 1,000 ,831
X2 1,000 , 755
x3 1,000 ,553
x4 1,000 ,585
x5 1,000 ,619
X6 1,000 ,800
X7 1,000 ,640
x8 1,000 ,608
X9 1,000 ,801
x10 1,000 , 769
x11 1,000 526
x12 1,000 ,561
x13 1,000 ,816
x14 1,000 ,818

Extraction Method: Principal Component Analysis.




Uji Validitasvariabel Y (Loyalitas Konsumen)

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.

Bartlett's Test of Approx. Chi-Square
Sphericity df
Sig.

741

134,634
6
,000

Communalities

Initial Extraction
yl 1,000 ,650
y2 1,000 ,751
y3 1,000 ,627
y4 1,000 ,507

Extraction Method: Principal Component Analysis.




Lampiran 4

Uji Reliabilitas Variabe X (Kepuasan Konsumen)

Case Processing Summary

N %
Cases Valid 100 99,0
Excluded? 1 1,0
Total 101 100,0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha Iltems N of Items
, 748 ,750 14
Item-Total Statistics
Scale Corrected Squared Cronbach's

Scale Mean if Variance if Item-Total Multiple Alpha if Item

Iltem Deleted Item Deleted Correlation Correlation Deleted
X1 51,4700 22,332 ,299 ,539 , 739
X2 51,5600 21,905 ,396 ,508 732
x3 51,6000 19,980 ,533 ,435 714
x4 51,7200 21,274 377 ,367 , 732
x5 51,7300 21,351 ,315 314 ,738
X6 51,6500 20,715 ,430 ,590 , 726
X7 51,6100 20,846 ,393 ,488 ,730
x8 51,6100 22,665 ,233 ,268 ,745
X9 51,8300 20,789 ,362 ,542 ,733
x10 51,8900 21,311 ,345 ,452 , 735
x11 51,5500 21,462 ,353 275 734
x12 51,7300 21,108 422 371 727
x13 52,0900 21,497 277 497 , 743
x14 52,0600 21,208 312 547 739




Uji Reliabilitas Variabel Y (Loyalitas K onsumen)

Case Processing Summary

N %

Cases Valid 100 100,0

Excluded? 0 0

Total 100 100,0

a. Listwise deletion based on all
variables in the procedure.
Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha Items N of Items
,807 ,805 4
Item-Total Statistics
Scale Corrected Squared Cronbach's

Scale Mean if Variance if Item-Total Multiple Alpha if Item

Item Deleted Iltem Deleted Correlation Correlation Deleted
yl 12,4100 2,911 ,636 ,430 , 752
y2 12,2800 2,648 723 ,563 ,706
y3 12,4200 2,973 ,614 ,455 ,762
y4 12,1500 3,280 524 ,293 ,802




Lampiran 5

Uji Regres

Descriptive Statistics

Mean Std. Deviation N
LOYALITAS KONSUMEN 16,4200 2,22102 100
KEPUASAN KONSUMEN 55,7000 4,92469 100

Correlations

LOYALITAS KEPUASAN

KONSUMEN KONSUMEN

Pearson Correlation  LOYALITAS KONSUMEN 1,000 ,495
KEPUASAN KONSUMEN ,495 1,000

Sig. (1-tailed) LOYALITAS KONSUMEN . ,000
KEPUASAN KONSUMEN ,000 )
N LOYALITAS KONSUMEN 100 100
KEPUASAN KONSUMEN 100 100

Variables Entered/Removed(b)

Variables Variables
Model Entered Removed | Method
1
KEPUASAN Enter
KONSUMEN(a)

a All requested variables entered.
b Dependent Variable: LOYALITAS KONSUMEN



Model Summary

Change Statistics

Adjusted| Std. Error d R Squarg
Model R R Squarg R Square| the Estimat| Change | F Changg  dfl df2 Sig. F Chan
1 498 ,245 ,237 1,94013 ,245 31,742 1 98 ,00091
a.Predictors: (Constant), KEPUASAN KONSUMEN
ANOVA
Sum of
Model Squares df Mean Square F Sig.
1 Regression 119,478 1 119,478 31,742 ,0002
Residual 368,882 98 3,764
Total 488,360 99
a. Predictors: (Constant), KEPUASAN KONSUMEN
b. Dependent Variable: LOYALITAS KONSUMEN
Coefficiefits
Unstandardized | Standardize
Coefficients Coefficientg Collinearity Statist
Model B Std. Erro Beta t Sig. [ Toleranc{ VIF
1 (Constant) 3,995 2,214 1,804 074
KEPUASAN KONSU 223 ,040 495| 5634 ,000 1,000/ 1,000

a.Dependent Variable: LOYALITAS KONSUMEN
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Frequence Table X (Kepuasan Konsumen)

x1
Cumulative
Frequency | Percent | Valid Percent Percent
Valid netral 7 7,0 7,0 7,0
puas 63 63,0 63,0 70,0
sangat puas 30 30,0 30,0 100,0
Total 100 100,0 100,0
x2
Cumulative
Frequency | Percent | Valid Percent Percent
Valid netral 9 9,0 9,0 9,0
puas 68 68,0 68,0 77,0
sangat puas 23 23,0 23,0 100,0
Total 100 100,0 100,0
x3
Cumulative
Frequency Percent Valid Percent Percent
Valid tidak puas 1 1,0 1,0 1,0
netral 22 22,0 22,0 23,0
puas 43 43,0 43,0 66,0
sangat puas 34 34,0 34,0 100,0
Total 100 100,0 100,0
x4
Cumulative
Frequency | Percent | Valid Percent Percent
Valid tidak puas 1 1,0 1,0 1,0
netral 23 23,0 23,0 24,0
puas 53 53,0 53,0 77,0
sangat puas 23 23,0 23,0 100,0
Total 100 100,0 100,0




x5

Cumulative
Frequency | Percent | Valid Percent Percent
Valid tidak puas 3 3,0 3,0 3,0
netral 23 23,0 23,0 26,0
puas 48 48,0 48,0 74,0
sangat puas 26 26,0 26,0 100,0
Total 100 100,0 100,0
X6
Cumulative
Frequency | Percent | Valid Percent Percent
Valid tidak puas 1 1,0 1,0 1,0
netral 23 23,0 23,0 24,0
puas 46 46,0 46,0 70,0
sangat puas 30 30,0 30,0 100,0
Total 100 100,0 100,0
X7
Cumulative
Frequency | Percent | Valid Percent Percent
Valid tidak puas 1 1,0 1,0 1,0
netral 23 23,0 23,0 24,0
puas 42 42,0 42,0 66,0
sangat puas 34 34,0 34,0 100,0
Total 100 100,0 100,0
x8
Cumulative
Frequency Percent Valid Percent Percent
Valid tidak puas 1 1,0 1,0 1,0
netral 9 9,0 9,0 10,0
puas 70 70,0 70,0 80,0
sangat puas 20 20,0 20,0 100,0
Total 100 100,0 100,0




x9

Cumulative
Frequency | Percent | Valid Percent Percent
Valid tidak puas 3 3,0 3,0 3,0
netral 33 33,0 33,0 36,0
puas 38 38,0 38,0 74,0
sangat puas 26 26,0 26,0 100,0
Total 100 100,0 100,0
x10
Cumulative
Frequency | Percent | Valid Percent Percent
Valid tidak puas 1 1,0 1,0 1,0
netral 36 36,0 36,0 37,0
puas 44 44,0 44,0 81,0
sangat puas 19 19,0 19,0 100,0
Total 100 100,0 100,0
x11
Cumulative
Frequency | Percent Valid Percent Percent
Valid tidak setuju 1 1,0 1,0 1,0
netral 15 15,0 15,0 16,0
setuju 52 52,0 52,0 68,0
sangat setuju 32 32,0 32,0 100,0
Total 100 100,0 100,0
x12
Cumulative
Frequency | Percent Valid Percent Percent
Valid netral 25 25,0 25,0 25,0
setuju 53 53,0 53,0 78,0
sangat setuju 22 22,0 22,0 100,0
Total 100 100,0 100,0




x13

Cumulative
Frequency | Percent Valid Percent Percent
Valid tidak setuju 6 6,0 6,0 6,0
netral 42 42,0 42,0 48,0
setuju 37 37,0 37,0 85,0
sangat setuju 15 15,0 15,0 100,0
Total 100 100,0 100,0
x14
Cumulative
Frequency | Percent Valid Percent Percent
Valid tidak setuju 6 6,0 6,0 6,0
netral 40 40,0 40,0 46,0
setuju 38 38,0 38,0 84,0
sangat setuju 16 16,0 16,0 100,0
Total 100 100,0 100,0
Frequence Table Y (Loyalitas Konsumen)
yl
Cumulative
Frequency Percent Valid Percent Percent
Valid tidak setuju 1 1,0 1,0 1,0
netral 21 21,0 21,0 22,0
setuju 54 54,0 54,0 76,0
sangat setuju 24 24,0 24,0 100,0
Total 100 100,0 100,0
y2
Cumulative
Frequency Percent Valid Percent Percent
Valid netral 21 21,0 21,0 21,0
setuju 44 44,0 44,0 65,0
sangat setuju 35 35,0 35,0 100,0
Total 100 100,0 100,0




y3

Cumulative
Frequency | Percent Valid Percent Percent
Valid netral 24 24.0 24,0 24,0
setuju 52 52,0 52,0 76,0
sangat setuju 24 24,0 24,0 100,0
Total 100 100,0 100,0
y4
Cumulative
Frequency | Percent Valid Percent Percent
Valid tidak puas 1 1,0 1,0 1,0
netral 8 8,0 8,0 9,0
setuju 54 54,0 54,0 63,0
sangat setuju 37 37,0 37,0 100,0
Total 100 100,0 100,0
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