
LAMPIRAN 

 

Lampiran 1. Kuisioner Penelitian 

KUISIONER 

ANALISIS KUALITAS PELAYANAN TERHADAP KEPUASAN 

PELANGGAN TOKO SUN MIRACLE DENGAN METODE CUSTOMER 

SATISFACTION INDEX (CSI) DAN POTENTIAL GAIN IN CUSTOMER 

VALUE (PGCV) 

Assalamu’alaikum Wr. Wb. 

Saya Lilis Ariyanti, mahasiswi Fakultas Teknologi Industri di Universitas 

Nahdlatul Ulama Al Ghazali Cilacap. Saat ini saya sedang mengerjakan Tugas Akhir 

(TA) untuk menempuh jenjang Sarjana-1 (S1). Untuk kepentingan penelitian, 

bapak/ibu/sdr/i diminta untuk mengisi kusioner. Pernyataan yang akan diajukan 

hanya bertujuan untuk mendapatkan informasi selama proses pembuatan Laporan 

Tugas Akhir, sehingga Bapak/Ibu tidak perlu ragu untuk memberikan jawaban yang 

sejujurnya. 

  Identtitas Responden 

  Nama  : 

  Usia  : 

  Jenis Kelamin : 

  Pekerjaan : 

Bagian 1 : Kepuasan dan Harapan Pelanggan 

Petunjuk Pengisian : 

Anda diminta mengisi 2 jenis kolom penilaian terhadap pertanyaan yang 

diberikan. 

a. Harapan : Bagaimana harapan Anda mengenai toko Sun Miracle Cilacap 

kedepannya. 

  b. Kepuasan : Bagaimana kepuasan yang anda rasakan saat berbelanja di Toko 



Sun Miracle Cilacap. 

Jawablah pernyataan di bawah ini sesuai kepuasan dan harapan yang anda 

rasakan dengan 

memberi tanda centang (√) pada kolom yang sesuai dengan ketentuan sebagai 

berikut : 

 

No. Pernyataan 
Kepuasan Harapan 

1 2 3 4 5 1 2 3 4 5 

Reliability 

1. Apakah Toko Sun Miracle memberikan 
pelayanan sesuai dengan janji yang 
diberikan ? 

          

2. Apakah Karyawan Toko Sun Miracle 
bersedia membantu pelanggan ? 

          

Responsiveness 

3. Apakah Karyawan menanggapi pertanyaan 
pelanggan mengenai produk yang dijual ? 

          

4. Apakah Karyawan menginformasikan 

kepada pelanggan mengenai produk yang 

dijual ? 

          

Assurance 

5. Apakah Karyawan Toko Sun Miracle 
memiliki pengetahuan yang cukup untuk 
menjawab pertanyaan pelanggan ? 

          

6. Apakah Karyawan Toko Sun Miracle 
memberikan pelayanan dengan sopan dan 
ramah ? 

          

Empathy 

7. Apakah pelanggan merasa aman dan 
percaya saat berinteraksi dengan karyawan 
Toko Sun Miracle ? 

          

8. Apakah Karyawan Toko Sun Miracle 

memahami kebutuhan pelanggan ? 

          

Tangibles 

9. Apakah Toko Sun Miracle memiliki jam 
operasional yang nyaman bagi pelanggan ? 

          

10. Apakah penataan barang di toko Sun 
Miracle informatif 

          

11 Apakah Karyawan Toko Sun Miracle 
berpakaian rapi dan profesional ? 

          

 

 

 

 

 

 

 

 
 



Lampiran 2. Rekapitulasi Hasil Kusioner Responden  

Bagian 1 Rekapitulasi Hasil Kuisioner Kepuasan  

IcjTVa6DUIH/view?usp=drive_link 

Bagian 2 Rekapitulasi Hasil Kuisioner Harapan 

https://drive.google.com/file/d/1wIcIzXo21_fHbHcdWn7iZZsfA

KBTg_PX/view?usp 
=drive_link 

 

Lampiran 3. Tabel r 
  



 
Lampiran 4. Hasil r hitung SPSS 

Bagian 1 Kepuasan 

 

  RL2 RS1 RS2 A1 A2 E1 E2 T1 T2 T3 TOTAL 

RL1 Pearson 

Correlation 

1 .627** .591** .608** .594** .560** .478** .396** .135 .160 .490** .714** 

 Sig. (2- 

tailed) 

 .000 .000 .000 .000 .000 .000 .000 .180 .112 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

RL2 Pearson 

Correlation 

.627** 1 .701** .710** .655** .518** .544** .421** .093 .201
* 

.491** .751** 

 Sig. (2- 

tailed) 

.000  .000 .000 .000 .000 .000 .000 .358 .045 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

RS1 Pearson 

Correlation 

.591** .701** 1 .638** .731** .556** .421** .478** .098 .169 .504** .741** 

 Sig. (2- 

tailed) 

.000 .000  .000 .000 .000 .000 .000 .330 .092 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

RS2 Pearson 

Correlation 

.608** .710** .638** 1 .724** .657** .445** .473** .125 .239
* 

.527** .777** 

 Sig. (2- 

tailed) 

.000 .000 .000  .000 .000 .000 .000 .214 .017 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

A1 Pearson 

Correlation 

.594** .655** .731** .724** 1 .662** .455** .544** .170 .227
* 

.484** .789** 

Sig. (2- 

tailed) 

.000 .000 .000 .000  .000 .000 .000 .090 .023 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

A2 Pearson 

Correlation 

.560** .518** .556** .657** .662** 1 .497** .557** .137 .201
* 

.398** .730** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000  .000 .000 .173 .045 .000 .000 



N 100 100 100 100 100 100 100 100 100 100 100 100 

E1 Pearson 

Correlation 

.478** .544** .421** .445** .455** .497** 1 .485** .452
* 
* 

.378
* 
* 

.632** .745** 

 Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

E2 Pearson 

Correlation 

.396** .421** .478** .473** .544** .557** .485** 1 .335
* 
* 

.245
* 

.514** .694** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000  .001 .014 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

T1 Pearson 

Correlation 

.135 .093 .098 .125 .170 .137 .452** .335** 1 .717
* 
* 

.493** .512** 

Sig. (2- 

tailed) 

.180 .358 .330 .214 .090 .173 .000 .001  .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

T2 Pearson 

Correlation 

.160 .201* .169 .239* .227* .201* .378** .245* .717
* 
* 

1 .561** .552** 

Sig. (2- 

tailed) 

.112 .045 .092 .017 .023 .045 .000 .014 .000  .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

T3 Pearson 

Correlation 

.490** .491** .504** .527** .484** .398** .632** .514** .493
* 
* 

.561
* 
* 

1 .787** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

TO 

TAL 

Pearson 

Correlation 

.714** .751** .741** .777** .789** .730** .745** .694** .512
* 
* 

.552
* 
* 

.787** 1 

 Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  

N 100 100 100 100 100 100 100 100 100 100 100 100 

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

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



 

 

Reliability Statistics 

Cronbach's 

Alpha 

 

N of Items 

.896 11  

 

Bagian 2 Harapan 
Correlations 

 

RL1 RL2 RS1 RS2 A1 A2 E1 E2 T1 T2 T3 TOTAL 

RL1 Pearson 

Correlation 

1 .837** .810* 
* 

.736** .710** .639** .691* 
* 

.669* 
* 

.662** .682* 
* 

.689** .823** 

 Sig. (2- 

tailed) 

            .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

RL2 Pearson 

Correlation 

.837 
** 

1 .846* 
* 

.853** .799** .740** .791* 
* 

.754* 
* 

.721** .780* 
* 

.750** .901** 

 Sig. (2- 

tailed) 

.000  .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

RS1 Pearson 

Correlation 

.810 
** 

.846** 1 .841** .794** .744** .821* 
* 

.781* 
* 

.754** .758* 
* 

.801** .912** 

 Sig. (2- 

tailed) 

.000 .000  .000 .000 .000 .000 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

RS2 Pearson 

Correlation 

.736 
** 

.853** .841* 
* 

1 .846** .773** .812* 
* 

.777* 
* 

.733** .747* 
* 

.772** .906** 

 Sig. (2- 

tailed) 

.000 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

A1 Pearson 

Correlation 

.710 
** 

.799** .794* 
* 

.846** 1 .760** .772* 
* 

.727* 
* 

.716** .714* 
* 

.768** .878** 

Sig. (2- 

tailed) 

.000 .000 .000 .000  .000 .000 .000 .000 .000 .000 .000 

 N 100 100 100 100 100 100 100 100 100 100 100 100 



A2 Pearson 

Correlation 

.639 
** 

.740** .744
* 
* 

.773** .760** 1 .772* 
* 

.801* 
* 

.733** .768* 
* 

.752** .867** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000  .000 .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

E1 Pearson 

Correlation 

.691 
** 

.791** .821
* 
* 

.812** .772** .772** 1 .871* 
* 

.861** .778* 
* 

.821** .919** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000  .000 .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

E2 Pearson 

Correlation 

.669 
** 

.754** .781
* 
* 

.777** .727** .801** .871* 
* 

1 .860** .785* 
* 

.827** .906** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000  .000 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

T1 Pearson 

Correlation 

.662 
** 

.721** .754
* 
* 

.733** .716** .733** .861* 
* 

.860* 
* 

1 .827* 
* 

.862** .894** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000  .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

T2 Pearson 

Correlation 

.682 
** 

.780** .758
* 
* 

.747** .714** .768** .778* 
* 

.785* 
* 

.827** 1 .829** .886** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000  .000 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

T3 Pearson 

Correlation 

.689 
** 

.750** .801
* 
* 

.772** .768** .752** .821* 
* 

.827* 
* 

.862** .829* 
* 

1 .908** 

Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 

TO 

TAL 

Pearson 

Correlation 

.823 
** 

.901** .912
* 
* 

.906** .878** .867** .919* 
* 

.906* 
* 

.894** .886* 
* 

.908** 1 

 Sig. (2- 

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  

N 100 100 100 100 100 100 100 100 100 100 100 100 

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

 



 

 
Reliability Statistics 

Cronbach's 

Alpha 

 

N of Items 

.974 11 



 

Lampiran 5. Dokumentasi Penelitian 
 

 
 

         

 

                          
             



 
 

 

 
 

 

 

                                            



  

 

 

 

 


