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Lampiran A : Kuisioner Penelitian 

KUESIONER KEPUASAN PRAKTIKAN PADA LABORATORIUM FISIKA DASAR  

FAKULTAS MIPA UNIVERSITAS GADJAH MADA 

 

Saya membutuhkan kesediaan anda untuk mengisi kuesioner ini untuk kepentingan penelitian skripsi. Evaluasi ini akan digunakan untuk peningkatan 

kualitas pelayanan di Laboratorium Fisika Dasar Fakultas MIPA Universitas Gadjah Mada. Oleh karena itu dimohon untuk menjawab kuesioner ini 

dengan jujur sesuai dengan yang anda rasakan.  

Nama :  ___________________________________   NIM :  _________________________ 

Prodi :  ___________________________________ 

Jenis Kelamin   : 1. Laki-laki 

    2. Perempuan 

Semester   : _________________________  

Silahkan melingkari pilihan jawaban sesuai dengan penilaian anda.  

Keterangan : STP   (Sangat Tidak Penting) = 1  STB (Sangat Tidak Baik)  = 1 

  TP   (Tidak Penting)  = 2             TB (Tidak Baik)  = 2  

  CP   (Cukup Penting)  = 3  CB (Cukup Baik)  = 3  

P     (Penting)                          = 4                   B (Baik)     = 4 

SP   (Sangat Penting)              = 5 SB (Sangat Baik)  = 5 

  



Variabel kualitas pelayanan Harapan Anda 
 

Yang Anda Rasakan 

Bukti Fisik (Tangibility) STP TP CP P SP STB TB CB B SB 

BF1 
Kebersihan ruangan 

praktikum laboratorium  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

BF2 
Kebersihan peralatan di 

laboratorium 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

BF3 

Kebersihan fasilitas 

penunjang (misalnya 

toilet)  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

BF4 

Kelengkapan informasi 

mengenai tata tertib, buku 

petunjuk penggunaan lab 

dan peralatan laboratorium  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

BF5 
Kerapian penampilan 

asisten laboratorium  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

Kehandalan (Reliability) STP TP CP P SP STB TB CB B SB 

KH1 

Kompetensi asisten 

laboratorium dalam 

memberikan penjelasan 

kepada praktikan 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

KH2 

Kemampuan asisten 

laboratorium dalam 

menjawab pertanyaan 

praktikan 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

KH3 

Kesesuaian jadwal 

laboratorium dengan 

pelaksanaan praktikum 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 



KH4 

Kejelasan informasi yang 

diberikan oleh asisten 

laboratorium  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

Daya Tanggap (Responsiveness) STP TP CP P SP STB TB CB B SB 

DT1 

Kesediaan asisten 

laboratorium untuk 

membantu praktikan 

selama praktikum 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

DT2 

Kesediaan asisten 

laboratorium untuk 

memberikan informasi 

mengenai tata cara 

praktikum 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

DT3 

Kesigapan asisten 

laboratorium dalam 

melayani praktikan 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

DT4 

Kecepatan asisten 

laboratorium dalam 

menyelesaikan keluhan 

praktikan  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

Empati (Empathy) STP TP CP P SP STB TB CB B SB 

EM1 

Kesabaran  asisten 

laboratorium dalam 

menanggapi masalah 

praktikan 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

EM2 

Kepedulian asisten 

laboratorium kepada 

praktikan selama 

praktikum berlangsung 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

EM3 

Keramahan asisten 

laboratorium kepada 

praktikan  

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 



EM4 
Kesopanan sikap dan tutur 

kata asisten laboratorium  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

Jaminan (Assurance) STP TP CP P SP STB TB CB B SB 

JM1 

Konsentrasi asisten 

laboratorium selama 

praktikum berlangsung 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

JM2 

Kepercayaan praktikan 

terhadap kemampuan 

asisten dalam menjalankan 

tugasnya  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

JM3 

Keamanan dalam 

penggunaan alat di 

laboratorium  

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

JM4 

Kemampuan asisten  

laboratorium dalam 

memberikan materi 

praktikum kepada 

praktikan 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

1 

 

 

2 

 

 

3 

 

 

4 

 

 

5 

 

 

 

*Terimakasih atas partisipasi anda* 

 

 

 

 

 

 



Lampiran B : Tabulasi Data 

Harapan 

 

No. 
Bukti Fisik Kehandalan Daya Tanggap Empati Jaminan 

  p1 p2 p3 p4 p5 p1 p2 p3 p4 p1 p2 p3 p4 p1 p2 p3 p4 p1 p2 p3 p4 

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

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

 3 4 3 2 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 
 

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

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

 6 3 3 4 3 3 2 2 3 2 4 4 4 3 4 3 4 4 3 3 3 3 
 

 7 3 3 3 3 4 3 3 2 2 4 3 3 4 4 4 4 3 4 4 4 4 
 

 8 3 3 3 2 2 3 3 3 3 4 2 4 3 4 3 3 3 4 4 2 3 
 

 9 3 3 3 3 4 4 4 3 4 4 3 4 2 4 3 3 4 2 3 2 2 
 

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

 11 5 4 5 5 4 4 3 3 4 4 3 3 3 3 5 4 3 4 4 4 4 
 

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

 13 3 3 4 4 3 3 3 2 3 4 4 4 3 4 4 4 4 4 4 4 3 
 

 14 2 2 3 2 2 4 3 4 3 3 2 3 3 4 3 3 2 3 3 3 3 
 

 15 2 3 2 3 3 2 2 2 3 2 3 3 3 3 3 3 3 3 3 3 3 
 

 16 3 3 3 3 4 5 4 5 4 4 3 3 3 3 3 3 3 2 3 2 3 
 

 17 3 3 3 3 2 3 3 2 3 3 3 3 3 3 3 2 2 3 2 4 3 
 

 18 3 3 3 2 3 4 3 3 3 3 3 3 3 3 3 3 3 3 2 3 2 
 

 19 4 4 4 4 4 3 3 3 3 4 4 4 4 4 4 4 4 3 4 2 3 
 

 20 3 2 2 3 2 2 3 2 2 3 2 2 3 3 3 3 3 2 2 3 3 
 

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

 22 4 4 4 4 4 3 3 3 3 3 3 3 4 3 3 3 3 4 3 4 4 
 

 23 3 3 3 3 3 3 4 3 4 3 2 3 2 3 3 2 2 2 3 3 2 
 

 



24 3 3 4 3 4 3 2 3 3 4 3 3 4 4 3 3 4 4 4 4 3 
 

 25 3 3 3 4 3 3 3 3 3 3 4 3 3 3 3 3 3 4 3 3 3 
 

 26 3 3 3 3 3 4 4 4 4 3 4 3 3 4 4 3 3 3 3 4 3 
 

 27 4 4 5 5 5 5 4 3 4 3 4 4 4 5 4 4 3 3 4 4 4 
 

 28 3 3 4 3 3 2 2 3 2 3 3 3 3 3 3 3 3 3 3 3 3 
 

 29 3 2 2 3 3 3 3 3 2 3 3 4 3 3 3 2 3 3 3 4 3 
 

 30 3 3 3 4 4 2 3 2 3 3 4 4 4 3 4 3 4 3 3 4 4 
 

 31 3 3 3 3 3 3 3 4 3 3 3 3 2 3 3 3 3 3 3 3 3 
  

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

33 3 3 4 4 4 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 
  

34 4 5 4 5 5 4 3 4 3 5 4 5 4 5 4 4 4 5 5 5 5 
  

35 4 3 3 3 3 4 4 4 4 3 4 5 3 3 3 3 3 3 4 3 3 
  

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

37 2 3 2 2 2 3 3 3 4 3 2 2 3 3 2 2 3 2 3 2 3 
  

38 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 
  

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

40 4 4 4 4 4 2 3 3 3 4 4 4 5 4 4 4 4 4 4 4 4 
  

41 2 3 3 3 3 4 3 4 3 3 4 3 4 3 3 3 3 3 3 4 3 
  

42 3 3 4 3 4 2 2 4 3 3 4 4 3 3 3 3 3 4 4 4 3 
  

43 3 3 2 2 3 4 4 3 4 3 3 2 3 3 3 2 3 3 3 3 2 
  

44 4 3 4 3 4 3 2 2 3 4 4 3 4 3 4 3 3 4 4 3 4 
  

45 3 2 3 3 2 3 2 3 3 3 3 3 3 3 3 3 3 3 3 2 2 
  

46 5 4 5 5 4 2 2 2 3 4 3 4 4 4 4 3 3 4 4 4 4 
  

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

48 3 3 3 3 3 3 3 2 2 3 4 3 3 4 4 4 3 3 4 3 3 
  

49 4 3 4 3 4 4 4 3 3 3 4 3 4 4 4 4 4 3 3 3 4 
  

50 2 2 2 2 2 2 2 3 3 2 2 2 2 3 2 2 2 3 2 2 3 
  

51 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 
  

52 4 4 3 4 4 3 3 3 3 4 4 4 3 4 4 3 4 4 4 4 4 
  



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

54 2 2 3 2 2 4 4 4 3 2 2 2 3 2 2 2 2 2 2 2 3 
  

55 3 3 3 3 3 4 3 4 4 3 3 3 3 3 3 3 3 3 3 3 3 
  

56 4 4 4 4 4 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 
  

57 3 3 2 4 5 4 3 3 3 4 5 4 4 4 4 3 5 4 5 5 4 
  

58 2 2 2 3 3 3 3 3 3 2 2 2 3 3 3 2 2 3 2 3 2 
  

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

60 2 3 3 2 3 4 4 4 3 4 4 3 3 3 4 3 3 2 2 2 3 
  

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

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

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

64` 3 3 3 3 3 2 2 3 2 3 3 3 3 3 3 3 3 3 3 2 3 
  

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

66 5 5 5 5 4 4 4 4 4 4 4 4 4 5 4 4 4 4 4 5 5 
  

67 3 3 2 2 3 2 2 3 2 3 3 3 3 3 3 2 3 3 3 3 2 
  

68 2 2 2 2 2 2 2 2 2 2 2 2 2 3 3 2 2 2 2 2 2 
  

69 4 3 3 3 3 4 3 4 3 3 3 3 3 4 4 4 4 3 4 4 3 
  

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

71 3 3 3 3 3 2 2 2 2 3 2 2 2 3 3 3 3 2 2 2 2 
  

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

73 3 3 4 3 4 3 3 3 3 3 3 3 4 4 3 3 3 3 3 4 4 
  

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

75 4 3 4 3 3 4 3 4 3 3 3 3 4 3 4 4 4 3 4 4 3 
  

76 4 3 4 3 4 3 3 4 4 4 4 3 4 3 4 4 4 4 4 4 4 
  

77 3 3 3 3 3 2 2 2 3 3 3 3 3 3 3 2 3 3 3 3 3 
  

78 3 3 2 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 
  

79 2 2 2 3 3 3 2 2 2 3 2 2 2 3 3 3 3 3 2 2 3 
  

80 3 3 4 4 4 3 3 3 4 4 3 3 4 3 4 4 4 4 4 4 4 
  

81 3 3 3 2 3 3 3 2 2 3 3 3 2 3 3 3 2 2 3 3 2 
  



82 3 3 3 2 3 2 2 3 3 2 2 2 3 3 2 3 3 3 2 2 3 
  

83 5 4 4 4 5 5 5 4 5 5 4 4 5 5 5 5 5 4 5 4 5 
  

84 3 3 3 4 3 3 3 4 3 3 3 4 3 3 4 3 3 3 3 3 3 
  

85 4 3 4 3 4 4 3 4 4 4 3 3 4 4 4 4 3 4 4 4 4 
  

86 3 3 3 3 4 3 3 2 3 3 2 3 3 2 3 3 2 3 3 3 2 
  

87 3 3 4 4 3 4 4 3 3 2 3 4 2 4 3 2 2 3 3 3 3 
  

88 4 4 4 5 4 5 4 4 5 5 4 4 4 4 5 5 4 5 5 4 5 
  

89 3 4 3 4 5 4 3 4 5 4 4 4 5 3 3 3 3 4 4 4 4 
  

90 4 3 3 3 3 4 5 3 4 3 3 3 3 4 3 3 3 3 5 3 4 
  

91 4 3 4 4 3 4 3 3 4 3 3 3 4 3 3 3 3 4 3 3 3 
  

92 4 4 4 3 4 4 4 4 3 4 3 4 3 4 4 4 4 4 3 4 3 
  

93 3 3 4 4 4 5 4 4 4 3 4 4 3 4 3 3 3 4 4 4 4 
  

94 2 3 2 4 3 3 3 2 3 4 5 4 4 3 2 2 3 3 4 4 3 
  

95 4 2 3 3 4 2 3 3 3 2 3 3 2 3 4 4 4 3 4 3 3 
  

96 2 3 2 3 2 3 3 3 2 2 3 2 3 4 3 2 2 3 4 4 5 
  

97 2 3 4 3 3 2 2 2 3 2 3 3 3 3 2 3 4 4 3 4 2 
  

98 4 4 5 5 5 5 4 4 4 4 4 3 4 3 4 4 4 4 4 5 4 
  

99 4 4 4 4 4 4 4 4 4 3 3 3 3 4 5 5 5 5 3 4 3 
  

100 4 4 4 3 4 4 4 3 3 2 3 2 3 3 3 3 4 3 2 3 3 
  

∑ 326 317 331 334 342 325 309 311 315 324 324 321 330 344 342 321 326 329 332 330 324 6857 
 

Rata rata 3.26 3.17 3.31 3.34 3.42 3.25 3.09 3.11 3.15 3.24 3.24 3.21 3.3 3.44 3.42 3.21 3.26 3.29 3.32 3.3 3.24 68.57 3.27 

 

 

  

 

 

 



Kinerja 

No. 
Bukti Fisik Kehandalan Daya Tanggap Empati Jaminan 

  
p1 p2 p3 p4 p5 p1 p2 p3 p4 p1 p2 p3 p4 p1 p2 p3 p4 p1 p2 p3 p4 

  
1 3 3 3 2 2 3 3 3 2 3 3 3 3 3 2 3 3 3 2 2 3 

  
2 2 3 3 3 3 2 2 3 3 2 2 2 2 2 3 3 3 3 3 2 3 

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

  
4 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 

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

  
6 5 5 4 4 4 5 4 3 5 4 5 4 4 3 3 3 3 2 4 4 5 

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

  
8 4 4 3 4 4 4 4 4 4 3 4 4 4 3 3 4 3 4 4 3 4 

  
9 3 3 2 3 3 3 3 2 3 3 3 3 3 2 2 3 3 3 3 3 3 

  
10 4 3 3 3 4 4 4 4 4 4 4 4 4 3 3 2 3 3 3 4 3 

  
11 4 5 4 4 4 4 5 4 3 3 4 4 3 4 4 5 4 5 3 5 4 

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

  
13 4 5 4 4 4 4 4 4 3 3 3 4 3 4 4 5 4 5 4 5 5 

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

  
15 4 4 4 4 4 4 3 3 3 4 3 3 5 4 4 3 4 3 5 4 5 

  
16 5 3 4 4 3 4 3 3 3 3 4 3 3 3 3 4 3 3 4 3 3 

  
17 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 4 3 4 3 4 3 

  
18 3 3 3 3 2 3 3 2 2 3 3 3 2 3 3 3 3 3 2 3 3 

  
19 4 3 4 3 4 4 3 3 4 3 4 3 3 3 4 3 3 4 3 3 4 

  
20 3 3 3 3 4 4 3 3 3 3 3 3 4 3 4 3 3 3 4 4 3 

  
21 3 3 3 3 3 3 4 3 3 3 3 3 4 3 3 3 3 3 3 3 3 

  
22 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 2 3 2 3 3 3 

  
23 3 3 3 3 2 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 

  
24 2 3 2 3 3 3 3 2 2 3 2 3 3 3 3 3 3 3 3 3 2 

  
25 2 3 2 2 3 2 3 3 3 3 3 3 3 2 2 3 3 3 2 2 3 

  
26 3 3 3 3 3 3 3 3 3 3 3 4 3 3 3 4 3 2 3 3 3 

  
27 3 4 4 3 3 3 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 

  



28 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 
  

29 3 4 4 3 3 3 3 4 4 4 3 4 4 4 3 3 3 4 3 3 3 
  

30 2 3 3 3 3 3 3 3 3 2 3 2 3 3 3 4 4 4 3 3 4 
  

31 4 3 3 3 4 3 3 3 3 3 4 2 3 3 2 3 3 3 3 4 3 
  

32 4 3 3 3 3 3 4 4 3 3 3 3 4 4 3 3 3 3 3 3 3 
  

33 3 4 4 4 3 3 4 4 4 3 4 3 4 3 3 4 3 4 3 3 4 
  

34 4 5 4 4 3 3 4 4 3 4 4 3 4 4 3 5 4 5 3 5 5 
  

35 3 4 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 4 3 3 3 
  

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

37 3 4 4 3 3 4 4 4 4 4 4 3 4 3 4 3 3 4 3 4 4 
  

38 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 2 3 3 
  

39 3 3 3 3 4 3 4 3 3 3 3 4 3 4 3 3 3 4 3 3 3 
  

40 3 4 3 3 3 3 3 3 3 3 4 3 3 3 3 3 3 4 3 4 4 
  

41 4 4 3 3 4 3 5 5 4 4 4 3 3 3 3 5 4 5 4 4 4 
  

42 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

43 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

44 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

45 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

46 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

47 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

48 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

49 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

50 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

51 3 3 4 4 3 3 4 4 4 4 4 4 3 3 3 3 3 3 3 4 4 
  

52 2 3 2 2 2 3 3 3 3 2 3 3 2 2 2 3 3 3 2 3 3 
  

53 4 4 4 3 3 4 5 5 5 4 4 5 4 4 3 5 4 3 4 3 4 
  

54 3 3 3 4 3 4 3 3 3 3 4 3 3 3 3 3 3 4 3 3 4 
  

55 3 3 3 2 2 3 3 3 3 2 3 3 3 2 3 3 3 3 2 3 3 
  

56 3 4 4 3 3 4 4 4 4 4 4 3 4 2 3 4 4 3 2 4 4 
  

57 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 2 3 3 
  

58 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 2 
  



59 3 3 3 3 3 3 4 3 3 4 3 3 3 3 4 3 3 3 3 3 3 
  

60 4 4 4 4 4 4 4 4 3 3 4 4 3 3 4 4 3 4 4 3 4 
  

61 3 3 3 2 3 3 3 3 2 3 3 3 2 3 2 3 3 3 3 3 3 
  

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

63 4 4 3 4 4 4 4 4 3 3 4 3 3 3 3 3 3 3 4 3 4 
  

64` 4 3 4 3 4 3 3 3 3 4 2 4 2 3 3 4 3 3 4 2 2 
  

65 4 4 4 4 4 4 3 3 3 4 3 3 4 4 4 4 3 4 4 4 4 
  

66 5 5 5 5 5 5 4 4 4 5 4 5 4 5 5 4 5 4 4 5 5 
  

67 4 3 4 3 3 4 3 3 3 5 5 3 4 3 4 4 3 3 5 3 2 
  

68 3 3 3 2 2 3 3 2 3 2 3 3 2 3 3 2 3 3 2 3 3 
  

69 3 2 2 3 2 3 2 2 3 2 3 3 2 3 2 2 3 2 2 2 2 
  

70 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 
  

71 4 4 3 3 3 4 4 4 4 4 4 4 4 3 3 4 4 4 3 4 4 
  

72 2 2 2 3 2 2 3 3 3 2 3 2 2 2 3 3 2 2 3 3 2 
  

73 3 4 3 4 4 3 3 3 3 3 3 3 4 3 3 4 3 4 3 4 4 
  

74 3 4 3 4 4 4 3 3 3 3 3 3 3 3 3 4 4 4 3 4 4 
  

75 2 2 2 2 3 2 3 2 2 2 3 2 2 2 2 2 2 2 2 3 3 
  

76 3 3 3 3 3 3 2 2 2 3 2 2 3 2 3 2 3 3 2 3 3 
  

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

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

79 3 4 4 4 3 3 4 3 3 3 4 3 4 3 4 3 3 4 4 4 4 
  

80 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 
  

81 3 4 3 3 3 4 3 3 3 3 3 3 4 3 3 2 3 3 3 3 3 
  

82 4 3 3 3 4 3 3 3 3 4 3 3 4 3 3 3 3 4 4 3 4 
  

83 4 3 4 3 4 4 4 4 4 4 4 4 4 3 3 3 3 3 4 3 3 
  

84 3 2 2 3 3 3 3 3 2 3 3 3 2 2 2 2 2 3 3 2 2 
  

85 3 3 3 3 3 3 3 3 3 3 3 3 3 3 2 3 3 3 3 3 3 
  

86 4 4 3 4 4 4 4 4 4 4 4 4 4 4 3 4 4 3 3 4 4 
  

87 3 4 3 4 4 3 4 4 4 3 3 3 3 3 3 4 4 4 4 3 4 
  

88 2 2 3 3 2 3 2 2 2 2 2 2 2 2 3 2 2 3 3 2 2 
  

89 3 3 3 3 3 3 3 4 3 3 3 3 3 3 3 3 3 3 3 3 3 
  



90 2 2 2 3 3 2 3 3 3 2 2 3 2 2 2 2 2 2 2 3 3 
  

91 4 4 3 5 5 4 4 4 4 4 4 4 5 2 3 4 3 4 3 5 4 
  

92 4 3 3 3 3 4 4 4 4 3 3 3 3 3 4 4 3 4 3 3 3 
  

93 3 3 2 2 2 3 3 3 4 4 4 4 3 2 2 3 3 3 3 3 4 
  

94 3 4 3 3 4 3 4 4 4 4 4 3 3 3 3 4 4 4 3 3 4 
  

95 3 4 3 4 4 4 4 3 3 4 3 4 4 3 4 4 4 4 3 4 4 
  

96 3 4 3 4 3 3 4 4 4 3 4 3 4 3 3 3 4 4 2 5 4 
  

97 4 4 3 3 3 4 2 2 3 4 3 4 3 4 2 2 3 2 3 4 3 
  

98 4 3 3 3 3 4 4 4 4 3 3 2 3 4 3 3 2 3 3 3 4 
  

99 4 3 3 4 3 5 3 2 3 2 4 2 3 2 3 2 3 2 2 3 3 
  

100 4 3 4 2 4 3 2 3 4 3 3 2 3 2 2 3 3 4 3 3 3 
  

∑ 329 338 329 331 325 333 344 332 333 330 341 323 319 297 308 325 317 330 311 340 345 6880 
 

Rata rata 3.29 3.38 3.29 3.31 3.25 3.33 3.44 3.32 3.33 3.3 3.41 3.23 3.19 2.97 3.08 3.25 3.17 3.3 3.11 3.4 3.45 68.8 3.28 

 

 



Lampiran C : Hasil Output Spss Uji Validitas dan Uji Reabilitas Harapan 

Bukti Fisik (X1) 

 

Scale: Bukti Fisik 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,885 5 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

BF1 13,33 6,713 ,680 ,871 

BF1 13,40 6,731 ,808 ,850 

BF1 13,20 5,959 ,748 ,855 

BF1 13,17 6,075 ,705 ,866 

BF1 13,17 6,006 ,726 ,861 

 

 

 

 

 

 

 

 

 

 

 

 

 



Kehandalan (X2) 

 

Scale: Kehandalan 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,847 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 9,33 3,402 ,784 ,761 

p2 9,43 4,599 ,672 ,820 

p3 9,53 4,051 ,645 ,823 

p4 9,40 4,041 ,672 ,811 

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 



Daya Tanggap (X3) 

 

Scale: Daya Tanggap 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,684 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 9,87 2,257 ,394 ,666 

p2 9,97 2,033 ,499 ,597 

p3 9,90 2,369 ,492 ,611 

p4 9,97 2,033 ,499 ,597 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Jaminan (X4) 

 

Scale: Jaminan 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,740 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 9,60 2,248 ,637 ,618 

p2 9,63 2,792 ,413 ,742 

p3 9,60 2,455 ,447 ,735 

p4 9,67 2,299 ,655 ,611 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Empati (X5) 

 
Scale: Empati 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,799 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 9,83 2,282 ,532 ,789 

p2 9,97 2,378 ,572 ,768 

p3 10,13 1,913 ,799 ,649 

p4 10,17 2,282 ,561 ,774 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Lampiran D : Hasil Output Spss Uji Validitas dan Uji Reabilitas Kinerja 

Bukti Fisik (X1) 

 
Scale: Bukti Fisik 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,894 5 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 13,67 6,230 ,788 ,861 

p2 13,50 7,224 ,714 ,876 

p3 13,70 7,045 ,783 ,862 

p4 13,77 6,806 ,813 ,854 

p5 13,63 7,344 ,621 ,896 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Kehandalan (X2) 

 

Scale: Kehandalan 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,899 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 10,17 4,902 ,697 ,898 

p2 10,17 4,420 ,817 ,855 

p3 10,30 4,355 ,803 ,860 

p4 10,27 4,202 ,793 ,865 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Daya Tanggap (X3) 

 
Scale: Daya Tanggap 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,850 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 9,97 3,068 ,829 ,767 

p2 9,80 2,924 ,623 ,840 

p3 9,90 2,714 ,702 ,806 

p4 9,83 3,040 ,648 ,826 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Jaminan (X4) 

 
Scale: Jaminan 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,819 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 10,30 4,424 ,456 ,851 

p2 10,37 3,964 ,647 ,769 

p3 10,27 3,375 ,755 ,713 

p4 10,17 3,730 ,721 ,734 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Empati (X5) 

 
Scale: Empati 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excludeda 0 ,0 

Total 30 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,813 4 

 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

p1 10,07 2,754 ,586 ,786 

p2 9,93 2,478 ,650 ,757 

p3 9,73 2,340 ,602 ,793 

p4 9,87 2,878 ,777 ,731 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Lampiran E : Diagram Kartesius 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


