Lampiran 01 Data Komplin Pelanggan Indihome Periode Tahun 2021

Nama Perusahaan

Jumlah Komplain (Pelanggan)

Januari | Februari Maret April
Telkom Datel Singaraja 553 582 568 620
Telkom Datel Tabanan 278 354 338 375
Telkom Datel Negara 218 285 254 330
Telkom Datel Gianyar 426 485 454 530




Lampiran 02. Kuesioner Penelitian

UNIVERSITAS PENDIDIKAN GANESHA
FAKULTAS EKONOMI
JURUSAN MANAJEMEN
Jalan udayana No. 11, Singaraja, Telepon. (0362) 26830
Email : jurusanmanajemen.undiksha@gmail.com

UNDiksHM

Kepada

Yth. Bapak/Ibu, Saudara/i Pelanggan IndiHome Fiber di PT Telekomunikasi
Indonesia, Tbk Datel Singaraja

Di tempat

Hal : Pengisian Kuisioner

Dengan Hormat,

Bapak/Ibu, Saudara/i Pelanggan IndiHome Fiber di PT Telekomunikasi
Indonesia, Tbk Datel Singaraja, sehubungan dengan penelitian yang saya lakukan
untuk menyelesaikan studi di Universitas Pendidikan Ganesha, saya mohon
dengan hormat kesediaannya meluangkan waktu untuk mengisi kuisioner ini
secara sukarela. Kuisioner ini bertujuan memperoleh data yang digunakan untuk
mengetahui “Pengaruh Kualitas Pelayanan dan Citra Perusahaan terhadap
Kepuasan Pelanggan Indihome Fiber di PT Telekomunikasi Indonesia, Tbk.
Datel Singaraja”. Data yang diperoleh hanya akan digunakan untuk tujuan
akademik dan akan dipergunakan secara konfidensial. Diharapkan agar Bapak/Ibu,
Saudara/i berkenan untuk menjawab seluruh pernyataan yang ada dengan jujur.

Atas kerjasama dan partisipasi yang diberikan saya ucapkan terima kasih.

Hormat Saya,

Herlina Julianthi Eddy Putri
NIM. 1717041194



KUESIONER PENELITIAN

Pengaruh Kualitas Pelayanan dan Citra Perusahaan terhadap Kepuasan
Pelanggan IndiHome Fiber di PT Telekomunikasi Indonesia, Tbk. Datel
Singaraja

Petunjuk Pengisian

1. Pernyataan di bawah ini hanya semata-mata untuk data penelitian dalam
rangka menyusun TAS (Tugas Akhir Skripsi).

2. Isilah data pribadi anda terlebih dahulu.

3. Bacalah dengan teliti setiap pernyataan dan jawablah yang paling sesuai
dengan keadaan dan pendapat anda.

4. Berilah tanda centang (V) pada pilihan jawaban yang anda kehendaki pada

kolom yang telah tersedia.

Keterangan
Keterangan Arti Angka
SS Sangat Setuju 5
S Setuju 4
N Netral 3
TS Tidak Setuju 2
STS Sangat Tidak Setuju 1
Identitas Responden
Nama

Jenis Kelamin:
Usia
Pekerjaan

Pernah menggunakan IndiHome

I:l 3 bulan



Butir Pernyataan

A. Kualitas Pelayanan

No Pernyataan SS TS | STS

1. | Pegawai Telkom Datel Singaraja sangat handal
dalam memberikan pelayanan kepada pelanggan
IndiHome.

2. | Pegawai Telkom Datel Singaraja melayani
pelanggan IndiHome dengan baik.

3. | Telkom Datel Singaraja melayani setiap keluhan
pelanggan IndiHome.

4. | Telkom Datel Singaraja menjamin kualitas yang
diberikan sesuai dengan kebutuhan dan keinginan
pelanggan IndiHome.

5. | Telkom Datel Singaraja sangat mengutamakan
kualitas pelayanan yang diberikan kepada
pelanggan IndiHome.

B.Citra Perusahaan

No Pernyataan SS TS | STS

1. | Harga yang ditawarkan sangat terjangkau dan
sesuai dengan kualitas.

2. | Indihome memiliki reputasi yang baik dikalangan
masyarakat.

3. | Indihome memiliki kekuatan sinyal yang baik.

4. | Fasilitas yang diberikan oleh Telkom Datel
Singaraja sangat baik.

5. | Telkom Datel Singaraja memiliki komitmen yang
baik untuk melayani pelanggan Indihome.

C. Kepuasan Pelanggan

No Pernyataan SS TS | STS

1. | Telkom Datel Singaraja memberikan solusi atas
keluhan dari pelanggan Indihome.

2. | Saya merasa puas menggunakan jasa layanan
IndiHome.

3. | Telkom Datel Singaraja selalu melakukan
perbaikan atas saran dari pelanggan IndiHome.

4. | Telkom Datel Singaraja melakukan survei

kepuasan pelanggan IndiHome melalui telepon,




email maupun wawancara langsung.




Lampiran 03. Hasil Data Pernyataan Responden Variabel
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Lampiran 04. Uji validitas dan reabilitas kuesioner kualitas pelayanan, citra perusahaan,

kepuasan pelanggan

1. Output SPSS uji validitas dan reabilitas kuesioner kualitas pelayanan

Correlations
Correlations
X1.1 X1.2 X1.3 X1.4 X1.5 TX1
Pearson ok ko *x ek ek
1 677 .691 .654 627 .839
Correlation
X1.1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson
677" 1 684" 697" 6117 861"
Correlation
X1.2
Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson *k ok ek ok ok
.691 .684 1| .679 .690 .882
Correlation
X1.3
Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson *x ok ok ok ok
.654 .697 .679 1 .650 .861
Correlation
X1.4
Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson ek ok ok ok ek
627 611 .690 .650 1 .837
Correlation
X1.5
Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson ok ok Kk *k Hk
.839 .861 .882 .861 .837 1
Correlation
™1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140

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



Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Valid 140 100.0
Cases Excluded? 0 .0
Total 140 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | Cronbach's Alpha N of Items
Based on
Standardized
Items
.906 .909 5
Item Statistics
Mean Std. Deviation N
X1.1 3.8571 .78265 140
X1.2 3.6643 1.00796 140
X1.3 3.5214 1.06931 140
X1.4 3.6071 .95734 140
X1.5 3.6143 .95651 140
Inter-ltem Correlation Matrix
X1.1 X1.2 X1.3 X1.4 X1.5
X1.1 1.000 677 .691 .654 .627
X1.2 677 1.000 .684 .697 .611
X1.3 .691 .684 1.000 .679 .690
X1.4 .654 .697 .679 1.000 .650
X1.5 .627 .611 .690 .650 1.000
Item-Total Statistics
Scale Mean if Scale Corrected Squared Cronbach's Alpha if
Iltem Deleted Variance if Item-Total Multiple Iltem Deleted
Item Deleted Correlation Correlation
X1.1 14.4071 11.984 .765 .588 .889
X1.2 14.6000 10.659 770 .605 .885
X1.3 14.7429 10.164 797 .639 .879




X1.4 14.6571 10.918 776 .605 .883 ‘
X1.5 14.6500 11.107 .740 .558 .891
Scale Statistics 7
Mean Variance Std. Deviation N of ltems
18.2643 16.743 4.00177 5

2. Output SPSS uji validitas dan reabilitas kuesioner citra perusahaan

Correlations
Correlations
X2.1 X2.2 X2.3 X2.4 X2.5 TX2
Pearson Correlation 1| .56827| .476"| .582" 821" .818"
X21 Sig. (2-tailed) .000 .000 .000 .000 .000
N 140| 140| 140| 140 140 140
Pearson Correlation .582" 1| .6467| .672" .593" .854"
X2.2 Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson Correlation 4767 646" 11 .607" 539" .814”
X2.3 Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson Correlation 582" | .672"| .607" 1 549" .820”
X2.4 Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson Correlation .8217| .693"| .5397| .549” 1 .829™
X2.5 Sig. (2-tailed) .000 .000 .000 .000 .000
N 140 140 140 140 140 140
Pearson Correlation .818"| .854"| .814"| .820" .829" 1
T2 Sig. (2-tailed) .000| .000| .000| .000 .000
N 140 140 140 140 140 140

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

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %

Cases

Valid
Excluded?

140 100.0




Total

I 140|

100.0 I

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | Cronbach's Alpha N of Items
Based on
Standardized
ltems
.879 .885 5
Item Statistics
Mean Std. Deviation N
X2.1 3.8214 .82469 140
X2.2 3.7571 .95865 140
X2.3 3.5929 1.05868 140
X2.4 3.7286 .81216 140
X2.5 3.7071 77270 140
Inter-ltem Correlation Matrix

X2.1 X2.2 X2.3 X2.4 X2.5
X2.1 1.000 .582 476 .582 .821
X2.2 .582 1.000 .646 .672 .593
X2.3 476 .646 1.000 .607 .539
X2.4 .582 672 .607 1.000 .549
X2.5 .821 .593 .539 .549 1.000

Item-Total Statistics
Scale Mean if | Scale Variance Corrected Squared Cronbach's
Iltem Deleted if Item Deleted ltem-Total Multiple Alpha if Item
Correlation Correlation Deleted
X2.1 14.7857 9.148 717 .703 .853
X2.2 14.8500 8.330 751 .580 .844
X2.3 15.0143 8.216 .671 495 .870
X2.4 14.8786 9.187 723 544 .852
X2.5 14.9000 9.314 741 .706 .850
Scale Statistics
Mean Variance Std. Deviation N of ltems
18.6071 13.406 3.66138 5




3. Output SPSS uji validitas dan reabilitas kuesioner kepuasan pelanggan

Correlations
Correlations
YA Y.2 Y.3 Y.4 TY
Pearson Correlation 1 .604™ 667" .698" .864"
YA Sig. (2-tailed) .000 .000 .000 .000
N 140 140 140 140 140
Pearson Correlation .604™ 1 581" .608™ .828"
Y2 Sig. (2-tailed) .000 .000 .000 .000
N 140 140 140 140 140
Pearson Correlation 667" 581" 1 .602™ .838"
Y3 Sig. (2-tailed) .000 .000 .000 .000
N 140 140 140 140 140
Pearson Correlation .698™ .608" .602™ 1 .864"
Y.4 Sig. (2-tailed) .000 .000 .000 .000
N 140 140 140 140 140
Pearson Correlation .864" .828" .838" .864" 1
TY Sig. (2-tailed) .000 .000 .000 .000
N 140 140 140 140 140

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

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Valid 140 100.0
Cases Excluded? 0 .0
Total 140 100.0




a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | Cronbach's Alpha N of Items
Based on
Standardized
Items
.867 .870 4
Item Statistics
Mean Std. Deviation N
Y.1 4.0571 77526 140
Y.2 3.8643 .90729 140
Y.3 3.8571 .87796 140
Y.4 3.9429 .95036 140
Inter-ltem Correlation Matrix
Y.1 Y.2 Y.3 Y.4
Y.1 1.000 .604 .667 .698
Y.2 .604 1.000 .581 .608
Y.3 .667 .581 1.000 .602
Y.4 .698 .608 .602 1.000
Item-Total Statistics
Scale Mean if | Scale Variance if Corrected Squared Cronbach's
Item Deleted Item Deleted Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
Y.1 11.6643 5.476 .768 .599 .816
Y.2 11.8571 5.217 .681 465 .846
Y.3 11.8643 5.255 .705 511 .836
Y.4 11.7786 4.879 734 .556 .825
Scale Statistics
Mean Variance Std. Deviation N of ltems
15.7214 8.864 2.97730 4




Lampiran 05. Hasil output SPSS uji asumsi klasik

Regression

Descriptive Statistics

Mean Std. Deviation N
TY 15.7214 2.97730 140
TX1 18.2643 4.00177 140
TX2 18.6071 3.66138 140

Correlations

TY TX1 TX2

TY 1.000 .903 .878
Pearson Correlation X1 .903 1.000 .894

TX2 .878 .894 1.000

TY . .000 .000
Sig. (1-tailed) X1 .000 . .000

TX2 .000 .000

TY 140 140 140
N X1 140 140 140

TX2 140 140 140

Variables Entered/Removed?

Model Variables Entered Variables Method

Removed

1 TX2, TX1° .| Enter

a. Dependent Variable: TY

b. All requested variables entered.

Model Summary®

Model R R Adjusted R Std. Error of Change Statistics
Square Square the Estimate R Square F df1 | df2 Sig. F
Change Change Change
1 9162 .840 .838 1.19980 .840 359.466( 2| 137 .000




a. Predictors: (Constant), TX2, TX1
b. Dependent Variable: TY

ANOVA?
Model Sum of Squares df Mean Square F Sig
Regression 1034.921 2 517.460 359.466 '(;2
1 Residual 197.215 137 1.440
Total 1232.136 139
a. Dependent Variable: TY
b. Predictors: (Constant), TX2, TX1
Ceofficienys?
Model Unstandardiz | Standardi t Sig. Correlations Collinearity
ed zed Statistics
Coefficients | Coefficient
s
B Std. Beta Zero-o | Partial | Part | Toler [ VIF
Error rder ance
(Consta
) 2572 527 4.877| .000
1 TX1 426 .055 .585| 7.669| .000 .903 548 | .262| .201| 4.978
TX2 .289| .062 .355| 4.661| .000 .878 .370| .159| .201| 4.978
a. Dependent Variable: TY
Coefficient Correlations?®
Model TX2 TX1
TX2 1.000 -.894
Correlations
TX1 -.894 1.000
1 TX2 .004 -.003
Covariances
TX1 -.003 .003
a. Dependent Variable: TY
. Collinearity Diagnostics?
I Model Dimension Eigenvalue Condition Index Variance Proportions




(Constant) X1 TX2

1 2.968 1.000 .00 .00 .00
1 2 .027 10.432 .89 .09 .03

3 .004 26.093 11 91 .97
a. Dependent Variable: TY

Residuals Statistics®
Minimum | Maximum Mean Std. Deviation N

Predicted Value 11.1463 20.4353 15.7214 2.72864 140
Std. Predicted Value -1.677 1.728 .000 1.000 140
Standard Error of
Predicted Value 105 476 169 .048 140
Adjusted Predicted Value 11.1509 20.4484 15.7183 2.72792 140
Residual -3.13564 5.41757 .00000 1.19114 140
Std. Residual -2.613 4.515 .000 .993 140
Stud. Residual -2.678 4.546 .001 1.005 140
Deleted Residual -3.29259 5.49014 .00309 1.22211 140
Stud. Deleted Residual -2.741 4.915 .004 1.022 140
Mahal. Distance .062 20.878 1.986 2.152 140
Cook's Distance .000 .181 .009 .021 140
Centered Leverage Value .000 150 .014 .015 140

a. Dependent Variable: TY

Charts




Normal P-P Plot of Regression Standardized Residual
Dependent Variable: TY
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Regression Standardized Predicted Value

Uji Normalitas dengan Kolmogorov Smirnov
One-Sample Kolmogorov-Smirnov Test

Unstandardized
Residual

N 140

Mean OE-7
Normal Parametersa®

Std. Deviation 1.19113876

Absolute .097
Most Extreme Differences

Positive .097




Negative -.061
Kolmogorov-Smirnov Z 1.147

Asymp. Sig. (2-tailed) 144

a. Test distribution is Normal.

a. Calculated from data.

Uji Heteroskedastisitas dengan Metode Glejser

Coefficients?

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) 2.082 .308 6.751 .000
1 TX1 -.007 .032 -.038 -.209 .835
TX2 -.055 .036 -.275 -1.515 132

a. Dependent Variable: Abs_Res
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