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LAMPIRAN 1

KUESIONER PENELITIAN

Kepada :
Responden Yth, Bpk/Ibu/Sdr/i Konsumen
PT. POS INDONESIA

Kuesioner ini dibuat dalam rangka penelitian dengan judul : Pengaruh
Kualitas Pelayanan dan Kepuasan Pelanggan Terhadap Loyalitas Pelanggan
(Studi Kasusu Pada PT. POS INDONESIA (Persero) di Jl. Ir. H. Djuanda

Dengan Metode Analisis STRUCTURAL EQUATION MODEL/ SEM)

Mohon kesediaan dari Bpk/lbu/Sdr/i untuk meluangkan waktu mengisi
kuesioner dibawah ini. Kuesioner ini nantinya akan saya pergunakan untuk keperluan
ilmiah dan tidak berdampak apapun terhadap kinerja Bpk/lbu/Sdr/i serta saya

berjanji untuk merahasiakannya. Atas kerja samanya saya ucapkan terimakasih.

Hormat Saya,
LISKAWATI
Npm : 0214-151

Mahasiswa Program Strata — 1 Managemen STIE BINANIAGA BOGOR
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Mohon berikan tanda (V) pada kolom yang tersedia dengan yang

Bpk/lIbu/Sdr/i anggap sesuai kondisi yang berlaku.

1. Jenis Kelamin : 3. Pekerjaan
O Laki-laki 0 Pelajar/mahasiswa
O Perempuan O  Wiraswasta
2. Usia O PNS
[0 <20 tahun [0 Pegawai Swasta
O 20— 29 tahun O Lainnya yaitu ........cceeee...
O 30— 39 tahun
0 >39 tahun
4. Pendapatan Perbulan
O <Rp1,5juta
O Rpl5juta—Rp 2 juta
[0 Rp2juta—Rp3juta
0 >Rp3juta
A. PETUNJUK PENGISIAN
Pilihlah jawaban dengan memberikan tanda centang (V) pada salah satu
jawaban yang paling sesuai. Adapun makna tanda tersebut adalah sebagai
berikut :
(5)SS (4)S (3)N (2)TS (1)STS
Sangat Setuju  Setuju  Netral Tidak Setuju Sangat Tidak Setuju
Contoh :
No. Pernyataan Jawaban

SS |S|N |TS |STS

Saya merasa karyawan kantor pos

melayai dengan sepenuh hati




B. PERNYATAAN UNTUK VARIABEL KUALITAS PELAYANAN,
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KEPUASAN PELANGAN DAN LOYALITAS PELANGGAN

No.

Pernyataan

Jawaban

SS

N | TS

STS

Kualitas Pelayanan

Kantor Pos Kota Bogor memiliki kondisi

X1 | gedung yang baik dan fasilitas yang cukup
lengkap

X2 Pengiriman paket yang dilakukan oleh kantor
Pos Kota Bogor cepat, tepat waktu dan aman

X3 Karyawan kantor Pos cepat tanggap dalam
menanggapi keluhan dari pelanggan
Kantor Pos Kota Bogor memberikan jaminan

X4 | atas kehilangan dan kerusakan paket yang
dikirimkan

X5 Karyawan dapat menciptakan komunikasi yang

baik kepada pelanggan

Kepuasan Pelanggan

Pelayanan paket barang yang diberikan kantor

X6 .

Pos sesuai dengan harapan pelanggan

Memilih kantor pos untuk mengirimkan paket
X7 -

adalah pilihan yang tepat
X8 Fasilitas yang telah disediakan oleh kantor Pos

telah memenuhi harapan

Loyalitas Pelanggan

Anda tidak terpengaruh dengan tawaran harga

Y9 | yang lebih rendah, yang diberikan oleh usaha

jasa pengiriman paket lainnya

Anda berkeinginan kuat untuk menggunakan
Y10 | i,

jasa pengiriman kantor Pos

Ketika akan mengirimkan paket barang, kantor
Y11 e

Pos menjadi pilihan pertama saya

Saya akan merekomendasikan kantor pos
Y12 sebagai tempat untuk mengirimkan paket barang

atau fasilitas jasa lainnya kepada relasi dan
kolega saya
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Hasil Kuesioner

No.

Resp X1 | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
1 40 |40 |40 |40 |40 |40 |50 |40 |50 |50 |50 |50
2 40 |50 |50 |50 |40 |30 |40 |40 |40 |30 |30 |40
3 40 |40 |40 |40 |40 |30 [30 [3.0 |30 |40 |50 |50
4 50 |50 |50 |50 |50 |50 |50 [40 |50 |50 |50 |50
5 40 |50 [50 |40 |40 |50 |50 [40 |50 |50 |50 |40
6 30 |30 |30 [30 |30 |50 |40 [30 |10 |20 |3.0 |40
7 50 |50 |50 [50 |40 |50 |50 [50 |50 |50 |50 |40
8 40 |40 |40 |30 |40 |50 [50 [40 |30 [30 |20 |20
9 50 |50 |50 [50 |50 |50 |40 [50 |30 |30 |40 |50
10 30 |30 |40 |40 |50 |40 |40 |[3.0 |50 |40 |40 |4.0
11 40 |40 |50 |50 |40 |50 |50 |50 |40 |40 |50 |50
12 50 [50 |50 |50 |50 [40 |40 |40 |40 |40 |40 |40
13 40 |40 |40 [40 |40 |20 |20 |30 |40 |40 |40 |40
14 50 |50 |50 |50 |50 |40 |50 |50 |40 |50 |50 |40
15 50 [40 |40 |40 |40 [40 |50 |40 |50 |40 |40 |50
16 50 |50 |40 |40 |40 |40 |40 |50 |30 |40 |40 |50
17 40 |40 |40 |40 |50 |50 [50 |50 |50 |40 |30 |20
18 50 |50 |40 |50 |40 |40 |40 |40 |40 |40 |40 |40
19 40 |40 |40 |30 |30 |20 |30 |40 |50 |50 |50 |50
20 30 [3.0 |30 |20 |20 [40 |40 |50 [30 |30 |40 |40
21 50 |50 |50 [50 |50 |50 |40 |40 |50 |40 |50 |30
22 20 [2.0 |20 |20 |20 [50 |50 |50 |50 |40 |40 |50
23 40 |40 |30 |30 |30 |40 |50 |50 |50 |50 |40 |50
24 40 |40 |40 |40 |40 |50 |50 |50 |50 |50 |40 |40
25 30 [30 |30 [30 |30 [50 |40 |40 |50 |50 |50 |50
26 20 |20 |20 [20 |20 |50 |50 [40 |30 |20 |1.0 |30
27 50 |40 |40 |50 |40 |50 |40 |50 |50 |30 |50 |50
28 30 |30 |30 [30 |30 |40 |30 [40 |40 |40 |40 |40
29 10 (10 |10 |10 |10 [40 |30 |40 |50 |50 |50 |50
30 40 |40 |40 |40 |40 |50 |40 |30 |50 |40 |3.0 |50
31 40 |40 |40 |40 |40 |20 |30 |40 |40 |50 |40 |40
32 30 [3.0 |30 |30 [30 [40 |50 |50 [30 |30 [30 |30
33 40 |40 |50 |40 |40 |50 |40 |50 |50 |40 |40 |40
34 40 |40 |40 [40 |40 |50 |50 |50 |20 |30 |40 |50
35 30 |30 |30 [30 |30 |50 |50 [40 |40 |40 |40 |50
36 20 |20 |20 [20 |20 |50 |40 [40 |40 |30 |20 |40
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Hasil Kuesioner
RNe‘;b X1 | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
37 |20 |20 |20 |20 |20 |50 |40 |30 |50 |50 |50 |50
38 |40 [30 |40 |50 |50 [40 |50 |50 |40 |50 [40 |40
39 50 [50 |50 |50 |50 |50 |40 |40 |30 [3.0 |30 |20
40 40 |40 |40 |40 |40 |30 |20 |40 |50 |50 |40 |30
41 30 [40 |40 |50 |50 |40 |50 |40 |30 [3.0 |40 |50
42 40 |50 |40 |50 |40 |50 |50 |50 |50 |50 |40 |50
43 |40 |40 |40 |40 |40 |40 |50 |40 |50 |40 [3.0 |50
44 1.0 |10 |10 |10 [1.0 |50 |40 |40 |30 |30 |30 |40
45 50 [40 |40 |40 |40 |50 |50 |50 |50 [50 |50 |50
46 |40 |40 |40 |40 [40 |50 |40 |30 [30 |20 [30 |20
47 30 [3.0 |30 [30 |30 |40 |30 [30 |30 [30 |30 |40
48 20 [2.0 |20 |20 |20 |50 |50 |40 |40 [40 |50 |50
49 30 [3.0 |30 [30 |30 |40 |50 |50 |40 [3.0 |30 |50
50 20 [2.0 |20 |20 |20 |50 |50 |50 |50 [40 |40 |40
51 |40 |50 |50 |50 |40 [50 |50 |50 |30 |30 [30 |30
52 |40 |40 |40 |40 |40 [50 |50 |50 |40 |40 |40 |40
53 50 |50 |50 |50 |50 |50 |50 |50 [50 |50 |50 |5.0
54 50 [50 |50 |50 |50 |50 |50 |50 |50 [50 |50 |50
55 50 [50 |50 |40 |40 |40 |40 |50 |40 |50 |50 |40
56 30 [3.0 |30 |40 |40 |30 |40 |50 |50 [40 |50 |50
57 |40 |40 |40 |40 |40 |40 |40 |40 |20 |40 |30 |40
58 50 |50 |50 |50 |40 |50 |50 |50 [50 |50 |50 |5.0
59 50 [50 |50 |50 |50 |50 |50 |50 |50 [3.0 |40 |40
60 30 |30 |20 |20 [10 |50 |40 |30 [40 |40 |40 |40
61 |40 [40 |50 |40 |40 [30 |30 |30 [30 [30 [30 |30
62 40 |40 |50 |40 |50 |50 |40 |40 |40 |40 |40 |5.0
63 30 [50 |40 |50 |50 |40 |40 |50 |30 [50 |40 |40
64 50 [50 |40 |40 |40 |40 |40 |40 |50 [50 |50 |50
65 |40 [40 |40 |50 |40 [50 |50 |50 |50 |50 [50 |50
66 20 |20 |20 |20 |20 |50 |50 |50 [40 |30 |20 |40
67 40 |50 |50 |50 |50 |40 |40 |40 |50 |50 |50 |50
68 30 [3.0 |30 [30 |30 |50 |50 |40 |40 [40 |40 |50
69 20 |20 |20 |20 |20 |50 |40 |40 |40 |30 |20 |40
70 20 [2.0 |20 |20 |20 |50 |40 [30 |50 [50 |50 |50
71 |40 [30 |40 |50 |50 [40 |50 |50 |40 |50 |40 |40
72 50 |50 |50 |50 |50 |50 |40 |40 [30 |30 |30 |20
73 |40 |40 |40 |40 |40 [30 |20 |10 |50 |50 |40 |30
74 30 [40 |40 |50 |50 |40 |50 |40 |30 [3.0 |40 |50




Hasil Kuesioner

No.

Resp XL | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
75 40 | 50 | 40 | 50 | 40 | 50 | 50 | 50 | 50 | 50 | 40 | 5.0
76 40 | 40 | 40 | 40 | 40 | 40 | 50 | 40 | 50 | 40 | 3.0 | 5.0
77 1.0 | 1.0 | 1.0 | 1.0 | 1.0 | 50 | 40 | 40 | 3.0 | 3.0 | 3.0 | 4.0
78 50 | 40 | 40 | 40 | 40 | 50 | 50 | 50 | 50 | 50 | 5.0 | 5.0
79 40 | 40 | 40 | 40 | 40 | 50 | 40 | 3.0 | 30 | 20 | 3.0 | 2.0
80 30 [ 30 | 30|30 |30 |40 |30]|30 30|30 30] 40
81 20 | 20| 20|20 |20 | 50| 50| 40 | 40 | 40 | 50 | 5.0
82 30 |30|30|30|30|40|50]|50]| 40|30/ 30] 50
83 20 | 20| 20|20 |20 | 50| 50|50 50| 40| 40| 40
84 40 | 50 | 50 | 50 | 40 | 50 | 50 | 50 | 30 | 30 | 3.0 | 3.0
85 40 | 40 | 40 | 40 | 40 | 50 | 50 | 50 | 40 | 40 | 40 | 4.0
86 50 | 50 | 50| 50 | 50 | 50 | 50 | 50 | 50 | 50 | 50 | 5.0
87 50 | 50| 50 |50 |50 |50)|50]|50]|50]|50]|50] 5.0
88 50 | 50 | 50 | 40 | 40 | 40 | 40 | 50 | 40 | 50 | 50 | 4.0
89 30 |30|30|40 |40 | 30| 40|50 | 50| 40| 50| 50
90 40 | 40 | 40 | 40 | 40 | 40 | 40 | 40 | 20 | 40 | 3.0 | 40
91 50 | 50 | 50 | 50| 40 | 50 | 50 | 50 | 50 | 50 | 50 | 5.0
92 50 | 50 | 50 | 50 | 50 | 50 | 50 | 50 | 50 | 3.0 | 40 | 4.0
93 50 | 50 | 50 | 50 | 50 | 40 | 3.0 | 40 | 40 | 40 | 40 | 40
94 30 |30|30 |30 |20 |40 |50]| 40| 20|20 | 20| 20
95 40 | 40 | 40 | 40 | 50 | 40 | 30 | 30 | 50 | 50 | 50 | 5.0
96 40 | 40 | 40 | 40 | 5.0 | 40 | 40 | 50 | 40 | 40 | 40 | 40
97 30 | 50|50 | 50|40 | 50| 40| 50| 50|50 ]| 40| 40
98 40 | 50 | 50 | 40 | 50 | 40 | 40 | 50 | 40 | 40 | 50 | 4.0
99 30 | 30|30 |30 |40 | 40| 40| 40 | 30 | 30| 50| 40
100 50 | 50 | 50 | 50 | 50 | 40 | 3.0 | 40 | 40 | 40 | 40 | 5.0
101 40 | 40 | 50| 40 | 50 | 30 | 50 | 40 | 50 | 40 | 5.0 | 4.0
102 40 | 40 | 40 | 40 | 40 | 40 | 3.0 | 30 | 40 | 40 | 40 | 40
103 50 | 40 | 40 | 50 | 50 | 50 | 40 | 40 | 40 | 50 | 5.0 | 5.0
104 40 | 40 | 40 | 50 | 50 | 50 | 50 | 50 | 50 | 50 | 40 | 4.0
105 40 | 50 | 40 | 40 | 50 | 30 | 5.0 | 40 | 40 | 40 | 40 | 4.0
106 30 | 30|50 |40 | 40 | 40| 40| 40 | 50 | 50 | 40 | 5.0
107 40 | 50 | 50 | 50 | 50 | 40 | 40 | 50 | 40 | 30 | 5.0 | 5.0
108 40 | 40 | 40 | 30 | 40 | 50 | 3.0 | 40 | 40 | 50 | 5.0 | 4.0
109 40 | 40 | 40 | 40 | 40 | 50 | 50 | 40 | 40 | 40 | 3.0 | 5.0
110 50 | 50 | 40 | 50 | 50 | 40 | 50 | 50 | 50 | 50 | 40 | 4.0
111 50 | 40 | 50 | 50 | 50 | 50 | 40 | 40 | 50 | 40 | 40 | 4.0
112 40 | 30 | 30| 20| 40 | 50 | 50| 40 | 30 | 30 | 3.0 | 3.0

111



Hasil Kuesioner

No.

Resp X1 | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
113 |50 |50 |50 |50 |50 |40 |40 |40 |50 |50 |50 |50
114 130 |40 |40 |50 |50 |50 |50 [50 |50 |50 |40 [3.0
115 |50 |50 |50 |50 |50 |40 |30 |30 [30 |30 |30 |30
116 |30 |40 |40 |40 |40 |30 |30 |20 |40 |40 |40 |5.0
117 |50 |50 |50 |50 |50 |50 |50 [50 |50 |50 |50 |5.0
118 |50 |50 |40 |40 |40 |50 |50 |40 |40 |40 |40 |40
119 |40 |30 |50 |40 |40 |40 |50 [40 |50 |50 |50 |50
120 |50 |50 |40 |50 |50 |40 |50 |50 |50 |40 |50 |5.0
121 |50 |40 [40 |40 |50 |50 [50 |50 |40 |40 |40 |40
122 140 |40 |50 |40 |40 |40 |40 |40 |40 |40 |40 |40
123 |40 |50 |40 |50 |50 |50 |40 |50 |50 |30 |40 |5.0
124 |50 |50 |50 |50 |50 |40 |40 |50 |50 |50 |50 |40
125 |20 |20 |20 |20 |20 |40 |40 |40 |20 |30 |30 |30
126 |50 |40 [50 |40 |40 |50 [50 |50 |40 |40 [40 |50
127 |40 |50 |40 |50 |50 |50 |50 |40 |50 |50 |40 |40
128 |50 |50 |50 |40 |40 |50 |50 |50 |50 |50 |40 |4.0
129 140 |40 [40 |40 |40 |40 [30 |40 |20 |20 [20 |20
130 |40 |40 |40 |30 [30 |50 |30 |40 |40 |40 |40 |40
131 |50 |40 [40 |50 |50 |40 [40 |40 |40 |40 [50 |50
132 |40 |40 |40 |50 |40 |50 |50 |50 |40 |50 |40 |40
133 |40 |40 |40 |40 |40 |40 |40 [30 |50 |50 |50 |50
134 140 |40 |50 |50 |50 |40 |50 |50 |50 |50 |50 [5.0
135 |40 |50 |40 |40 |40 |50 |50 |50 |50 |40 |50 |40
136 |40 |40 |40 |40 |40 |40 |40 |40 |50 |50 [50 |50
137 |30 |30 |30 |30 |40 |50 |50 |50 |40 |40 |40 |40
138 |40 |50 |50 |40 |40 |40 |30 [40 |40 |40 |40 |40
139 |30 |40 |40 |30 |40 |50 |30 |50 |40 |40 |40 |40
140 |40 |40 |40 |40 |40 |50 |40 |50 [30 |30 |30 |30
141 |40 |40 |40 |40 |40 |40 |40 |40 |40 |40 |40 |40
142 |50 |50 |50 |50 |50 |40 |40 |40 |50 |50 |40 |3.0
143 |30 |30 [3.0 |30 |30 |40 |40 [50 |50 |40 |40 |50
144 130 |30 |30 |30 [30 |40 |40 |50 [30 |20 |40 |40
145 |40 |40 |40 |40 |40 [30 |30 [30 |20 |20 |40 |30
146 |30 |40 |40 |50 |50 |40 |40 |50 |30 |40 [50 |50
147 |40 |40 |40 |40 |40 |50 |50 |40 [30 |40 |50 |40
148 |40 |40 |40 |40 |40 |50 [50 |50 |40 |30 [30 |50
149 |50 |40 |50 |40 |50 |50 |50 |50 |50 |50 |50 |5.0
150 |50 |50 |50 |40 |50 |50 |50 [50 |20 |30 |50 |50
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Hasil Kuesioner

No.

Resp X1 | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
151 |40 |40 |50 |40 [40 |40 |50 |50 |40 |40 |40 |40
152 |50 |50 |40 |50 [40 |40 |40 |40 |40 |40 |40 |40
153 (30 |40 |50 |40 [50 |40 |50 |30 [30 |40 |50 |40
154 |40 |40 |40 [30 |40 |50 |40 |50 |50 |50 |50 |50
155 |40 |50 |50 |40 [40 |40 |50 |40 |50 |50 |50 |50
156 |40 |50 |40 |40 |40 |50 |40 |50 |40 |30 |30 |20
157 |40 |40 |50 |50 [50 |40 |40 |50 |40 |40 |40 |50
158 |50 |50 |40 |50 [40 |40 |40 |40 |40 |40 |40 |40
159 (3.0 |30 [30 [30 (30 |30 |30 [30 [30 [30 |20 |10
160 (40 |40 |40 [30 (40 |50 |40 |50 |50 |50 |50 |50
161 |40 |50 |50 |40 (40 |40 |50 |40 |50 |50 |50 |50
162 |40 |50 |40 |40 [40 |50 |40 |50 [40 |30 |30 |20
163 |40 |40 |50 |50 (50 |40 |40 |50 [40 |40 |40 |50
164 |50 |50 |40 |40 [40 |50 |50 |40 [30 |30 |30 |30
165 |40 |50 |40 |50 (50 |50 |50 |50 [20 |20 |20 |20
166 |50 |40 |40 [30 [40 |50 |40 |30 [40 |40 |40 |40
167 |50 |40 |30 |40 (30 |50 |50 |50 [30 |30 |30 |30
168 |40 |40 |50 |40 |40 |40 |40 |40 |30 |30 |20 |20
169 |50 |30 |40 [20 [40 |50 |40 |30 |50 |50 |50 |50
170 (50 |50 |50 |50 (50 |40 |40 |50 [40 |30 |30 |40
1710 |20 |20 |20 [20 |20 |50 |40 [40 |20 |10 |1.0 |20
172 |40 |50 |50 |50 [50 (40 |40 |40 [30 |30 |30 |30
173 (3.0 |30 [30 [30 (3.0 |30 |30 [30 [20 |20 |20 |20
174 |50 |50 |50 [50 [50 |30 |20 |40 [20 |20 |20 |20
175 |40 |40 |40 |40 [40 |40 |30 |40 |50 |50 |50 |50
176 |50 |30 [30 [30 (40 |30 |20 |40 [40 |40 |40 |40
177 |40 |40 |40 [30 (30 |50 |30 |40 [20 |20 |30 |30
178 |40 |40 |40 |40 |40 |40 |40 |30 |40 |40 |40 |40
179 (40 |30 |20 [30 (30 |50 |40 |50 [40 |40 |40 |40
180 (3.0 |50 |40 |40 [40 |30 |40 |40 [30 |30 |30 |30
181 (3.0 |30 |30 [30 (3.0 (40 |40 |50 [30 |30 |30 |30
182 |40 |40 |40 |40 [40 |50 |40 |40 |40 |40 |40 |40
183 (3.0 |30 |30 [30 (40 (40 |50 |50 [3.0 |30 |30 |30
184 |40 |50 |50 |40 [40 |50 |30 |40 [20 |20 |20 |20
185 |50 |50 |40 [30 [40 |50 |30 |50 [40 |40 |40 |40
186 |40 |40 |40 |40 [40 |50 |40 |50 [20 |20 |20 |20
187 |20 |20 |20 [20 [20 |50 |40 |50 [50 |50 |50 |50
188 (3.0 |30 [30 [30 (30 (40 |40 |50 [1.0 |10 |10 |10
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Hasil Kuesioner

No.

Resp X1 | X2 | X3 | X4 | X5 | X6 | X7 | X8 | Y1 | Y2 | Y3 | Y4
189 | 3.0 30 |30 |30 |30 |40 |40 |50 |30 |20 |40 |50
190 | 4.0 40 |40 (40 |40 |40 |30 |30 |40 |40 |40 |40
191 | 4.0 40 (40 |40 |40 |40 |50 (40 |20 |20 |20 |20
192 | 3.0 40 |20 (40 |30 |50 |50 |50 |40 |40 |30 |30
193 | 4.0 40 (40 |40 |40 |20 |50 |50 |30 |30 |30 |30
194 | 5.0 50 |50 |50 |50 |50 |50 (40 |20 |20 |20 |20
195 | 4.0 40 |50 (40 |40 |40 |50 |50 |40 |40 |40 |40
196 | 5.0 50 |40 |50 |40 |40 |40 |40 |20 |20 |[3.0 |40
197 | 3.0 30 |30 |30 |30 (30 |30 |30 |30 (30 |20 |10
198 | 4.0 40 (40 |30 |40 |50 |40 |50 |50 |50 |50 |50
199 | 4.0 30 |30 |30 |40 |40 |40 |40 |40 |40 |40 |50
200 | 3.0 30 |30 |30 |30 |50 |40 |30 |10 |20 |3.0 |40
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Lampiran 3
Output Hasil Olah Data Dengan AMOS
Full Model Sebelum Dimodifikasi

.26 B AT 1 4=

FAE S oY= g 4

1.00 1. RE

X3 x4
14 T.15 4. £ X
Kualitazs_Pelayanan
22

TLI=,902
CF1=,924
AGFI=797
RMSEA=,118

Chi-Square=191,835

Probabilitas=_000

Kepuasan_Pslanggan CMIN/DF=3 761

5 s a GFI=.867
T

Gambar 11
Full Model Struktural

Regression Weights Full Model Sebelum Dimodifikasi

115

Estimate S.E. C.R. P Label
Loyalitas <--- Kualitas_Pelayanan 224 096 2,328 ,020 par 6
Loyalitas <--- Kepuasan_Pelanggan 220 ,178 1,230 219 par 7
X8 <--- Kepuasan_Pelanggan 1,359 ,208 6,533 *** par_ 1l
X6 <--- Kepuasan_Pelanggan 1,000
Y1 <--- Loyalitas 1,000
Y2 <--- Loyalitas 1,045 ,050 20,958 *** par_3
Y3 <--- Loyalitas 979 059 16,699 *** par 4
Y4 <--- Loyalitas 894 069 13,008 *** par 5
X7 <--- Kepuasan_Pelanggan 1,381 217 6,358 *** par_8
X3 <--- Kualitas_Pelayanan 1,160 ,073 15,850 *** par 9
X1 <--- Kualitas_Pelayanan 1,000
X4 <--- Kualitas_Pelayanan 1,176 ,076 15477 *** par_10
X5 <--- Kualitas_Pelayanan 1,130 ,072 15,607 *** par_11
X2 <--- Kualitas_Pelayanan 1,138 ,071 16,009 *** par_12




Standardized Regression Weights Full Model Sebelum Dimodifikasi

Estimate
Loyalitas <--- Kualitas_Pelayanan 174
Loyalitas <--- Kepuasan_Pelanggan ,104
X8 <--- Kepuasan_Pelanggan ,713
X6 <--- Kepuasan_Pelanggan ,602
Y1l <--- Loyalitas ,885
Y2 <--- Loyalitas ,940
Y3 <--- Loyalitas ,880
Y4 <--- Loyalitas 171
X7 <--- Kepuasan_Pelanggan , 761
X3 <--- Kualitas_Pelayanan ,899
X1 <--- Kualitas_Pelayanan ,816
X4 <--- Kualitas_Pelayanan ,900
X5 <--- Kualitas_Pelayanan ,902
X2 <--- Kualitas_Pelayanan ,901
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Lampiran 4
Data Penelitian Sesudah Dimodifikasi Model

Hasil Kuesioner

R[\:;b X1 | X2 | X3 | X4 | X5 | X6 | X7 | X8 | Y1 | Y2 | Y3 | Y4
1 40 |40 |40 |40 |40 |40 [50 |40 |50 |50 |50 |5.0
2 40 |50 |50 |50 |40 |30 |40 |40 |40 |30 [3.0 |40
3 40 |40 |40 |40 |40 |30 [3.0 |30 |30 |40 |50 |50
4 50 |50 |50 |50 |50 |50 |50 |40 |50 |50 |50 |5.0
5 40 |50 |50 |40 |40 |50 [50 |40 |50 |50 |50 |4.0
6 30 [3.0 |30 [30 [30 |50 [40 |30 |10 |20 [3.0 |40
7 50 |50 |50 |50 |40 |50 |50 |50 |50 |50 |50 |40
8 40 |40 |40 |30 |40 |50 [50 |40 |30 |30 |20 |20
9 50 |50 |50 |50 |50 |50 |40 |50 |30 |30 |40 |50
10 30 [3.0 |40 |40 |50 |40 |40 |30 |50 |40 |40 |40
11 40 |40 |50 |50 |40 |50 |50 |50 |40 |40 |50 |50
12 50 |50 |50 |50 |50 |40 |40 |40 |40 |40 |40 |40
13 40 |40 |40 |40 |40 |20 |20 |30 |40 |40 |40 |40
14 50 |50 |50 |50 |50 |40 |50 |50 |40 |50 |50 |40
15 50 [40 |40 |40 |40 |40 |50 |40 |50 |40 |40 |50
16 50 |50 |40 |40 |40 |40 |40 |50 |30 |40 |40 |50
17 40 |40 |40 |40 |50 |50 [50 |50 |50 |40 |30 |20
18 50 |50 |40 |50 [40 |40 |40 |40 |40 |40 |40 |40
19 40 |40 |40 [30 |30 |20 [30 |40 |50 |50 [50 |50
20 30 [3.0 |30 |20 |20 |40 [40 |50 |30 |30 |40 |40
21 50 |50 |50 |50 |50 |50 |40 |40 |50 |40 |50 |3.0
22 20 [2.0 |20 |20 |20 |50 |50 |50 |50 |40 |40 |50
23 40 |40 |30 [30 |30 |40 |50 |50 |50 |50 [40 |50
24 40 |40 |40 |40 |40 |50 |50 |50 |50 |50 [40 |40
25 30 |30 |30 |30 |30 |50 |40 |40 |50 |50 |50 |5.0
26 20 |20 |20 |20 |20 |50 |50 |40 |30 |20 |10 |3.0
27 50 |40 |40 |50 |40 |50 |40 |50 |50 |30 |50 |50
28 30 |30 |30 |30 [30 |40 |30 |40 |40 |40 |40 |40
29 10 (10 |10 |10 |10 [40 |3.0 |40 |50 |50 |50 |5.0
30 40 |40 |40 |40 |40 |50 |40 |30 |50 |40 |30 |50
31 40 |40 |40 |40 |40 |20 [30 |40 |40 |50 |40 |40
32 30 [3.0 |30 |30 |30 |40 |50 |50 |30 |30 [30 |30
33 40 |40 |50 |40 |40 |50 |40 |50 |50 |40 [40 |40
34 40 |40 |40 |40 |40 |50 |50 |50 |20 |30 |40 |50
35 30 |30 |30 |30 |30 |50 |50 |40 |40 |40 |40 |50
36 20 |20 |20 |20 |20 |50 |40 |40 |40 |30 |20 |40
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Hasil Kuesioner

No.

Resp X1 | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
37 |20 |20 |20 |20 |20 |50 |40 |30 [50 |50 |50 |50
38 140 [30 |40 |50 |50 |40 |50 |50 |40 |50 [40 |40
39 |50 |50 |50 |50 |50 [50 |40 |40 |30 [3.0 [30 |20
40 40 |40 |40 |40 |40 |30 [20 |40 |50 |50 |40 |30
41 |30 |40 |40 |50 |50 [40 [50 |40 [30 [30 [40 |50
42 40 |50 |40 |50 |40 |50 |50 |50 |50 |50 |40 |50
43 |40 |40 |40 |40 |40 [40 |50 |40 |50 |40 [3.0 |50
44 1.0 |1.0 |10 |10 [1.0 |50 |40 |40 |30 |30 |30 |40
45 |50 |40 |40 |40 |40 [50 |50 |50 |50 |50 [50 |50
46 40 |40 |40 |40 |40 |50 |40 |30 [3.0 |20 |30 |20
47 130 [30 |30 |30 [30 [40 [30 |30 |30 [30 [30 |40
48 |20 [20 |20 |20 |20 [50 |50 |40 |40 |40 [50 |50
49 |30 [30 |30 |30 |30 [40 [50 |50 |40 |30 [30 |50
50 |20 [20 |20 |20 |20 |50 |50 |50 |50 |40 |40 |40
51 |40 |50 |50 |50 |40 |50 |50 |50 |30 [30 [30 |30
52 140 |40 |40 |40 |40 |50 |50 |50 |40 |40 |40 |40
53 50 |50 |50 [50 |50 |50 |50 [50 |50 |50 |50 |50
54 |50 |50 |50 |50 |50 [50 |50 |50 |50 |50 [50 |50
55 |50 |50 |50 |40 |40 |40 |40 |50 |40 |50 |50 |40
56 |30 [30 |30 |40 |40 [30 |40 |50 |50 |40 |50 |50
57 140 |40 [40 |40 |40 |40 |40 |40 |20 |40 |30 |40
58 50 |50 |50 [50 |40 [50 |50 [50 |50 |50 |50 |50
5 |50 |50 |50 |50 |50 [50 |50 |50 |50 [30 |40 |40
60 30 [30 |20 |20 |10 |50 |40 |[3.0 |40 |40 |40 |40
61 |40 |40 |50 |40 |40 [30 |30 |30 |30 [30 [30 |30
62 40 |40 |50 |40 |50 |50 |40 |40 |40 |40 |40 |50
63 |30 [50 |40 |50 |50 |40 |40 |50 |30 |50 |40 |40
64 |50 |50 |40 |40 |40 |40 |40 |40 |50 |50 |50 |50
65 |40 |40 |40 |50 |40 |50 |50 |50 |50 |50 [50 |50
66 20 |20 |20 |20 |20 |50 |50 [50 |40 |30 |20 |40
67 50 [50 |50 |50 |50 |40 |30 |40 |40 |40 |40 |40
68 |50 |50 |50 |50 |50 |40 |30 |40 |40 |40 |40 |40
69 30 [30 |30 |30 |20 |40 |50 |40 |20 |20 |20 |20
70 40 |40 |40 |40 |50 |40 |30 |30 |50 |50 |50 |50
71 140 |40 |40 |40 |50 |40 |40 |50 |40 |40 |40 |40
72 30 |50 |50 |50 |40 |50 |40 |50 |50 |50 |40 |40
73 140 |50 |50 |40 |50 |40 |40 |50 |40 |40 |50 |40
74 130 [30 |30 |30 |40 |40 |40 |40 |30 |30 |50 |40




Hasil Kuesioner

No.

Resp XL | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
75 50 |50 |50 |50 |50 |40 [3.0 |40 |40 |40 |40 |50
76 40 |40 |50 |40 |50 |30 |50 [40 |50 |40 |50 |40
77 40 |40 |40 |40 |40 |40 |30 [3.0 |40 |40 |40 |40
78 50 |40 |40 |50 |50 |50 [40 |40 |40 |50 [50 |50
79 40 |40 |40 |50 |50 |50 |50 [50 |50 |50 |40 |40
80 40 |50 |40 |40 |50 |30 |50 |40 |40 |40 |40 |40
81 30 [3.0 |50 |40 |40 |40 |40 |40 |50 |50 [40 |50
82 40 |50 |50 |50 |50 |40 |40 |50 |40 |30 |50 |50
83 40 |40 |40 |30 |40 |50 |30 |40 |40 |50 |50 |40
84 40 |40 |40 [40 |40 |50 |50 |40 |40 |40 |30 |50
85 50 [50 |40 |50 |50 |40 [50 |50 |50 |50 [40 |40
86 50 |40 |50 |50 |50 |50 |40 |40 |50 |40 |40 |4.0
87 40 |30 [30 |20 |40 |50 |50 [40 |30 |30 |30 |30
88 50 |50 |50 [50 |50 |40 |40 |40 |50 |50 |50 |50
89 30 |40 |40 |50 |50 |50 [50 |50 |50 |50 [40 |30
90 50 |50 |50 [50 |50 |40 |3.0 [30 |30 |30 |30 [30
91 30 |40 |40 [40 |40 |30 |30 [20 |40 |40 |40 |50
92 50 |50 |50 [50 |50 |50 |50 [50 |50 |50 |50 |50
93 50 |50 |40 |40 |40 |50 |50 |40 |40 |40 |40 |40
94 |40 [30 |50 |40 |40 |40 |50 |40 |50 |50 [50 |50
95 50 |50 |40 |50 |50 |40 |50 [50 |50 |40 |50 |50
96 50 |40 |40 |40 |50 |50 |50 |50 |40 |40 |40 |4.0
97 40 |40 |50 |40 |40 |40 |40 |40 |40 |40 |40 |40
98 40 |50 |40 |50 |50 |50 |40 |50 |50 |30 |40 |50
99 50 |50 |50 |50 |50 |40 [40 |50 |50 |50 [50 |40
100 (20 |20 |20 |20 [20 |40 |40 |40 [20 |30 |30 |30
101 |50 |40 |50 |40 |40 |50 |50 [50 |40 |40 |40 |50
102 |40 |50 |40 |50 |50 |50 |50 |40 |50 |50 |40 |4.0
103 |50 |50 [50 |40 |40 |50 [50 |50 |50 |50 [40 |40
104 |40 |40 |40 |40 |40 |40 |30 [40 |20 |20 |20 |20
105 |40 |40 |40 |30 |30 |50 |30 [40 |40 |40 |40 |40
106 |50 |40 |40 |50 |50 |40 |40 |40 |40 |40 |50 |50
107 |40 |40 |40 |50 |40 |50 |50 [50 |40 |50 |40 |40
108 |40 |40 |40 |40 |40 |40 |40 |30 |50 |50 [50 |50
109 |40 |40 |50 |50 |50 |40 |50 |50 |50 |50 |50 |5.0
110 |40 |50 |40 |40 |40 |50 |50 |50 |50 |40 |50 |40
111 |40 |40 |40 |40 |40 |40 |40 |40 |50 |50 |50 |50
112 |30 |30 [3.0 |30 |40 |50 |50 |50 |40 |40 |40 |40
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Hasil Kuesioner

No.

Resp XL | X2 | X3 | X4 | X5 | X6 | X7 | X8 | YL | Y2 | Y3 | Y4
101 |50 |40 |50 |40 |40 |50 |50 [50 |40 |40 |40 |50
102 |40 |50 |40 |50 |50 |50 |50 [40 |50 |50 |40 |40
103 |50 |50 |50 |40 |40 |50 |50 [50 |50 |50 |40 |40
104 |40 |40 |40 |40 |40 |40 |30 |40 [20 |20 |20 |20
105 |40 |40 [40 |30 |30 |50 |30 [40 |40 |40 |40 |40
106 |50 |40 |40 |50 |50 |40 |40 |40 |40 |40 |50 |5.0
107 |40 |40 |40 |50 |40 |50 |50 [50 |40 |50 |40 |40
108 |40 |40 |40 |40 |40 |40 |40 [30 |50 |50 |50 |50
109 |40 |40 |50 |50 |50 |40 |50 [50 |50 |50 |50 |50
110 |40 |50 [40 |40 |40 |50 |50 |50 |50 |40 |50 |40
111 |40 |40 |40 |40 |40 |40 |40 |40 |50 |50 |50 |50
112 130 |30 [30 |30 |40 |50 [50 |50 |40 |40 [40 |40
113 |40 |50 |50 |40 |40 |40 |30 [40 |40 |40 |40 |40
114 130 |40 |40 |30 |40 |50 |30 [50 |40 |40 |40 |40
115 |40 |40 |40 |40 |40 |50 |40 [50 |30 |30 |30 |30
116 |40 |40 |40 |40 |40 |40 |40 |40 |40 |40 |40 |40
117 |50 |50 [50 |50 |50 |40 [40 |40 |50 |50 [40 |30
118 |30 |30 [3.0 |30 |30 |40 |40 |50 |50 |40 |40 |50
119 |30 |30 [3.0 |30 |30 |40 |40 [50 |30 |20 |40 |40
120 |40 |40 |40 |40 |40 |30 |30 [30 |20 |20 |40 |30
121 |30 |40 |40 |50 |50 |40 |40 [50 |30 |40 |50 |50
122 140 |40 |40 |40 |40 |50 [50 |40 |30 |40 [50 |40
123 |40 |40 |40 |40 |40 |50 |50 |50 |40 |30 |30 |50
124 |50 |40 |50 |40 |50 |50 |50 |50 |50 |50 |50 |5.0
125 |50 |50 |50 |40 |50 |50 |50 [50 |20 |30 |50 |50
126 |40 |40 |50 |40 |40 |40 |50 |50 |40 |40 |40 |40
127 |50 |50 |40 |50 |40 |40 |40 |40 |40 |40 |40 |40
128 |30 |40 |50 |40 |50 |40 |50 |30 [30 |40 |50 |40
129 |40 |40 |40 |30 |40 |50 |40 [50 |50 |50 |50 |50
130 |40 |50 |50 |40 |40 |40 |50 |40 |50 |50 |50 |5.0
131 |40 |50 |40 |40 |40 |50 |40 [50 |40 |30 |30 |20
132 |40 |40 |50 |50 |50 |40 |40 [50 |40 |40 |40 |50
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Lampiran 5
Output Hasil Olah Data Dengan AMOS
Full Model Sesudah Dimodifikasi

Chi-Square=37 637
Probabilitas=,832

GFl=,954
| - H i | | x5 | AGFI= 923
: TLI=1.013
32 AT =3 CFI=1,000
S l@, 1 RMSEA=.000
& CMIN/DF=_502

Gambar 13

Full Model Modification

Modification Indices Covariances

M.l.  Par Change
ell <--> el2 | 17,724 ,164
el0 <--> el2 4,638 -,070
e9 <> ell 5,333 -,081
e4 <--> eb 13,051 ,069
g2 <--> eb 8,883 -,056
el <--> ¢4 4,194 -,041
el <--> g2 12,766 ,071




Regression Weights Full Model Modification

Estimate  S.E. C.R. P Label
Loyalitas <--- Kualitas_Pelayanan 247 081 3,029 ,002 par 6
Loyalitas <--- Kepuasan_Pelanggan 74 171 1,014 310 par 7
X3 <--- Kualitas_Pelayanan 1,063 ,073 14510 *** par 1l
Y1l <--- Loyalitas 1,000
Y2 <--- Loyalitas 1,224 153 8,023 *** par_3
Y3 <--- Loyalitas 748 104 7,187  *** par 4
Y4 <--- Loyalitas ,557  ,105 5,293  *** par_ 5
X7 <--- Kepuasan_Pelanggan 1,532 328 4,678 *** par_8
X1 <--- Kualitas_Pelayanan 1,000
X5 <--- Kualitas_Pelayanan 1,006 ,081 12,368 *** par 9
X2 <--- Kualitas_Pelayanan 1,085 ,069 15824 *** par 10
X4 <--- Kualitas_Pelayanan 1,079 ,078 13,874 *** par_11
X8 <--- Kepuasan_Pelanggan 1,020 ,204 4,988  ***  par_12
X6 <--- Kepuasan_Pelanggan 1,000

Standardized Regression Weights Full Model Modification

Estimate
Loyalitas <--- Kualitas_Pelayanan ,285
Loyalitas <--- Kepuasan_Pelanggan ,105
X3 <--- Kualitas_Pelayanan ,901
Y1 <--- Loyalitas ,745
Y2 <--- Loyalitas ,970
Y3 <--- Loyalitas ,604
Y4 <--- Loyalitas ,466
X7 <--- Kepuasan_Pelanggan ,842
X1 <--- Kualitas_Pelayanan ,870
X5 <--- Kualitas_Pelayanan ,832
X2 <--- Kualitas_Pelayanan ,932
X4 <--- Kualitas_Pelayanan ,882
X8 <--- Kepuasan_Pelanggan ,599
X6 <--- Kepuasan_Pelanggan ,587
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