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BAB V 

KESIMPULAN DAN SARAN 

1.1. Kesimpulan 

Berdasarkan Hasil ananlisis data dari tingkat kepuasan dan tingkat 

kepentingan pada kapal ferry Lembar-Banyuwangi dapat disimpulkan bahwa : 

1. Pelayanan Kapal Jurusan Lembar-Banyuwangi berdasarkan pengujian 

karasteristik responden berdasarkan Jenis Kelamin, Usia, Pendidikan , dan 

Pekerjaan, bahwa responden berdasarkan karasteristik menunjukan responden 

merasa memuaskan atas pelayanan yang telah di berikan oleh pihak PT. ASDP 

Pelabuhan Lembar Juruasan Lembar-Banyuwangi. 

2. Analisis dari 5 Dimensi, Reliability (kehandalan), Responsivenees 

(ketanggapan), assurance (jaminan), Empathy (Empati), Tangibles (Bukti 

fisik). Tingkat kepuasan secara keseluruhan berada di antara 3,70 – 4,50, 

dengan rata-rata 3.89 dan tingkat kepentingan berada diantara 3,70 – 4,50, 

dengan rata-rata 3.88, dengan demikian tingakat kepuasan dan kepentingan 

terhadap kualitas pelayanan yang di berikan oleh PT.ASDP pelabuhan Lembar 

Kabupaten Lombok Barat di anggap (Memuaskan). 

Ditinjau dari Kesenjangan GAP tingkat kepuasan terhadap kepentingan 

dengan rata-rata sebesar 0.03 dengan kesesuaian rata-rata sebesar 99.38. Dapat 

disimpulkan bahwa kinerja keseluruhan Responden dengan tingkat kepuasan 

dan kepentingan berada dalam kategori 80% - 100%  (Sangat Puas). 

1.2. Saran 

Dari kesimpulan di atas, maka terdapat beberapa saran guna memperbaiki 

hal tersebut yaitu sebagai berikut : 

Sebaiknya di lakukan perbaikan dan jadikan prioritas utama atas 

Pertanyaan-pertanyaan yang di nilai belum memuaskan harapan/kepuasan 

penumpang padat tingkat kepentingan terhadap kualitas  pelayanan dan perlu di 

adakan pemantauan terhadap perkembangan kualitas pelayanan Kapal Ferry Rute 

Lembar-Banyuwangi untuk mengetahui Pertanyaan-pertanyaan yang belum 

memuaskan penumpang sehingga bisa dilakukan perbaikan-perbaikan atas 

Pertanyaan-pertanyaan tersebut dengan pertimbangan 4 (empat) kuadran yang 

terdapat pada diagram kartesius. 
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Responden

no P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21

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

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

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

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

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

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

7 5 4 5 4 5 4 5 3 3 5 3 3 3 3 3 3 3 4 5 4 3

8 4 5 3 0 4 5 5 4 4 0 4 4 4 5 4 4 4 4 4 4 4

9 3 4 4 4 4 3 4 3 4 5 3 4 4 3 3 4 3 4 5 4 3

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

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

12 3 3 0 3 4 3 4 4 5 4 4 4 3 3 4 4 4 3 4 5 4

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

14 4 4 3 4 3 4 4 3 4 4 3 4 4 3 4 3 4 3 4 3 4

15 4 4 5 5 5 4 5 4 4 4 4 5 5 5 5 4 4 5 5 4 5

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

17 4 3 5 4 4 4 5 5 4 3 4 3 5 4 2 2 5 5 4 3 5

18 4 4 4 4 4 4 5 5 4 4 4 4 5 3 4 5 4 4 4 4 3

19 4 4 0 3 4 4 4 4 3 3 4 4 4 4 4 0 3 3 5 5 4

20 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 4 4 5 4

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

22 3 0 4 4 3 4 4 4 0 0 0 3 3 4 4 4 4 4 5 5 4

23 5 4 4 5 4 5 5 4 4 4 4 4 5 4 4 5 4 5 5 4 4

24 4 4 4 4 4 5 4 5 4 4 4 4 4 3 3 4 3 4 5 4 4

25 3 3 3 3 3 2 3 3 3 3 2 2 2 2 3 1 2 3 3 3 4

26 3 5 3 5 5 5 5 5 5 5 4 5 5 3 5 4 5 5 4 5 5

27 3 3 4 4 3 4 4 4 5 4 4 5 3 2 3 3 2 4 4 5 2

28 4 4 5 4 5 4 4 4 5 4 4 4 5 4 4 5 4 4 4 5 4

29 5 4

30 3 5 4 5 4 4 4 2 4 4 3 4 3 5 5 4 4 5 5 5 5

31 4 3 4 4 4 3 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4

32 4 3 5 4 4 5 2 2 5 4 1 5 5 4 3 2 5 4 5 3 4

33 4 4 4 3 4 3 3 4 3 2 4 3 3 3 3 4 4 4 4 4 4

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

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

36 5 5 5 5 5 4 4 5 5 5 4 5 4 5 4 4 5 5 5 5 5

37 5 5 5 4 4 5 5 5 5 5 5 5 5 5 2 2 5 4 5 5 5

38 2 3 5 4 3 5 4 5 4 4 5 5 4 4 4 4 4 4 5 4 4

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

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

41 2 3 5 4 1 4 4 1 3 4 3 4 3 2 3 3 3 4 4 3 3

42 5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5

43 4 2 4 4 5 5 5 3 5 5 4 5 5 4 5 5 3 5 5 4 4

44 5 5 5 4 4 3 4 5 4 4 3 5 4 5 4 3 4 3 4 3 4

45 4 4 4 4 4 4 4 5 4 4 4 5 5 4 4 3 4 4 4 4 4

46 4 4 4 4 4 5 5 4 5 5 4 4 4 5 4 5 4 5 4 4 4

47 4 4 4 4 4 4 4 4 4 4 5 4 4 4 4 3 3 4 4 4 5

48 4 4 5 5 4 4 5 4 3 4 5 4 4 5 5 4 5 5 5 5 4

49 4 4 4 4 4 4 5 4 4 5 4 4 5 4 4 5 4 5 5 4 4

Tabel 1 Tingkat Kepuasan dan Kepentingan

Reliabiliti Responsivenes(Tanggapan) Assurance (Jaminan) Empathy (Empati) Tangibles (Bukti Fisik)
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50 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 3 3 4 4 3 82

51 4 4 4 5 4 4 4 4 3 5 2 4 4 5 5 4 5 3 5 4 4 86

52 5 3 4 5 4 4 4 5 4 4 4 4 4 4 4 3 4 3 4 3 4 83

53 3 3 5 4 5 4 5 4 4 5 4 4 5 3 4 5 4 4 4 4 5 88

54 3 4 4 4 5 4 4 5 4 5 4 4 4 5 4 5 4 4 4 3 3 86

55 4 5 4 4 4 5 4 5 4 4 3 4 4 3 4 3 5 4 4 4 4 85

56 3 5 4 5 4 4 5 3 4 3 4 5 3 4 5 4 4 5 3 3 3 83

57 5 5 5 5 5 5 5 5 4 4 4 4 5 5 5 3 4 4 4 4 4 94

58 4 5 5 3 4 4 4 4 3 4 4 4 5 5 5 3 4 4 4 4 4 86

59 4 4 4 3 4 3 4 4 4 4 4 4 4 4 4 3 4 4 5 4 4 82

60 3 4 3 4 3 5 4 3 3 4 4 3 3 4 4 3 4 4 4 3 4 76

61 4 5 3 5 3 4 5 4 5 5 3 4 3 4 3 5 4 3 5 3 4 84

62 4 2 2 5 4 3 4 4 3 3 3 4 3 3 3 2 3 4 3 3 2 67

63 4 4 4 4 4 5 5 4 5 5 5 5 5 5 4 5 5 5 5 5 5 98

64 5 4 4 4 4 5 4 4 5 4 5 4 4 3 4 3 3 4 4 4 3 84

65 4 4 5 4 4 4 5 4 4 5 4 4 4 3 5 4 3 5 5 4 5 89

66 4 5 5 5 5 5 5 5 4 5 5 4 5 5 5 5 3 5 5 4 5 99

67 4 3 4 3 4 3 5 3 3 3 4 5 3 3 5 5 4 5 4 5 4 82

68 4 3 3 4 3 5 4 5 5 4 5 5 4 4 2 2 5 5 5 5 5 87

69 5 4 3 5 2 3 4 3 5 4 5 5 4 2 3 3 3 4 5 4 3 79

70 4 3 4 4 4 5 4 5 5 5 4 4 5 3 3 4 5 4 5 4 4 88

71 3 2 4 2 4 3 5 4 3 2 4 3 5 4 3 4 2 3 4 5 3 72

72 3 2 4 5 4 2 5 4 3 3 4 3 3 2 3 3 4 2 2 3 2 66

73 4 5 4 5 4 4 4 5 4 4 4 5 3 4 4 4 3 4 3 5 5 87

74 4 3 3 4 4 4 4 4 4 4 3 4 4 4 5 3 4 4 5 4 3 81

75 4 4 5 4 4 4 4 3 3 4 3 3 4 4 5 3 4 4 5 4 4 82

76 5 4 5 5 4 3 4 4 4 4 4 4 4 4 4 2 4 5 5 4 4 86

77 5 4 5 4 5 4 4 3 2 4 4 3 2 4 4 3 3 3 4 4 4 78

78 4 4 4 4 3 4 3 4 3 4 3 4 4 3 4 2 3 4 4 3 3 74

79 4 4 4 4 4 4 5 5 5 5 5 5 4 4 4 4 4 4 5 5 5 93

80 4 5 4 5 4 4 5 3 3 4 4 3 4 4 4 4 3 4 4 4 4 83

81 4 2 4 5 4 5 4 4 4 4 4 4 5 3 4 5 4 4 3 2 4 82

82 3 4 4 4 3 4 5 3 4 2 3 4 2 3 4 5 2 4 5 5 5 78

83 4 4 4 4 5 5 4 5 5 4 4 5 3 3 5 4 5 4 5 5 5 92

84 3 5 4 3 4 5 5 4 5 3 4 5 5 4 3 4 5 4 5 4 3 87

85 5 5 5 5 4 4 5 4 5 5 4 5 4 4 3 4 5 4 5 5 5 95

86 5 4 4 4 4 4 5 5 4 4 4 5 4 4 5 5 5 4 4 4 4 91

87 5 4 5 5 3 4 5 5 4 3 3 3 4 4 5 3 4 5 4 4 3 85

88 5 5 5 4 5 4 4 4 5 5 4 4 4 3 4 5 4 5 5 5 5 94

89 5 5 4 4 4 5 4 4 5 4 4 4 3 4 4 5 3 5 5 5 5 91

90 5 5 4 4 4 4 4 4 4 4 5 5 4 4 4 5 4 4 5 5 4 91

91 5 5 5 4 4 5 5 5 4 4 4 4 4 4 4 5 4 4 5 5 4 93

92 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 5 4 5 5 4 4 91

93 5 5 4 4 4 4 4 4 4 3 4 4 4 3 4 5 4 4 4 4 4 85

94 5 5 5 4 5 4 4 5 5 3 4 4 4 4 4 4 4 5 5 5 4 92

95 5 5 4 4 5 4 5 4 5 4 4 4 4 5 4 5 4 5 5 5 5 95

96 5 4 5 5 5 4 4 4 4 4 4 4 5 4 4 3 5 5 4 4 4 90

97 5 5 4 5 5 4 4 4 4 5 4 4 4 4 3 4 5 5 5 5 4 92

98 4 4 4 4 4 5 5 4 4 5 4 4 5 4 4 3 4 4 4 5 4 88

99 4 5 4 4 5 5 3 5 4 5 5 5 3 3 4 4 3 5 5 5 5 91

100 4 5 4 4 5 5 4 5 5 4 5 5 4 4 5 5 4 4 5 4 5 95
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Responden

no P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 P20 P21

1 4 4 4 3 4 4 3 5 3 4 4 4 3 3 3 3 2 4 5 5 5 79

2 2 3 3 2 2 2 3 5 5 5 5 5 4 4 2 4 4 4 4 4 4 76

3 2 3 3 3 3 3 4 4 4 4 4 5 4 5 5 4 3 3 4 3 3 76

4 4 4 4 3 5 4 3 3 4 3 4 3 3 4 4 3 3 4 4 3 4 76

5 4 4 3 3 4 4 4 4 4 4 3 4 4 4 4 5 3 3 4 5 3 80

6 5 4 3 4 4 5 4 5 5 4 4 5 4 4 4 4 4 5 4 4 4 89

7 4 4 4 4 4 4 3 3 3 4 3 3 3 3 3 3 3 5 5 5 3 76

8 4 5 4 0 4 5 5 4 5 0 5 5 4 4 5 4 5 5 5 5 4 87

9 4 3 3 3 4 4 3 4 3 4 4 3 3 4 4 3 4 4 4 3 4 75

10 4 3 4 4 4 3 3 5 3 3 4 4 3 4 4 3 4 4 3 4 4 77

11 5 5 4 5 5 5 5 5 5 5 5 5 5 5 4 4 4 3 4 4 5 97

12 4 3 0 4 4 5 5 4 5 5 3 3 5 5 5 5 5 5 5 4 3 87

13 3 4 4 4 4 4 3 4 4 5 4 4 3 5 4 4 3 4 3 4 5 82

14 4 3 4 4 3 4 3 4 4 4 3 4 3 3 4 3 3 3 4 4 3 74

15 4 4 5 5 5 5 5 4 4 4 5 5 5 5 5 4 4 5 5 4 5 97

16 5 5 5 3 5 4 5 5 5 4 3 5 4 5 5 5 4 5 4 5 5 96

17 4 3 5 4 4 4 5 5 4 3 4 3 5 4 2 2 5 5 4 3 5 83

18 4 4 4 4 4 4 5 5 5 4 4 5 5 5 4 5 5 5 5 5 5 96

19 3 4 0 4 5 5 5 5 5 4 4 5 5 5 4 0 5 5 5 5 5 88

20 5 5 4 4 4 3 3 4 4 4 4 4 3 4 4 3 4 4 3 5 4 82

21 3 4 3 3 2 3 4 3 4 4 5 4 4 4 4 4 5 4 4 4 4 79

22 3 0 4 4 3 4 4 4 0 0 0 3 3 4 4 4 4 4 5 5 4 66

23 3 5 5 5 5 5 5 4 5 4 5 4 5 4 5 4 5 5 5 5 5 98

24 4 4 4 5 4 5 4 5 5 5 5 5 5 4 5 5 4 5 5 5 5 98

25 3 3 3 3 3 2 3 3 3 3 2 2 2 2 3 1 2 3 3 3 4 56

26 3 5 3 5 5 5 5 5 5 5 4 5 5 3 5 5 5 5 4 5 5 97

27 4 3 4 4 3 4 4 4 5 4 4 3 3 2 3 3 2 4 4 5 2 74

28 3 2 4 3 4 3 5 4 5 4 5 4 4 4 5 4 4 5 2 3 5 82

29 4 5 9

30 3 4 3 3 3 2 4 2 3 4 2 3 4 3 4 5 4 4 4 5 5 74

31 4 3 4 4 4 3 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 81

32 3 5 1 3 3 3 1 4 2 3 5 4 4 2 5 1 3 4 3 1 2 62

33 4 5 3 4 3 4 4 5 3 4 3 3 3 4 4 3 2 4 5 5 3 78

34 4 5 5 3 5 5 5 5 4 5 4 4 4 4 4 3 5 4 5 4 5 92

35 5 5 4 5 5 4 5 5 5 4 4 5 4 5 5 4 4 4 5 5 4 96

36 5 5 5 5 5 4 4 5 5 5 4 5 4 5 4 4 5 5 5 5 5 99

37 5 5 5 4 4 5 5 5 5 5 5 5 5 5 2 2 5 4 5 5 5 96

38 2 2 5 4 3 5 5 5 4 4 4 5 4 3 4 5 3 5 4 5 4 85

39 3 3 3 4 2 4 3 4 4 3 4 4 4 3 4 3 4 5 4 4 3 75

40 4 4 3 3 4 3 4 3 4 3 4 4 4 3 4 4 3 4 4 4 4 77

41 4 4 5 4 3 4 3 4 3 4 4 4 3 2 3 3 2 4 4 3 2 72

42 4 5 4 4 4 5 5 5 4 5 4 4 4 5 5 5 5 5 5 5 5 97

43 4 4 5 5 5 5 5 4 5 4 5 5 5 4 5 5 5 5 5 5 5 100

44 4 4 3 3 4 4 5 4 4 4 3 5 4 4 3 3 4 3 4 3 4 79

45 3 4 4 4 4 3 4 4 4 4 4 4 4 4 4 3 4 4 4 4 4 81

46 5 4 3 4 5 3 5 3 4 4 5 5 4 5 5 4 5 4 4 5 5 91

47 4 4 3 5 4 4 4 4 5 4 5 3 4 3 4 3 3 4 4 4 5 83

48 4 3 3 5 5 4 5 3 4 4 3 4 4 4 5 4 4 4 4 4 4 84

49 5 4 5 5 5 4 5 4 4 5 5 5 4 5 5 5 5 5 5 5 4 99

50 4 5 5 4 4 5 5 3 5 5 5 5 5 4 4 4 4 5 4 5 4 94

Tabel 1 Tingkat Kepentingan

TotalReliabiliti Responsivenes(Tanggapan) Assurance (Jaminan) Empathy (Empati) Tangibles (Bukti Fisik)
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51 5 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 3 5 102

52 4 4 5 5 4 4 4 5 5 5 5 4 5 5 5 4 5 5 4 5 5 97

53 5 5 5 4 5 3 5 4 5 5 4 5 5 4 5 4 4 4 5 4 5 95

54 4 5 4 5 4 5 5 4 4 5 4 4 5 3 5 4 4 4 4 5 4 91

55 4 4 3 4 5 4 4 5 4 4 3 4 3 4 4 4 5 4 4 4 5 85

56 5 4 5 5 4 4 5 3 4 3 4 5 3 4 5 4 4 5 3 3 3 85

57 5 5 5 4 4 5 5 5 3 4 4 4 5 5 5 5 4 4 4 4 4 93

58 4 3 4 4 4 4 4 4 3 4 4 4 4 5 5 3 4 4 4 4 4 83

59 4 4 3 3 4 3 4 4 4 4 3 4 4 4 4 3 4 4 4 4 4 79

60 4 4 4 4 3 4 4 4 4 5 5 5 4 5 5 5 4 4 5 5 5 92

61 4 5 3 5 3 4 5 4 5 5 3 4 3 4 3 5 4 3 5 3 4 84

62 4 2 2 5 4 3 4 4 3 3 4 4 3 3 3 2 3 4 3 3 2 68

63 4 4 4 4 4 5 5 4 5 5 5 5 5 5 4 5 5 5 5 5 5 98

64 4 5 5 5 5 5 5 5 5 4 5 5 5 4 5 5 5 5 5 5 5 102

65 4 5 5 5 4 4 5 5 4 4 5 5 5 5 5 5 5 5 5 5 5 100

66 5 5 5 5 4 5 5 4 5 3 5 4 5 4 4 5 4 3 4 4 3 91

67 4 4 4 5 5 3 5 4 3 4 2 4 2 3 1 5 5 5 3 4 3 78

68 4 4 4 3 5 4 3 3 3 4 3 5 4 4 3 2 5 5 5 3 5 81

69 4 2 3 4 4 5 3 2 5 5 4 2 4 4 4 5 4 5 4 5 5 83

70 4 3 4 4 4 5 4 4 5 5 4 4 5 3 3 4 5 4 5 4 4 87

71 3 2 4 2 4 3 5 4 3 2 4 3 5 4 3 4 2 3 4 5 3 72

72 3 2 4 5 4 2 5 4 3 3 4 3 3 2 3 3 4 2 2 3 2 66

73 4 5 4 5 4 4 4 5 5 4 4 5 3 4 4 4 3 4 3 5 5 88

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

75 4 4 4 4 4 3 4 3 3 4 2 3 4 4 4 3 4 4 4 4 4 77

76 5 4 5 5 4 3 4 4 4 4 4 4 4 4 4 2 4 5 5 4 4 86

77 4 3 3 4 5 3 3 2 2 2 5 3 3 3 4 4 4 2 4 4 2 69

78 3 4 3 4 4 4 3 4 3 4 3 3 4 3 4 2 3 4 4 3 2 71

79 4 4 4 4 4 4 4 4 4 3 5 5 4 4 4 4 4 4 5 5 5 88

80 4 5 4 5 4 3 5 4 3 2 5 4 5 4 5 5 4 4 4 4 3 86

81 3 4 4 4 4 5 4 5 5 5 4 4 5 4 5 4 5 4 4 2 3 87

82 4 4 3 5 3 4 5 2 4 3 3 4 2 2 3 5 2 3 4 5 4 74

83 5 4 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 103

84 5 5 5 4 4 4 3 3 3 4 4 4 5 4 3 4 4 4 4 5 5 86

85 5 5 5 5 4 4 5 4 5 5 4 5 4 4 3 4 5 4 5 5 5 95

86 5 4 4 4 4 4 5 5 4 4 4 5 4 4 5 5 5 4 4 4 4 91

87 5 4 5 5 3 4 5 5 4 3 3 3 4 4 5 3 4 5 4 4 3 85

88 5 5 5 4 5 4 4 4 5 5 4 4 4 3 4 5 4 5 5 5 5 94

89 5 5 4 4 4 5 4 4 5 4 4 4 3 4 4 5 3 5 5 5 5 91

90 5 5 4 4 4 4 4 4 4 4 5 5 4 4 4 5 4 4 5 5 4 91

91 5 5 5 4 4 5 5 5 4 4 4 4 4 4 4 5 4 4 5 5 4 93

92 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 5 4 5 5 4 4 91

93 5 5 4 4 4 4 4 4 4 3 4 4 4 3 4 5 4 4 4 4 4 85

94 5 5 5 4 5 4 4 5 5 3 4 4 4 4 4 4 4 5 5 5 4 92

95 5 5 4 4 5 4 5 4 5 4 4 4 4 5 4 5 4 5 5 5 5 95

96 4 4 4 5 5 4 4 4 4 4 4 4 5 4 4 3 5 5 4 4 4 88

97 4 4 4 5 5 4 4 4 4 5 4 4 4 4 3 4 5 5 5 5 4 90

98 4 4 4 4 4 5 5 4 4 5 4 4 5 4 4 3 4 4 4 5 4 88

99 5 5 4 4 4 5 4 5 4 5 5 5 3 3 4 4 3 5 5 5 5 92

100 4 4 5 4 5 5 5 5 4 4 5 5 4 4 5 5 4 5 4 4 5 95
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Pertanyaan 

no 

P1 33 49 16 2 0

P2 34 42 17 4 0

P3 36 47 8 1 0

P4 29 58 12 1 0

P5 27 53 15 0 0

P6 27 48 15 5 0

P7 37 49 9 1 0

P8 31 47 16 2 0

P9 29 48 20 1 0

P10 27 52 16 4 0

P11 17 60 17 2 0

P12 28 50 17 2 0

P13 24 50 17 5 0

P14 18 45 28 6 0

P15 24 50 17 4 0

P16 26 33 31 7 1

P17 20 44 25 6 0

P18 25 51 13 2 0

P19 48 43 7 1 0

P20 36 46 17 1 0

P21 28 47 17 3 0

Tangibles (Bukti Fisik)

Rekapitulasi Bobot Tingkat Kepuasan

Empathy (Empati)

Assurance (Jaminan)

Responsivenes(Tanggapan)

Reliabiliti 

SP P CP KP TP
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Pertanyaan 

no 

P1 165 196 48 4 0 413

P2 170 168 61 8 0 407

P3 180 188 24 2 0 394

P4 145 232 36 2 0 415

P5 135 212 45 0 0 392

P6 135 192 45 10 0 382

P7 185 196 27 2 0 410

P8 155 188 48 4 0 395

P9 145 192 60 2 0 399

P10 135 208 48 8 0 399

P11 85 240 51 4 0 380

P12 140 200 51 4 0 395

P13 120 200 51 10 0 381

P14 90 180 84 12 0 366

P15 120 200 51 8 0 378

P16 130 132 93 14 1 370

P17 100 176 75 12 0 363

P18 125 204 39 4 0 372

P19 240 172 21 2 0 435

P20 180 184 51 2 0 417

P21 120 188 51 6 0 365

CP KP TP

Rekapitulasi Bobot Tingkat Kepuasan

Empathy (Empati)

Tangibles (Bukti Fisik)

Reliabiliti 

SP P

Assurance (Jaminan)

Responsivenes(Tanggapan)

TOTAL BOBOT
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Pertanyaan 

no 

P1 30 48 17 3 0

P2 29 39 14 4 0

P3 30 41 14 1 1

P4 26 44 12 1 0

P5 25 50 12 2 0

P6 31 42 20 4 0

P7 40 37 17 0 0

P8 33 45 13 4 0

P9 34 41 19 2 0

P10 26 46 17 2 0

P11 26 49 15 3 0

P12 38 42 16 1 0

P13 28 45 19 4 0

P14 23 50 19 6 0

P15 32 46 16 3 0

P16 34 33 25 6 2

P17 30 45 14 7 0

P18 39 46 10 2 0

P19 40 47 8 2 0

P20 48 35 13 1 0

P21 39 35 16 6 0

KP TP

Responsivenes(Tanggapan)

Assurance (Jaminan)

PSP

Rekapitulasi Bobot Tingkat Kepentingan

Empathy (Empati)

Tangibles (Bukti Fisik)

CP

Reliabiliti 
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Pertanyaan 

no 

P1 150 192 51 6 0 399

P2 145 156 42 8 0 360

P3 150 164 42 2 1 359

P4 130 176 39 2 0 347

P5 125 200 36 4 0 365

P6 155 168 60 8 0 391

P7 200 148 51 0 0 399

P8 165 180 39 8 0 392

P9 170 164 57 4 0 395

P10 130 184 51 4 0 369

P11 130 196 45 4 0 375

P12 190 168 48 2 0 408

P13 140 180 57 8 0 385

P14 115 200 57 12 0 384

P15 160 184 84 6 0 398

P16 170 132 75 12 2 391

P17 150 180 42 14 0 386

P18 195 184 30 4 0 413

P19 200 188 24 4 0 416

P20 240 140 39 2 0 421

P21 195 140 48 12 0 395

Responsivenes(Tanggapan)

Assurance (Jaminan)

Empathy (Empati)

Tangibles (Bukti Fisik)

Rekapitulasi Bobot Tingkat Kepentingan

TOTAL BOBOT
SP P CP KP TP

Reliabiliti 
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Tingkat Kepuasan Tingkat Kepentingan GAP Tingkat Kesesuaian

(Xi) (Yi) X-Y (Tki)%

P1 413 399 4.13 3.99 0.14 103.51

P2 407 360 4.07 3.60 0.47 113.06

P3 394 359 3.94 3.59 0.35 109.75

P4 415 347 4.15 3.47 0.68 119.60

P5 392 365 3.92 3.65 0.27 106.24

P6 328 391 3.28 3.91 -0.63 83.89

P7 410 399 4.10 3.99 0.11 102.76

P8 395 392 3.95 3.92 0.03 100.77

P9 399 395 3.99 3.95 0.04 101.02

P10 399 369 3.99 3.69 0.3 104.14

P11 380 375 3.80 3.75 0.05 101.34

P12 395 408 3.95 4.08 -0.13 96.82

P13 381 385 3.81 3.85 -0.04 98.97

P14 366 384 3.66 3.84 -0.2 95.32

P15 378 398 3.78 3.98 -0.2 94.98

P16 370 391 3.70 3.91 -0.21 94.63

P17 363 386 3.63 3.86 -0.23 94.05

P18 372 413 3.72 4.13 -0.41 90.08

P19 435 416 4.35 4.16 0.19 104.57

P20 417 421 4.17 4.21 -0.04 99.05

P21 365 395 3.65 3.95 -0.3 92.41

3.89 3.88 0.03 99.38Rata-Rata (Xi dan Yi)

No Pertanyaan Xi Yi
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CORRELATIONS 

  /VARIABLES=P.1 P.2 P.3 P.4 P.5 P.6 P.7 P.8 P.9 P.10 P.11 P.12 P.13 P.14 P.15 P.16 P.17 P.18 P.19 

    P.20 P.21 TOTAL 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 

Correlations 

 P.1 P.2 P.3 P.4 P.5 P.6 P.7 P.8 P.9 P.10 P.11 P.12 P.13 P.14 P.15 P.16 P.17 P.18 P.19 P.20 P.21 

TOT

AL 

P.1 Pearson 

Correlation 

1 .404
*

*
 

.252
*
 .264

*

*
 

.345
*

*
 

.158 .092 .287
*

*
 

.254
*
 .252

*
 .201

*
 .135 .261

*

*
 

.303
*

*
 

.124 .084 .223
*
 .239

*
 .206

*
 .188 .202

*
 .489

*

*
 

Sig. (2-tailed)  .000 .012 .008 .000 .116 .365 .004 .011 .012 .045 .181 .009 .002 .219 .406 .026 .017 .040 .061 .044 .000 

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

P.2 Pearson 

Correlation 

.404
**
 1 .182 .150 .287

*

*
 

.293
*

*
 

.148 .221
*
 .394

*

*
 

.313
*

*
 

.348
*

*
 

.284
*

*
 

.109 .368
*

*
 

.205
*
 .186 .136 .259

*

*
 

.215
*
 .257

*

*
 

.376
*

*
 

.561
*

*
 

Sig. (2-tailed) .000  .070 .136 .004 .003 .142 .027 .000 .002 .000 .004 .280 .000 .041 .064 .176 .009 .032 .010 .000 .000 

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

P.3 Pearson 

Correlation 

.252
*
 .182 1 .252

*
 .317

*

*
 

.234
*
 .218

*
 .082 .061 .246

*
 .093 .122 .301

*

*
 

.293
*

*
 

.153 .266
**
 .177 .440

*

*
 

.195 .094 .202
*
 .475

*

*
 

Sig. (2-tailed) .012 .070  .011 .001 .019 .029 .418 .550 .014 .358 .226 .002 .003 .129 .007 .078 .000 .052 .354 .043 .000 

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

P.4 Pearson 

Correlation 

.264
**
 .150 .252

*
 1 .089 .113 .136 .141 .135 .491

*

*
 

.060 .214
*
 .110 .104 .207

*
 .115 .171 .237

*
 .022 -.070 .138 .368

*

*
 

Sig. (2-tailed) .008 .136 .011  .380 .261 .178 .161 .181 .000 .555 .033 .277 .305 .038 .254 .088 .017 .827 .487 .171 .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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P.5 Pearson 

Correlation 

.345
**
 .287

*

*
 

.317
*

*
 

.089 1 .252
*
 .261

*

*
 

.296
*

*
 

.286
*

*
 

.317
*

*
 

.231
*
 .227

*
 .368

*

*
 

.414
*

*
 

.306
*

*
 

.326
**
 .338

*

*
 

.384
*

*
 

.135 .310
*

*
 

.314
*

*
 

.611
*

*
 

Sig. (2-tailed) .000 .004 .001 .380  .011 .009 .003 .004 .001 .021 .023 .000 .000 .002 .001 .001 .000 .180 .002 .001 .000 

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

P.6 Pearson 

Correlation 

.158 .293
*

*
 

.234
*
 .113 .252

*
 1 .336

*

*
 

.267
*

*
 

.310
*

*
 

.314
*

*
 

.215
*
 .376

*

*
 

.461
*

*
 

.339
*

*
 

.242
*
 .246

*
 .295

*

*
 

.395
*

*
 

.270
*

*
 

.144 .418
*

*
 

.598
*

*
 

Sig. (2-tailed) .116 .003 .019 .261 .011  .001 .007 .002 .001 .032 .000 .000 .001 .015 .014 .003 .000 .007 .153 .000 .000 

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

P.7 Pearson 

Correlation 

.092 .148 .218
*
 .136 .261

*

*
 

.336
*

*
 

1 .194 .128 .171 .280
*

*
 

.212
*
 .360

*

*
 

.320
*

*
 

.259
*

*
 

.415
**
 .182 .317

*

*
 

.002 .176 .198
*
 .479

*

*
 

Sig. (2-tailed) .365 .142 .029 .178 .009 .001  .053 .205 .088 .005 .035 .000 .001 .009 .000 .070 .001 .986 .079 .049 .000 

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

P.8 Pearson 

Correlation 

.287
**
 .221

*
 .082 .141 .296

*

*
 

.267
*

*
 

.194 1 .288
*

*
 

.135 .394
*

*
 

.296
*

*
 

.329
*

*
 

.259
*

*
 

.128 .148 .232
*
 .115 .009 .202

*
 .295

*

*
 

.476
*

*
 

Sig. (2-tailed) .004 .027 .418 .161 .003 .007 .053  .004 .181 .000 .003 .001 .009 .205 .142 .020 .255 .931 .044 .003 .000 

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

P.9 Pearson 

Correlation 

.254
*
 .394

*

*
 

.061 .135 .286
*

*
 

.310
*

*
 

.128 .288
*

*
 

1 .475
*

*
 

.459
*

*
 

.583
*

*
 

.344
*

*
 

.142 .046 .275
**
 .294

*

*
 

.335
*

*
 

.255
*
 .269

*

*
 

.292
*

*
 

.600
*

*
 

Sig. (2-tailed) .011 .000 .550 .181 .004 .002 .205 .004  .000 .000 .000 .000 .158 .648 .006 .003 .001 .011 .007 .003 .000 

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

P.1

0 

Pearson 

Correlation 

.252
*
 .313

*

*
 

.246
*
 .491

*

*
 

.317
*

*
 

.314
*

*
 

.171 .135 .475
*

*
 

1 .330
*

*
 

.370
*

*
 

.350
*

*
 

.154 .178 .205
*
 .229

*
 .255

*
 .246

*
 .073 .284

*

*
 

.583
*

*
 

Sig. (2-tailed) .012 .002 .014 .000 .001 .001 .088 .181 .000  .001 .000 .000 .125 .077 .041 .022 .010 .014 .467 .004 .000 
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N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 

P.1

1 

Pearson 

Correlation 

.201
*
 .348

*

*
 

.093 .060 .231
*
 .215

*
 .280

*

*
 

.394
*

*
 

.459
*

*
 

.330
*

*
 

1 .371
*

*
 

.271
*

*
 

.177 .091 .230
*
 .030 .294

*

*
 

.077 .247
*
 .270

*

*
 

.512
*

*
 

Sig. (2-tailed) .045 .000 .358 .555 .021 .032 .005 .000 .000 .001  .000 .006 .078 .370 .021 .767 .003 .449 .013 .007 .000 

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

P.1

2 

Pearson 

Correlation 

.135 .284
*

*
 

.122 .214
*
 .227

*
 .376

*

*
 

.212
*
 .296

*

*
 

.583
*

*
 

.370
*

*
 

.371
*

*
 

1 .309
*

*
 

.271
*

*
 

.238
*
 .274

**
 .307

*

*
 

.380
*

*
 

.261
*

*
 

.356
*

*
 

.338
*

*
 

.616
*

*
 

Sig. (2-tailed) .181 .004 .226 .033 .023 .000 .035 .003 .000 .000 .000  .002 .006 .017 .006 .002 .000 .009 .000 .001 .000 

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

P.1

3 

Pearson 

Correlation 

.261
**
 .109 .301

*

*
 

.110 .368
*

*
 

.461
*

*
 

.360
*

*
 

.329
*

*
 

.344
*

*
 

.350
*

*
 

.271
*

*
 

.309
*

*
 

1 .420
*

*
 

.126 .183 .427
*

*
 

.335
*

*
 

.155 .025 .185 .576
*

*
 

Sig. (2-tailed) .009 .280 .002 .277 .000 .000 .000 .001 .000 .000 .006 .002  .000 .212 .069 .000 .001 .124 .803 .066 .000 

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

P.1

4 

Pearson 

Correlation 

.303
**
 .368

*

*
 

.293
*

*
 

.104 .414
*

*
 

.339
*

*
 

.320
*

*
 

.259
*

*
 

.142 .154 .177 .271
*

*
 

.420
*

*
 

1 .324
*

*
 

.197
*
 .329

*

*
 

.371
*

*
 

.279
*

*
 

.241
*
 .381

*

*
 

.596
*

*
 

Sig. (2-tailed) .002 .000 .003 .305 .000 .001 .001 .009 .158 .125 .078 .006 .000  .001 .050 .001 .000 .005 .016 .000 .000 

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

P.1

5 

Pearson 

Correlation 

.124 .205
*
 .153 .207

*
 .306

*

*
 

.242
*
 .259

*

*
 

.128 .046 .178 .091 .238
*
 .126 .324

*

*
 

1 .353
**
 .132 .266

*

*
 

.033 .119 .285
*

*
 

.433
*

*
 

Sig. (2-tailed) .219 .041 .129 .038 .002 .015 .009 .205 .648 .077 .370 .017 .212 .001  .000 .189 .008 .747 .237 .004 .000 

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

P.1

6 

Pearson 

Correlation 

.084 .186 .266
*

*
 

.115 .326
*

*
 

.246
*
 .415

*

*
 

.148 .275
*

*
 

.205
*
 .230

*
 .274

*

*
 

.183 .197
*
 .353

*

*
 

1 .133 .352
*

*
 

.185 .234
*
 .240

*
 .523

*

*
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Sig. (2-tailed) .406 .064 .007 .254 .001 .014 .000 .142 .006 .041 .021 .006 .069 .050 .000  .187 .000 .065 .019 .016 .000 

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

P.1

7 

Pearson 

Correlation 

.223
*
 .136 .177 .171 .338

*

*
 

.295
*

*
 

.182 .232
*
 .294

*

*
 

.229
*
 .030 .307

*

*
 

.427
*

*
 

.329
*

*
 

.132 .133 1 .237
*
 .122 .039 .256

*
 .475

*

*
 

Sig. (2-tailed) .026 .176 .078 .088 .001 .003 .070 .020 .003 .022 .767 .002 .000 .001 .189 .187  .018 .225 .698 .010 .000 

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

P.1

8 

Pearson 

Correlation 

.239
*
 .259

*

*
 

.440
*

*
 

.237
*
 .384

*

*
 

.395
*

*
 

.317
*

*
 

.115 .335
*

*
 

.255
*
 .294

*

*
 

.380
*

*
 

.335
*

*
 

.371
*

*
 

.266
*

*
 

.352
**
 .237

*
 1 .395

*

*
 

.410
*

*
 

.396
*

*
 

.659
*

*
 

Sig. (2-tailed) .017 .009 .000 .017 .000 .000 .001 .255 .001 .010 .003 .000 .001 .000 .008 .000 .018  .000 .000 .000 .000 

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

P.1

9 

Pearson 

Correlation 

.206
*
 .215

*
 .195 .022 .135 .270

*

*
 

.002 .009 .255
*
 .246

*
 .077 .261

*

*
 

.155 .279
*

*
 

.033 .185 .122 .395
*

*
 

1 .514
*

*
 

.308
*

*
 

.430
*

*
 

Sig. (2-tailed) .040 .032 .052 .827 .180 .007 .986 .931 .011 .014 .449 .009 .124 .005 .747 .065 .225 .000  .000 .002 .000 

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

P.2

0 

Pearson 

Correlation 

.188 .257
*

*
 

.094 -.070 .310
*

*
 

.144 .176 .202
*
 .269

*

*
 

.073 .247
*
 .356

*

*
 

.025 .241
*
 .119 .234

*
 .039 .410

*

*
 

.514
*

*
 

1 .372
*

*
 

.457
*

*
 

Sig. (2-tailed) .061 .010 .354 .487 .002 .153 .079 .044 .007 .467 .013 .000 .803 .016 .237 .019 .698 .000 .000  .000 .000 

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

P.2

1 

Pearson 

Correlation 

.202
*
 .376

*

*
 

.202
*
 .138 .314

*

*
 

.418
*

*
 

.198
*
 .295

*

*
 

.292
*

*
 

.284
*

*
 

.270
*

*
 

.338
*

*
 

.185 .381
*

*
 

.285
*

*
 

.240
*
 .256

*
 .396

*

*
 

.308
*

*
 

.372
*

*
 

1 .603
*

*
 

Sig. (2-tailed) .044 .000 .043 .171 .001 .000 .049 .003 .003 .004 .007 .001 .066 .000 .004 .016 .010 .000 .002 .000  .000 

N 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 
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TO

TA

L 

Pearson 

Correlation 

.489
**
 .561

*

*
 

.475
*

*
 

.368
*

*
 

.611
*

*
 

.598
*

*
 

.479
*

*
 

.476
*

*
 

.600
*

*
 

.583
*

*
 

.512
*

*
 

.616
*

*
 

.576
*

*
 

.596
*

*
 

.433
*

*
 

.523
**
 .475

*

*
 

.659
*

*
 

.430
*

*
 

.457
*

*
 

.603
*

*
 

1 

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000  

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

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

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

  /VARIABLES=P.1 P.2 P.3 P.4 P.5 P.6 P.7 P.8 P.9 P.10 P.11 P.12 P.13 P.14 

P.15 P.16 P.17 P.18 P.19 

    P.20 P.21 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /SUMMARY=TOTAL. 

 

 
Reliability 
 
Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

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

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.870 21 

 
Item-Total Statistics 

 
Scale Mean if Item 

Deleted 
Scale Variance if 

Item Deleted 
Corrected Item-
Total Correlation 

Cronbach's Alpha if 
Item Deleted 

P.1 80.74 74.800 .422 .865 

P.2 80.80 72.182 .483 .864 

P.3 80.74 73.649 .389 .867 

P.4 80.68 76.321 .291 .870 

P.5 80.83 73.052 .555 .861 

P.6 80.75 72.795 .536 .862 

P.7 80.55 75.442 .419 .866 

P.8 80.74 74.417 .401 .866 

P.9 80.80 72.343 .534 .862 

P.10 80.85 71.846 .509 .862 

P.11 80.94 73.916 .440 .865 

P.12 80.72 73.396 .564 .861 

P.13 80.87 73.084 .511 .862 

P.14 81.05 72.715 .533 .862 

P.15 80.85 75.220 .357 .868 

P.16 81.09 72.123 .432 .866 

P.17 81.01 74.333 .398 .866 

P.18 80.70 72.596 .609 .860 

P.19 80.44 75.865 .364 .867 

P.20 80.69 74.964 .384 .867 

P.21 80.76 73.013 .544 .862 
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CORRELATIONS 

  /VARIABLES=P.1 P.2 P.3 P.4 P.5 P.6 P.7 P.8 P.9 P.10 P.11 P.12 P.13 P.14 P.15 P.16 P.17 P.18 P.19 

    P.20 P.21 TOTAL 

  /PRINT=TWOTAIL NOSIG 

  /MISSING=PAIRWISE. 

 

 
Correlations 

 

Correlations 

 P.1 P.2 P.3 P.4 P.5 P.6 P.7 P.8 P.9 P.10 P.11 P.12 P.13 P.14 P.15 P.16 P.17 

P.1

8 P.19 P.20 P.21 TOTAL 

P.1 Pearson 

Correlation 

1 .53

6
**
 

.41

7
**
 

.33

4
**
 

.434
*

*
 

.287
*

*
 

.236
*
 .123 .246

*
 .154 .149 .224

*
 .065 .268

*

*
 

.103 .255
*
 .184 .19

0 

.300
*

*
 

.260
**
 .238

*
 .518

**
 

Sig. (2-tailed) 
 

.00

0 

.00

0 

.00

1 

.000 .004 .018 .221 .013 .125 .138 .025 .518 .007 .306 .010 .067 .05

8 

.002 .009 .017 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.2 Pearson 

Correlation 

.536
*

*
 

1 .28

8
**
 

.18

2 

.321
*

*
 

.319
*

*
 

.184 .240
*
 .412

*

*
 

.332
*

*
 

.322
*

*
 

.406
*

*
 

.237
*
 .211

*
 .195 .229

*
 .196 .20

7
*
 

.338
*

*
 

.217
*
 .321

**
 .585

**
 

Sig. (2-tailed) .000 
 

.00

4 

.07

0 

.001 .001 .067 .016 .000 .001 .001 .000 .017 .035 .052 .022 .051 .03

9 

.001 .030 .001 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.3 Pearson 

Correlation 

.417
*

*
 

.28

8
**
 

1 .26

6
**
 

.251
*
 .237

*
 .293

*

*
 

.234
*
 .153 .105 .230

*
 .254

*
 .191 .180 .063 .331

**
 .166 .25

1
*
 

.195 .252
*
 .298

**
 .501

**
 

Sig. (2-tailed) .000 .00

4 
 

.00

7 

.012 .018 .003 .019 .128 .300 .021 .011 .057 .073 .532 .001 .099 .01

2 

.052 .011 .003 .000 
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N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.4 Pearson 

Correlation 

.334
*

*
 

.18

2 

.26

6
**
 

1 .291
*

*
 

.241
*
 .293

*

*
 

.139 .166 .324
*

*
 

.106 .120 .132 .081 .133 .207
*
 .205

*
 .16

5 

.067 .130 .081 .407
**
 

Sig. (2-tailed) .001 .07

0 

.00

7 
 

.003 .016 .003 .169 .099 .001 .293 .233 .190 .424 .188 .039 .041 .10

1 

.507 .199 .424 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.5 Pearson 

Correlation 

.434
*

*
 

.32

1
**
 

.25

1
*
 

.29

1
**
 

1 .325
*

*
 

.315
*

*
 

.139 .249
*
 .201

*
 .198

*
 .276

*

*
 

.253
*
 .327

*

*
 

.183 .163 .423
**
 .27

7
**
 

.184 .144 .388
**
 .539

**
 

Sig. (2-tailed) .000 .00

1 

.01

2 

.00

3 
 

.001 .001 .168 .012 .045 .048 .005 .011 .001 .069 .106 .000 .00

5 

.067 .153 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.6 Pearson 

Correlation 

.287
*

*
 

.31

9
**
 

.23

7
*
 

.24

1
*
 

.325
*

*
 

1 .335
*

*
 

.359
*

*
 

.425
*

*
 

.323
*

*
 

.278
*

*
 

.329
*

*
 

.400
*

*
 

.276
*

*
 

.242
*
 .313

**
 .271

**
 .41

1
**
 

.445
*

*
 

.282
**
 .333

**
 .637

**
 

Sig. (2-tailed) .004 .00

1 

.01

8 

.01

6 

.001 
 

.001 .000 .000 .001 .005 .001 .000 .005 .015 .002 .006 .00

0 

.000 .004 .001 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.7 Pearson 

Correlation 

.236
*
 .18

4 

.29

3
**
 

.29

3
**
 

.315
*

*
 

.335
*

*
 

1 .269
*

*
 

.407
*

*
 

.097 .109 .353
*

*
 

.430
*

*
 

.409
*

*
 

.256
*
 .412

**
 .414

**
 .18

0 

.248
*
 .336

**
 .290

**
 .592

**
 

Sig. (2-tailed) .018 .06

7 

.00

3 

.00

3 

.001 .001 
 

.007 .000 .338 .282 .000 .000 .000 .010 .000 .000 .07

4 

.013 .001 .003 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 
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P.8 Pearson 

Correlation 

.123 .24

0
*
 

.23

4
*
 

.13

9 

.139 .359
*

*
 

.269
*

*
 

1 .294
*

*
 

.223
*
 .205

*
 .405

*

*
 

.276
*

*
 

.338
*

*
 

.158 .055 .226
*
 .28

0
**
 

.207
*
 .103 .224

*
 .465

**
 

Sig. (2-tailed) .221 .01

6 

.01

9 

.16

9 

.168 .000 .007 
 

.003 .026 .040 .000 .005 .001 .117 .585 .024 .00

5 

.038 .306 .025 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.9 Pearson 

Correlation 

.246
*
 .41

2
**
 

.15

3 

.16

6 

.249
*
 .425

*

*
 

.407
*

*
 

.294
*

*
 

1 .513
*

*
 

.449
*

*
 

.427
*

*
 

.397
*

*
 

.315
*

*
 

.167 .304
**
 .316

**
 .34

7
**
 

.237
*
 .260

**
 .440

**
 .656

**
 

Sig. (2-tailed) .013 .00

0 

.12

8 

.09

9 

.012 .000 .000 .003 
 

.000 .000 .000 .000 .001 .096 .002 .001 .00

0 

.018 .009 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

0 

Pearson 

Correlation 

.154 .33

2
**
 

.10

5 

.32

4
**
 

.201
*
 .323

*

*
 

.097 .223
*
 .513

*

*
 

1 .241
*
 .295

*

*
 

.266
*

*
 

.259
*

*
 

.014 .195 .247
*
 .22

8
*
 

.184 .121 .387
**
 .504

**
 

Sig. (2-tailed) .125 .00

1 

.30

0 

.00

1 

.045 .001 .338 .026 .000 
 

.016 .003 .007 .009 .893 .052 .013 .02

3 

.067 .232 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

1 

Pearson 

Correlation 

.149 .32

2
**
 

.23

0
*
 

.10

6 

.198
*
 .278

*

*
 

.109 .205
*
 .449

*

*
 

.241
*
 1 .476

*

*
 

.416
*

*
 

.213
*
 .253

*
 .182 .213

*
 .17

0 

.075 .092 .225
*
 .490

**
 

Sig. (2-tailed) .138 .00

1 

.02

1 

.29

3 

.048 .005 .282 .040 .000 .016 
 

.000 .000 .034 .011 .069 .033 .09

1 

.459 .361 .024 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

2 

Pearson 

Correlation 

.224
*
 .40

6
**
 

.25

4
*
 

.12

0 

.276
*

*
 

.329
*

*
 

.353
*

*
 

.405
*

*
 

.427
*

*
 

.295
*

*
 

.476
*

*
 

1 .328
*

*
 

.411
*

*
 

.233
*
 .307

**
 .381

**
 .28

1
**
 

.263
*

*
 

.198
*
 .408

**
 .635

**
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Sig. (2-tailed) .025 .00

0 

.01

1 

.23

3 

.005 .001 .000 .000 .000 .003 .000 
 

.001 .000 .020 .002 .000 .00

5 

.008 .048 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

3 

Pearson 

Correlation 

.065 .23

7
*
 

.19

1 

.13

2 

.253
*
 .400

*

*
 

.430
*

*
 

.276
*

*
 

.397
*

*
 

.266
*

*
 

.416
*

*
 

.328
*

*
 

1 .484
*

*
 

.398
*

*
 

.178 .531
**
 .31

1
**
 

.363
*

*
 

.178 .319
**
 .611

**
 

Sig. (2-tailed) .518 .01

7 

.05

7 

.19

0 

.011 .000 .000 .005 .000 .007 .000 .001 
 

.000 .000 .076 .000 .00

2 

.000 .077 .001 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

4 

Pearson 

Correlation 

.268
*

*
 

.21

1
*
 

.18

0 

.08

1 

.327
*

*
 

.276
*

*
 

.409
*

*
 

.338
*

*
 

.315
*

*
 

.259
*

*
 

.213
*
 .411

*

*
 

.484
*

*
 

1 .412
*

*
 

.255
*
 .522

**
 .31

2
**
 

.381
*

*
 

.269
**
 .491

**
 .632

**
 

Sig. (2-tailed) .007 .03

5 

.07

3 

.42

4 

.001 .005 .000 .001 .001 .009 .034 .000 .000 
 

.000 .011 .000 .00

2 

.000 .007 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

5 

Pearson 

Correlation 

.103 .19

5 

.06

3 

.13

3 

.183 .242
*
 .256

*
 .158 .167 .014 .253

*
 .233

*
 .398

*

*
 

.412
*

*
 

1 .280
**
 .219

*
 .25

5
*
 

.157 .094 .174 .429
**
 

Sig. (2-tailed) .306 .05

2 

.53

2 

.18

8 

.069 .015 .010 .117 .096 .893 .011 .020 .000 .000 
 

.005 .029 .01

0 

.118 .350 .083 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

6 

Pearson 

Correlation 

.255
*
 .22

9
*
 

.33

1
**
 

.20

7
*
 

.163 .313
*

*
 

.412
*

*
 

.055 .304
*

*
 

.195 .182 .307
*

*
 

.178 .255
*
 .280

*

*
 

1 .231
*
 .17

2 

.224
*
 .394

**
 .282

**
 .537

**
 

Sig. (2-tailed) .010 .02

2 

.00

1 

.03

9 

.106 .002 .000 .585 .002 .052 .069 .002 .076 .011 .005 
 

.021 .08

7 

.025 .000 .004 .000 
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N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

7 

Pearson 

Correlation 

.184 .19

6 

.16

6 

.20

5
*
 

.423
*

*
 

.271
*

*
 

.414
*

*
 

.226
*
 .316

*

*
 

.247
*
 .213

*
 .381

*

*
 

.531
*

*
 

.522
*

*
 

.219
*
 .231

*
 1 .41

9
**
 

.289
*

*
 

.109 .413
**
 .596

**
 

Sig. (2-tailed) .067 .05

1 

.09

9 

.04

1 

.000 .006 .000 .024 .001 .013 .033 .000 .000 .000 .029 .021 
 

.00

0 

.004 .281 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

8 

Pearson 

Correlation 

.190 .20

7
*
 

.25

1
*
 

.16

5 

.277
*

*
 

.411
*

*
 

.180 .280
*

*
 

.347
*

*
 

.228
*
 .170 .281

*

*
 

.311
*

*
 

.312
*

*
 

.255
*
 .172 .419

**
 1 .362

*

*
 

.284
**
 .431

**
 .552

**
 

Sig. (2-tailed) .058 .03

9 

.01

2 

.10

1 

.005 .000 .074 .005 .000 .023 .091 .005 .002 .002 .010 .087 .000 
 

.000 .004 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.1

9 

Pearson 

Correlation 

.300
*

*
 

.33

8
**
 

.19

5 

.06

7 

.184 .445
*

*
 

.248
*
 .207

*
 .237

*
 .184 .075 .263

*

*
 

.363
*

*
 

.381
*

*
 

.157 .224
*
 .289

**
 .36

2
**
 

1 .484
**
 .370

**
 .538

**
 

Sig. (2-tailed) .002 .00

1 

.05

2 

.50

7 

.067 .000 .013 .038 .018 .067 .459 .008 .000 .000 .118 .025 .004 .00

0 
 

.000 .000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

P.2

0 

Pearson 

Correlation 

.260
*

*
 

.21

7
*
 

.25

2
*
 

.13

0 

.144 .282
*

*
 

.336
*

*
 

.103 .260
*

*
 

.121 .092 .198
*
 .178 .269

*

*
 

.094 .394
**
 .109 .28

4
**
 

.484
*

*
 

1 .440
**
 .489

**
 

Sig. (2-tailed) .009 .03

0 

.01

1 

.19

9 

.153 .004 .001 .306 .009 .232 .361 .048 .077 .007 .350 .000 .281 .00

4 

.000 
 

.000 .000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 
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P.2

1 

Pearson 

Correlation 

.238
*
 .32

1
**
 

.29

8
**
 

.08

1 

.388
*

*
 

.333
*

*
 

.290
*

*
 

.224
*
 .440

*

*
 

.387
*

*
 

.225
*
 .408

*

*
 

.319
*

*
 

.491
*

*
 

.174 .282
**
 .413

**
 .43

1
**
 

.370
*

*
 

.440
**
 1 .655

**
 

Sig. (2-tailed) .017 .00

1 

.00

3 

.42

4 

.000 .001 .003 .025 .000 .000 .024 .000 .001 .000 .083 .004 .000 .00

0 

.000 .000 
 

.000 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

TO

TA

L 

Pearson 

Correlation 

.518
*

*
 

.58

5
**
 

.50

1
**
 

.40

7
**
 

.539
*

*
 

.637
*

*
 

.592
*

*
 

.465
*

*
 

.656
*

*
 

.504
*

*
 

.490
*

*
 

.635
*

*
 

.611
*

*
 

.632
*

*
 

.429
*

*
 

.537
**
 .596

**
 .55

2
**
 

.538
*

*
 

.489
**
 .655

**
 1 

Sig. (2-tailed) .000 .00

0 

.00

0 

.00

0 

.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .00

0 

.000 .000 .000 
 

N 100 10

0 

10

0 

10

0 

100 100 100 100 100 100 100 100 100 100 100 100 100 10

0 

100 100 100 100 

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

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

  /VARIABLES=P.1 P.2 P.3 P.4 P.5 P.6 P.7 P.8 P.9 P.10 P.11 P.12 

P.13 P.14 P.15 P.16 P.17 P.18 P.19 

    P.20 P.21 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /SUMMARY=TOTAL. 

 
Reliability 
 
Scale: ALL VARIABLES 
 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

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

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.883 21 

 

 

Item-Total Statistics 

 

Scale Mean if Item 

Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha if 

Item Deleted 

P.1 81.52 89.000 .457 .879 

P.2 81.55 86.088 .515 .877 

P.3 81.65 87.361 .419 .880 

P.4 81.51 90.071 .330 .882 

P.5 81.50 88.818 .482 .878 

P.6 81.55 86.573 .583 .875 

P.7 81.34 87.338 .534 .876 

P.8 81.45 89.705 .400 .880 

P.9 81.51 85.505 .599 .874 

P.10 81.60 87.657 .426 .880 

P.11 81.57 88.470 .417 .880 

P.12 81.41 87.214 .585 .875 
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P.13 81.57 87.237 .556 .876 

P.14 81.66 86.752 .578 .875 

P.15 81.53 89.686 .354 .882 

P.16 81.70 85.990 .452 .880 

P.17 81.57 86.874 .534 .876 

P.18 81.31 88.863 .498 .878 

P.19 81.31 89.065 .482 .878 

P.20 81.32 88.846 .420 .880 

P.21 81.47 85.322 .597 .874 

 
 

GRAPH 

  /SCATTERPLOT(BIVAR)=Kepentingan WITH Kepuasan BY Pertanyaan 

(IDENTIFY) 

  /MISSING=LISTWISE REPORT 

  /SUBTITLE='Diagram Kartesius'. 
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Produksi

Uraian 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 Jumlah

Dewasa Ekonomi 29            8               44            2               4               5               6               17            14            12            5               7               7               7               3               9               3               6               2               12            11            -           5               12            1               31            5               14            3               19            3               306          

Anak Ekonomi 1               -           -           -           -           -           -           2               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           2               -           -           1               6               

Golongan I -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           1               

Golongan II 13            5               7               2               7               12            8               9               4               6               5               1               8               4               3               10            -           6               5               3               7               4               -           4               2               8               2               3               4               7               5               164          

Golongan III -           -           -           -           -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               

Golongan IV - Pnp 8               6               13            2               2               9               9               9               3               5               3               2               3               7               3               5               1               4               6               3               7               2               4               6               3               3               3               5               3               10            4               153          

Golongan IV - Brg 3               -           1               2               5               3               1               2               2               2               5               6               4               4               4               2               1               6               4               2               7               -           -           5               3               5               1               7               2               5               2               96            

Golongan V - Pnp 1               -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           3               -           -           -           -           -           5               

Golongan V - Brg 27            9               16            21            17            22            18            14            18            16            19            7               13            15            21            19            20            28            28            22            32            6               15            27            18            27            17            22            25            32            14            605          

Golongan VI - Pnp 4               2               3               1               -           2               -           1               -           1               1               -           -           2               -           1               -           2               -           -           1               -           -           -           -           3               2               1               1               -           -           28            

Golongan VI - Brg 7               7               17            21            21            16            14            10            12            12            18            15            18            18            11            12            10            31            17            23            25            4               9               23            14            32            16            14            19            15            12            493          

Golongan VII 3               3               5               8               7               8               5               12            5               8               6               5               5               2               3               5               6               3               6               9               7               2               1               7               6               4               10            5               4               4               3               167          

Golongan VIII -           -           -           -           2               -           -           -           2               -           -           1               3               -           -           -           1               2               -           -           1               1               1               3               5               3               -           -           2               2               -           29            

Golongan IX -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               -           -           -           -           -           2               

Total 96            40            106          59            66            78            61            76            60            62            62            44            62            59            48            63            42            88            68            74            98            19            35            88            52            120          56            73            63            94            44            2.056      

Tanggal 
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Produksi

Uraian 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 Jumlah

Dewasa Ekonomi 10            7               9               4               14            5               7               2               16            6               1               4               11            7               10            1               11            1               4               13            4               7               2               6               7               4               13            -           186          

Anak Ekonomi -           -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               

Golongan I -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           

Golongan II 12            2               5               7               4               2               6               1               2               3               2               10            6               10            7               3               2               3               10            5               1               6               1               3               9               3               6               9               140          

Golongan III -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               

Golongan IV - Pnp 5               2               7               5               6               2               3               2               6               2               4               3               6               4               1               4               2               3               5               5               1               1               6               8               4               2               5               4               108          

Golongan IV - Brg 4               3               6               6               2               4               6               3               6               1               6               3               2               3               6               3               5               3               -           -           7               5               7               4               1               6               5               3               110          

Golongan V - Pnp -           -           -           -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               

Golongan V - Brg 21            13            30            22            18            23            18            9               16            15            9               25            19            37            26            22            12            19            21            29            18            14            22            24            12            30            21            20            565          

Golongan VI - Pnp -           2               1               -           -           -           3               -           -           -           1               -           -           1               1               -           1               3               -           2               -           4               1               1               2               2               1               1               27            

Golongan VI - Brg 11            14            16            7               12            17            19            9               13            9               12            10            12            21            19            10            18            18            8               18            12            12            13            11            11            20            16            3               371          

Golongan VII 3               7               2               6               5               4               5               5               4               3               1               8               5               2               3               4               3               3               2               2               6               3               3               4               5               6               2               3               109          

Golongan VIII -           -           3               -           -           1               -           2               1               -           -           -           -           2               -           -           -           -           1               2               2               -           -           -           -           1               -           -           15            

Golongan IX -           -           -           -           -           -           2               -           -           -           -           -           -           1               1               1               -           -           -           -           -           -           -           -           -           -           -           -           5               

Total 66            50            79            57            61            58            70            33            64            40            36            64            61            88            74            48            54            53            51            76            51            52            55            61            51            74            69            43            1.639      

Tanggal 
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Produksi

Uraian 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 Jumlah

Dewasa Ekonomi 19            9               4               11            1               11            5               3               6               23            2               9               6               4               3               6               17            33            16            12            16            16            -           11            -           17            88            9               7               13            29            406          

Anak Ekonomi -           -           -           -           -           -           -           -           -           -           -           -           -           2               -           -           -           -           -           2               -           -           -           1               -           -           -           -           -           -           -           5               

Golongan I -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           2               -           -           -           -           2               

Golongan II 10            5               1               6               5               1               8               7               5               1               10            4               1               2               1               10            9               7               7               22            33            7               4               7               -           7               5               7               10            9               11            222          

Golongan III -           -           2               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               30            -           -           -           -           -           -           -           -           -           33            

Golongan IV - Pnp 9               6               3               7               1               2               7               3               1               4               5               4               1               2               3               7               1               8               6               33            69            66            -           10            -           9               6               3               4               2               4               286          

Golongan IV - Brg 6               3               3               -           1               5               4               6               6               2               9               4               -           3               5               5               4               3               2               3               6               2               -           5               -           5               1               3               -           6               7               109          

Golongan V - Pnp -           1               1               -           -           -           -           -           -           -           -           -           -           -           -           -           1               2               -           1               16            3               2               -           -           -           -           -           3               -           2               32            

Golongan V - Brg 42            20            29            21            16            19            26            22            11            6               18            21            14            12            25            10            13            15            7               12            40            27            -           23            -           33            31            18            11            32            25            599          

Golongan VI - Pnp -           -           2               1               -           2               1               -           -           1               2               4               -           -           2               -           -           3               -           2               8               1               -           -           1               1               -           1               5               -           -           37            

Golongan VI - Brg 19            16            17            14            17            14            21            28            17            9               21            9               22            13            19            12            5               13            7               9               18            20            -           28            -           24            21            24            22            21            19            499          

Golongan VII 7               5               7               2               4               2               5               1               6               3               2               8               4               2               4               7               3               1               6               5               8               6               3               8               -           10            2               9               2               5               11            148          

Golongan VIII 1               5               -           -           -           2               -           11            3               -           3               2               5               -           2               1               1               1               -           -           -           -           -           7               -           2               2               -           -           2               1               51            

Golongan IX -           1               -           -           -           -           -           1               -           -           1               2               1               -           -           -           -           -           -           -           -           -           -           -           -           1               -           -           2               -           -           9               

Total 113          71            69            62            45            58            77            82            55            49            73            67            54            40            64            58            54            86            51            101          215          178          9               100          1               109          158          74            66            90            109          2.438      

Tanggal 
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Produksi

Uraian 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 Jumlah

Dewasa Ekonomi 7               9               28            1               8               2               5               5               2               13            12            20            6               47            2               7               -           1               17            12            13            8               3               29            38            64            52            165          118          115          809          

Anak Ekonomi -           -           -           -           -           2               -           -           -           -           2               1               -           -           -           -           -           -           -           -           -           -           -           1               1               1               2               7               2               -           19            

Golongan I -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           

Golongan II 8               10            4               4               3               7               4               4               6               8               8               6               4               10            9               6               -           8               -           6               7               12            22            17            25            28            29            128          64            143          590          

Golongan III -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           1               1               -           3               

Golongan IV - Pnp 7               6               5               2               2               5               -           5               3               5               3               1               4               5               7               3               -           7               2               6               5               10            9               30            37            48            39            78            72            88            494          

Golongan IV - Brg 2               9               7               11            9               4               4               6               3               7               6               3               4               2               14            2               -           6               2               2               7               11            4               8               2               14            6               17            6               16            194          

Golongan V - Pnp -           -           -           -           -           -           -           1               -           -           -           -           -           -           1               -           -           -           -           -           6               -           -           -           1               -           -           1               -           -           10            

Golongan V - Brg 11            15            24            20            17            32            26            30            21            32            21            8               35            23            25            4               -           24            18            6               32            19            23            36            18            17            17            21            8               31            614          

Golongan VI - Pnp -           -           -           -           -           1               -           -           1               -           -           -           -           -           -           -           -           -           -           3               -           -           -           1               1               1               1               -           -           -           9               

Golongan VI - Brg 12            19            12            11            26            38            28            38            26            34            17            21            31            13            24            12            -           30            20            21            19            16            13            35            17            29            16            18            13            28            637          

Golongan VII 2               4               3               9               5               8               4               9               6               10            9               5               8               5               5               3               -           14            7               3               6               1               6               7               5               9               6               11            7               11            188          

Golongan VIII -           2               1               -           -           -           -           1               -           -           2               1               2               -           4               -           -           -           -           -           -           -           -           -           -           -           1               -           -           -           14            

Golongan IX -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               

Total 49            74            85            58            70            99            71            99            68            109          80            66            94            105          91            37            -           90            67            59            95            77            80            164          145          211          169          447          291          432          3.582      

Tanggal 
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Produksi

Uraian 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 Jumlah

Dewasa Ekonomi 16            42            -           105          50            51            40            24            23            82            78            18            16            9               35            26            18            33            11            17            23            11            11            7               29            16            7               8               14            6               10            836          

Anak Ekonomi -           -           -           4               1               -           1               1               -           -           -           -           -           -           1               1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               10            

Golongan I -           -           -           -           -           2               -           -           1               -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           4               -           -           -           -           8               

Golongan II 12            43            -           71            39            38            43            10            18            15            19            10            14            9               9               13            10            13            5               8               10            12            11            6               35            2               3               2               7               7               10            504          

Golongan III -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           

Golongan IV - Pnp 20            76            -           46            38            58            40            30            18            17            7               19            27            21            16            14            5               4               7               6               7               6               1               6               10            7               5               8               4               2               3               528          

Golongan IV - Brg -           6               -           1               6               5               1               4               1               4               3               8               5               6               5               1               -           1               2               5               2               1               4               1               5               2               3               3               6               2               7               100          

Golongan V - Pnp -           1               -           1               -           8               -           -           -           2               -           -           -           -           -           -           -           -           1               -           -           1               -           -           -           -           -           -           -           -           -           14            

Golongan V - Brg 7               28            -           22            16            19            11            8               24            24            15            17            26            25            21            14            44            21            37            29            48            22            11            19            39            17            31            18            41            26            24            704          

Golongan VI - Pnp -           3               -           2               -           12            1               1               2               6               2               3               11            1               2               4               1               1               2               3               2               -           1               -           2               1               -           2               -           -           1               66            

Golongan VI - Brg 6               17            -           14            16            18            23            26            24            18            10            17            12            30            24            15            15            35            19            36            30            35            13            13            26            15            27            33            36            25            24            652          

Golongan VII 9               1               -           6               7               1               2               3               6               4               2               2               12            6               8               3               10            6               6               7               7               6               11            8               7               3               14            15            8               10            6               196          

Golongan VIII -           -           -           1               -           -           -           -           -           -           -           -           -           -           2               -           1               -           -           -           -           1               -           3               -           -           -           -           -           -           -           8               

Golongan IX -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           2               -           -           -           -           1               3               

Total 70            217          -           273          173          212          162          107          117          172          137          94            123          107          123          91            104          114          90            111          129          95            63            63            153          65            94            89            116          78            87            3.629      

Tanggal 
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Produksi

Uraian 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 Jumlah

Dewasa Ekonomi 8               38            8               15            26            7               5               13            7               44            12            22            15            7               22            6               8               12            35            38            15            38            12            11            15            25            15            14            35            14            542          

Anak Ekonomi -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           1               -           2               -           -           1               -           2               -           -           -           7               

Golongan I -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           10            -           -           -           -           -           -           -           -           11            

Golongan II 2               4               5               4               6               3               6               5               13            5               6               15            12            16            10            8               4               13            27            9               9               17            14            8               11            9               10            10            13            14            288          

Golongan III -           -           -           -           -           -           -           -           -           -           -           -           -           -           2               -           -           -           -           -           -           -           -           -           -           -           -           1               -           -           3               

Golongan IV - Pnp 1               3               2               3               3               4               3               4               7               6               4               8               5               4               6               6               1               11            7               8               4               12            6               8               10            8               12            6               5               12            179          

Golongan IV - Brg -           4               4               4               1               2               4               4               1               6               2               3               3               -           2               1               3               -           5               3               3               3               3               4               7               3               2               3               3               4               87            

Golongan V - Pnp -           1               -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           1               -           -           1               1               1               6               

Golongan V - Brg 13            33            32            25            26            36            21            45            26            31            32            32            26            33            33            21            21            35            29            32            33            48            38            38            15            38            26            34            30            35            917          

Golongan VI - Pnp 3               -           1               1               -           -           2               1               -           2               2               -           -           1               1               1               3               -           -           2               -           2               -           -           2               1               2               -           2               5               34            

Golongan VI - Brg 22            22            28            31            34            48            33            28            37            31            37            22            33            22            29            11            25            26            16            22            15            16            38            15            17            5               25            23            26            8               745          

Golongan VII 5               11            2               10            15            11            7               4               9               7               8               6               10            4               9               5               2               9               7               6               3               11            8               2               3               6               8               9               7               5               209          

Golongan VIII 3               -           -           2               -           -           -           -           1               -           -           1               -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           2               1               11            

Golongan IX -           -           -           -           -           -           1               1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           2               

Total 57            116          82            96            111          111          83            105          101          132          104          109          104          87            114          59            67            106          126          121          83            159          119          86            82            95            102          101          124          99            3.041      

Tanggal 
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Produksi

Uraian 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 Jumlah

Dewasa Ekonomi 12            20            38            34            11            44            36            17            25            10            16            27            31            23            57            18            19            6               24            31            6               37            2               57            19            10            8               12            18            20            15            703          

Anak Ekonomi 3               -           2               -           -           -           -           -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           6               

Golongan I -           -           -           -           -           -           -           -           -           -           -           -           -           -           2               -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           -           2               

Golongan II 12            7               7               13            13            7               14            9               7               9               12            13            6               12            12            5               6               9               6               12            8               3               1               16            9               13            9               8               8               2               5               273          

Golongan III -           -           -           -           -           -           -           -           -           -           -           2               -           -           -           -           -           -           -           -           -           -           -           -           -           2               -           -           -           -           -           4               

Golongan IV - Pnp 7               5               3               16            10            13            15            12            5               10            9               3               6               13            13            3               6               2               12            7               4               8               1               13            4               5               3               4               3               5               2               222          

Golongan IV - Brg 3               2               -           3               2               3               6               6               3               -           2               4               3               5               5               4               2               9               1               2               2               9               2               1               3               1               2               5               1               2               1               94            

Golongan V - Pnp -           -           1               -           -           1               -           -           1               -           -           -           -           -           -           1               -           -           -           -           -           1               -           -           -           -           -           -           -           -           -           5               

Golongan V - Brg 31            29            25            28            24            34            17            24            20            17            10            22            18            31            16            24            12            36            10            23            7               18            6               28            11            11            7               16            19            16            5               595          

Golongan VI - Pnp 1               2               -           1               1               2               -           1               -           -           2               3               1               3               2               1               -           4               1               3               3               3               1               -           1               -           -           -           -           -           -           36            

Golongan VI - Brg 12            15            10            17            20            18            16            21            18            17            14            23            18            21            9               32            11            37            6               22            11            25            6               32            18            23            24            24            11            24            14            569          

Golongan VII 10            4               2               3               6               3               5               9               3               7               7               7               5               3               2               8               3               9               3               14            1               3               6               6               4               4               8               4               6               2               1               158          

Golongan VIII 1               -           2               -           -           -           -           -           1               -           1               -           -           -           2               -           -           -           -           -           -           -           -           1               -           2               1               2               -           -           -           13            

Golongan IX -           -           -           -           -           -           -           -           -           -           -           1               1               -           -           -           -           -           -           6               -           -           -           -           -           -           1               -           -           -           -           9               

Total 92            84            90            115          87            125          109          99            83            70            73            105          90            111          120          96            59            112          63            120          42            107          25            154          69            71            63            75            66            71            43            2.689      

Tanggal 
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SURVEI KEPUASAN PENUMPANG KAPAL FERRY 

RUTE LEMBAR-BANYUWANGI 

JAM HARI TANGGAL 

:  - - 2022 

Penumpang yang terhormat, 

 

Saya selaku mahasiswa Universitas Muhammadiyah Mataram sedang 

melakukan penelitian kepuasan penumpang terhadap kualitas pelayanan Kapal 

Ferry. Melalui ini, saya mengharapkan bantuan anda untuk mengisi kuesioner 

ini. Bantuan ini sangat berharga dalam proses pengumpulan data untuk 

penyelesaian Skripsi. Saya sangat mengharapkan Anda mengisi secara lengkap. 

Atas kerjasamanya, saya ucapkan banyak terima kasih. 

 

NOMOR 1-10 Pilih jawaban yang sesuai dengan Anda! 

1. Nama Responden : 

2. Pekerjaan              : 

3. Jenis Kelamin       :  a.  Laki-laki 

          b. Perempuan 

4. Usia                      :  a. 20-25 Tahun 

           b. 26-30  Tahun 

                                             c. 31-40 Tahun 

                                             d. Diatas 35 Tahun 

5. Pendidikan           :   a. SMA/Sederajat 

           b. Diploma 

           c. S2 (Pasca Sarjana) 

           d. Lainya,Sebutkan ................ 

NO KUESIONER 
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6. Pekerjaaan            :   a. Pelajar / Mahasiswa 

            b. Wiraswasta 

                                               c. PNS/TNI/POLISI 

                                               d. Karyawan 

                                                 e. Lainya 

 

7. Apa alasan atau TUJUAN UTAMA perjalanan Anda hari ini? 

                     Dinas         Pribadi           Bisnis             Liburan           ..................... 

8. Berapa kali Anda telah melakukan PERJALANAN PENYEBRANGAN 

(pulang- pergi) dalam 3 tahun terakhir, termasuk perjalanan hari ini? 

                 1 kali           2-5 kali            5-10 kali          10-20 kali       lebih dari 20 

kali 

9. TRANSPORTASI apa yang Anda gunakan untuk datang ke pelabuha INI? 

                  Kendaraan Pribadi/kantor         Bus/angkutan umum          Taksi argo 

                  Taksi online         Kendaraan rental/sewa          ..................... 

10. Berapa lama Anda TIBA DI PELABUHAN sebelum jadwal jam 

keberangkatan 

                    Kurang 30 menit         30 menit – 1 jam         1 jam – 

jam30 menit 

                  1 jam 30 menit – 2 jam            Lebih dari 2 jam 
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NOMOR A-U Perasaan PUAS timbul jika pelayanan yang Anda rasakan sudah 

memenuhi atau melebihi harapan. Berdasarkan pengalaman hari ini, SEBERAPA 

PUASKAH Anda dengan berbagai butir layanan dan fasilitas berikut di 

PELABUAHAN INI? Dan SEBERAPA PENTINGKAH butir layanan tersebut 

menurut Anda? Pilihlah sesuai yang anda alaami. Jika Anda tidak memperhatikan 

atau tidak menggunakan suatu layanan, Anda dapat memilih “TIDAK 

BERPENDAPAT” 

 

11 Reliability (kehandalan) TINGKAT 
KEPUASAN 

       TIDAK 
BERPENDAPAT 

 TINGKA

T 

KEPENTIN

GAN 

 

A

. 

Apakah  kapal  ferry  rute lembar  

banyuwangi  telah  memenuhi  janji  yang  

diberikan  sesuai dengan jenis  

layanannya 

 
5 

 
4 

 
3 

 
2 

 

 
1 

 
5 

 
4 

 
3 

 
2 

 
1 

B. 
Perhatian yang diberikan PT.ASDP pelabuhan 

Lembar (perhatian  dalam  menyelesaikan  

masalah) 

 
5 

 
4 

 
3 

 
2 

 
1 

 
5 

 
4 

 
3 

 
2 

 
1 

C. 
Apakah pelayanan kapal ferry rute Lembar 

banyuwangi sesuai dengan apa yang diharapkan 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

 

 

 

12 Responsivenees (Ketanggapan) TINGKAT 

KEPUASAN 

        TIDAK 
BERPENDAPAT 

 TINGKAT 
KEPENTIN
GAN 

 

D
. 

Pelayanan  petugas  pelabuhan  dan  petugas  

kapal ferry yang cepat dan  tepat 

5 4 3 2 1 5 4 3 2 1 

E. 
Kesediaan  petugas  pelabuhan  dan  petugas  

kapal ferry dalam  membantu  pelanggan 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

F. Kesungguhan petugas pelabuhan dan petugas  

kapal ferry dalam mengatasi maslah pelanggan 

5 4 3 2 1 5 4 3 2 1 



 

94 
 

 

14 Empathy (Empati) TINGKAT 

KEPUASAN 

TIDAK 
BERPENDAPAT 

 TINGKA

T 

KEPENTING

AN 

 

J. 
Perhatian kantor PT.ASDP terhadap penumpang  

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

K. 
Pengertian petugas kapal ferry terhadap 

kebutuhan yang yang penting bagi penumpangnya 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

L. 
Kepentingan  penumpang  diutamakan oleh  kantor 

PT.ASDP 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

 

13 Assurance (Jaminan) TINGKAT 
KEPUASAN 

       TIDAK 
BERPENDAPAT 

 TINGKAT 

KEPENTING

AN 

 

G. Keramahan dan  kesopanan petugas  pelabuhan  dan 

kapal ferry 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

H. 
Keamanan penumpang dalam menggunakan jasa 

angkutan kapal ferry lebih diutamakan 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

I. 
Kepercayaan  penumpang/masyarakat  terhadap 

transportasi  kapal  ferry 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

15 Tangibles (Bukti fisik) TINGKAT 

KEPUASAN 

        TIDAK 

BERPENDAPAT 
 TINGKAT 

KEPENTING

AN 

 

M

. 

Apakah di dalam kapal ferry bersih,nyaman,dan 

tenang 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

N. 
Apakah kebersihan kapal ferry sudah sesuai 

sebagai transportasi yang diberikan pemerintah 

 
5 

 
4 

 
3 

 
2 

 
1 

 
5 

 
4 

 
3 

 
2 

 
1 

O. 
Penampilan petugas kapal  

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

P. 
Apakah  harga tiket sudah  Sesuai dengan  

pelayanan 

 
5 

 
4 

 
3 

 
2 

 
1 

 
5 

 
4 

 
3 

 
2 

 
1 

Q. 
Apakah kapal ferry tepat  waktu  dalam  

dalam  jadwal  pemberangkatan 

 
5 

 
4 

 
3 

 
2 

 
1 

 
5 

 
4 

 
3 

 
2 

 
1 

R. Apakah kapten kapal ferry tertip selama dalam 

penyebrangan 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

S. 
Apakah kapal ferry mengikuti rute 

penyebrangan yang sudah disiapkan 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 
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T. 
Apakah kehadiran kapal ferry mempermudah 

pengguna jasa angkutan Rute Lembar 

Banyuwangi 

 

5 

 

4 

 

3 

 

2 

 

1 

 

5 

 

4 

 

3 

 

2 

 

1 

U. 
Apakah kapal ferry  menyediakan fasilitas yang 

baik sesuai dengan yang dibutuhkan seperti AC, 

TV, Kasur,Kamar Tidur,Musholah,Tempat 

Duduk/Kursi,  Kantin/Kafe, Toilet/Wc, Safety 

Equitmen 

 
5 

 
4 

 
3 

 
2 

 
1 

 
5 

 
4 

 
3 

 
2 

 
1 

 

 

Keterangan Tabel Keterangan Tabel 

Tingkat Kepuasan : Tingkat Kepentingan : 

1 : Tidak Puas 

2 : Kurang Puas 

3 : Cukup Puas 

4 : Puas 

5 : Sangat Puas 

1 : Tidak Puas 

2 : Kurang Puas 

3 : Cukup Puas 

4 : Puas 

5 : Sangat Puas 
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LAMPIRAN DOKUMENTASI LAPANGAN 
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