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BAB V 

PENUTUP 

5.1 Kesimpulan 

Berdasarkan hasil penelitian yang telah diuraikan terdapat pengaruh 

anata kualitas pelayanan klaim satu jam terhdapa kepuasan nasabah pada PT. 

TASPEN (Persero) Kantor Cabang Mataram. Melalui analisis regresi linier 

sederhana diperoleh nilai koefisien regresi (X) sebesar 1,997 dan nilai 

konstantanya sebesar 17,671 dengan persamaan regresinya Y = 17,671 + 

1,997 X. Persamaan tersebut memiliki arti bahwasanya kualitas pelayanan 

klaim satu jam telah sesuai dengan harapan nasabah, sehingga menimbulkan 

kepuasan nasabah. 

Untuk hasil uji koefisien determinasi menunjukan nilai 0,701 yang jika 

di persentasekan menjadi 70,1%. Berdasarkan nilai tersebut dapat dinyatakan 

bahwa variabel kepuasan nasabah dapat dijelaskan oleh variabel kualitas 

pelayanan klaim satu jam, sedangkan sisanya 29,9% dijelaskan oleh variabel 

yang tidak dijelaskan di dalam penelitian ini. 

Untuk hasil uji t menunjukan t-hitung > t-tabel yang dimana nilai t-

hitung sebesar 12,629 dan t-tabel sebesar 1,995 dengan nilai signifikan 0.00 < 

level of significant sebesar 0,05. Sehingga keputusan yang diambil adalah Ha 

diterima dan H0 di tolak dengan bunyi kualitas pelayanan klaim satu jam 

berpengaruh terhadap kepuasan nasabah PT TASPEN (Persero) Kantor 

Cabang Mataram. 
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5.2 Saran 

Berdasarkan hasil dari keseluruhan hasil analisis dan pembahasan, 

maka penulis dapat memberikan sedikit saran yang dapat dijadikan 

pertimbangan bagai PT. TASPEN (Persero) Kantor Cabang Mataram untuk 

terus meningkatkan kualitas pelayanannya. 

Hasil analisi persentase pengaruh kualitas pelayanan klaim satu jam 

terhadap kepuasan nasabaha adalah 70,1%, masih tersisa 29,9% yang 

dipengaruhi oleh variabel lainnya. Untuk mendapatkan kepuasan nasabah 

maka harus terus meningkatkan kualitas pelayanan yang diberikan. Hal ini 

demi bisa menciptakan citra yang baik bagi perusahaan dan menjadikan 

perusahaan menjadi perusahaan yang Terbaik, Tercepat, dan Terdepan. 

Bagi peneliti selanjutnya agar dapat ditambahkan lagi variabel lainnya  

yang mungkin dapat mempengaruhi kepuasan nasabah pada PT. TASPEN 

(Persero) Kantor Cabang Mataram.  
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bapak/ibu/saudara/i untuk bersedia mengisi dengan lengkap kuesioner terkait 

dengan penelitian saya. Topik kesioner ini adalah “Pengaruh Kualitas 

Pelayanan Klaim Satu Jam Terhadap Kepuasan Nasabah Pada PT. TASPEN 

(Persero) Kantor Cabang Mataram”. Data dalam kuesioner tersebut akan 

dijaga kerahasiaannya atau tidak dipublikasikan, yang dipublikasikan hanya 

ringkasan dari hasil analisisnya. 

Demikian surat permohonan dari saya, besar harapan saya akan bantuan 

dari bapak/ibu/saudara/i untuk mengisi kuesioner ini. Mohon maaf atas kesalahan 

kata maupun kesalahan penulisan. Atas perhatian dan kerjasamanya saya ucapkan 

terimakasih. 

Hormat saya 
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IDENTITAS RESPONDEN 

 

Nama   : 

Umur   : Tahun 

Jenis Kelamin  :   Laki-Laki    Perempuan 

Pendidikan Terakhir  :  SD    

   SMP/MTS   

      SMA/SMU/SMK/MA  

      D3 

      S1/S2 

      .............. Lainnya 

Petunjuk: Berilah tanda centang () pada salah satu kolom jawaban yang 

tersedia, sesuai dengan tingkat kesetujuan atau penilaian anda atas pernyataan 

yang disampaikan. 

 

Keterangan Nilai: 

1 = Sangat Tidak Setuju (STS) 

2 = Tidak Setuju (TS) 

3 = Netral (N) 

4 = Setuju (S) 

5 = Sangat Setuju (SS) 
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Variabel Kualitas Pelayanan Klaim Satu jam 

 

No Pernyataan Responden 

STS TS N S SS 

Tangible 

1 Penampilan rapi dan sopan, 

serta seragam dan atribut 

lengkap 

     

Reliabilitas 

2 Kemampuan berkomunikasi 

dan menjelaaskan informasi 

kepada nasabah dan 

kehandalan saat proses 

pelayanan 

     

Responsiveness 

3 Kemampuan menghadapai 

keluhan, kebutuhan dan 

kesediaan melayani nasabah 

dengan cepat dan tepat  

     

Assurance 

4 keramahan dan kesopanan 

dalam memberikan pelayanan 

dan menjawan pertanyaan-

pertanyaan nasabah 

     

Empathy 

5 Menghormati, memperhatikan, 

dan membantu nasabah selama 

proses pelayanan 
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Variabel Kepuasan Nasabah 

 

No Pernyataan 

Respon 

STS TS N S SS 

Prosedur Pelayanan 

1 Kemudahan dan kejelasan alur 

prosedur pelayanan klaim 

     

Persyaratan Pelayanan 

2 Kejelasan, kesesuaian, dan 

kemudahan persyaratan yang 

harus dipenuhi oleh nasabah 

     

Kejelasan Petugas Pelayanan 

3 Kejelasan identitas petugas dan 

kesesuaian petugas yang 

memberikan pelayanan 

     

Kedisiplinan Petugas Pelayanan 

4 Ketepatan petugas berada di 

loket pada waktu jam 

operasional dimulai dan setelah 

jam istirahat selesai. 

     

Tanggung Jawab Petugas Pelayanan 

5 Ketuntasan penyelesaian 

pelayanan dari petugas 

terhadap keperluan nasabah 
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Kemampuan Petugas Pelayanan 

6 Keterampilan petugas dalam 

melayani pembayaran dan 

kemampuan petugas dalam 

memberikan solusi terhadap 

setiap keluhan nasabah 

     

Kecepatan Pelayanan 

7 Kecepatan penyelesaian 

pelayanan dan kesesuaian 

waktu penyelesaian pelayanan 

dengan waktu yang telah 

ditentukan 

     

Keadilan Mendapatkan Pelayanan 

8 keadilan petugas dalam 

memberikan pelayanan antara 

nasabah yang satu dengan yang 

lain terutama kesesuaian 

pemberian pelayanan dengan 

nomor antrian yang nasabah 

dapatkan. 

     

Kesopanan dan Keramahan Petugas 

9 Keramahan petugas saat 

menyambut nasabah dan 

keramahan petugas dari segi 

ucapan dalam penyampaian 

penjelasan kepada nasabah 
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Kewajaran Biaya Pelayanan 

10 Kewajaran biaya yang 

dikeluarkan nasabah untuk 

keperluan pelayanan 

     

Kepastian Biaya Pelayanan 

11 Kesesuaian besarnya biaya 

pelayanan dengan informasi 

yang ditetapkan instansi 

     

Kepastian Jadwal Pelayanan 

12 Ketersediaan informasi jadwal 

pelayanan kepada nasabah dan 

kepastian jadwal pelayanan 

dari instansi 

     

Kenyamanan Lingkungan 

13 ketersediaan fasilitas umum 

dan ketersediaan akses bagi 

penyandang difabel 

dilingkungan instansi 

     

Keamanan Pelayanan 

14 Jaminan keamana dan 

kerahasiaan dokumen dan 

arsip-arsip penting nasabah 
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                     TABULASI DATA RESPONDEN   

1. KUALITAS PELAYANAN KLAIM 

SATU JAM (X) 
  

 Kepuasan Nasabah (Y)   

No P1 P2 P3 P4 P5   P6 P7 P8 P9 P10 P11 P12 P13 P14 P15 P16 P17 P18 P19 
Tota

l 

1 4 4 3 4 4 19 3 4 4 4 4 4 3 4 5 4 4 4 4 4 55 

2 4 4 4 4 3 19 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

3 5 5 5 5 5 25 5 5 5 3 5 5 5 5 4 5 5 5 3 5 65 

4 5 5 5 5 5 25 4 3 5 4 5 4 5 5 4 5 5 5 5 5 64 

5 4 4 4 4 4 20 5 3 4 3 4 3 4 4 5 4 3 4 4 4 54 

6 4 4 4 4 4 20 4 4 4 4 4 4 4 3 4 4 3 3 4 4 53 

7 5 5 5 5 5 25 3 5 5 3 5 5 5 5 5 5 5 5 5 5 66 

8 4 4 3 4 4 19 3 4 4 4 4 4 4 4 5 4 4 4 4 4 56 

9 4 4 4 4 4 20 4 3 4 3 4 4 4 3 4 4 3 3 4 4 51 

10 4 4 4 4 4 20 5 3 4 4 4 4 5 4 4 4 3 4 4 4 56 

11 5 5 5 5 5 25 3 5 5 5 4 5 5 4 5 5 4 5 4 5 64 

12 4 4 3 4 4 19 3 4 4 4 4 4 4 4 4 4 4 4 4 4 55 

13 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

14 5 5 3 3 3 19 3 5 5 5 5 5 3 3 5 5 3 5 5 5 62 

15 5 5 5 5 5 25 5 5 4 5 5 5 3 5 5 5 5 5 5 5 67 

16 5 5 5 5 4 24 5 5 4 5 5 5 5 5 5 5 3 5 5 5 67 

17 5 3 5 5 5 23 5 5 5 5 5 5 5 5 5 3 5 5 5 5 68 

18 5 4 3 5 4 21 5 5 5 3 5 5 5 3 5 5 5 5 5 5 66 

19 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

20 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 3 5 5 5 5 68 

21 4 4 4 4 3 19 4 5 4 5 4 5 5 5 4 5 4 4 4 4 62 

22 4 4 4 4 5 21 4 4 5 4 4 4 4 4 4 5 4 4 4 4 58 

23 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

24 4 3 4 4 5 20 3 4 4 5 4 4 5 4 4 5 4 4 4 4 58 
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25 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

26 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

27 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 3 4 3 4 4 54 

28 4 4 4 4 4 20 4 4 4 4 4 4 4 3 4 4 4 3 4 4 54 

29 5 5 3 5 5 23 3 5 5 5 5 5 5 5 3 5 5 5 5 5 66 

30 5 3 5 5 5 23 5 5 5 5 5 5 5 3 5 5 5 5 5 5 68 

31 5 5 5 5 5 25 3 5 5 5 5 5 5 5 5 5 5 5 5 5 68 

32 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

33 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

34 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 3 4 4 4 4 55 

35 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

36 5 5 5 5 5 25 5 5 5 5 5 5 3 5 3 5 5 5 5 5 66 

37 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

38 4 4 4 4 4 20 4 4 4 4 4 4 4 4 3 4 4 4 4 4 55 

39 5 5 5 5 5 25 5 5 5 5 5 5 5 5 5 5 5 5 5 5 70 

40 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 4 5 4 4 4 57 

41 4 4 4 4 4 20 4 4 4 5 4 5 4 4 5 4 4 4 4 4 59 

42 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

43 4 4 4 4 4 20 4 4 4 4 4 5 4 5 4 5 5 4 4 4 60 

44 4 4 4 4 4 20 4 4 4 4 5 4 4 4 4 5 4 4 4 4 58 

45 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 4 5 4 4 4 57 

46 4 4 4 4 4 20 5 4 4 4 5 4 5 4 5 3 4 4 5 4 60 

47 4 5 4 5 4 22 4 5 4 4 5 4 5 4 4 4 4 4 4 4 59 

48 4 4 4 4 4 20 4 4 4 4 4 4 4 4 5 4 4 4 4 4 57 

49 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 

50 4 4 4 4 4 20 5 4 4 4 4 4 5 4 5 4 4 4 4 4 59 

51 5 5 5 5 5 25 5 5 5 4 5 5 5 4 5 5 5 4 5 5 67 

52 5 5 5 5 5 25 5 5 4 5 5 4 4 4 5 5 5 5 4 5 65 

53 4 4 4 4 4 20 4 4 4 4 4 4 4 4 4 4 4 4 4 4 56 
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54 5 5 5 5 5 25 5 5 5 5 5 5 4 5 4 5 5 5 5 5 68 

55 4 4 4 4 4 20 5 4 4 4 5 4 4 4 5 4 5 4 4 4 60 

56 4 5 4 4 4 21 5 4 4 4 4 4 4 4 4 4 4 4 4 4 57 

57 4 4 5 4 4 21 5 4 4 4 4 4 4 5 4 4 4 4 4 3 57 

58 4 4 4 4 4 20 4 4 4 4 5 4 4 4 4 4 5 4 5 3 58 

59 4 4 5 4 4 21 4 4 4 4 4 4 4 5 4 5 5 5 4 4 60 

60 4 4 4 5 4 21 4 4 4 4 2 4 2 4 5 5 5 5 4 4 56 

61 4 4 4 4 4 20 4 4 4 4 4 4 3 4 4 4 4 4 4 4 55 

62 5 5 5 5 5 25 5 5 5 5 4 5 3 5 5 4 5 5 5 4 65 

63 5 5 5 5 5 25 5 5 5 4 5 4 5 5 5 4 5 5 5 4 66 

64 3 5 5 5 5 23 5 5 4 5 5 5 3 4 5 5 5 5 5 5 66 

65 3 5 5 5 5 23 5 5 3 5 2 5 3 5 4 5 5 5 5 3 60 

66 4 5 4 5 4 22 5 4 4 4 4 5 5 4 5 4 5 4 5 4 62 

67 5 5 3 5 5 23 3 5 5 5 5 5 5 5 5 5 5 3 5 5 66 

68 5 5 5 5 5 25 5 5 5 5 5 5 5 5 4 5 5 5 5 5 69 

69 5 5 5 5 5 25 5 5 5 5 2 5 5 5 5 5 5 5 3 5 65 

70 5 5 5 2 2 19 5 5 5 5 5 5 5 5 5 5 5 5 3 5 68 

                       

TABULASI DATA RESPONDEN 

2. KEPUASAN NASABAH 

 

N

o 
P1 P2 P3 P4 P5 P6 P7 P8 P9 P10 P11 P12 P13 P14 

Jumla

h  
Rata-Rata 

 

1 4 5 4 5 4 3 4 5 4 5 4 5 4 4 60 4.29 

 

2 5 5 5 5 3 4 5 4 5 4 3 5 4 5 57 4.43 

 

3 4 4 4 4 4 4 4 4 5 5 4 3 3 4 56 4.00 

 

4 4 5 4 5 5 3 5 5 5 5 4 4 4 5 63 4.50 

 

5 5 4 5 4 4 4 4 4 5 4 5 5 4 4 61 4.36 

 

6 4 5 4 3 5 5 4 3 4 5 5 3 4 5 59 4.21 

 

7 4 5 5 4 4 4 4 4 4 4 5 4 3 4 58 4.14 
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8 5 4 4 4 5 3 5 4 5 4 4 5 5 4 61 4.36 

 

9 4 5 5 5 4 4 5 5 4 5 5 4 4 4 63 4.50 

 

10 4 4 5 5 4 3 4 3 3 4 5 5 3 5 57 4.07 

 

11 5 5 5 4 3 4 4 4 4 5 3 4 4 5 59 4.21 

 

12 4 4 4 5 4 4 5 4 4 4 3 5 3 5 58 4.14 

 

13 5 5 3 4 5 5 4 4 5 4 4 3 4 5 60 4.29 

 

14 4 5 4 3 4 4 5 5 4 5 3 5 3 4 58 4.14 

 

15 5 4 5 4 3 5 5 4 5 4 5 4 4 4 61 4.36 

 

16 4 5 4 4 4 4 3 5 4 5 4 5 5 5 61 4.36 

 

17 4 4 4 5 4 5 4 4 4 5 4 4 5 4 60 4.29 

 

18 5 5 5 4 4 4 4 5 5 4 5 5 4 5 64 4.57 

 

19 4 4 4 3 4 5 4 3 4 5 4 5 5 5 59 4.21 

 

20 4 5 4 4 5 3 4 4 5 3 4 4 5 5 59 4.21 

 

21 5 4 3 4 5 3 3 5 5 4 5 5 5 4 60 4.29 

 

22 4 5 4 5 4 5 5 3 3 4 5 4 5 5 61 4.36 

 

23 4 5 5 4 4 5 4 4 5 4 4 3 4 4 59 4.21 

 

24 5 4 4 5 5 4 5 4 5 5 5 3 4 5 63 4.50 

 

25 4 5 5 4 4 5 5 3 4 4 5 4 5 4 61 4.36 

 

26 5 4 5 5 4 4 5 5 4 5 4 5 4 5 64 4.57 

 

27 4 5 4 5 5 5 4 5 5 5 4 5 3 4 63 4.50 

 

28 3 4 5 3 4 4 4 5 5 4 4 4 5 5 59 4.21 

 

29 4 4 4 5 5 4 4 5 4 4 5 4 4 5 61 4.36 

 

30 4 4 5 4 5 5 3 4 5 5 4 4 4 5 61 4.36 

 

31 5 5 4 5 4 4 5 4 5 4 5 5 5 4 64 4.57 

 

32 4 4 4 5 5 3 5 4 5 4 4 5 4 5 61 4.36 

 

33 5 4 5 4 5 4 5 4 3 3 4 5 4 5 60 4.29 

 

34 4 5 5 4 4 5 5 4 4 4 5 5 4 4 62 4.43 

 

35 4 4 5 5 5 5 3 3 5 5 5 3 4 4 60 4.29 

 

36 5 5 4 4 5 4 5 3 3 5 5 3 3 5 59 4.21 
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37 4 5 5 5 4 4 5 5 4 5 4 5 5 5 65 4.64 

 

38 5 4 5 4 4 5 5 5 4 5 4 5 4 4 63 4.50 

 

39 4 5 4 3 5 4 5 4 5 4 5 5 5 4 62 4.43 

 

40 5 4 5 4 3 5 4 5 5 5 4 5 5 5 64 4.57 

 

41 4 4 5 5 4 4 4 4 4 5 4 4 5 5 61 4.36 

 

42 4 5 4 4 4 5 4 5 3 5 5 4 5 4 61 4.36 

 

43 5 4 5 5 5 5 5 5 4 4 4 5 4 5 65 4.64 

 

44 4 5 5 4 5 4 4 4 5 3 5 4 5 5 62 4.43 

 

45 5 4 4 5 5 4 4 4 4 4 5 5 4 5 62 4.43 

 

46 5 4 5 5 5 4 5 4 5 5 5 4 4 4 64 4.57 

 

47 4 5 4 4 4 5 4 5 5 4 4 4 5 5 62 4.43 

 

48 5 4 5 5 4 4 4 5 4 4 4 4 5 4 61 4.36 

 

49 4 5 4 4 5 5 4 5 4 4 5 5 5 5 64 4.57 

 

50 4 4 5 5 4 4 4 4 5 5 3 5 4 4 60 4.29 

 

51 4 5 4 5 4 4 5 4 5 4 4 5 4 5 62 4.43 

 

52 5 5 5 5 4 5 4 5 5 5 4 4 5 4 65 4.64 

 

53 4 4 5 4 5 5 4 4 5 5 5 4 4 4 62 4.43 

 

54 4 5 4 5 4 4 5 4 4 5 5 4 5 5 63 4.50 

 

55 5 4 5 5 4 4 4 5 5 4 5 4 5 4 63 4.50 

 

56 5 5 5 4 3 5 4 4 5 4 5 5 5 4 63 4.50 

 

57 4 4 4 5 5 3 4 5 5 5 5 4 4 5 62 4.43 

 

58 4 3 4 4 4 5 5 5 4 4 4 5 5 5 61 4.36 

 

59 5 4 5 5 4 4 4 5 4 5 4 4 5 4 62 4.43 

 

60 5 4 4 4 5 5 5 4 3 4 4 5 4 5 61 4.36 

 

61 4 5 5 4 5 5 5 5 4 3 4 5 4 5 63 4.50 

 

62 4 5 4 5 5 4 4 5 4 4 5 5 5 4 63 4.50 

 

63 5 4 5 4 4 4 4 4 5 5 5 4 4 4 61 4.36 

 

64 5 4 4 5 4 5 5 4 4 5 5 4 5 5 64 4.57 

 

65 4 5 4 4 5 5 3 5 4 4 4 5 5 5 62 4.43 
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66 5 5 5 4 5 4 4 5 4 5 4 5 4 4 63 4.50 

 

67 5 4 4 5 4 5 4 4 5 4 5 5 5 4 63 4.50 

 

68 4 5 4 4 5 5 5 4 4 5 4 4 4 5 62 4.43 

 

69 5 4 5 5 4 4 5 5 4 5 3 4 5 5 63 4.50 

 

70 4 5 4 5 5 5 4 4 4 5 4 4 4 5 62 4.43 
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TABEL JENIS KELAMIN RESPONDEN 

No Jenis Kelamin Jumlah Presentase 

1 Perempuan 23 33% 

2 Laki-Laki 47 67% 

  
70 100% 
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TABEL USIA RESPONDEN 

No Usia Jumlah Presentase 

1 45-55 14 20% 

2 56-65 35 50% 

3 >65 21 30% 

Total 70 100% 
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TABEL PENDIDIKAN RESPONDEN 

No TINGKAT PENDIDIKAN  Jumlah Presentase 

1 SD 11 16% 

2 SMP/MTS 9 13% 

3 SMA/SMU/SMK/MA 22 31% 

4 D3 9 13% 

5 S1/S2 19 27% 

Total 70 100% 
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Lampiran SPSS 
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LAMPIRAN 

DISTRIBUSI JAWABAN RESPONDEN 
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Statistics 

  

Kualitas 

Pelaya

nan 

Klaim 

Satu 

Jam 1 

Kualitas 

Pelaya

nan 

Klaim 

Satu 

Jam 2 

Kualit

as 

Pelay

anan 

Klaim 

Satu 

Jam 

3 

Kualitas 

Pelayanan 

Klaim Satu 

Jam 4 

Kualitas 

Pelayana

n Klaim 

Satu Jam 

5 

Kepuasa

n 

Nasabah 

1 

Kepuas

an 

Nasaba

h 2 

Kepuasan 

Nasabah 3 

Kepuasa

n 

Nasabah 

4 

Kepuasa

n 

Nasabah 

5 

Kepuas

an 

Nasaba

h 6 

Kep

uas

an 

Nas

aba

h 7 

Kepuasa

n 

Nasabah 

8 

Kepuasa

n 

Nasabah 

9 

Kepuas

an 

Nasaba

h 10 

Kepuas

an 

Nasaba

h 11 

Kepuas

an 

Nasab

ah 12 

Kepu

asan 

Nasa

bah 

13 

Kepua

san 

Nasab

ah 14 

N V

a

l

i

d 

70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

M

i

s

s

i

n

g 

0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

Mean 
4.4143 4.4286 

4.342

9 
4.4429 4.3714 4.3429 4.4286 4.4000 4.3571 4.4000 4.4714 

4.31

43 
4.3429 4.4714 4.4429 4.4571 

4.4

000 

4.4

000 

4.38

57 

Std. 

Error of 

Mean 

.06592 .06922 
.0785

1 
.07233 .07660 .08606 .07215 .06239 .07347 .08488 .06345 

.087

63 
.07583 .06967 .07514 .07798 

.07

449 

.06

871 

.068

38 

Median 
4.0000 4.0000 

4.000

0 
4.0000 4.0000 4.0000 4.0000 4.0000 4.0000 4.0000 4.0000 

4.00

00 
4.0000 5.0000 5.0000 5.0000 

4.0

000 

4.0

000 

4.00

00 
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Variance 
.304 .335 .431 .366 .411 .518 .364 .272 .378 .504 .282 .537 .402 .340 .395 .426 

.38

8 

.33

0 
.327 

Range 
2.00 2.00 2.00 3.00 3.00 2.00 2.00 2.00 2.00 3.00 2.00 3.00 2.00 2.00 2.00 2.00 

2.0

0 

2.0

0 
2.00 

Minimum 
3.00 3.00 3.00 2.00 2.00 3.00 3.00 3.00 3.00 2.00 3.00 2.00 3.00 3.00 3.00 3.00 

3.0

0 

3.0

0 
3.00 

Maximu

m 
5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 

5.0

0 

5.0

0 
5.00 

Sum 
309.00 310.00 

304.0

0 
311.00 306.00 304.00 310.00 308.00 305.00 308.00 313.00 

302.

00 
304.00 313.00 311.00 312.00 

308

.00 

308

.00 

307.

00 
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Kualitas Pelayanan Klaim Satu Jam 1 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 2 2.9 2.9 2.9 

4 37 52.9 52.9 55.7 

5 31 44.3 44.3 100.0 

Total 70 100.0 100.0  

 
 

Kualitas Pelayanan Klaim Satu Jam 2 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 3 4.3 4.3 4.3 

4 34 48.6 48.6 52.9 

5 33 47.1 47.1 100.0 

Total 70 100.0 100.0  

 
 

Kualitas Pelayanan Klaim Satu Jam 3 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 7 10.0 10.0 10.0 

4 32 45.7 45.7 55.7 

5 31 44.3 44.3 100.0 

Total 70 100.0 100.0  

 
 

Kualitas Pelayanan Klaim Satu Jam 4 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 1.4 1.4 1.4 

3 1 1.4 1.4 2.9 

4 34 48.6 48.6 51.4 

5 34 48.6 48.6 100.0 
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Kualitas Pelayanan Klaim Satu Jam 4 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 1.4 1.4 1.4 

3 1 1.4 1.4 2.9 

4 34 48.6 48.6 51.4 

5 34 48.6 48.6 100.0 

Total 70 100.0 100.0  

 
 

Kualitas Pelayanan Klaim Satu Jam 5 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 1.4 1.4 1.4 

3 3 4.3 4.3 5.7 

4 35 50.0 50.0 55.7 

5 31 44.3 44.3 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 1 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 10 14.3 14.3 14.3 

4 26 37.1 37.1 51.4 

5 34 48.6 48.6 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 2 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 4 5.7 5.7 5.7 

4 32 45.7 45.7 51.4 

5 34 48.6 48.6 100.0 
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Kepuasan Nasabah 2 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 4 5.7 5.7 5.7 

4 32 45.7 45.7 51.4 

5 34 48.6 48.6 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 3 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 1 1.4 1.4 1.4 

4 40 57.1 57.1 58.6 

5 29 41.4 41.4 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 4 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 5 7.1 7.1 7.1 

4 35 50.0 50.0 57.1 

5 30 42.9 42.9 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 5 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 3 4.3 4.3 4.3 

4 33 47.1 47.1 51.4 

5 34 48.6 48.6 100.0 

Total 70 100.0 100.0  
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Kepuasan Nasabah 6 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 1 1.4 1.4 1.4 

4 35 50.0 50.0 51.4 

5 34 48.6 48.6 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 7 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 1.4 1.4 1.4 

3 8 11.4 11.4 12.9 

4 29 41.4 41.4 54.3 

5 32 45.7 45.7 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 8 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 6 8.6 8.6 8.6 

4 34 48.6 48.6 57.1 

5 30 42.9 42.9 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 9 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 3 4.3 4.3 4.3 

4 31 44.3 44.3 48.6 

5 36 51.4 51.4 100.0 
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Kepuasan Nasabah 9 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 3 4.3 4.3 4.3 

4 31 44.3 44.3 48.6 

5 36 51.4 51.4 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 10 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 5 7.1 7.1 7.1 

4 29 41.4 41.4 48.6 

5 36 51.4 51.4 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 11 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 6 8.6 8.6 8.6 

4 26 37.1 37.1 45.7 

5 38 54.3 54.3 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 12 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 5 7.1 7.1 7.1 

4 32 45.7 45.7 52.9 

5 33 47.1 47.1 100.0 

Total 70 100.0 100.0  
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Kepuasan Nasabah 13 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 3 4.3 4.3 4.3 

4 36 51.4 51.4 55.7 

5 31 44.3 44.3 100.0 

Total 70 100.0 100.0  

 
 

Kepuasan Nasabah 14 

  

Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 3 4.3 4.3 4.3 

4 37 52.9 52.9 57.1 

5 30 42.9 42.9 100.0 

Total 70 100.0 100.0  
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LAMPIRN UJI VALIDITAS 
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Correlations 

  

Kualitas 

Pelaya

nan 

Klaim 

Satu 

Jam 1 

Kualit

as 

Pelay

anan 

Klaim 

Satu 

Jam 2 

Kualit

as 

Pelay

anan 

Klaim 

Satu 

Jam 3 

Kua

litas 

Pel

aya

nan 

Klai

m 

Sat

u 

Jam 

4 

Kualit

as 

Pelay

anan 

Klaim 

Satu 

Jam 5 

Kep

uas

an 

Nas

aba

h 1 

Kep

uas

an 

Nas

aba

h 2 

Kep

uas

an 

Nas

aba

h 3 

Kepu

asan 

Nasa

bah 4 

Kepu

asan 

Nasa

bah 5 

Kep

uas

an 

Nas

aba

h 6 

Kep

uas

an 

Nas

aba

h 7 

Kepu

asan 

Nasa

bah 8 

Kepuas

an 

Nasaba

h 9 

Kepu

asan 

Nasa

bah 

10 

Kepua

san 

Nasab

ah 11 

Kepua

san 

Nasab

ah 12 

Kep

uas

an 

Nas

aba

h 13 

Kepuasa

n 

Nasabah 

14 TOTAL 

Kualitas 

Pelayanan 

Klaim Satu 

Jam 1 

Pearson Correlation 
1 .525

**
 .442

**
 
.484

**
 

.460
**
 .221 

.634

**
 

.876

**
 

.412
**
 .570

**
 
.610

**
 

.498

**
 

.458
**
 .375

**
 .425

**
 .433

**
 .607

**
 
.430

**
 

.818
**
 .806

**
 

Sig. (2-tailed)  .000 .000 .000 .000 .066 .000 .000 .000 .000 .000 .000 .000 .001 .000 .000 .000 .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kualitas 

Pelayanan 

Klaim Satu 

Jam 2 

Pearson Correlation 
.525

**
 1 .446

**
 
.484

**
 

.385
**
 
.268

*
 

.586

**
 

.479

**
 

.378
**
 .317

**
 
.559

**
 
.190 .541

**
 .251

*
 .466

**
 .395

**
 .522

**
 
.392

**
 

.544
**
 .685

**
 

Sig. (2-tailed) .000  .000 .000 .001 .025 .000 .000 .001 .007 .000 .115 .000 .036 .000 .001 .000 .001 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kualitas 

Pelayanan 

Klaim Satu 

Jam 3 

Pearson Correlation 
.442

**
 .446

**
 1 

.487

**
 

.519
**
 
.606

**
 

.465

**
 

.397

**
 

.410
**
 .230 

.444

**
 

.255

*
 

.583
**
 .253

*
 .329

**
 .474

**
 .616

**
 
.284

*
 

.414
**
 .694

**
 

Sig. (2-tailed) .000 .000  .000 .000 .000 .000 .001 .000 .056 .000 .033 .000 .035 .005 .000 .000 .017 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kualitas 

Pelayanan 

Pearson Correlation 
.484

**
 .484

**
 .487

**
 1 .840

**
 
.312

**
 

.544

**
 

.440

**
 

.309
**
 .223 

.514

**
 

.270

*
 

.429
**
 .262

*
 .353

**
 .544

**
 .523

**
 
.608

**
 

.504
**
 .722

**
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Klaim Satu 

Jam 4 

Sig. (2-tailed) .000 .000 .000  .000 .009 .000 .000 .009 .064 .000 .024 .000 .028 .003 .000 .000 .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kualitas 

Pelayanan 

Klaim Satu 

Jam 5 

Pearson Correlation 
.460

**
 .385

**
 .519

**
 
.840

**
 

1 .223 
.444

**
 

.503

**
 

.357
**
 .242

*
 
.415

**
 

.241

*
 

.431
**
 .184 .341

**
 .524

**
 .457

**
 
.535

**
 

.473
**
 .679

**
 

Sig. (2-tailed) .000 .001 .000 .000  .064 .000 .000 .002 .044 .000 .044 .000 .127 .004 .000 .000 .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 1 

Pearson Correlation 
.221 .268

*
 .606

**
 
.312

**
 

.223 1 
.257

*
 
.170 .178 .181 

.254

*
 
.177 .278

*
 .265

*
 .044 .309

**
 .368

**
 .224 .202 .454

**
 

Sig. (2-tailed) .066 .025 .000 .009 .064  .032 .160 .141 .133 .034 .142 .020 .026 .718 .009 .002 .062 .093 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 2 

Pearson Correlation 
.634

**
 .586

**
 .465

**
 
.544

**
 

.444
**
 
.257

*
 

1 
.598

**
 

.636
**
 .406

**
 
.808

**
 

.281

*
 

.481
**
 .365

**
 .486

**
 .562

**
 .655

**
 
.459

**
 

.647
**
 .809

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .032  .000 .000 .000 .000 .019 .000 .002 .000 .000 .000 .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 3 

Pearson Correlation 
.876

**
 .479

**
 .397

**
 
.440

**
 

.503
**
 .170 

.598

**
 

1 .361
**
 .540

**
 
.617

**
 

.500

**
 

.411
**
 .324

**
 .424

**
 .477

**
 .570

**
 
.425

**
 

.786
**
 .775

**
 

Sig. (2-tailed) .000 .000 .001 .000 .000 .160 .000  .002 .000 .000 .000 .000 .006 .000 .000 .000 .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 4 

Pearson Correlation 
.412

**
 .378

**
 .410

**
 
.309

**
 

.357
**
 .178 

.636

**
 

.361

**
 

1 .199 
.631

**
 
.133 .462

**
 .251

*
 .372

**
 .346

**
 .492

**
 
.410

**
 

.468
**
 .612

**
 

Sig. (2-tailed) .000 .001 .000 .009 .002 .141 .000 .002  .098 .000 .272 .000 .036 .002 .003 .000 .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 5 

Pearson Correlation 
.570

**
 .317

**
 .230 .223 .242

*
 .181 

.406

**
 

.540

**
 

.199 1 
.338

**
 

.451

**
 

.206 .203 .182 .256
*
 .288

*
 
.525

**
 

.578
**
 .554

**
 

Sig. (2-tailed) .000 .007 .056 .064 .044 .133 .000 .000 .098  .004 .000 .087 .092 .132 .032 .016 .000 .000 .000 
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N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 6 

Pearson Correlation 
.610

**
 .559

**
 .444

**
 
.514

**
 

.415
**
 
.254

*
 

.808

**
 

.617

**
 

.631
**
 .338

**
 1 

.321

**
 

.503
**
 .349

**
 .538

**
 .540

**
 .605

**
 
.513

**
 

.681
**
 .801

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .034 .000 .000 .000 .004  .007 .000 .003 .000 .000 .000 .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 7 

Pearson Correlation 
.498

**
 .190 .255

*
 
.270

*
 

.241
*
 .177 

.281

*
 

.500

**
 

.133 .451
**
 
.321

**
 

1 .295
*
 .225 .134 .180 .165 .179 .432

**
 .479

**
 

Sig. (2-tailed) .000 .115 .033 .024 .044 .142 .019 .000 .272 .000 .007  .013 .061 .269 .136 .172 .139 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 6 

Pearson Correlation 
.458

**
 .541

**
 .583

**
 
.429

**
 

.431
**
 
.278

*
 

.481

**
 

.411

**
 

.462
**
 .206 

.503

**
 

.295

*
 

1 .105 .341
**
 .561

**
 .564

**
 
.294

*
 

.349
**
 .660

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .020 .000 .000 .000 .087 .000 .013  .386 .004 .000 .000 .013 .003 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 7 

Pearson Correlation 
.375

**
 .251

*
 .253

*
 
.262

*
 

.184 
.265

*
 

.365

**
 

.324

**
 

.251
*
 .203 

.349

**
 
.225 .105 1 .134 .225 .351

**
 
.294

*
 

.403
**
 .456

**
 

Sig. (2-tailed) .001 .036 .035 .028 .127 .026 .002 .006 .036 .092 .003 .061 .386  .269 .061 .003 .013 .001 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 8 

Pearson Correlation 
.425

**
 .466

**
 .329

**
 
.353

**
 

.341
**
 .044 

.486

**
 

.424

**
 

.372
**
 .182 

.538

**
 
.134 .341

**
 .134 1 .383

**
 .540

**
 .225 .526

**
 .566

**
 

Sig. (2-tailed) .000 .000 .005 .003 .004 .718 .000 .000 .002 .132 .000 .269 .004 .269  .001 .000 .062 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 9 

Pearson Correlation 
.433

**
 .395

**
 .474

**
 
.544

**
 

.524
**
 
.309

**
 

.562

**
 

.477

**
 

.346
**
 .256

*
 
.540

**
 
.180 .561

**
 .225 .383

**
 1 .577

**
 
.394

**
 

.414
**
 .682

**
 

Sig. (2-tailed) .000 .001 .000 .000 .000 .009 .000 .000 .003 .032 .000 .136 .000 .061 .001  .000 .001 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 
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Kepuasan 

Nasabah 10 

Pearson Correlation 
.607

**
 .522

**
 .616

**
 
.523

**
 

.457
**
 
.368

**
 

.655

**
 

.570

**
 

.492
**
 .288

*
 
.605

**
 
.165 .564

**
 .351

**
 .540

**
 .577

**
 1 

.437

**
 

.618
**
 .784

**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .002 .000 .000 .000 .016 .000 .172 .000 .003 .000 .000  .000 .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 11 

Pearson Correlation 
.430

**
 .392

**
 .284

*
 
.608

**
 

.535
**
 .224 

.459

**
 

.425

**
 

.410
**
 .525

**
 
.513

**
 
.179 .294

*
 .294

*
 .225 .394

**
 .437

**
 1 .405

**
 .632

**
 

Sig. (2-tailed) .000 .001 .017 .000 .000 .062 .000 .000 .000 .000 .000 .139 .013 .013 .062 .001 .000  .000 .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

Kepuasan 

Nasabah 12 

Pearson Correlation 
.818

**
 .544

**
 .414

**
 
.504

**
 

.473
**
 .202 

.647

**
 

.786

**
 

.468
**
 .578

**
 
.681

**
 

.432

**
 

.349
**
 .403

**
 .526

**
 .414

**
 .618

**
 
.405

**
 

1 .804
**
 

Sig. (2-tailed) .000 .000 .000 .000 .000 .093 .000 .000 .000 .000 .000 .000 .003 .001 .000 .000 .000 .000  .000 

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

TOTAL Pearson Correlation 
.806

**
 .685

**
 .694

**
 
.722

**
 

.679
**
 
.454

**
 

.809

**
 

.775

**
 

.612
**
 .554

**
 
.801

**
 

.479

**
 

.660
**
 .456

**
 .566

**
 .682

**
 .784

**
 
.632

**
 

.804
**
 1 

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

N 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 70 

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

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

HASIL UJI RELIABILITAS 

1. VARIABEL KUALITAS PELAYANAN KLAIM SATU JAM (X) 

 

 

Case Processing Summary 

  N % 

Cases Valid 70 100.0 

Excluded
a
 0 .0 

Total 70 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 
 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.837 5 

 
 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Kualitas Pelayanan Klaim 

Satu Jam 1 
17.5857 3.985 .593 .817 

Kualitas Pelayanan Klaim 

Satu Jam 2 
17.5714 3.959 .564 .824 

Kualitas Pelayanan Klaim 

Satu Jam 3 
17.6571 3.678 .589 .820 

Kualitas Pelayanan Klaim 

Satu Jam 4 
17.5571 3.526 .749 .773 

Kualitas Pelayanan Klaim 

Satu Jam 5 
17.6286 3.483 .711 .783 
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2. VARIABEL KEPUASAN NASABAH (Y) 

 

 

Case Processing Summary 

  N % 

Cases Valid 70 100.0 

Excluded
a
 0 .0 

Total 70 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 
 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.892 14 

 
 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Kepuasan Nasabah 1 57.2714 28.751 .332 .897 

Kepuasan Nasabah 2 57.1857 26.588 .784 .875 

Kepuasan Nasabah 3 57.2143 27.533 .736 .879 

Kepuasan Nasabah 4 57.2571 27.788 .566 .885 

Kepuasan Nasabah 5 57.2143 27.591 .501 .889 

Kepuasan Nasabah 6 57.1429 27.168 .792 .877 

Kepuasan Nasabah 7 57.3000 28.213 .396 .894 

Kepuasan Nasabah 8 57.2714 27.650 .567 .885 

Kepuasan Nasabah 9 57.1429 28.994 .398 .892 

Kepuasan Nasabah 10 57.1714 28.173 .489 .888 

Kepuasan Nasabah 11 57.1571 27.265 .608 .883 

Kepuasan Nasabah 12 57.2143 26.722 .733 .877 

Kepuasan Nasabah 13 57.2143 28.113 .556 .885 
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Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Kepuasan Nasabah 1 57.2714 28.751 .332 .897 

Kepuasan Nasabah 2 57.1857 26.588 .784 .875 

Kepuasan Nasabah 3 57.2143 27.533 .736 .879 

Kepuasan Nasabah 4 57.2571 27.788 .566 .885 

Kepuasan Nasabah 5 57.2143 27.591 .501 .889 

Kepuasan Nasabah 6 57.1429 27.168 .792 .877 

Kepuasan Nasabah 7 57.3000 28.213 .396 .894 

Kepuasan Nasabah 8 57.2714 27.650 .567 .885 

Kepuasan Nasabah 9 57.1429 28.994 .398 .892 

Kepuasan Nasabah 10 57.1714 28.173 .489 .888 

Kepuasan Nasabah 11 57.1571 27.265 .608 .883 

Kepuasan Nasabah 12 57.2143 26.722 .733 .877 

Kepuasan Nasabah 13 57.2143 28.113 .556 .885 

Kepuasan Nasabah 14 57.2286 26.933 .770 .877 
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LAMPIRAN 

HASIL ANALISIS REGRESI SEDERHANA 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 17.671 3.499  5.050 .000 

Kualitas Pelayanan Klaim 

Satu Jam 
1.997 .158 .837 12.629 .000 

a. Dependent Variable: Kepuasan Nasabah     

 
LAMPIRAN 

HASIL UJI t 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 17.671 3.499  5.050 .000 

Kualitas Pelayanan Klaim 

Satu Jam 
1.997 .158 .837 12.629 .000 

a. Dependent Variable: Kepuasan Nasabah     

 
 

LAMPIRAN  

HASIL UJI R2 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .837
a
 .701 .697 3.10735 

a. Predictors: (Constant), Kualitas Pelayanan Klaim Satu Jam 
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Lampiran Tabel r dan Tabel t 
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Lampiran Administrasi 
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