
 

 

Lampiran 1 

 

 

 

STIE PERBANAS SURABAYA 

SURVEY ANALISIS PENGARUH KUALITAS LAYANAN TERHADAP 

KEPUASAN PASIEN DI KLINIK NURDIN MEDICAL CENTRE 

KABUPATEN BOGOR 

 

 

 

 

 

 

 

 

 

IDENTITAS RESPONDEN 

Nama Responden              : 

Umur                                 :  □ <20 th       □  20-40 th       □ 41-60 th      □ >60 th 

Jenis Kelamin                    :  □  Pria          □ Wanita 

Pendidikan Akhir               : □. SD           □  SMP        □ SMA           □ Diploma, Sarjana                    

                                              □ Lainnya .......... 

Pekerjaan                            : □ PNS     □ TNI/POLRI     □ Kary. Swasta   □ Petani                                                         

                                              □ Pelajar/Mahasiswa      □ Lainnya,............ 

Pendapatan Perbulan            :  □ < Rp 1. 500.000              □ 1.500.000-2.500.000    

                                                □ 2.500.000- 3.500.000     □ 3.500.000-4.500.000     

                                                □  >Rp 4.500.000 

 

Pengantar  

Tujuan pengisian kuisioner ini untuk proses penelitian dalam rangka penyelesaian 

tugas akhir program Magister Manajemen Pascasarjana STIE Perbanas Surabaya. 

Penelitian ini mengambil judul “Analisis Pengaruh Kualitas Layanan terhadap 

Kepuasan Pasien di Klinik Nurdin Medical Centre Kabupaten Bogor”.kebenaran data 

yang diungkapkan sangat dibutuhkan dalam penelitian ini, sehingga mohon 

Bapak/Ibu dapat memberikan jawaban dan data yang sebenarnya dengan jaminan 

bahwa identitas Bapak/Ibu akan dirahasiakan. Atas kesediaan Bapak/Ibu dalam 

memberikan jawaban kami ucapkan terima kasih. 

 



 

 

Isikan pilihan jabawan atas pernyataan di bawah ini, dengan salah satu dari: 

   STS : Sangat Tidak Setuju   S  : Setuju 

   TS : Tidak Setuju    SS : Sangat Setuju 

   N : Netral  

 

No 

 

Pernyataan 
Pilihan 

  STS TS N S SS 

X1.1 Prosedur pelayanan di Klinik Nurdin Medical 

Centre tidak berbelit-belit. 

     

X1.2 Pelayanan pengobatan cepat.      

X1.3 Pemeriksaan dilakukan sesuai dengan jadwal yang 

telah ditentukan. 

     

X1.4 Penanganan urusan administrasi setelah 

pemeriksaan sesuai prosedur. 

     

X2.1 Petugas medis bersikap ramah dalam memberikan 

pelayanan. 

     

X2.2 Petugas  medis selalu cepat dalam merespon 

keinginan pasien. 

     

X2.3 Petugas medis berpatokan pada nomor antrian 

dalam memberikan pelayanan sesuai dengan 

urutan kedatangan pasien. 

     

X2.4 Petugas medis memberikan tanggapan yang baik 

terhadap keluhan pasien. 

     

X3.1 Pasien merasa nyaman saat berobat di Klinik 

Nurdin Medical Centre. 

     

X3.2 Petugas klinik memberikan kepercayaan untuk 

cepat sembuh kepada pasien. 

     

X3.3 Pasien diberikan jaminan jika terjadi kesalahan 

pemeriksaan. 

     

X3.4 Petugas medis berpengalaman dalam melakukan 

pengobatan  

     

X3.5 Petugas medis mampu mengatasi keluhan pasien      



 

 

dengan cepat. 

X4.1 Komunikasi pasien dengan petugas klinik berjalan 

dengan baik. 

     

X4.2 Prosedur penyampaian informasi yang jelas       

X4.3 Keramahan yang sama dari petugas klinik tanpa 

memandang status pasien. 

     

X4.4 Pengertian dan pemahaman dari petugas medis 

terhadap keluhan yang disampaikan pasien. 

     

X5.1 Ruang tunggu Klinik nyaman       

X5.2 Klinik memiliki perlatan yang canggih dalam 

setiap pemeriksaan. 

     

X5.3 Petugas klinik selalu berpenampilan rapi dalam 

menjalankan tugasnya. 

     

X5.4 Persediaan obat-obatan yang dibutuhkan oleh saya 

selalu tersedia lengkap. 

     

Y1.1 Saya puas terhadap pelayanan yang diberikan 

Klinik Nurdin Medical Centre. 

     

Y1.2 Saya akan menyarankan orang lain untuk berobat 

dan mendapatkan pelayanan kesehatan di Klinik 

Nurdin Medical Centre. 

     

 

Terima Kasih Atas Partisipasi Anda 

 

 

 



 

 

Lampiran 2 : Database Responden 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

JUMLAH JUMLAH JUMLAH

X1.1 X1.2 X1.3 X1.4 X2.1 X2.2 X2.3 X2.4 X3.1 X3.2 X3.3 X3.4 X3.5

1 4 4 3 4 15 3 3 4 4 14 4 3 3 3 3 16

2 5 4 3 3 15 4 4 2 3 13 3 4 3 3 3 16

3 5 4 4 3 16 4 4 4 3 15 4 4 3 4 4 19

4 5 4 5 5 19 4 4 4 4 16 3 4 4 4 4 19

5 2 4 5 4 15 3 4 5 5 17 4 5 3 5 5 22

6 3 3 2 4 12 3 2 1 3 9 3 3 3 2 2 13

7 3 4 4 4 15 3 4 4 4 15 4 4 3 4 4 19

8 5 5 5 5 20 5 3 5 4 17 5 5 5 4 4 23

9 5 4 4 4 17 3 4 4 4 15 2 3 3 3 3 14

10 5 4 4 4 17 3 4 5 4 16 3 3 4 3 3 16

11 4 4 4 3 15 3 3 4 4 14 3 3 3 3 3 15

12 5 5 5 5 20 5 5 5 5 20 5 5 5 5 5 25

13 4 4 4 3 15 3 4 3 4 14 4 4 3 3 3 17

14 4 4 4 3 15 3 4 4 4 15 4 4 4 3 3 18

15 4 3 3 3 13 3 3 3 4 13 4 3 3 4 4 18

16 4 4 5 4 17 4 4 4 4 16 4 4 4 4 4 20

17 4 4 4 3 15 4 4 4 4 16 5 4 3 4 4 20

18 4 4 4 4 16 4 4 4 3 15 4 5 4 4 3 20

19 4 4 4 3 15 4 3 3 4 14 4 4 4 4 3 19

20 4 4 4 3 15 4 3 3 4 14 4 4 4 3 3 18

21 4 3 4 4 15 4 4 3 4 15 4 4 4 4 3 19

22 4 4 3 3 14 4 4 4 5 17 4 4 5 4 4 21

23 4 4 4 4 16 4 4 4 4 16 4 4 4 4 4 20

24 4 4 4 4 16 3 2 3 3 11 3 3 3 3 3 15

No
X1 X2 X3



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

25 4 4 4 4 16 4 3 4 3 14 3 4 3 4 4 18

26 4 4 3 3 14 3 3 2 2 10 3 3 3 3 3 15

27 4 4 3 3 14 3 3 3 4 13 3 4 4 3 3 17

28 5 5 5 5 20 5 5 5 5 20 5 5 5 5 5 25

29 4 4 4 4 16 4 4 3 3 14 4 4 4 4 4 20

30 4 4 4 4 16 4 4 3 3 14 4 4 4 4 4 20

31 4 4 4 4 16 4 4 5 5 18 5 5 5 5 5 25

32 4 4 4 4 16 4 4 4 4 16 3 4 3 4 4 18

33 4 4 4 4 16 4 4 4 4 16 4 4 4 4 4 20

34 5 5 5 5 20 4 4 4 4 16 4 4 4 3 3 18

35 5 5 4 5 19 4 4 4 4 16 4 4 4 4 4 20

36 5 5 5 5 20 5 5 5 5 20 5 5 5 5 5 25

37 3 2 3 3 11 2 1 2 3 8 2 2 2 3 3 12

38 3 3 3 3 12 3 2 2 4 11 3 4 4 3 3 17

39 3 3 3 3 12 3 4 3 4 14 3 3 2 3 3 14

40 3 3 3 3 12 3 4 4 4 15 3 3 3 3 3 15

41 4 4 3 4 15 3 3 4 4 14 3 4 4 3 3 17

42 4 3 3 4 14 4 4 4 3 15 4 3 4 3 3 17

43 4 4 4 4 16 3 4 2 3 12 4 4 4 3 3 18

44 4 1 2 4 11 3 3 4 4 14 3 4 2 3 3 15

45 4 4 3 4 15 2 3 4 3 12 2 3 2 4 4 15

46 4 4 3 4 15 5 3 4 4 16 4 4 4 3 3 18

47 3 4 4 3 14 3 3 3 3 12 3 3 4 3 3 16

48 3 3 3 3 12 3 3 4 3 13 3 4 4 3 3 17

49 3 3 3 3 12 3 4 4 4 15 3 4 4 4 4 19

50 3 4 4 4 15 3 3 5 4 15 4 4 4 4 4 20



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

51 4 4 4 4 16 5 4 5 5 19 5 5 5 5 5 25

52 4 4 4 4 16 4 4 3 3 14 4 4 4 3 3 18

53 4 4 4 4 16 4 3 2 4 13 4 4 4 3 3 18

54 4 4 4 4 16 4 4 4 4 16 4 4 4 4 4 20

55 4 4 4 4 16 4 4 4 4 16 4 4 4 4 4 20

56 4 4 4 4 16 4 3 4 4 15 4 4 4 4 4 20

57 4 4 4 4 16 5 5 5 5 20 5 5 5 5 5 25

58 4 4 4 4 16 5 4 5 5 19 5 5 4 4 4 22

59 4 4 4 4 16 4 2 2 3 11 4 4 4 3 3 18

60 4 4 4 4 16 4 4 4 4 16 4 4 4 4 4 20

61 4 4 4 4 16 4 3 3 4 14 4 4 4 4 4 20

62 4 3 4 4 15 4 3 4 4 15 4 4 4 4 4 20

63 4 4 4 4 16 4 4 2 3 13 3 3 4 4 4 18

64 4 4 4 4 16 4 4 4 4 16 4 4 4 4 4 20

65 4 4 4 4 16 4 4 4 3 15 3 5 4 5 5 22

66 4 4 4 4 16 4 4 4 4 16 4 4 3 3 3 17

67 4 5 5 4 18 4 4 5 4 17 5 4 4 4 4 21

68 4 4 3 4 15 4 4 4 4 16 3 4 4 4 4 19

69 4 4 4 4 16 4 4 4 4 16 4 4 4 4 4 20

70 4 4 4 4 16 4 4 4 4 16 4 3 3 4 4 18

71 4 4 3 4 15 4 4 4 4 16 4 4 4 4 4 20

72 4 4 4 4 16 4 5 5 5 19 4 4 5 5 5 23

73 3 3 2 4 12 4 3 2 2 11 3 4 4 3 3 17

74 3 5 4 4 16 4 4 5 5 18 4 4 3 5 5 21

75 1 1 2 4 8 3 2 1 3 9 2 4 4 2 2 14



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

76 2 2 3 3 10 3 3 2 3 11 3 3 3 2 2 13

77 2 2 3 2 9 2 3 4 3 12 3 3 2 2 2 13

78 2 3 3 4 12 4 4 3 3 14 4 4 4 3 3 18

79 4 4 4 4 16 3 3 1 2 9 2 4 4 3 3 16

80 4 4 4 4 16 3 3 5 5 16 4 4 4 5 5 22

81 4 4 4 4 16 3 3 3 3 12 3 2 2 2 2 11

82 4 4 4 4 16 3 4 3 3 13 4 4 3 3 3 17

83 4 4 4 4 16 4 4 4 3 15 5 4 4 3 3 19

84 3 4 4 4 15 4 4 3 3 14 4 4 4 3 3 18

85 3 3 3 3 12 4 3 5 2 14 4 3 3 3 3 16



 

 

JUMLAH JUMLAH JUMLAH

X4.1 X4.2 X4.3 X4.4 X5.1 X5.2 X5.3 X5.4 Y1 Y2

1 4 3 4 3 14 4 4 3 4 15 4 4 8

2 3 3 4 3 13 2 4 3 3 12 3 3 6

3 4 4 3 3 14 4 3 4 3 14 4 4 8

4 3 4 3 2 12 1 2 3 3 9 2 2 4

5 5 5 4 4 18 5 5 4 3 17 4 4 8

6 2 3 3 3 11 4 3 3 3 13 2 2 4

7 4 4 4 4 16 4 4 4 4 16 4 4 8

8 4 4 4 4 16 5 4 4 4 17 5 5 10

9 4 3 3 3 13 2 4 3 4 13 4 3 7

10 3 4 4 4 15 5 4 4 4 17 4 4 8

11 4 3 4 4 15 3 4 4 3 14 4 3 7

12 4 4 5 5 18 4 5 5 5 19 5 5 10

13 4 4 4 4 16 4 4 3 4 15 3 4 7

14 4 4 4 4 16 3 3 4 3 13 3 3 6

15 4 4 3 4 15 5 3 4 4 16 2 3 5

16 3 4 4 4 15 3 5 5 4 17 4 4 8

17 3 4 4 4 15 4 3 4 3 14 4 4 8

18 3 4 3 3 13 2 3 4 4 13 4 3 7

19 3 3 4 4 14 3 4 4 4 15 4 4 8

20 3 3 4 3 13 4 3 4 4 15 4 4 8

21 3 4 3 4 14 3 4 4 4 15 4 4 8

22 5 5 5 4 19 5 4 5 4 18 4 5 9

23 4 3 4 4 15 4 4 4 4 16 4 4 8

24 5 3 3 3 14 4 4 4 3 15 3 3 6

X5 Y
No

X4

 



 

 

25 3 4 1 3 11 3 1 2 1 7 2 2 4

26 4 4 4 3 15 4 4 3 4 15 4 3 7

27 3 3 3 3 12 3 3 3 3 12 3 4 7

28 5 5 5 4 19 3 3 4 5 15 5 4 9

29 4 4 4 4 16 5 5 4 4 18 4 4 8

30 4 4 4 4 16 4 4 4 4 16 3 3 6

31 4 4 5 4 17 5 4 5 4 18 5 5 10

32 4 3 4 4 15 4 3 4 3 14 4 4 8

33 4 4 4 4 16 4 4 4 4 16 4 4 8

34 4 4 4 3 15 4 3 4 4 15 3 3 6

35 4 4 3 3 14 5 4 4 4 17 4 4 8

36 5 5 5 5 20 5 5 5 5 20 5 5 10

37 2 3 3 3 11 4 4 3 3 14 2 2 4

38 3 3 4 3 13 5 3 3 3 14 3 3 6

39 3 3 3 3 12 4 3 4 4 15 3 3 6

40 3 4 4 4 15 4 3 3 4 14 3 3 6

41 3 4 4 3 14 5 4 4 4 17 4 4 8

42 3 4 3 3 13 4 4 4 3 15 3 3 6

43 4 3 4 4 15 3 4 4 3 14 3 3 6

44 3 4 3 4 14 3 2 4 1 10 2 2 4

45 3 4 4 5 16 4 3 3 4 14 3 3 6

46 4 5 4 4 17 3 5 4 4 16 4 4 8

47 4 4 4 4 16 3 3 3 4 13 4 3 7

48 4 4 4 3 15 4 4 4 4 16 3 3 6

49 3 4 3 4 14 4 3 3 4 14 3 3 6

50 4 4 4 4 16 4 4 4 4 16 4 4 8  



 

 

51 5 5 5 4 19 4 3 4 4 15 4 4 8

52 4 4 4 4 16 3 4 4 4 15 4 4 8

53 4 4 4 4 16 3 4 4 4 15 3 4 7

54 4 4 4 4 16 4 4 4 4 16 4 4 8

55 3 3 4 4 14 3 4 4 4 15 3 4 7

56 3 3 4 4 14 3 4 4 4 15 4 4 8

57 5 5 5 4 19 3 3 4 4 14 4 4 8

58 5 5 5 5 20 5 5 4 5 19 4 4 8

59 3 3 4 4 14 3 3 4 4 14 4 4 8

60 4 4 4 4 16 3 4 4 3 14 3 3 6

61 3 4 4 4 15 4 3 4 4 15 4 4 8

62 4 4 4 3 15 4 4 4 3 15 4 4 8

63 3 4 4 3 14 3 3 4 4 14 3 3 6

64 4 4 4 4 16 4 4 3 4 15 4 4 8

65 3 4 4 4 15 3 4 4 4 15 4 4 8

66 4 4 4 4 16 4 4 3 3 14 4 4 8

67 4 4 4 4 16 5 4 4 4 17 4 5 9

68 3 4 4 4 15 4 4 4 4 16 4 4 8

69 4 4 4 4 16 3 3 4 4 14 3 3 6

70 3 4 4 4 15 3 2 5 4 14 4 4 8

71 5 5 5 5 20 4 4 4 4 16 4 4 8

72 3 3 3 3 12 4 4 5 4 17 4 4 8

73 3 3 3 3 12 4 3 4 4 15 3 3 6

74 4 4 1 4 13 4 2 3 2 11 3 2 5

75 2 3 3 2 10 4 3 3 2 12 2 2 4  



 

 

76 2 2 3 3 10 3 3 3 2 11 3 3 6

77 3 4 1 2 10 3 2 3 3 11 2 2 4

78 3 3 4 4 14 4 3 3 3 13 3 3 6

79 3 3 3 3 12 4 3 3 3 13 2 2 4

80 5 5 5 4 19 4 4 5 4 17 4 4 8

81 3 2 3 3 11 4 4 4 4 16 3 2 5

82 4 4 3 3 14 3 4 4 4 15 3 4 7

83 5 4 4 3 16 4 4 3 4 15 3 3 6

84 3 4 4 4 15 5 4 3 3 15 3 3 6

85 3 3 3 3 12 3 3 3 3 12 2 2 4



 

 

Lampiran 3 : Uji Validitas, Uji Reliabilitas, Hasil Regresi Linier Berganda, 

Uji F dan Uji t 

 

VARIABEL PENELITIAN 

 

Correlations 

 X1.1 X1.2 X1.3 X1.4 totalX1 

X1.1 

Pearson Correlation 1 ,655** ,505** ,440** ,812** 

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

N 85 85 85 85 85 

X1.2 

Pearson Correlation ,655** 1 ,735** ,479** ,893** 

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

N 85 85 85 85 85 

X1.3 

Pearson Correlation ,505** ,735** 1 ,490** ,840** 

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

N 85 85 85 85 85 

X1.4 

Pearson Correlation ,440** ,479** ,490** 1 ,709** 

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

N 85 85 85 85 85 

totalX1 

Pearson Correlation ,812** ,893** ,840** ,709** 1 

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

N 85 85 85 85 85 

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

Correlations 

 X2.1 X2.2 X2.3 X2.4 totalX2 

X2.1 

Pearson Correlation 1 ,527** ,374** ,362** ,687** 

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

N 85 85 85 85 85 

X2.2 

Pearson Correlation ,527** 1 ,537** ,441** ,786** 

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

N 85 85 85 85 85 

X2.3 

Pearson Correlation ,374** ,537** 1 ,643** ,857** 

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

N 85 85 85 85 85 

X2.4 

Pearson Correlation ,362** ,441** ,643** 1 ,787** 

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

N 85 85 85 85 85 

totalX2 
Pearson Correlation ,687** ,786** ,857** ,787** 1 

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



 

 

N 85 85 85 85 85 

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

 

Correlations 

 X3.1 X3.2 X3.3 X3.4 X3.5 totalX3 

X3.1 

Pearson Correlation 1 ,595** ,536** ,526** ,507** ,770** 

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

N 85 85 85 85 85 85 

X3.2 

Pearson Correlation ,595** 1 ,674** ,620** ,585** ,832** 

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

N 85 85 85 85 85 85 

X3.3 

Pearson Correlation ,536** ,674** 1 ,487** ,467** ,760** 

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

N 85 85 85 85 85 85 

X3.4 

Pearson Correlation ,526** ,620** ,487** 1 ,972** ,883** 

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

N 85 85 85 85 85 85 

X3.5 

Pearson Correlation ,507** ,585** ,467** ,972** 1 ,866** 

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

N 85 85 85 85 85 85 

totalX3 

Pearson Correlation ,770** ,832** ,760** ,883** ,866** 1 

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

N 85 85 85 85 85 85 

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

 

Correlations 

 X4.1 X4.2 X4.3 X4.4 totalX4 

X4.1 

Pearson Correlation 1 ,623** ,494** ,421** ,812** 

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

N 85 85 85 85 85 

X4.2 

Pearson Correlation ,623** 1 ,403** ,453** ,773** 

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

N 85 85 85 85 85 

X4.3 

Pearson Correlation ,494** ,403** 1 ,598** ,805** 

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

N 85 85 85 85 85 

X4.4 
Pearson Correlation ,421** ,453** ,598** 1 ,768** 

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



 

 

N 85 85 85 85 85 

totalX4 

Pearson Correlation ,812** ,773** ,805** ,768** 1 

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

N 85 85 85 85 85 

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

 

Correlations 

 X5.1 X5.2 X5.3 X5.4 totalX5 

X5.1 

Pearson Correlation 1 ,336** ,188 ,197 ,631** 

Sig. (2-tailed)  ,002 ,085 ,071 ,000 

N 85 85 85 85 85 

X5.2 

Pearson Correlation ,336** 1 ,422** ,525** ,800** 

Sig. (2-tailed) ,002  ,000 ,000 ,000 

N 85 85 85 85 85 

X5.3 

Pearson Correlation ,188 ,422** 1 ,493** ,691** 

Sig. (2-tailed) ,085 ,000  ,000 ,000 

N 85 85 85 85 85 

X5.4 

Pearson Correlation ,197 ,525** ,493** 1 ,758** 

Sig. (2-tailed) ,071 ,000 ,000  ,000 

N 85 85 85 85 85 

totalX5 

Pearson Correlation ,631** ,800** ,691** ,758** 1 

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

N 85 85 85 85 85 

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

Correlations 

 Y1 Y2 totalY 

Y1 

Pearson Correlation 1 ,850** ,960** 

Sig. (2-tailed)  ,000 ,000 

N 85 85 85 

Y2 

Pearson Correlation ,850** 1 ,963** 

Sig. (2-tailed) ,000  ,000 

N 85 85 85 

totalY 

Pearson Correlation ,960** ,963** 1 

Sig. (2-tailed) ,000 ,000  

N 85 85 85 

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

Case Processing Summary 



 

 

 N % 

Cases 

Valid 85 100,0 

Excludeda 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics K 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

,832 ,831 4 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excludeda 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics DT 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

,782 ,787 4 

 

 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excludeda 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 



 

 

 

Reliability Statistics J 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

,880 ,881 5 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excludeda 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics E 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

,796 ,799 4 

 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excludeda 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 

 

 



 

 

 

Reliability Statistics BF 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

,684 ,692 4 

 

Case Processing Summary 

 N % 

Cases 

Valid 85 100,0 

Excludeda 0 ,0 

Total 85 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

Reliability Statistics KP 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items 

N of Items 

,919 ,919 2 

 

Variables Entered/Removeda 

Model Variables 

Entered 

Variables 

Removed 

Method 

1 

totalx5, totalx1, 

totalx4, totalx2, 

totalx3b 

. Enter 

a. Dependent Variable: totaly 

b. All requested variables entered. 

Model Summaryb 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

Durbin-Watson 

1 ,782a ,612 ,587 1,44764 1,759 

a. Predictors: (Constant), totalx5, totalx1, totalx4, totalx2, totalx3 

b. Dependent Variable: totaly 

 



 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 257,432 5 51,486 24,568 ,000b 

Residual 163,461 78 2,096   

Total 420,893 83    

a. Dependent Variable: totaly 

b. Predictors: (Constant), totalx5, totalx1, totalx4, totalx2, totalx3 

 

Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) -4,497 1,430  -3,144 ,002 

totalx1 ,218 ,091 ,213 2,393 ,019 

totalx2 ,153 ,091 ,215 1,687 ,096 

totalx3 ,069 ,081 ,114 ,858 ,393 

totalx4 ,073 ,086 ,091 ,846 ,400 

totalx5 ,230 ,051 ,374 4,488 ,000 

a. Dependent Variable: totaly 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 4 : Hasil Analisis Deskriptif SPSS 

VARIABEL PENELITIAN 

 

Kehandalan (X1) 

 

Statistics 

 X1.1 X1.2 X1.3 X1.4 

N 
Valid 85 85 85 85 

Missing 0 0 0 0 

Mean 3,84 3,80 3,75 3,81 

Sum 326 323 319 324 

 

X1.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 1 1,2 1,2 1,2 

2 4 4,7 4,7 5,9 

3 14 16,5 16,5 22,4 

4 55 64,7 64,7 87,1 

5 11 12,9 12,9 100,0 

Total 85 100,0 100,0  

 

X1.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 2 2,4 2,4 2,4 

2 3 3,5 3,5 5,9 

3 13 15,3 15,3 21,2 

4 59 69,4 69,4 90,6 

5 8 9,4 9,4 100,0 

Total 85 100,0 100,0  

 

 



 

 

 

 

X1.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 4 4,7 4,7 4,7 

3 22 25,9 25,9 30,6 

4 50 58,8 58,8 89,4 

5 9 10,6 10,6 100,0 

Total 85 100,0 100,0  

 

X1.4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 1 1,2 1,2 1,2 

3 21 24,7 24,7 25,9 

4 56 65,9 65,9 91,8 

5 7 8,2 8,2 100,0 

Total 85 100,0 100,0  

 

Daya Tanggap (X2) 

 

Statistics 

 X2.1 X2.2 X2.3 X2.4 

N 
Valid 85 85 85 85 

Missing 0 0 0 0 

Mean 3,68 3,59 3,65 3,74 

Sum 313 305 310 318 

 

X2.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 3 3,5 3,5 3,5 

3 29 34,1 34,1 37,6 

4 45 52,9 52,9 90,6 



 

 

5 8 9,4 9,4 100,0 

Total 85 100,0 100,0  

 

X2.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 1 1,2 1,2 1,2 

2 5 5,9 5,9 7,1 

3 27 31,8 31,8 38,8 

4 47 55,3 55,3 94,1 

5 5 5,9 5,9 100,0 

Total 85 100,0 100,0  

 

X2.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 3 3,5 3,5 3,5 

2 10 11,8 11,8 15,3 

3 17 20,0 20,0 35,3 

4 39 45,9 45,9 81,2 

5 16 18,8 18,8 100,0 

Total 85 100,0 100,0  

 

X2.4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 4 4,7 4,7 4,7 

3 26 30,6 30,6 35,3 

4 43 50,6 50,6 85,9 

5 12 14,1 14,1 100,0 

Total 85 100,0 100,0  

 

  

 

 



 

 

Jaminan (X3) 

Statistics 

 X3.1 X3.2 X3.3 X3.4 X3.5 

N 
Valid 85 85 85 85 85 

Missing 0 0 0 0 0 

Mean 3,72 3,87 3,71 3,61 3,58 

Sum 316 329 315 307 304 

 

X3.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 5 5,9 5,9 5,9 

3 25 29,4 29,4 35,3 

4 44 51,8 51,8 87,1 

5 11 12,9 12,9 100,0 

Total 85 100,0 100,0  

 

X3.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 2 2,4 2,4 2,4 

3 18 21,2 21,2 23,5 

4 54 63,5 63,5 87,1 

5 11 12,9 12,9 100,0 

Total 85 100,0 100,0  

 

X3.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 6 7,1 7,1 7,1 

3 22 25,9 25,9 32,9 

4 48 56,5 56,5 89,4 

5 9 10,6 10,6 100,0 

Total 85 100,0 100,0  

 



 

 

X3.4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 5 5,9 5,9 5,9 

3 34 40,0 40,0 45,9 

4 35 41,2 41,2 87,1 

5 11 12,9 12,9 100,0 

Total 85 100,0 100,0  

 

X3.5 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 5 5,9 5,9 5,9 

3 37 43,5 43,5 49,4 

4 32 37,6 37,6 87,1 

5 11 12,9 12,9 100,0 

Total 85 100,0 100,0  

 

Empati (X4) 

Statistics 

 X4.1 X4.2 X4.3 X4.4 

N 
Valid 85 85 85 85 

Missing 0 0 0 0 

Mean 3,62 3,79 3,74 3,65 

Sum 308 322 318 310 

 

X4.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 4 4,7 4,7 4,7 

3 35 41,2 41,2 45,9 

4 35 41,2 41,2 87,1 

5 11 12,9 12,9 100,0 

Total 85 100,0 100,0  



 

 

 

 

X4.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 2 2,4 2,4 2,4 

3 24 28,2 28,2 30,6 

4 49 57,6 57,6 88,2 

5 10 11,8 11,8 100,0 

Total 85 100,0 100,0  

 

X4.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 3 3,5 3,5 3,5 

3 23 27,1 27,1 30,6 

4 49 57,6 57,6 88,2 

5 10 11,8 11,8 100,0 

Total 85 100,0 100,0  

 

X4.4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 3 3,5 3,5 3,5 

3 29 34,1 34,1 37,6 

4 48 56,5 56,5 94,1 

5 5 5,9 5,9 100,0 

Total 85 100,0 100,0  

 

 

 

 

 

 

 



 

 

Bukti Fisik (X5) 

Statistics 

 X5.1 X5.2 X5.3 X5.4 

N 
Valid 85 85 85 85 

Missing 0 0 0 0 

Mean 3,74 3,59 3,78 3,64 

Sum 318 305 321 309 

 

X5.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 1 1,2 1,2 1,2 

2 3 3,5 3,5 4,7 

3 27 31,8 31,8 36,5 

4 40 47,1 47,1 83,5 

5 14 16,5 16,5 100,0 

Total 85 100,0 100,0  

 

X5.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 1 1,2 1,2 1,2 

2 5 5,9 5,9 7,1 

3 29 34,1 34,1 41,2 

4 43 50,6 50,6 91,8 

5 7 8,2 8,2 100,0 

Total 85 100,0 100,0  

 

 

 

 

 

 

 



 

 

 

X5.3 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 1 1,2 1,2 1,2 

3 25 29,4 29,4 30,6 

4 51 60,0 60,0 90,6 

5 8 9,4 9,4 100,0 

Total 85 100,0 100,0  

 

X5.4 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

1 2 2,4 2,4 2,4 

2 3 3,5 3,5 5,9 

3 23 27,1 27,1 32,9 

4 53 62,4 62,4 95,3 

5 4 4,7 4,7 100,0 

Total 85 100,0 100,0  

 

Kepuasan Pasien (Y) 

Statistics 

 Y1.1 Y1.2 

N 
Valid 85 85 

Missing 0 0 

Mean 3,49 3,49 

Sum 297 297 

 

Y1.1 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 10 11,8 11,8 11,8 

3 28 32,9 32,9 44,7 

4 42 49,4 49,4 94,1 

5 5 5,9 5,9 100,0 



 

 

Total 85 100,0 100,0  

 

Y1.2 

 Frequency Percent Valid Percent Cumulative 

Percent 

Valid 

2 11 12,9 12,9 12,9 

3 27 31,8 31,8 44,7 

4 41 48,2 48,2 92,9 

5 6 7,1 7,1 100,0 

Total 85 100,0 100,0  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 5 : Jadwal Penulisan Tesis 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

KETERANGAN Bulan 

Agustus 

2016 

Bulan 

Juli 

2018 

Bulan 

Agustus 

2018 

Bulan 

Sept 

2018 

Bulan 

Oktober 

2018 

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

Penulisan Pra-proposal                     

Penulisan Proposal                     

Presentasi Proposal                     

Pengumpulan Data                     

Analisis Data                     

Penulisan Laporan Tesis                     

Penyerahan Tesis                     



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Lampiran 7 : Daftar Perbaikan Seminar Proposal 

 

 

 



 

 

 

 

 

 



 

 

 

 

 

 



 

 

 

 

 

 



 

 

Lampiran 8 : Daftar Perbaikan Seminar Hasil Penelitian Tesis 

 

 

 



 

 

 

 

 

 



 

 

Lampiran 9 : Daftar Perbaikan Ujian Tesis 

 

 

 



 

 

 

 

 

 



 

 

 

 

 

 



 

 

 


