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B a b I 

PENDAHULUAN 

A. Latar Belakang Masalah 

D u n i a p e r b a n k a n d i I n d o n e s i a d e w a s a i n i m e n g a l a m i p e r s a i n g a n a n t a r 

b a n k y a n g s a n g a t t a j a m y a n g d i t a n d a i d e n g a n m u n c u l n y a b a n k - b a n k b a r u 

s e h i n g g a p e r s a i n g a n t e r s e b u t a k a n b e r t a m b a h k e t a t . K e a d a a n i n i m e n y e b a b k a n 

p i h a k p e r b a n k a n d i t u n t u t u n t u k s e g e r a m e l a k u k a n i a n g k a h - I a n g k a h p e n y e s u a i a n 

k e b i j a k a n d a n s t r a t e g i d e n g a n u p a y a t e r o b o s a n d a n a n t i s i p a s i u n t u k m e n g u a s a i 

p e r u b a h a n s e l a n j u t n y a . P e r s a i n g a n d a l a m d u n i a p e r b a n k a n b u k a n h a n y a b e r a s a ! 

d a r i p e s a i n g d a l a m n e g e r i t e t a p i j u g a p e s a i n g d a r i l u a r n e g e r i s e h i n g g a j a j a r a n 

p e r b a n k a n k i t a p e r l u l e b i h t a n g k a s d a n t a n g g a p d a l a m m e n g h a d a p i n y a . D i t a m b a h 

d e n g a n k r i s i s e k o n o m i y a n g b e r k e p a n j a n g a n d i I n d o n e s i a y a n g t e l a h 

m e l u m p u h k a n s e b a g i a n b e s a r d u n i a u s a h a , d i m a n a s a l a h s a t u s e k t o r y a n g 

m e n e r i m a d a m p a k b e r a t m e n g h a d a p i k o n d i s i s a a t i n i a d a l a h s e k t o r p e r b a n k a n . 

B a n y a k b a n k - b a n k d i I n d o n e s i a k h u s u s n y a b a n k - b a n k s w a s l a t e r k e n a i i k u i d a s i . 

D a l a m i n d u s t r i p e r b a n k a n s e t i a p n a s a b a h rnemiliki k r i t e r i a s e n d i r i - s e n d i r i 

d a l a m m e m i l i h b a n k y a n g d i i n g i n k a n n y a . A d a n a s a b a h y a n g m e n g i n g i n k a n .•>uaiu 

b a n k b i s a m e m b e r i b u n g a y a n g t i n g g i j u g a t e r j a m i n k e a m a n a n n y a , a d a p u l a 

n a s a b a h y a n g m e n g i n g i n k a n l a y a n a n y a n g l e b i h c e p a t , e f i s i e n , n y a m a n d a n 

k e m u d a h a n d a l a m m e n g a k s e s , k a p a n d a n d i m a n a p u n m e r e k a b e r a d a . D e n g a n 

a d a n y a p e r b e d a a n k r i t e r i a p e m i l i h a n b a n k o l e h n a s a b a h i n i , m a k a p e r b a n k a n 

1 



2 

d i t u n t u t u n t u k s e l a l u b e r u s a h a m e n i n g k a t k a n l a y a n a n d a n m e l a k u k a n i n o v a s i 

s e c a r a t e r u s m e n e r u s . S e m a k i n b a n y a k n y a j u m l a h n a s a b a h b i l a t i d a k d i i m b a n g i 

d e n g a n t e r u s m e n i n g k a t n y a s u m b e r d a y a m a n u s i a ( S D M ) d a n k e t e p a t a n 

p e n g g u n a a n t e k n o l o g i m e m b u a t k e c e w a a t a s p e l a y a n a n y a n g d i b e r i k a n . D e n g a n 

a d a n y a k o n d i s i t e r s e b u t , m a k a b a n k d i t u n t u t u n t u k s e m a k i n m e n g o p t i m a l k a n 

p e l a y a n a n k e p a d a n a s a b a h a g a r k e p u a s a n n a s a b a h n y a t e t a p t e r j a g a . 

S a l a h s a t u B a n k u m u m y a n g t e r d a p a t d i I n d o n e s i a a d a l a h B a n k Y u d h a 

B h a k t i y a n g b e r d i r i p a d a t a n g g a l 9 J a n u a r i 1 9 9 0 . D a l a m m e m a j u k a n 

p e r k e m b a n g a n n y a , B a n k Y u d h a B h a k t i t e r u s b e r u s a h a m e n i n g k a t k a n k u a l i t a s 

p e l a y a n a n t e r h a d a p p a r a n a s a b a h . D a l a m m e n i n g k a t k a n k u a l i t a s p e l a y a n a n n y a 

B a n k Y u d h a B h a k t i t e l a h m e n e r a p k a n s t a n d a r p e l a y a n a n . S t a n d a r p e l a y a n a n 

t e r s e b u t d i h a r a p k a n m a m p u m e n i n g k a t k a n k u a l i t a s p e l a y a n a n a n s e h i n g g a d a p a t 

m e n a r i k m i n a l m a s y a r a k a t u n t u k d a p a t m e n j a d i n a s a b a h . 

S a l a h s a t u t i n d a k a n u n t u k m e m u a s k a n k o n s u m e n B a n k Y u d h a B h a k t i 

a d a l a h d e n g a n c a r a m e m b e r i k a n p e l a y a n a n k e p a d a k o n s u m e n d e n g a n s e b a i k -

b a i k n y a . P e m a s a r a n j a s a k h u s u s n y a j a s a p e r b a n k a n y a n g b e r g e r a k d i b i d a n g 

finance m e m a n g s a n g a t b e r t u m p u p a d a j a s a p e l a y a n a n t e r u l a m a p e r a n d a r i p a r a 

s t a f d a n k a r y a w a n . P e l a y a n a n b u r u k s t a f d a n k a r y a w a n B a n k Y u d h a B h a k t i a k a n 

l a n g s u n g m c r u s a k b i s n i s j a s a i n i , k o n d i s i i c p e r l i i n i a k a n d a p a t m e n y e b a b k a n 

n a s a b a h e n g g a n b e r h u b u n g a n l e b i h l a n j u t d e n g a n B a n k Y u d h a B h a k t i b a h k a n 

t i d a k m e n u t u p k e m u n g k i n a n n a s a b a h b a n k a k a n p i n d a h k e b a n k l a i n y a n g 

m e m b e r i k a n p e l a y a n a n y a n g l e b i h b a i k . O l e h s e b a b i t u , u s a h a B a n k Y u d h a 

B h a k t i u n t u k m e n j a g a k e p u a s a n n a s a b a h s a n g a t p e r l u d i l a k u k a n . O r i e n t a s i p a d a 
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k e p u a s a n n a s a b a h d i p e r l u k a n k a r e n a : ( 1 ) n a s a b a h a k a n m e r a s a l o y a l k e p a d a h a n k 

s e h i n g g a b a n k d a p a t m e m p e r t a h a n k a n n a s a b a h n y a t i d a k b e r a l i h k e b a n k l a i n n y a , 

( 2 ) n a s a b a h a k a n m e n c e r i t a k a n m e n g e n a i p e l a y a n a n b a n k y a n g m e m u a s k a n 

k e p a d a o r a n g l a i n y a n g p a d a a k h i r n y a m e r u p a k a n s a r a n a p r o m o s i y a n g e f e k t i l " 

{ S u n a r d i , 2 0 0 3 : 6 9 ) . 

M e l i h a t p e n t i n g n y a k i n e r j a p e l a y a n a n y a n g d i b e r i k a n o l e h s u a t u b a n k 

m a k a P T . B a n k Y u d h a B h a k t i c a b a n g P a l e m b a n g h a r u s l a h m e m b e r i k a n p e l a y a n a n 

y a n g o p t i m a l d a n p r i m a . M a k a d a r i i t u , b e r d a s a r k a n u r a i a n d i a l a s , p e n e l i t i t e r t a r i k 

u n t u k m e l a k u k a n p e n e i i t i a n d e n g a n j u d u l P e n g a r u h K u a l i t a s P e l a y a n a n T e r h a d a p 

K e p u t u s a n P e m b e l i a n N a s a b a h D i P T . B a n k Y u d h a B h a k t i , T b k . C a b a n g 

P a l e m b a n g . 

B. R u m u s a n M a s a l a h 

B e r d a s a r k a n u r a i a n l a t a r b e l a k a n g m a s a l a h d i a t a s . p e n e l i t i d a p a t 

m e r u m u s k a n m a s a l a h ) a n g d i h a d a p i . y a i t u a d a k a h p e n g a r u h k u a l i t a s p c l a > a n a n 

t e r h a d a p k e p u t u s a n p e m b e l i a n n a s a b a h d i P T . B a n k Y u d h a B h a k t i . T b k c a b a n g 

P a l e m b a n g . 

C . T u j u a n P e n e i i t i a n 

U n t u k m e n g e t a h u i p e n g a r u h k u a l i t a s p e l a y a n a n t e r h a d a p k e p u t u s a n 

p e m b e l i a n n a s a b a h P T . B a n k Y u d h a B h a k t i . 1 b k . 



D. Manfaat Peneiitian 

B e r d a s a r k a n t u j u a n p e n e i i t i a n d i a t a s , m a k a p e n e i i t i a n i n i d i h a r a p k a n a k a n 

m e m b e r i m a n f a a t b a g i s e m u a p i h a k d i a n t a r a n y a : 

a . B a g i p e n u l i s 

H a s i l p e n e i i t i a n i n i d a p a t d i g u n a k a n s e b a g a i b a h a n p e r b a n d i n g a n 

a n t a r a t e o r i - t e o r i y a n g t e l a h d i p e r o l e h s e l a m a m e n g i k u t i p e r k u l i a h a n 

d e n g a n k e n y a t a a n y a n g s e b e n a m y a d i P T . B a n k Y u d h a B h a k t i , T b k . 

b . B a g i B a n k Y u d h a B h a k t i 

H a s i l p e n e i i t i a n i n i d a p a t d i g u n a k a n s e b a g a i b a h a n m a s u k a n 

m e n g e n a i s e b e r a p a j a u h B a n k Y u d h a B h a k t i , T b k . t e l a h m e m b e r i k a n 

p e l a y a n a n n y a k e p a d a n a s a b a h d a n d a p a t d i g u n a k a n s e b a g a i b a h a n 

p e r t i m b a n g a n d i d a l a m p e n y u s u n a n r e n c a n a d a n s t r a t e g i p i m p i n a n B a n k 

Y u d h a B h a k t i d a l a m m e n g a m b i l k e p u t u s a n . 

c . B a g i A l m a m a t e r 

H a s i l p e n e i i t i a n i n i d i h a r a p k a n d a p a t m e n j a d i r e f e r e n s i t a m b a h a n 

d a n m e n a m b a h i l m u p e n g e t a h u a n . 



B A B n 

KAJIAN PUSTAKA 

A. Peneiitian Sebelumnya 

P e n e i i t i a n s e b e l u m n y a d i l a k u k a n o l e h A r i e Y u d h a N u g r a h a ( 2 0 1 4 ) d e n g a n 

j u d u l P e n g a r u h k u a l i t a s p e l a y a n a n t e r h a d a p k e p u t u s a n p e m b e l i a n p a d a P T B P R 

S e m a r a n g M a r g a t a m a G u n a d a n a . R u m u s a n m a s a l a h a d a l a h A d a k a h p e n g a r u h 

y a n g s i g n i f i k a n a n t a r a k u a l i t a s p e l a y a n a n t e r h a d a p t i n g k a t k e p u a s a a n n a s a b a h 

t e r h a d a p P T B P R S e m a r a n g M a r g a t a m a G u n a d a n a P e n e l i t i a n t e r s e b u t b e r s i f a t 

a s o s i a t i f , y a i t u b e r t u j u a n m e n g a n a l i s i s p e n g a r u h s i g n i f i k a n a n t a r a k u a l i t a s 

p e l a y a n a n d e n g a n m e n g g u n a k a n v a r i a b e l b u k t i f i s i k ( X I ) , k e a n d a l a n ( X 2 ) , d a y a 

t a n g g a p ( X 3 ) , j a m i n a n ( X 4 ) , e m p a t i ( X 5 ) , t e r h a d a p k e p u t u s a n p e m b e l i a n ( Y ) P T 

B P R S e m a r a n g M a r g a t a m a G u n a d a n a . M e t o d e a n a l i s i s y a n g d i g u n a k a n a d a l a h 

a n a l i s i s k u a n t a l i f . T e k n i k a n a l i s i s y a n g d i g u n a k a n a d a l a h u j i i n s t r u m e n d a t a , u j i 

v a l i d i t a s d a n u j i r e a b l i t a s . A n a l i s i s d a t a y a n g d i g u n a k a n r e g r e s i l i n e a r b e r g a n d a , 

d i p e r o l e h a n a l i s i s r e g r e s i Y = 1 . 3 3 1 + 0 , 4 5 4 X 1 + 0 , 1 9 1 X 2 + 0 . 9 9 2 X 3 + 0 . 0 % X 4 . 

B e r d a s a r k a n u j i I d a p a t d i s i m p u l k a n a d a p e n g a r u h b u k t i f i s i k ( X I ) t e r h a d a p 

k o p u t u s n n p e m h e l i n n ( Y ) t h i t u n g 2 , 8 0 2 ^ t t a b e l 2 , 5 7 0 , m a k a I l o d i t o l a k d a n 11a 

d i t e r i m a . t i d a k a d a p e n g a r u h k e a n d a l a n ( X 2 ) t e r h a d a p k e p u t u s a n p e m b e l i a n ( Y ) 

t h i t u n g 0 , 9 3 2 < t t a b e l 2 , 5 7 0 , m a k a H o d i t e r m a d a n H a d i t o l a k . a d a p e n g a r u h d a y a 

t a n g g a p ( X 3 ) t e r h a d a p k e p u t u s a n p e m b e l i a n ( Y ) t h i t u n g 4 , 7 5 9 - - t t a b e l 2 , 5 7 0 , m a k a 

H o d i t o l a k d a n H a d i t e r i m a . t i d a k a d a p e n g a r u h j a m i n a n ( X 4 ) t e r h a d a p k e p u t u s a n 

5 
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p e m b e l i a n ( Y ) t h i t u n g 0 . 5 7 4 < t t a b e l 2 . 5 7 0 . m a k a H o d i t e r i m a d a n H a d i t o l a k , a d a 

p e n g a r u h e m p a t i ( X 5 ) t e r h a d a p k e p u t u s a n p e m b e l i a n ( Y ) t h i t u n g 3 , 8 1 7 > 

t t a b e l 2 , 5 7 0 , m a k a H o d i t o l a k H a d i t e r i m a . 

P e n e i i t i a n s e j e n i s j u g a p e r n a h d i l a k u k a n o l e h M u h a m m a d D w i A r i S u s a n t o 

( 2 0 1 2 ) d e n g a n J u d u l P e n g a r u h P r o d u k T a b u n g a n D a n K u a l i t a s P e l a y a n a n 

T e r h a d a p K e p u l u s a n M e n a b u n g P a d a K J K S B M T B i n a U m a t S e j a h t e r a 

K e c a m a t a n L a s e m . P e n e i i t i a n i n i b e r t u j u a n u n t u k m e n g e t a h u i P e n g a r u h P r o d u k 

T a b u n g a n D a n K u a l i t a s P e l a y a n a n T e r h a d a p K e p u t u s a n M e n a b u n g P a d a K J K S 

B M T B i n a U m a t S e j a h t e r a K e c a m a t a n L a s e m . P e n e i i t i a n i n i m e n g g u n a k a n 

m e t o d e Explanatory Research d a n t e k n i k s a m p l i n g y a n g d i g u n a k a n a d a l a h Simple 

Random Sampling. 

D a l a m p e n e i i t i a n i n i p o p u l a s i n y a a d a l a h n a s a b a h t a b u n g a n K J K S B M T 

B U S K e c a m a t a n L a s e m . T e k n i k s a m p l i n g y a n g d i g u n a k a n d a l a m p e n e i i t i a n i n i 

a d a l a h Simple Random Sampling, a d a l a h p e n g a m b i l a n s a m p e l a n g g o t a p o p u l a s i 

d i l a k u k a n s e c a r a a c a k t a n p a m e m p e r h a t i k a n s t r a t a y a n g a d a d a l a m p o p u l a s i i t u 

d a n a n g g o t a p o p u l a s i d i a n g g a p h o m o g e n ( S u g i y o n o , 2 0 0 9 : 7 4 ) . J u m l a h 

r e s p o n d e n y a n g d i j a d i k a n s a m p e l s e b a n y a k 1 0 0 r e s p o n d e n . H a s i l p e n e i i t i a n 

m e n u n j u k k a n t e r d a p a t p e n g a r u h d a r i k u a l i t a s p e l a y a n a n d a n p r o d u k t a b u n g a n 

t e r h a d a p k e p u t u s a n m e n a b u n g . P e n g a r u h k u a l i t a s p e l a y a n a n s i g n i f i k a n p o s i t i f 

s e b e s a r 8 7 . 2 % d a n p e n g a r u h p r o d u k t a b u n g a n s i g i n i f l k a n p o s i t i f s e b e s a r 8 0 . 5 6 % . 
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B . L a n d a s a n T e o r i 

1 . K u a l i t a s P e l a y a n a n 

M e n u r u t T j i p t o n o ( 2 0 0 9 : 5 1 ) k u a l i t a s m e r u p a k a n s u a t u k o n d i s i 

d i n a m i s y a n g b e r h u b u n g a n d e n g a n p r o d u k j a s a , m a n u s i a , p r o s e s d a n 

l i n g k u n g a n y a n g m e m e n u h i a t a u m e l e b i h i h a r a p a n . S e d a n g k a n m e n u r u t 

S t a n t o n ( 2 0 0 8 : 2 2 0 ) , p e l a y a n a n a d a l a h k e g i a t a n y a n g d a p a t d i d e f i n i s i k a n 

s e c a r a t e r s e n d i r i y a n g p a d a h a k e k a t n y a b e r s i f a t t a k t e r a b a {intangible), 

y a n g m e r u p a k a n p e m e n u h a n k e b u t u h a n , d a n t i d a k h a r u s t e r i k a t 3 1 

p e n j u a l a n p r o d u k a t a u j a s a l a i n . P e l a y a n a n a d a l a h m e r u p a k a n t i n d a k a n 

a t a u p e r b u a t a n y a n g d a p a t d i t a w a r k a n o l e h s u a t u p i h a k k e p a d a p i h a k l a i n , 

y a n g p a d a d a s a m y a b e r s i f a t intangible ( t i d a k b e r w u j u d fisik) d a n t i d a k 

m e n g h a s i l k a n s e s u a t u . P r o d u k s i j a s a b i s a b e r h u b u n g a n d e n g a n p r o d u k 

fisik m a u p u n t i d a k . 

M e n u r u t K o t l e r ( 2 0 0 8 : 8 3 ) d e f i n i s i p e l a y a n a n a d a l a h s e t i a p t i n d a k a n 

a t a u k e g i a t a n y a n g d a p a t d i t a w a r k a n o l e h s u a t u p i h a k k e p a d a p i h a k l a i n , 

y a n g p a d a d a s a r n y a t i d a k b e r w u j u d d a n t i d a k m e n g a k i b a t k a n k e p e m i l i k a n 

a p a p u n . P r o d u k s i n y a d a p a t d i k a i t k a n a t a u t i d a k d i k a i t k a n p a d a s a t u p r o d u k 

fisik. P e l a y a n a n m e r u p a k a n p e r i l a k u p r o d u s e n d a l a m r a n g k a m e m e n u h i 

k e b u t u h a n d a n k e i n g i n a n k o n s u m e n d e m i t e r c a p a i n y a k e p u a s a n p a d a 

k o n s u m e n i t u s e n d i r i . K o t l e r j u g a m e n g a t a k a n b a h w a p e r i l a k u t e r s e b u t 

d a p a t t e r j a d i p a d a s a a t , s e b e l u m d a n s e s u d a h t e r j a d i n y a t r a n s a k s i . P a d a 
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u m u m n y a p e l a y a n a n y a n g b e r t a r a f t i n g g i a k a n m e n g h a s i l k a n k e p u a s a n 

y a n g t i n g g i s e r t a p e m b e l i a n u l a n g y a n g l e b i h s e r i n g . 

M e n u r u t L o v e l o c k ( d a l a m T j i p t o n o , 2 0 0 9 : 5 8 ) m e n g e m u k a k a n 

b a h w a k u a l i t a s p e l a y a n a n m e r u p a k a n t i n g k a t a n k o n d i s i b a i k b u r u k n y a 

s a j i a n y a n g d i b e r i k a n o l e h p e r u s a h a a n j a s a d a l a m r a n g k a m e m u a s k a n 

k o n s u m e n d e n g a n c a r a m e m b e r i k a n a t a u m e n y a m p a i k a n j a s a y a n g 

m e l e b i h i h a r a p a n k o n s u m e n . D e m i n g d a l a m T j i p t o n o ( 2 0 0 8 : 7 ) 

m e n d e f i n i s i k a n k u a l i t a s m e n u r u t k o n t e k s , p e r s e p s i c u s t o m e r d a n 

k e b u t u h a n s e r t a k e m a u a n customer, y a i t u : 

a ) K u a l i t a s b e r g a n t u n g p a d a a p a y a n g d i k e h e n d a k i d a n d i b u t u h k a n 

o l e h customer 

b ) K u a l i t a s a d a l a h p e n i l a i a n s u b y e k t i f customer. P e n i l a i a n i n i 

d i t e n t u k a n o l e h p e r s e p s i customer d a l a m m e l i h a t s e r t a 

m e r a s a k a n a p a y a n g s u d a h d i d a p a t t e r h a d a p p r o d u k a t a u j a s a . 

J a d i y a n g p e n l i n g a d a l a h b a g a i m a n a p r o d u k a t a u j a s a 

d i p e r s e p s i k a n o l e h c u s t o m e r d a n k a p a n p e r s e p s i e u s t o m e r 

b e r u b a h 

c ) K u a l i t a s t i d a k d a p a t d i d e f i n i s i k a n a p a b i l a t i d a k d i k a i t k a n 

d e n g a n s u a t u k o n t e k s t e r t e n t u . K u a l i t a s a d a l a h s u a t u 

k a r a k t e r i s t i k a t a u a t r i b u t d a r i p a d a s e s u a t u . J a d i u n t u k 

m e n d e f i n i s i k a n k u a l i t a s t e r l e b i h d a h u l u h a r u s m e n e n t u k a n 

s e s u a t u . 
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K u a l i t a s d a l a m o r g a n i s a s i j a s a t e r t e n t u b u k a n l a h s e s u a t u y a n g 

m u d a h d i d e f i n i s i k a n , k a r e n a h a l t e r s e b u t s a n g a t b e r h u b u n g a n e r a t d e n g a n 

p a n d a n g a n k o n s u m e n . S e c a r a u m u m d i k a t a k a n b a h w a k u a l i t a s a d a l a h 

k a r a k t e r i s t i k p r o d u k / j a s a , y a n g d i t e n t u k a n o l e h p e m a k a i d a n d i p e r o l e h 

m e l a l u i p e n g u k u r a n p r o s e s s e r t a m e l a l u i p e r b a i k a n y a n g b e r k e l a n j u t a n . 

M e n u r u t P a r a s u r a m a n , Z e i t h a m I , d a n B e r r y ( d a l a m U m a r , 2 0 0 5 : 

8 - 9 ) , u n t u k m e n g e v a l u a s i k u a l i t a s j a s a p e l a n g g a n u m u m n y a m e n g g u n a k a n 

5 d i m e n s i a d a l a h s e b a g a i b e r i k u t : 

a ) B u k i t n y a t a (Tangibles) 

B u k t i n y a t a m e r u p a k a n b u k t i n y a t a d a r i k e p e d u l i a n d a n p e r h a t i a n 

y a n g d i b e r i k a n o l e h p e n y e d i a j a s a k e p a d a k o n s u m e n . P e n t i n g n y a 

d i m e n s i tangibles i n i a k a n m e n u m b u h k a n image p e n y e d i a j a s a t e r u l a m a 

b a g i k o n s u m e n b a r u d a l a m m e n g e v a l u a s i k u a l i t a s j a s a . P e r u s a h a a n y a n g 

t i d a k m e m p e r h a t i k a n f a s i l i t a s f i s i k n y a a k a n m e n u m b u h k a n 

k e b i n g u n g a n a t a u b a h k a n m e r u s a k image p e r u s a h a a n . J a d i y a n g 

d i m a k s u d d e n g a n d i m e n s i tangibles a d a l a h s u a t u l i n g k u n g a n f i s i k d i 

m a n a j a s a d i s a m p a i k a n d a n d i m a n a p e r u s a h a a n d a n k o n s u m e n n y a 

b e r i n t e r a k s i d a n k o m p o n e n - k o m p o n e n tangibles a k a n m e m f a s i l i t a s i 

k o m u n i k a s i j a s a t e r s e b u t . K o m p o n e n - k o m p o n e n d a r i d i m e n s i tangibles 

m e l i p u t i p e n a m p i l a n f i s i k s e p e r t i g e d u n g , r u a n g a n front-ofifce, t e m p a t 

p a r k i r , k e b e r s i h a n , k e r a p i a n , k e n y a m a n a n r u a n g a n , d a n p e n a m p i l a n 

k a r y a w a n . 



1 0 

b ) K e a n d a l a n (Reliahility) 

K e a n d a l a n a t a u m e r u ] a k a n k e r n a m p u a n p e r u s a h a a n u n t u k 

m e i a k s a n a k a n j a s a s e s u a i d e n g a n a p a y a n g t e l a h d i j a n j i k a n s e c a r a t e p a t 

v v a k i u . P e n t i n g n y a d i m e n s i i n i a d a l a h k e p u a s a n k o n s u m e n a k a n 

m e n u r u n b i l a j a s a y a n g d i b e r i k a n t i d a k s e s u a i d e n g a n y a n g d i j a n j i k a n . 

J a d i k o m p o n e n a t a u u n s u r d i m e n s i reliability i n i m e r u p a k a n 

k e r n a m p u a n p e r u s a h a a n d a l a m m e n y a m p a i k a n j a s a s e c a r a t e p a t d a n 

p e m b e b a n a n b i a y a s e c a r a t e p a t . 

c ) D a y a t a n g g a p {Responsiveness) 

D a y a t a n g g a p m e r u p a k a n k e r n a m p u a n p e r u s a h a a n y a n g d i l a k u k a n 

o l e h l a n g s u n g k a r y a w a n u n t u k m e m b e r i k a n p e l a y a n a n d e n g a n c e p a t d a n 

t a n g g a p . D a y a t a n g g a p d a p a t m e n u m b u h k a n p e r s e p s i y a n g p o s i t i f 

t e r h a d a p k u a l i t a s i a s a y a n g d i b e r i k a n . T e r m a s u k d i d a l a m n y a j i k a t e r j a d i 

k e g a g a l a n a t a u k e t e r l a m b a t a n d a l a m p e n y a m p a i a n j a s a , p i h a k p e n y e d i a 

j a s a b e r u s a h a m e m p e r b a i k i a t a u m e m i n i m a l k a n k e r u g i a n k o n s u m e n 

d e n g a n s e g e r a . D i m e n s i i n i m e n e k a n k a n p a d a p e i h a l i a n d a n k e c e p a l a n 

k a r v a w a n y a n g t e r l i b a t u n t u k m e n a n g g a p i p e r m i n l a a n . p e r t a n y a a n . d a n 

k e l u h a n k o n s u m e n . J a d i k o m p o n e n a t a u u n s u r d a r i d i m e n s i i n i t e r d i r i 

d a r i k e s i g a p a n k a r y a w a n d a l a m m e l a y a n i p e l a n g g a n , k e c e p a t a n 

k a r y a w a n d a l a m m e l a y a n i p e l a n g g a n . d a n p e n . a n g a n a n k e l u h a n 

p e l a n g g a n . 
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d) J a m i n a n (Assurance) 

J a m i n a n m e r u p a k a n p e n g e t a h u a . d a n p e r i l a k u emploiyee u n t u k 

m e m b a n g u n k e p e r c a y a a n d a n k e y a k i n a n p a d a d i r i k o n s u m e n d a l a m 

m e n g k o n s u m s i j a s a y a n g d i t a w a r k a n . D i m e n s i i n i s a n g a t p e n l i n g 

k a r e n a m e l i b a t k a n p e r s e p s i k o n s u m e n t e r h a d a p r e s i k o k e t i d a k p a s t i a n 

y a n g t i n g g i t e r h a d a p k e m a m p a u a n p e n y e d i a j a s a . P e r u s a h a a n 

m e m b a n g u n k e p e r c a y a a n d a n k e s e t i a a n k o n s u m e n m e l a l u i k a r y a w a n 

y a n g t e r l i b a t l a n g s u n g m e n a n g a n i k o n s u m e n . J a d i k o m p o n e n d a r i 

d i m e n s i i n i t e r d i r i d a r i k o m p e t e n s i k a r y a w a n y a n g m e l i p u t i 

k e t r a m p i l a n , p e n g e t a h u a n y a n g d i m i l i k i k a r y a w a n u n t u k m e l a k u k a n 

p e l a y a n a n d a n k r e d i b i l i t a s p e r u s a h a a n y a n g m e l i p u t i h a l - h a l y a n g 

b e r h u b u n g a n d e n g a n k e p e r c a y a a n k o n s u m e n k e p a d a p e r u s a h a a n 

s e p e r t i , r e p u t a s i p e r u s a h a a n , p r e s t a s i d a n I a i n - I a i n . 

e ) S i m p a t i (Emphaty) 

S i m p a t i m e r u p a k a n k e r n a m p u a n p e r u s a h a a n y a n g d i l a k u k a n 

l a n g s u n g o l e h k a r y a w a n u n t u k m e m b e r i k a n p e r h a t i a n k e p a d a 

k o n s u m e n s e c a r a i n d i v i d u , t e r m a s u k j u g a k e p e k a a n a k a n k e b u t u h a n 

k o n s u m e n . J a d i k o m p o n e n d a r i d i m e n s i i n i m e r u p a k a n g a b u n g a n d a r i 

a k s e s {acces) y a i t u k e m u d a h a n u n t u k m e m a n f a a t k a n j a s a y a n g 

d i t a w a r k a n o l e h p e r u s a h a a n , k o m u n i k a s i m e r u p a k a n k e r n a m p u a n 

m e l a k u k a n u n t u k m e n y a m p a i k a n i n f o r m a s i k e p a d a k o n s u m e n a t a u 

m e m p e r o l e h m a s u k a n d a r i k o n s u m e n d a n p e m a h a m a n m e r u p a k a n 
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u s a h a u n t u k m e n g e t a h u i d a n m e m a h a m i k e b u t u h a n d a n k e i n g i n a n 

k o n s u m e n . 

2 . K e p u t u s a n P e m b e l i a n 

P e n g e r t i a n k e p u t u s a n p e m b e l i a n m e n u r u t K o t l e r ( 2 0 0 8 : 2 5 1 ) y a i t u 

m e n g i d e n t i f i k a s i k a n s e m u a p i l i h a n y a n g m u n g k i n u n t u k m e m e c a h k a n 

p e r s o a l a n i t u d a n m e n i l a i p i l i h a n - p i l i h a n s e c a r a s i s t e m a t i s d a n o b y e k t i f 

s e r t a s a s a r a n - s a s a r a n n y a y a n g m e n e n t u k a n k e u n t u n g a n s e r t a k e r u g i a n n y a 

m a s i n g - m a s i n g . 

P e m a s a r a n d a n R a n g s a n g a n L a i n 

P e m a s a r a n R a n e s a n ^ a n L a i n 
Produk Ekonomi 
H a r g a Teknologi 
Tempat P o l i l i k 
Promosi Budaya 

K o t a k H i l y m P ^ m t > e h 
K a r a k t e r i s t i k P r o s e s P e n g a m b i l a n 
P e m b e l i K e p u l u s a n P e m b e l i 

T a n g g a p a n P e m b e l i 
P i l i h a n P r o d u k 
P i l i h a n M e r k 
P i l i h a n E>ea]er 
W a k t u P e m b e l i a n 
J u m l a h P e m b e l i a n 

G a m b a r 11.1 
P e r i l a k u K o n s u m e n ( K o t l e r : 2 0 0 8 ) 

K e p u t u s a n m e r u p a k a n b a g i a n / s a l a h s a t u e l e m e n p e n l i n g d a r i 

p e r i l a k u n a s a b a h d i s a m p i n g k e g i a t a n f i s i k y a n g m e l i b a t k a n n a s a b a h d a l a m 

m e n i l a i . m e n d a p a t k a n d a n m e m p e r g u n a k a n b a r a n g - b a r a n g s e r t a j a s a 

e k o n o m i s . P e r s p e k t i f p e m e c a h a n m a s a l a h m e n c a k u p s e m u a j e n i s p e r i l a k u 

p e m e n u h a n k e b u t u h a n d a n j a j a r a n l u a s d a r i f a k t o r - f a k t o r y a n g m e m o t i v a s i 

d a n m c m p e n g a r u h i k e p u l u s a n n a s a b a i i . 

P e n g a m b i l a n k e p u t u s a n m e r u p a k a n s u a t u k e g i a t a n i n d i v i d u y a n g 

s e c a r a l a n g s u n g t e r l i b a t d a l a m m e n d a p a t k a n d a n m e m p e r g u n a k a n b a r a n g 



y a n g d i t a w a r k a n . K o n s u m e n m e l a k u k a n l i m a t a h a p d a i a m m e l a k u k a n 

p e m b e l i a n . T a h a p h a l i n i t i d a k s e l a l u t e r j a d i , k h u s u s n y a d a l a m p e m b e l i a n 

y a n g t i d a k m e m e r l u k a n k e t e r l i b a t a n p e m b e l i . P a r a k o n s u m e n d a p a t 

m e l e w a t i b e b e r a p a t a h a p d a n u r u t a n n y a t i d a k s e s u a i . 

a. P e n g e n a l a n M a s a l a h 

P r o s e s m e m b e l i d e n g a n p e n g e n a l a n m a s a l a h a t a u k e b u t u h a n 

p e m b e l i m e n y a d a r i s u a t u p e r b e d a a n a n t a r a k e a d a a n y a n g s e b e n a m y a 

d a n k e a d a a n y a n g d i i n g i n k a n n y a . K e b u t u h a n i t u d a p a t d i g e r a k k a n o l e h 

r a n g s a n g a n d a r i d a l a m d i r i p e m b e l i a t a u d a r i l u a r . 

b . P e n c a r i a n i n f o r m a s i 

K o n s u m e n m u n g k i n t i d a k b e r u s a h a s e c a r a a k t i f d a i a m m e n c a r i 

i n f o r m a s i s e h u b u n g a n d e n g a n k e b u t u h a n n y a . S e b e r a p a j a u h o r a n g 

t e r s e b u t m e n c a r i i n f o r m a s i t e r g a n t u n g p a d a k u a t l e m a h n y a d o r o n g a n 

k e b u t u h a n , b a n y a k n y a i n f o r m a s i y a n g d i m i l i k i , k e m u d a h a n 

m e m p e r o l e h i n f o r m a s i , t a m b a h a n d a n k e p u a s a n y a n g d i p e r o l e h d a r i 

k e g i a t a n m e n c a r i i n f o r m a s i . B i a s a n y a j u m l a h k e g i a t a n m e n c a r i 

i n f o r m a s i m e n i n g k a t t a t k a l a k o n s u m e n b e r g e r a k d a r i k e p u t u s a n s i t u a s i 

p e m e c a h a n m a s a l a h y a n g l e r b a t a s k e p e m e c a h a n m a s a l a h y a n g 

m a k s i m a l . 

c. E v a l u a s i a l t e r n a t i f . 

I n f o r m a s i y a n g d i d a p a t d a r i c a l o n p e m b e l i d i g u n a k a n u n t u k 

m e m p e r o l e h g a m b a r a n y a n g l e b i h j e l a s m e n g e n a i a l t e r n a t i f - a l t e r n a t i f 

y a n g d i h a d a p i n y a s e r t a d a y a t a r i k m a s i n g - m a s i n g a l t e m a t i f . P r o d u s e n 
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h a r u s b e r u s a h a m e m a h a m i c a r a k o n s u m e n m e n g e n a i i n f o r m a s i y a n g 

d i p e r o l e h n y a d a n s a m p a i p a d a s i k a p t e r t e n t u m e n g e n a i p r o d u k , p r o m o s i 

d a n k e p u t u s a n u n t u k p e m b e l i . 

d . K e p u t u s a n m e m b e l i 

P r o d u s e n h a r u s m e m a h a m i b a h w a k o n s u m e n m e m p u n y a i c a r a 

s e n d i r i d a l a m m e n a n g a n i i n f o r m a s i y a n g d i p e r o l e h n y a d e n g a n 

m e m b a t a s i a l t e r n a t i f - a l t e r n a t i f y a n g h a r u s d i p i l i h a t a u d i e v a l u a s i u n t u k 

m e n e n t u k a n p r o d u k m a n a y a n g a k a n d i b e l i . 

e . P e r i l a k u P a s c a p e m b e l i a n 

A p a b i l a b a r a n g y a n g d i b e l i t i d a k m e m b e r i k a n k e p u a s a n y a n g 

d i h a r a p k a n , m a k a p e m b e l i a k a n m e r u b a h s i k a p n y a t e r h a d a p m e r e k 

b a r a n g t e r s e b u t m e n j a d i s i k a p n e g a t i f , b a h k a n m u n g k i n a k a n m e n o l a k 

d a r i d a f t a r p i l i h a n . S e b a l i k n y a b i l a k o n s u m e n m e n d a p a t k e p u a s a n d a r i 

b a r a n g y a n g d i b e l i n y a m a k a k e i n g i n a n u n t u k m e m b e l i t e r h a d a p m e r e k 

b a r a n g t e r s e b u t c e n d e r u n g u n t u k m e n j a d i l e b i h k u a t . P r o d u s e n h a r u s 

m e n g u r a n g i p e r a s a a n t i d a k s e n a n g a t a u p e r a s a a n n e g a t i f t e r h a d a p s u a t u 

p r o d u k d e n g a n c a r a m e m b a n t u k o n s u m e n m e n e m u k a n i n f o r m a s i y a n g 

m e m b e n a r k a n p i l i h a n k o n s u m e n m e l a l u i k o m u n i k a s i y a n g d i a r a h k a n 

p a d a o r a n g - o r a n g y a n g b a r u s a j a m e m b e l i p r o d u k n y a . 

C, Hipotesis 

A d a p e n g a r u h k u a l i t a s p e l a y a n a n t e r h a d a p k e p u t u s a n p e m b e l i a n n a s a b a h 

P T . B a n k Y u d h a B h a k t i , T b k . 



B A B HI 

M E T O D E P E N E L I T I A N 

Jenis Peneiitian 

j e n i s p e n e i i t i a n m e n u r u t S u g i y o n o ( 2 0 1 3 ; 5 3 - 5 5 ) j i k a d i l i h a t d a r i 

t i n g k a t e k s p l a n a s i 

1 ) P e n e i i t i a n D e s k r i p t i f 

P e n e i i t i a n d e s k r i p t i f a d a l a h p e n e i i t i a n t e r h a d a p k e b e r a d a a n v a r i a b e l 

m a n d i r i , b a i k h a n y a p a d a s a t u v a r i a b e l a t a u l e b i h . 

2 ) P e n e i i t i a n K o m p a r a t i f 

P e n e i i t i a n k o m p a r a t i f a d a l a h s u a t u p e n e i i t i a n y a n g b e r s i f a t 

m e m b a n d i n g k a n . a t a u b e r u p a h u b u n g a n s e b a b - a k i b a l a n t a r a d u a 

v a r i a b e l a t a u l e b i h . 

3 ) P e n e i i t i a n A s o s i a t i f 

P e n e i i t i a n a s o s i a t i f a d a l a h p e n e i i t i a n y a n g b e r t u j u a n u n t u k 

m e n g e t a h u i h u b u n g a n d u a v a r i a b e l a i a u l e b i i i . 

J e n i s p e n e i i t i a n y a n g a k a n d i g u n a k a n d a l a m p e n e i i t i a n i n i a d a l a h 

P e n e i i t i a n A s o s i a t i f y a n g b e r t u j u a n u n t u k m e n g e t a h u i h u b u n g a n a n t a r a 

v a r i a b l e Y ( k e p u t u s a n p e m b e l i a n ) d e n g a n v a r i a b l e XflangihlcM d a n 

1 5 



1 6 

X2(reability). Xfarespomiveness) d a n v a r i a b e l X ^(assurance) 

,Xs(emphaty) 

B. Lokasi Peneiitian 

P e n e i i t i a n i n i d i l a k u k a n d i P T . B a n k Y u d h a B h a k t i C a b a n g 

P a l e m b a n g , y a n g b e r a l a m a t d i J a l a n J e n d . S u d i r m a n N o . 2 9 3 3 B 2 0 l l i r 

P a l e m b a n g , S u m a t e r a S e l a t a n 
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C . Operasionalisasi Variabel 

T a b e l I I I . l 

O p e r a s i o n a l i s a s i V a r i a b e l 

N o . V a r i a b e l S u b V a r i a b e l D e f i n i s i I n d i k a t o r S k a l a 
I . K u a l i t a s 

p e l a y a n a n 
( X ) 

a . T a n g i b l e s / 
b u k t i n y a t a 
( X i ) 

b . R e l i a b i l i t y / 
K e a n d a l a n ( X 2 ) 

c . R e s s p o n s i v e s s 
/ 

D s a y a t a n g g a p 
( X 3 ) 

d . A s s u r a n c e / 
j a m i n a n ( X 4 ) 

e . E m p a t h y / 
E m p a t i ( X 5 ) 

M e r u p a k a n b u k t i n y a t a 
d a r i k e p e d u l i a n d a n 
p e r h a t i a n y a n g d i b e r i k a n 
k e p a d a k o n s u m e n . 
K e r n a m p u a n p e r u s a h a a n 
u n t u k m e i a k s a n a k a n j a s a 
s e s u a i d e n g a n a p a y a n g 
t e l a h d i j a n j i k a n t e p a t 
w a k t u 

K e m a m p u a n p e r u s a h a a n 
y a n g d i l a k u k a n o l e h 
k a r y a w a n u n t u k 
m e m b e r i k a n p e l a y a n a n 
d e n g a n c e p a t d a n t a n g g a p . 
P e n g e t a h u a n d a n p e r i l a k u 
emploiyee u n t u k 
m e m b a n g u n k e p e r c a y a a n 
d a n k e y a k i n a n p a d a d i r i 
k o n s u m e n d a l a m 
m e n g k o n s u m s i j a s a y a n g 
d i t a w a r k a n 

K e m a m p u a n p e r u s a h a a n 
y a n g d i l a k u k a n l a n g s u n g 
o l e h k a r y a w a n u n t u k 
m e m b e r i k a n p e r h a t i a n 
k e p a d a k o n s u m e n s e c a r a 
i n d i v i d u 

1 . F a s i l i t a s B a n k 
2 . B a n k Y u d h a B h a k l i 
c a b . p a l e m b a n g b e r s i h 

1 , P e l a y a n a n B a n k 
Y u d h a B h a k t i s e s u a i 
y a n g d i j a n j i k a n 
2 . P e l a y a n a n B a n k 
Y u d h a B h a k t i t e r p e r c a y a 
d a n a k u r a l 
1 . C e p a t t a n g g a p d a l a m 
m e l a y a n i n a s a b a h 
2 . S i g a p d a l a m m e l a y a n i 
k e l u h a n n a s a b a h 

1 . R e p u t a s i b a n k b a i k 
2 . K a r y a w a n B a n k 
Y u d h a B h a k t i r a m a h 
d a l a m m e l a y a n i . 

1 . P a r a k a r y a w a n B a n k 
Y u d h a B h a k t i 
m e m b e r i k a n p e r h a t i a n 
s e c a r a k h u s u s k e p a d a 
n a s a b a h d a n c a l o n 
n a s a b a h 
2 . P a r a k a r y a w a n m u d a h 
b e r k o m u n i k a s i d e n g a n 
n a s a b a h 

O r d i 
n a l 

N o . V a r i a b e l S u b V a r i a b e l D e r m i s ! I n d i k a t o r . S k a l a 
2 K e p u t u s a n 

P e m b e l i a n 
( Y ) 

M c n g i n d e n t i f i k a s i k a n 
s e m u a p i l i h a n d i a n l a r a 
b a n k - b a n k y a n g a d a d a n 
m e n i l a i p i l i h a n - p i l i h a n 
s e c a r a - ^ i c t e m a t i s d a n 
o b y e k t i f s e r t a s a s a r a n -
s a s a r a n n y a y a n g 
m e n e n t u k a n k e u n t u n g a n 
s e r t a k e r u g i a n n y a m a s i n g -
m a s i n g 

P e m i l i h a n P r o d u k B a n k 
Y u d h a B h a k i 

P e m i l i h a n B a n k Y u d h a 
B h a k t i s e b a g a i t e m p a t 
t r a n s a k s i p e r b a n k a n 

B i a y a A d m i n i s t r a s i l e b i h 
m u r a h 

O r d i 
n a l 

S u m b e r : P e n e l i l i b e r d a s a r k a n b e r b a g a i t e o r i , 2 0 1 5 



Populasi dan Sampel 

P o p u l a s i m e n u r u t A r i k u n t o ( 2 0 0 8 : 1 3 1 ) a d a l a h k e s e l u r u h a n s u b j e k 

p e n e i i t i a n . A p a b i l a s e s e o r a n g i n g i n m e n e l i t i s e m u a e l e m e n y a n g a d a d a l a m 

w i l a y a h p e n e i i t i a n , m a k a p e n e l i t i a n n y a m e r u p a k a n p e n e i i t i a n p o p u l a s i . S t u d i 

a t a u p e n e l i t i a n n y a j u g a d i s e b u t s t u d i p o p u l a s i a t a u s t u d i s e n s u s . P o p u l a s i 

d a l a m p e n e i i t i a n i n i b e r s i f a t i n f i n i t , a r t i n y a t i d a k b i s a d i h i t u n g . 

S a m p e l m e n u r u t A r i k u n t o ( 2 0 0 8 : 1 3 1 ) a d a l a h s e b a g i a n a t a u w a k i l 

p o p u l a s i y a n g d i t e l i t i . D a l a m p e n e i i t i a n i n i m e n g g u n a k a n s a m p e l s e b a n y a k 7 8 

r e s p o n d e n . A n g k a i n i b e r d a s a r k a n t e o r i R o s c o e y a n g d i k u t i p U m a S e k a r a n 

( 2 0 0 6 ) y a n g m e n y a t a k a n b a h w a p a d a p e n e i i t i a n R e g r e s i B e r g a n d a , u k u r a n 

s a m p e l s e b a i k n y a ( 1 0 k a l i l e b i h ) l e b i h b e s a r d a r i j u m l a h v a r i a b e l . S e h i n g g a 6 

X 13 m e n g h a s i l k a n 7 8 r e s p o n d e n d e n g a n t e k n i k p e n g a m b i l a n s a m p e l y a n g 

d i g u n a k a n d a l a m p e n e i i t i a n i n i Accidental Sampling y a i t u t e k n i k 

p e n g a m b i l a n s a m p e l b e r d a s a r k a n k e b e t u l a n , y a k n i s i a p a s a j a y a n g s e c a r a 

k e b e t u l a n b e r t e m u d e n g a n p e n e l i t i p a d a s a a t p e n e i i t i a n b e r l a n g s u n g d a n d a p a t 

d i g u n a k a n s e b a g a i s a m p l e b i l a d i p a n d a n g m e m e n u h i s y a r a t s e b a g a i s u m b e r 

d a t a ( S u g i y o n o . 2 0 0 4 : 7 7 ) 

R u m u s : 

n = t o t a l v a r i a b e l x 1 3 

n = 6 x 13 

n 7 8 R e s p o n d e n 

K e t e r a n g a n : 

n = j u m l a h r e s p o n d e n 
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6 = j u m l a h v a r i a b e l ( 5 v a r i a b e l i n d e p e n d e n t d a n 1 v a r i a b e l d e p e n d e n t ) 

13= j u m l a h i n d i k a t o r 

7 8 = j u m l a h r e s p o n d e n l e b i h d i s u k a i a t a u l e b i h 

E . Data yang Diperlukan 

M e n u r u t S u g i y o n o ( 2 0 1 2 : 2 2 5 ) d a t a y a n g d i p e r l u k a n s e b a g a i b e r i k u t : 

1 ) Data p r i m e r a d a l a h s u m b e r d a t a y a n g seca ra l a n g s u n g m e m b e r i k a n da t a 

k e p a d a p e n g u m p u l da ta . 

2 ) D a t a s e k u n d e r m e r u p a k a n s u m b e r d a t a y a n g t i d a k m e m b e r i k a n i n f o r m a s i 

s e c a r a l a n g s u n g k e p a d a p e n g u m p u l da ta . 

D a t a y a n g d i p e r l u k a n d a l a m p e n e i i t i a n i n i a d a l a h d a t a p r i m e r . D a t a 

p r i m e r d a l a m p e n e i i t i a n i n i d i p e r o l e h m e l a l u i h a s i l j a w a b a n k u e s i o n e r 

r e s p o n d e n 

F. Metode Pengumpulan Data 

S u g i y o n o ( 2 0 1 1 : 1 9 3 ) , m a c a m - m a c a m t e k n i k p e n g u m p u l a n d a t a a d a l a h : 

1 ) W ' a w a n c a r a 

W a w a n c a r a d i g u n a k a n s e b a g a i t e k n i k p e n g u m p u l a n d a t a , a p a b i l a 

p e n e l i t i i n g i n m e l a k u k a n s t u d i p e n d a h u l u a n u n t u k m e n e m u k a n 

p e r m a s a l a h a n y a n g h a r u s d i t e l i t i . d a n J u g a a p a b i l a p e n e l i t i i n g i n 

m e n g e t a h u i h a l - h a l d a r i r e s p o n d e n y a n g l e b i h m e n d a l a m d a n j u m l a h 

r e s p o n d e n n y a s e d i k i t / k e c i l . 
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2 ) K u e s i o n e r 

M e r u p a k a n t e k n i k p e n g u m p u l a n d a t a y a n g d i l a k u k a n d e n g a n c a r a 

m e m b e r i s e p e r a n g k a t p e r t a n y a a n a t a u p e r t a n y a a n t e r t u l i s k e p a d a 

r e s p o n d e n u n t u k d i j a w a b . 

3 ) O b s e r v a s i 

O b s e r v a s i d i g u n a k a n b i l a p e n e i i t i a n b e r k e n a a n d e n g a n p e r i l a k u 

m a n u s i a , p r o s e s k e r j a , g e j a l a - g e j a l a a l a m d a n b i l a r e s p o n d e n y a n g 

d i a m a t i t i d a k t e r l a l u b e s a r a t a u b a n y a k . 

4 ) D o k u m e n t a s i 

D o k u m e n t a s i a d a l a h p e n g u m p u l a n d a t a m e l a l u i d o k u m e n - d o k u m e n 

d a n l a p o r a n - l a p o r a n y a n g a d a d i p e r u s a h a a n d a n r n e m i l i k i h u b u n g a n 

d e n g a n p e n e i i t i a n . 

T e k n i k p e n g u m p u l a n d a t a y a n g d i g u n a k a n d a l a m p e n e i i t i a n a d a l a h 

k u e s i o n e r y a n g b e r h u b u n g a n d e n g a n i n d i k a t o r - i n d i k a t o r y a n g d i g u n a k a n . 

A n a l i s i s Data d a n T e k n i k A n a l i s i s 

1 ) A n a l i s i s D a t a 

M e n u r u t I s t i j a n t o ( 2 0 1 0 : 9 1 ) a n a l i s i s d a t a t e r d i r i d a r i : 

a ) A n a l i s i s K u a l i t a t i f 

a d a l a h a n a l i s i s d a t a s e c a r a k u a l i t a t i f b e r s i f a t m e m a p a r k a n h a s i l 

t e m u a n s e c a r a m e n d a l a m m e l a l u i p e n d e k a t a n b u k a n a n g k a a t a u n o n 

s t a t i s t i k . 
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b ) A n a l i s i s K u a n t i t a t i f 

a d a l a h a n a l i s i s d a t a y a n g m e n g g u n a k a n d a s a r p e n d e k a t a n a n g k a . 

A n a l i s i s d a t a y a n g d i g u n a k a n d a l a m p e n e i i t i a n i n i a d a l a h a n a l i s i s 

k u a l i t a t i f d a n k u a n t i t a t i f . S e c a r a k u a l i t a t i f d i g u n a k a n s k a l a l i k e r t d e n g a n 

p i l i h a n j a w a b a n r e s p o n d e n s e b a g a i b e r i k u t ; 

S a n g a t S e t u j u = S S 

S e t u j u = S 

K u r a n g S e t u j u = K S 

T i d a k S e t u j u = T S 

S a n g a t T i d a k S e t u j u = S T S 

K e m u d i a n d i k u a n t i t a t i f k a n s e b a g a i b e r i k u t : 

S a n g a t S e t u j u = 5 

S e t u j u = 4 

K u r a n g S e t u j u = 3 

T i d a k S e t u j u =2 

S a n g a t T i d a k S e t u j u = 1 

2 ) T e k n i k A n a l i s i s 

a . A n a l i s i s R e g r e s i L i n e a r B e r g a n d a 

A n a l i s i s r e g r e s i l i n i e r b e r g a n d a a d a l a h s u a t u a l a t a n a l i s i s 

p e r a m a l a n n i l a i p e n g a r u h d u a v a r i a b e l b e b a s a t a u l e b i h t e r h a d a p 

v a r i a b e l t e r i k a t u n t u k m e m b u k t i k a n a d a a t a u t i d a k n y a h u b u n g a n 

f u n g s i a t a u h u b u n g a n k a u s a l a n t a r a d u a v a r i a b e l b e b a s a t a u l e b i h 
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d e n g a n s a t u v a r i a b e l t e r i k a t . ( R i d u w a n . 2 0 0 9 : 1 5 2 ) , U n t u k 

m e m p e r m u d a h d a n m e n g h e m a t w a k t u m a k a d a l a m p e n e i i t i a n i n i 

d i b a n t u d e n g a n p r o g r a m S P S S 1 6 d a l a m p r o s e s p e n g h i t u n a n n y a 

R u m u s : 

Y = a + blx l + b2x2+ b3x3 + b4x4+ b5 x5 

D i m a n a : 

Y = K e p u t u s a n p e m b e l i a n 

a = K o n s t a n t a 

b i b ; bs b 4 bs = K o e f i s i e n r e g r e s i 

X l = Tangibles 

X2 = Reability 

X 3 = Responsivness 

X 4 = Assurance 

X 5 = Emphaty 

b . U j i H i p o t e s i s 

a ) U j i F ( U j i S i m u l t a n ) 

M c i i a i u l U m a r ( 2 0 0 9 : 2 6 7 ) , u j i s i i i i u i i u i i d i l a k u k a n u n i u k 

m e m m b u k t i k a n h i p o t e s i s t e r h a d a p p e n g a r u h v a r i a b l e b e b a s 

p e n e i i t i a n s e c a r a b e r s a m a - s a m a t e r h a d a p v a r i a b l e t e r i k a t . U n t u k 

m e n e n t u k a n ^zabei, d e n g a n t a r a f n y a t a ( a ) = 5 % , d e r a j a t k e b e b a s a n 

d f ( n - k - 1 ) . A d a p u n k r i t e r i a p e n g u j i a n n y a a d a l a h : 



1 . J i k a ^ r : r - ^ ^ - D - f c ^ : , m a k a H o d l t o l a k d a n H a d i t e r i m a . 

2. J i k a ^hitung <^tebti, m a k a H o d i t e r i m a d a n H a d i t o l a k . 

H i p o t e s i s F d a l a m p e n e i i t i a n i n i a d a l a h ; 

H o : T i d a k a d a p e n g a r u h a n t a r a v a r i a b l e Tangibles. Reability, 

Responsivness, Assurance dan Empathy t e r h a d a p k e p u t u s a n 

p e m b e l i a n n a s a b a h d i P T . B a n k Y u d h a B h a k t i P a l e m b a n g . 

H a : A d a p e n g a r u h a n t a r a v a r i a b l e Tangibles, Reabilily, 

Responsivness, Assurance dan Empathy t e r h a d a p k e p u t u s a n 

p e m b e l i a n n a s a b a h d i P T . B a n k Y u d h a B h a k t i P a l e m b a n g . 

b ) U j i t ( U j i P a r s i a l ) 

M e n u r u t U m a r ( 2 0 0 9 : 2 7 1 ) , u n t u k m e l i h a t p e n g a r u h p a r s i a l 

v a r i a b e l b e b a s t e r h a d a p v a r i a b e l t e r i k a t d a p a t d i g u i n a k a n u j i t . U n t u k 

m e n e n t u k a n ^«b»l d e n g a n ( a ) = 5 % , d e r a j a t k e b e b a s a n d f ( n - 2 ) . 

A d a p u n k r i t e r i a n y a y a i t u : 

1 . J i k a ^>- . : r - . ; ' - . ? > ^ztibei m a k a H o d i t o l a k d a n H a d i t e r i m a . 

2 . J i k a ^ r . : T i . r . g f ^ : o b e : i i i a k a H o d i t e r i m a d a n H a d i t o l a k . . 

H i p o t e s i s d a l a m p e n g u j i a n i n i a d a l a h : 

H o : T i d a k a d a p e n g a r u h a n t a r a v a r i a b l e Tangibles. Reabilily. 

Responsivness, Assurance dan Empathy t e r h a d a p k e p u t u s a n 

p e m b e l i a n n a s a b a h d i P T . B a n k Y u d h a B h a k t i P a l e m b a n g . 
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H a : A d a p e n g a r u h a n t a r a v a r i a b l e Tangibles, Reability, 

Responsivness, Assurance dan Empathy t e r h a d a p k e p u t u s a n 

p e m b e l i a n n a s a b a h d i P T . B a n k Y u d h a B h a k t i P a l e m b a n g . 



BAB TV 

H A S I L P E N E L I T I A N DAN PEMBAHASAN 

A. Hasil Peneiitian 

1. Gambaran umum perusahaan 

M u l a i m e m a s u k i i n d u s t r i p e r b a n k a n I n d o n e s i a s e j a k t a n g g a l 9 

J a n u a r i 1 9 9 0 b e r d a s a r k a n A k t a n o m o r 6 8 t a n g g a l 1 9 S e p t e m b e r 1 9 8 9 , 

k e m u d i a n d i u b a h d e n g a n A k t a n o m o r 13 t a n g g a l 2 N o v e m b e r 1 9 8 9 

y a n g k e d u a n y a d i b u a t d i h a d a p a n A m r u l P a r t o m u a n P o h a n , S . H . , L L M , 

n o t a r i s d i J a k a r t a , d a r i . A k t a p e n d i r i a n t e r s e b u t t e l a h d i s a h k a n o l e h 

M e n t e r i K e h a k i m a n R e p u b l i k I n d o n e s i a d e n g a n S u r a t K e p u t u s a n 

n o m o r C 2 - l 0 2 1 5 . T H . 0 l . 0 1 . T h . 8 9 t a n g g a l 7 N o v e m b e r 1 9 8 9 . s e r t a 

t e l a h d i u m u m k a n d a l a m L e m b a r a n B e r i t a N e g a r a R e p u b l i k I n d o n e s i a 

n o m o r 9 9 t a n g g a l 1 2 D e s e m b e r 1 9 8 9 T a m b a h a n n o m o r 3 4 7 0 / 1 9 8 9 . I j i n 

u s a h a d i b e r i k a n o l e h M e n t e r i K e u a n g a n R e p u b l i k I n d o n e s i a d e n g a n 

S u r a l K e p u t u s a n n o m o r I 3 4 4 / K M K . 0 1 3 / I 9 8 9 t a n g g a l 9 D e s e m b e r 

1 9 8 9 d a n i j i n o p e r a s i s e b a g a i B a n k U m u m d i b e r i k a n o l e h g u b e r n u r 

B a n k I n d o n e s i a d e n g a n s u r a t p e r s e t u j u a n N o . 2 2 / 1 0 1 7 / U U P S . P S 6 0 

t a n g g a l 2 0 D e s e m b e r 1 9 8 9 . 

U n t u k m e n y e s u a i k a n d e n g a n U U n o m o r 4 0 t a h u n 2 0 0 7 l e n t a n g 

P e r s e r o a n T e r b a t a s , m a k a t a n g g a l 3 N o v e m b e r 2 0 0 8 a n g g a r a n d a s a r 

B a n k d i r u b a l i s e i u r u h n y a d e n g a n A k t a N o . 0 2 t a n g g a l 3 N o v e m b e r 
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2 0 0 8 y a n g d i b u a t d i h a d a p a n N y . P u d j i R e d j e k i I r a w a t i , S H , N o t a r i s d i 

J a k a r t a P u s a t , d a n t e l a h m e n d a p a t p e n g e s a h a n d a r i M e n t e r i H u k u m d a n 

H a k A s a s i M a n u s i a R I n o m o r A H U - 0 6 8 4 2 . A H . 0 1 . 0 2 T a h u n 2 0 0 9 

t a n g g a l 1 1 M a r e t 2 0 0 9 . D a r i s i s i p e r m o d a l a n , p a d a a w a l n y a s a h a m 

B a n k Y u d h a B h a k t i h a n y a d i m i l i k i o l e h I n d u k / P u s a t K o p e r a s i T N I d a n 

P O L R I , n a m u n d a l a m p e r j a l a n a n n y a k e p e m i l i k a n s a h a m B a n k Y u d h a 

B h a k t i j u g a d i m i l i k i o l e h p i h a k s w a s t a l a i n n y a . 

B a n k Y u d h a B h a k t i m e m p u n y a i v i s i y a i t u M e n j a d i B a n k R e t a i l 

y a n g s o l i d , T u m b u h d a n b e r k e m b a n g s e c a r a b e r k e l a n j u t a n d a n m i s i 

B a n k Y u d h a B h a k t i M a m p u m e n g k r e a s i s u a t u n i l a i y a n g o p t i m a l b a g i 

p e m e g a n g s a h a m d a n s t a k e h o l d e r p a d a u m u m n y a . M a n a j e m e n B a n k 

Y u d h a B h a k t i m e n g h a r a p k a n s e l u r u h a s p e k p e l a k s a n a a n a k t i v i t a s 

u s a h a B a n k Y u d h a B h a k t i s e n a n t i a s a t e r j a g a d a n m e n c e r m i n k a n 

b u d a y a p e r u s a h a a n s e c a r a k o n s i s t e n d a l a m u p a y a m e n c a p a i t u j u a n d a n 

t a r g e t p e r u s a h a a n y a n g t e l a h d i t e t a p k a n . 

S e b a g a i b e n t u k k o m i t m e n B a n k Y u d h a B h a k t i d a l a m p e l a k s a n a a n 

Good Corporate Governance (GCGj, m a n a j e m e n m c n c a n a n g k a n b a g i 

s e l u r u h j a j a r a n d a n j e n j a n g k a r y a w a n a g a r b e r t i n d a k . b e r s i k a p d a n 

b e r p e r i l a k u s e s u a i d e n g a n n i l a i - n i l a i b u d a y a k e r j a p e r u s a h a a n , y a i t u : 

• K e h a t i - h a l i a n (prudential) 

• K e s e t a r a a n (fairness) 

• B e r t a n g g u n g J a w a b (responsibility) 
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• K e t e r b u k a a n / T r a n s p a r a n (tronsparancy) 

• K e b e r s a m a a n {team work) 

2. Gambaran indiaktor 

a. I n d i k a l o r y a n g d i g u n a k a n u n t u k m e n g e v a l u a s i d a l a m k u a l i t a s l a y a n a n 

t e r h a d a p B a n k Y u d h a B h a k t i s e b a g a i b e r i k u t : 

1 . B u k t i n y a t a (Tangibles) 

1.1 K e n y a m a n a n r u a n g t u n g g u d a n k e m u d a h a n k e l u a r / m a s u k a r e a 

b a n k ( t e m p a t d u d u k , t e m p a t p a r k i r ) 

B a n k Y u d h a B h a k t i m e m p u n y a i r u a n g t u n g g u y a n g n y a m a n 

m e m p u n y a i A C , p u n y a t e m p a t d u d u k y a n g n y a m a n , 

m e m p u n y a i t e m p a t p a r k i r y a n g c u k u p b e s a r u n t u k n a s a b a h 

y a n g a k a n m e l a k u k a n t r a n s a k s i p e r b a n k a n 

1.2 K e b e r s i h a n b a n k s e c a r a k e s e l u r u h a n ( r u a n g t u n g g u d a n t o i l e t ) . 

K e b e r s i h a n m e r u p a k a n h a l y a n g s a n g a t u t a m a d i p e r h a t i k a n 

o l e h B a n k Y u d h a B h a k t i c a b a n g P a l e m b a n g . 

2 . K e a n d a l a n (Reability) 

2 . 1 . M e m b e r i k a n p e l a y a n a n y a n g i n a k s i m a l d a n s e s u a i d e n g a n 

y a n g d i j a n j i k a n 

2 . 2 . D a l a m r a n g k a m e m a k s i m a l k a n p e l a y a n a n , B a n k Y u d h a B h a k t i 

b e r u s a h a m e n j a d i t e m p a t y a n g t e r p e r c a y a d a n a k u r a l d a l a m 

m e n a n g a n i p e m a b a y a r a n g a j i P e n s i u n a n T N l / P O L R l 



2 8 

3. D a y a t a n g g a p (Responsivness) 

3 . 1 . K a r y a w a n B a n k Y u d h a B h a k t i m e m p u n y a i d a y a t a n g g a p y a n g 

b a i k d e n g a n p a r a n a s a b a h d a n f o k u s t e r h a d a p n a s a b a h . 

3 .2. A n t u s i a s s a a t m e m b e r i k a n p e l a y a n a n d a n s i g a p t e r h a d a p 

k e l u h a n - k e l u h a n n a s a b a h 

4 . J a m i n a n (Assurance) 

4 . 1 . K e s e s u a i a n a n t a r a k e i n g i n a n n a s a b a h d e n g a n p e k e r j a a n y a n g 

d i l a k u k a n s a n g a t s e s u a i k a r e n a t e p a t d a n b a i k 

4 . 2 . P e l a y a n a n y a n g r a m a h s e r t a b e r u s a h a m e n g g a l i k e b u t u h a n 

n a s a b a h . 

5 . E m p a t i (Emphaty) 

5 . 1 . M e m b e r i k a n p e l a y a n a n t a n p a p a n d a n g b u l u t e r h a d a p s e m u a 

n a s a b a h d a n c a l o n n a s a b a h t a n p a m e n g h a r a p k a n i m b a l a n d a r i 

s e t i a p t r a n s a k s i p e r b a n k a n . 

5 . 2 . S e m u a n a s a b a h d a n c a l o n n a s a b a h d i b e r i k a n k e m u d a h a n d a l a m 

b e r k o m u n i k a s i d e n g a n p a r a k a r y a w a n . 

b . K e p u t u s a n P e m b e l i a n 

1) N a s a b a h m e m i l i h p r o d u k B a n k Y u d i i a B h a k t i 

2 ) M e m i l i h B a n k Y u d h a B h a k t i s e b a g a i t e m p a t m e l a k u k a n t r a n s a k s i 

P e r b a n k a n . 

3) B i a y a a d m i n i s t r a s i l e b i h m u r a h d i b a n d i n g p e r b a n k a n l a i n n y a . 
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3. Gambaran Respoden. 

U n t u k m e n g e t a h u i k u a l i t a s h y a n a n t e r h a d a p k e p u t u s a n p e m b e l i a n 

p a d a P T . B a n k Y u d h a B h a k t i , p e n e l i t i t e l a h m e m b u a t k u e s i o n e r y a n g 

d i b e r i k a n k e p a d a p e l a n g g a n . P e n e l i t i m e m b e r i k a n 7 8 r e s p o d e n y a n g 

m e r u p a k a n p e l a n g g a n P T . B a n k Y u d h a B h a k t i . 

a. Karakterisitk Responden Berdasarkan Jenis Kelamin 

Tabel I V . I 
Distribusi Respoden Berdasarkan Jenis Kelamin 

No Jenis Kelamin Jumlah Persentase 

1 P e r e m p u a n 1 6 2 0 , 5 1 % 

2 L a k i - l a k i 6 2 7 9 , 4 9 % 

T o t a l 7 8 1 0 0 % 

Sumber : Data diolah, 2015 

B e r d a s a r k a n t a b e l I V . I t e n t a n g d i s t r i b u s i r e s p o n d e n b e r d a s a r k a n 

j e n i s k e l a m i n , m a k a r e s p o n d e n t e r b a n y a k a d a l a h r e s p o n d e n l a k i - l a k i . H a l 

i n i m e n u n j u k k a n s e b a g i a n b e s a r r e s p o n d e n s a a t p e n e l i t i m e l a k u k a n 

p e n e i i t i a n d i P T . B a n k Y u d h a B h a k l i a d a l a h l a k i - l a k i . H a l i n i d i k a r e n a k a n 

b a n y a k l a k i - l a k i y a n g n a s a b a h y a n g b e r p r o f e s i s e b a g a i p e n s i u n a n T N I d a n 

P O L R I . 
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b. Karakterisitk Responden Berdasarkan Usia 

Tabe! IV.? 
Distribusi Responden Berdasarkan Usia 

No Usia Jumlah Persentase 

! < 3 0 t a h u n 3 3 . 8 % 

2 3 1 - 4 0 t a h u n 11 1 4 . 1 % 

3 4 1 - 5 0 t a h u n 2 3 2 9 . 5 % 

4 > 5 0 T a h u n 4 1 5 2 , 6 % 

T o t a l 7 8 1 0 0 % 

Sumber : Data diolah, 2015 

B e r d a s a r k a n t a b e l 1 V . 2 t e n t a n g d i s t r i b u s i r e s p o n d e n 

b e r d a s a r k a n u s i a , H a l i n i m e n u n j u k k a n s e b a g i a n b e s a r r e s p o n d e n 

s a a t p e n e l i t i m e l a k u k a n p e n e i i t i a n d i P T . B a n k Y u d h a B h a k t i a d a l a h 

y a n g b e r u s i a > 5 0 t a h u n 
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c. Karakterisitk Responden Berdasarkan Tingkat Pendidikan 

Tabel IV.3 
Distribusi Responden Berdasarkan Tingkat Pendidikan 

No Pendidikan Jumlah Persentase 

1 S M P 2 2 2 8 , 2 % 

2 S M A 4 5 5 7 , 7 % 

3 D 3 5 6 , 4 % 

4 S a r j a n a 6 7 , 7 % 

Total 7 8 1 0 0 % 

Sumber : Data diolah, 2015 

B e r d a s a r k a n t a b e l I V . 3 t e n t a n g d i s t r i b u s i r e s p o n d e n 

b e r d a s a r k a n t i n g k a t p e n d i d i k a n , s e b a g i a n b e s a r r e p o n d e n t i n g k a t 

p e n d i d i k a n S M A a t a u 5 7 , 7 %. H a l i n i m e n u n j u k k a n s e b a g i a n b e s a r 

r e s p o n d e n s a a t p e n e l i t i m e l a k u k a n p e n e i i t i a n d i P T . B a n k Y u d h a 

B h a k t i c a b a n g P a l e m b a n g a d a l a h y a n g t i n g k a t p e n d i d i k a n n y a 

m i n i m a l S M A . 
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d. Karakterisitk Responden Berdasarkan Pekerjaan 

Tabel IV.4 
Distribusi Responden Berdasarkan Pekerjaan 

No Pekerjaan Jumlah Persentase 

1 PNS/Swasta 2 2 2 8 . 2 % 

2 Pensiunan TNI/POLR! 4 9 6 2 , 8 % 

3 Profesional (Dokter, Insinyur ,DLL) 2 2 , 6 % 

4 Wiraswasta 2 2 , 6 % 

5 Mahasiswa/Pelajar 3 3 , 8 % 

Total 7 8 1 0 0 % 

Sumber : Data diolah, 2015 

Berdasarkan tabel 1 V . 4 tentang distribusi responden 

berdasarkan pekerjaan,. Hal ini menunjukkan sebagian besar 

responden saat peneliti melakukan peneiitian di PT. Bank Yudha 

Bhakti adalah wiraswasta dan TNI/POLR 1 dengan Jumlah 6 2 . 8 % . 

4. Distribusi Jawaban Respoden 

a. Ditribusi Jawaban Repoden terhadap kualitas pelayanan. 

Tabel IV.5 
Tersedianya fasilitas-fasilitas perbankan yang inudercii 

P 1 

L u i i i u l a i i i c I ' L T C C I U 

V a l i d I 2 , 6 2 . 6 2 . 6 

2 3 3 , 8 3 . 8 6 , 4 

3 5 6 . 4 6 . 4 1 2 . 8 

4 1 8 2 3 , 1 2 3 . 1 3 5 . 9 

5 5 0 6 4 . 1 6 4 , 1 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : Hasi data Pengolahan Data 2015 
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B e r d a s a r k a n T a b e l I V . 5 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : T e r s e d ' m y a 

f a s i l i t a s - f a s i l i t a s p e r b a n k a n y a n g m o d e m d i P T . B a n k Y u d h a 

B h a k t i s a n g a t b a i k d a n m u d a h , t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n 

m e n j a w a b s a n g a t s e t u j u 5 0 r e s p o n d e n ( 6 4 , 1 % ) , s e t u j u s e b a n y a k 18 

r e s p o n d e n ( 2 3 , 1 % ) , n e t r a l 5 r e s p o d e n ( 6 , 4 % ) , s e t u j u s e b a n y a k 3 

r e s p o n d e n ( 3 , 8 % ) d a n s a n g a t t i d a k s e t u j u 2 r e s p o n d e n ( 2 , 6 % ) . H a l 

t e r s e b u t m e n g g a m b a r k a n m a y o r i t a s r e s p o d e n s a n g a t s e t u j u b a h w a 

t e r s e d i a n y a f a s i l i t a s - f a s i l i t a s p e r b a n k a n y a n g m o d e r e n d i P T . B a n k 

Y u d h a B h a k t i c a b a n g P a l e m b a n g . 

Tabel IV.6 
Ruangan pada f r o n t office bersih dan penampilan karyawan enak dipandang. 

P 2 

F r e q u e n c y P e r c e n t V a l i d P e r c e n t C u m u l a t i v e P e r c e n t 

V a l i d 1 2 2 . 6 2 . 6 2 . 6 

2 3 3 . 8 3 . 8 6 . 4 

3 2 2 . 6 2 . 6 9 . 0 

4 2 6 3 3 . 3 3 3 . 3 4 2 . 3 

5 4 5 5 7 , 7 5 7 . 7 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n l a b e l 1 V . 6 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n ; R u a n g a n p a d a 

front office b e r s i h d a n p e n a m p i l a n k a r y a w a n e n a k d i p a n d a n g s a n g a t 

b a i k , t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t s e t u j u 4 5 

r e s p o n d e n ( 5 7 , 7 % ) , s e t u j u s e b a n y a k 2 6 r e s p o n d e n ( 3 3 , 3 % ) , n e t r a l 2 

r e s p o d e n ( 2 , 6 % ) , t i d a k s e t u j u 3 r e s p o n d e n ( 3 , 8 % ) d a n s a n g a t t i d a k 
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s e t u j u 2 r e s p o n d e n ( 2 . 6 % ) . H a l t e r s e b u t m e n g g a m b a r k a n r e s p o d e n 

m a y o r i t a s s a n g a t s e t u j u b a h w a r u a n g a n p a d a front office B a n k Y u d h a 

B h a k t i c a b a n g P a l e m b a n g b e r s i h d a n p e n a m p i l a n k a r y a w a n e n a k 

d i p a n d a n g . 

Tabel 1V.7 
Karyawan/ti front office mampu menyelesaikan transaksi keuangan dengan 

tepat sesuai prosedur 

F r e q u e n c y P e r c e n t V a l i d P e r c e n t C u m u l a t i v e P e r c e n t 

V a l i d 1 2 2 . 6 2 . 6 2 , 6 

2 1 1 . 3 1 . 3 3 . 8 

3 6 7 . 7 7 . 7 1 1 . 5 

4 1 6 2 0 . 5 2 0 . 5 3 2 . 1 

5 5 3 6 7 . 9 6 7 . 9 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e l I V . 7 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : K a r y a w a n / t i 

front office m a m p u m e n y e l e s a i k a n t r a n s a k s i k e u a n g a n d e n g a n t e p a t 

s e s u a i p r o s e d u r d i P T . B a n k Y u d h a B h a k t i s a n g a t b a i k d a n t e p a t , 

t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t s e t u j u 5 3 

r e s p o n d e n ( 6 7 . 9 % ) , s e t u j u s e b a n y a k 16 r e s p o n d e n ( 2 0 , 5 % ) . n e t r a l 6 

r e s p o d e n ( 7 , 7 % ) d a n s a n g a t t i d a k s e t u j u 2 r e s p o n d e n ( 2 , 6 % ) . H a l 

t e r s e b u t m e n g g a m b a r k a n r e s p o d e n m a y o r i t a s s a n g a t s e t u j u 

K a i y a w a n / l i / i ' o / ; / office m a m p u m e n y c i c s a i k a n t r a n s a k s i k e u a n g a n 

d e n g a n t e p a t s e s u a i p r o s e d u r . 
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T a h e l I V . 8 
Karyawan/ti f r o n t office mampu melayani dengan cepat dan tanggap 

terhadap kemauan nasabah 

p 2 

F r e q i i c n c > I V T C C I U V a l i d P e r c e n t C i i m u l a t i c e P e r c e i i i 

V a l i d 1 1 1 . 3 1 . 3 1 . 3 

2 3 3 . 8 3 . 8 5 . 1 

3 5 6 . 4 6 . 4 1 1 . 5 

4 1 9 2 4 . 4 2 4 . 4 3 5 . 9 

5 5 0 6 4 . 1 6 4 . 1 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e l I V . 8 , t e r s e b u t d i a l a s , m a k a d a p a t 

dijelaskan t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : K a r y a w a n / t i 

front office m a m p u m e l a y a n i d e n g a n c e p a t d a n t a n g g a p t e r h a d a p 

k e m a u a n n a s a b a h d i P T . Y u d h a B h a k l i c a b a n g p a l e m b a n g s a n g a t 

b a i k d a n c e p a t , t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t 

s e t u j u 5 0 r e s p o n d e n ( 6 4 , 1 % ) , s e t u j u s e b a n y a k 1 9 r e s p o n d e n ( 2 4 , 4 % ) . 

n e t r a l 5 r e s p o d e n ( 6 , 4 % ) , t i d a k s e t u j u 3 r e s p o n d e n ( 3 , 8 % ) d a n s a n g a t 

t i d a k s e t u j u I r e s p o n d e n ( 1 , 3 % ) . H a l t e r s e b u t m e n g g a m b a r k a n 

r e s p o d e n m a y o r i t a s s a n g a t s e t u j u K a r y a w a n / t i / w / j / office m a m p u 

m e l a y a n i d e n g a n c e p a t d a n t a n g g a p t e r h a d a p k e m a u a n n a s a b a h d i 

P T . B a n k Y u d h a B h a k l i s a n g a t b a i k d a n c e p a t . 
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Tabel TV.9 
Karyawan/ti Bank Yudha Bhakti mampu menanggapi dengan cepat 

setiap nasabah 
P 1 

F r e q u e r i c ) P c r c c i U V a l i d P e r c e n l ( . " u m u l a i i v e P e r c e n t 

V a l i d 2 

3 

4 

5 

T o t a l 

1 

7 

1 8 

5 2 

7 8 

1 . 3 

9 . 0 

2 3 . 1 

6 6 . 7 

1 0 0 . 0 

9 . 0 

2 3 . 1 

6 6 . 7 

1 0 0 . 0 

1 , 3 

1 0 . 3 

3 3 3 

1 0 0 . 0 

Sumber : Hasil c ata Pengola lan Data 2< )15 

B e r d a s a r k a n T a b e i I V . 9 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : K a r y a w a n / t i 

B a n k Y u d h a B h a k t i m a m p u m e n a n g g a p i d e n g a n c e p a t s e t i a p 

n a s a b a h , s a n g a t b a i k d a n c e p a t t a n g g a p . T e r l i h a t b a h w a m a y o r i t a s 

r e s p o d e n m e n j a w a b s a n g a t s e t u j u 5 2 r e s p o n d e n ( 6 6 , 7 % ) , s e t u j u 

s e b a n y a k 1 8 r e s p o n d e n ( 2 3 , 1 % ) , n e t r a l 7 r e s p o d e n ( 9 , 0 % ) d a n t i d a k 

s e t u j u 1 r e s p o n d e n ( 1 , 3 % ) . H a l t e r s e b u t m e n g g a m b a r k a n r e s p o d e n 

m a y o r i t a s s a n g a t s e t u j u K a r y a w a n / t i B a n k Y u d h a B h a k t i m a m p u 

m e n a n g g a p i d e n g a n c e p a t s e t i a p n a s a b a h , s a n g a t b a i k d a n c e p a t 

t a n g g a p 
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Tabel T V . 10 
Karyawan/ti front office mampu menyigapi dengan cepat setiap keluhan 

nasabah 
p 2 

j - r e q u e u e ) I ' e r c e n l V a l i d P e r c e n l C ' u m u l a l i v e P e r c e n t 

V a l i d 1 1 1.3 1 .3 1.3 

2 5 6 . 4 6 . 4 7 , 7 

3 2 2 . 6 2 . 6 1 0 . 3 

4 2 6 3 3 . 3 3 3 . 3 4 3 . 6 

5 4 4 5 6 , 4 5 6 . 4 1 0 0 . 0 

T o t a l 7 8 1 0 0 , 0 1 0 0 . 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e l I V . 1 0 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : K a r y a w a n / t i 

front office m a m p u m e n y i g a p i d e n g a n c e p a t s e t i a p k e l u h a n n a s a b a h 

d i P T . B a n k Y u d h a B h a k t i c a b a n g P a l e m b a n g s a n g a t b a i k , s i g a p d a n 

c e p a t , t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t s e t u j u 4 4 

r e s p o n d e n ( 5 6 , 4 % ) , s e t u j u s e b a n y a k 2 6 r e s p o n d e n ( 3 3 , 3 % ) . n e t r a l 2 

r e s p o d e n ( 2 , 6 % ) . s e t u j u 5 r e s p o n d e n ( 6 , 4 % ) d a n s a n g a t t i d a k s e t u j u 

1 r e s p o n d e n ( 1 , 3 % ) . H a ! t e r s e b u t m e n g g a m b a r k a n r e s p o d e n 

m a y o r i t a s s a n g a t s e t u j u K a r y a w a n / t i front office m a m p u m e n y i g a p i 

d e n g a n c e p a t s e t i a p k e l u h a n n a s a b a h d i P T . B a n k Y u d h a B h a k l i 

s a n g a t b a i k , s i g a p d a n c e p a t . 
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Tabel I V . l l 
Mempercayai Bank Yudha Bhakti sebagai tempat menyimpan dan 

menyalurkan gaji pegawai 
p 1 

F r e q u e n c y P e r c e n t V a l i d P e r c e n l C u m u l a t i v e P e r c e n t 

V a l i d 1 1 1 . 3 1 . 3 1 . 3 

2 4 5 . 1 5 . 1 6 , 4 

3 8 1 0 . 3 1 0 . 3 1 6 . 7 

4 2 2 2 8 . 2 2 8 . 2 4 4 . 9 

5 4 3 5 5 . 1 5 5 . 1 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 , 0 

Sumber : Hasil data Pengola han Data 2015 

B e r d a s a r k a n T a b e l I V . 1 2 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : M e m p e r c a y a i 

B a n k Y u d h a B h a k t i s e b a g a i t e m p a t m e n y i m p a n d a n m e n y a l u r k a n 

g a j i p e g a w a i d i P T . B a n k Y u d h a B a h k t i s a n g a t b a i k d a n a m a n , 

t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t s e t u j u 4 3 

r e s p o n d e n ( 5 5 , 1 % ) , s e t u j u s e b a n y a k 2 2 r e s p o n d e n ( 2 8 , 2 % ) , n e t r a l 8 

r e s p o d e n ( 1 0 , 3 % ) , t i d a k s e t u j u 4 r e s p o d e n ( 5 , 1 % ) d a n s a n g a t t i d a k 

s e t u j u 1 r e s p o n d e n ( l , 3 % ) . H a l t e r s e b u t m e n g g a m b a r k a n r e s p o d e n 

m a y o r i t a s s a n g a t s e t u j u M e m p e r c a y a i B a n k Y u d h a B h a k l i s e b a g a i 

t e m p a t m e n y i m p a n d a n m e n y a l u r k a n g a j i p e g a w a i s a n g a t b a i k d a n 

a m a n . 
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Tabel IV. 12 
Karyawan/ti Bank Yudha Bhakti melayani dengan ramah kepada 

setiap nasabah dan calon nasabah 
p 2 

F r e q u e n c y P e r c e n t V a l i d P e r c e n t C u m u l a t i v e P e r c e n l 

V a l i d 2 1 1.3 1 .3 1 3 

3 9 1 1 - 5 1 1 . 5 1 2 . 8 

4 2 2 2 8 . 2 2 8 . 2 4 1 . 0 

5 4 6 5 9 . 0 5 9 . 0 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e l I V . 12 , t e r s e b u t d i a t a s . m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : K a r y a w a n / t i 

B a n k Y u d h a B h a k t i m e l a y a n i d e n g a n r a m a h k e p a d a s e t i a p n a s a b a h 

d a n c a l o n n a s a b a h d i P T . B a n k Y u d h a B h a k t i s a n g a t b a i k , d a n 

r a m a h , t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t s e t u j u 4 6 

r e s p o n d e n ( 5 9 , 0 % ) , s e t u j u s e b a n y a k 2 2 r e s p o n d e n ( 2 8 , 2 % ) , n e t r a l 9 

r e s p o d e n ( 1 1 , 5 % ) d a n t i d a k s e t u j u 1 r e s p o n d e n ( l , 3 % ) . H a l t e r s e b u t 

m e n g g a m b a r k a n r e s p o d e n m a y o r i t a s s a n g a t s e t u j u K a r y a w a n / t i 

B a n k Y u d h a B h a k t i m e l a y a n i d e n g a n r a m a h k e p a d a s e l i a p n a s a b a h 

d a n c a l o n n a s a b a h s a n g a t b a i k d a n r a m a h . 
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Tabel fV.13 
Karyawan/ti f r o n t office tidak membedakan kualitas pelayanan terhadap 

seluruh nasabah yang datang 

P 1 

F r e q u e n c y P e r c e n t V a l i d P e r c e n t C u m u l a t i v e P e r c e n t 

V a l i d 1 2 2 , 6 2 . 6 2 . 6 

2 3 3 , 8 3 . 8 6 . 4 

3 6 7 . 7 7 . 7 1 4 . 1 

4 1 9 2 4 . 4 2 4 . 4 3 8 . 5 

5 4 8 6 1 . 5 6 1 . 5 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e l I V . 13 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : K a r y a w a n / t i 

front office t i d a k m e m b e d a k a n k u a l i t a s p e l a y a n a n t e r h a d a p s e l u r u h 

n a s a b a h y a n g d a t i n g d i P T . b a n k Y u d h a b h a k t i c a b a n g P a l e m b a n g 

s a n g a t b a i k , t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t 

s e t u j u 4 8 r e s p o n d e n ( 6 1 , 5 % ) , s e t u j u s e b a n y a k 1 9 r e s p o n d e n 

( 2 4 , 4 % ) . n e t r a l 6 r e s p o d e n ( 7 , 7 % ) , t i d a k s e t u j u 3 r e s p o d e n ( 3 , 8 % ) 

d a n s a n g a t t i d a k s e t u j u 2 r e s p o n d e n ( 2 , 6 % ) . H a l t e r s e b u t 

m e n g g a m b a r k a n r e s p o d e n m a y o r i t a s s a n g a t s e t u j u K a r y a w a n / t i / r o / ? / 

office t i d a k m e m b e d a k a n k u a l i t a s p e l a v a n a n t e r h a d a p s e l u r u h 

n a s a b a h y a n g d a t a n g d i P T . B a n k Y u d h a B h a k i . 
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Tabel TV. 14 
Karyawan/ti Bank Yudha Bhakti memberikan kemudahan dalam 

berkomunikasi kepada setiap nasabah 
p 2 

F r e q u e n c y P e r c e n t V a l i d P e r c e n t C u m u l a t i v e P e r c e n t 

V a l i d 1 2 2 . 6 2 . 6 2 . 6 

2 3 3 . 8 3 . 8 6 . 4 

3 3 3 . 8 3 . 8 1 0 3 

4 2 6 3 3 . 3 3 3 . 3 4 3 . 6 

5 4 4 5 6 . 4 5 6 . 4 1 0 0 . 0 

T o l a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : TTasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e l I V . 1 4 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : K a r y a w a n / t i 

B a n k Y u d h a B h a k t i m e m b e r i k a n k e m u d a h a n d a l a m b e r k o m u n i k a s i 

k e p a d a s e t i a p n a s a b a h d l P T . B a n k Y u d h a B h a k t i s a n g a t m u d a h 

t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b s a n g a t s e t u j u 4 4 

r e s p o n d e n ( 5 6 , 4 % ) , s e t u j u s e b a n y a k 2 6 r e s p o n d e n ( 3 3 , 3 % ) , n e t r a l 3 

r e s p o d e n ( 3 , 8 % ) , t i d a k s e t u j u 3 r e s p o d e n ( 3 , 8 % ) d a n s a n g a t t i d a k 

s e t u j u s e b a n y a k 2 r e s p o n d e n ( 2 , 6 % ) . H a l t e r s e b u t m e n g g a m b a r k a n 

r e s p o d e n m a y o r i t a s s a n g a t s e t u j u K a r y a w a n / t i B a n k Y u d h a B h a k t i 

m e m b e r i k a n k e m u d a h a n d a l a m b e r k o m u n i k a s i k e p a d a s e t i a p 

n a s a b a h d i P I . B a n k Y u d h a B h a k t i s a n g a t b a i k . 



4 2 

Tabel IV. 15 
Memilih produk Bank \'udha Bhakti 

p i 

I T e q u c n c y P e r c e n t V a l i d P e r c e n t C u t n u l a t i v e P e r c e n t 

V i i l i c l 3 6 7 . 7 7 . 7 7 . 7 

4 2 9 3 2 . 1 3 2 . 1 3 9 . 7 

5 4 7 6 0 . 3 6 0 , 3 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 . 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e ! I V . 15 , t e r s e b u t d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : M e m i l i h 

p r o d u k B a n k Y u d h a B h a k t i s a n g a t b a i k , t e r l i h a t b a h w a m a y o r i t a s 

r e s p o d e n m e n j a w a b s a n g a t s e t u j u 4 7 r e s p o n d e n ( 6 0 , 3 % ) , s e t u j u 

s e b a n y a k 2 9 r e s p o n d e n ( 3 2 , 1 % ) , n e t r a l 6 r e s p o d e n ( 7 , 7 % ) . H a l 

t e r s e b u t m e n g g a m b a r k a n r e s p o d e n m a y o r i t a s s a n g a t s e t u j u m e m i l i h 

p r o d u k B a n k Y u d h a B h a k t i . 

T a b e l I V . 1 6 

Memilih Bank Yudha Bhakti sebagai tempat transaksi perbankan karena 

lebih dipercaya 

P 2 

F r e q u e n c y P e r c e n t V a l i d P e r c e n t C u m u l a t i v e P e r c e n t 

V a l i d 2 3 3 . 8 3 . 8 3 , 8 

J 7 9 . 0 9 . 0 1 2 . 8 

4 3 0 3 8 . 5 3 8 . 5 5 1 .3 

5 3 8 4 8 1 4 8 7 K i l l ' I 

T o t a l 7 8 i O O . O 1 0 0 , 0 

Sumber : Hasil data Pengolahan Data 2 0 1 5 

B e r d a s a r k a n 1 a b e l I V . 1 6 . t e r s c b i U d i a t a s , m a k a d a p a t 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n ; M e m i l i h B a n k 
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Y u d h a B h a k t i s e b a g a i t e m p a t t r a n s a k s i p e r b a n k a n k a r e n a l e b l h 

d i p e r c a y a s a n g a t b a i k d a n t e p a t . T e r l i h a t b a h w a m a y o r i t a s r e s p o d e n 

m e n j a w a b s a n g a t s e t u j u 3 8 r e s p o n d e n ( 4 8 , 7 % ) , s e t u j u s e b a n y a k 3 0 

r e s p o n d e n ( 3 8 , 5 % ) , n e t r a l 7 r e s p o d e n ( 9 , 0 % ) , t i d a k s e t u j u 3 

r e s p o d e n ( 3 , 8 % ) . H a l t e r s e b u t m e n g g a m b a r k a n r e s p o d e n m a y o r i t a s 

s a n g a t s e t u j u m e m i l i h B a n k Y u d h a B h a k l i s e b a g a i t e m p a t t r a n s a k s i 

p e r b a n k a n k a r e n a l e b i h d i p e r c a y a s a n g a t b a i k . 

Tabel IV.17 
Memilih Bank Yudha Bhakti karena biaya Administrasi lebih murah 

dibanding Bank lain 

p 3 
F r e q u e n c y P e r c e n t V a l i d P e r c e n t C u m u l a t i v e P e r c e n l 

V a l i d 3 4 5 . 1 5 . 1 5 , 1 

4 2 6 3 3 . 3 3 3 . 3 3 8 . 5 

5 4 8 6 1 . 5 6 1 . 5 1 0 0 . 0 

T o t a l 7 8 1 0 0 . 0 1 0 0 , 0 

Sumber : Hasil data Pengolahan Data 2015 

B e r d a s a r k a n T a b e l I V . 1 7 . t e r s e b u t d i a t a s , m a k a d a p a i 

d i j e l a s k a n t a n g g a p a n r e s p o d e n t e r h a d a p p e r t a n y a a n : M e m i l i h B a n k 

Y u d h a B h a k t i k a r e n a b i a y a . A d m i n i s t r a s i l e b i h m u r a h d i b a n d i n g 

B a n k l a i n s a n g a t t e p a t , t e r l i h a t b a h w a m a y o r i t a s r e s p o d e n m e n j a w a b 

s a n g a t s e t u j u 4 8 r e s p o n d e n ( 6 1 . 5 % ) , s e t u j u s e b a n y a k 2 6 r e s p o n d e n 

( 3 3 , 3 % ) . d a n n e t r a l 4 r e s p o d e n ( 5 . 1 ) . H a l t e r s e h u t m e n g g a m b a r k a n 

r e s p o d e n m a y o r i t a s m e m i l i h B a n k Y u d h a B h a k t i k a r e n a b i a y a 

A d m i n i s t r a s i l e b i h m u r a h d i b a n d i n g B a n k l a i n s a n g a t t e p a t . 
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B. Pembahasan Hasil Peneiitian 

1. Analisis Regresi Linear Berganda 

B e r i k u t i n i a k a n d i l a k u k a n a n a l i s i s p a d a p e n g a r u h i n d i c a t o r 

Tangibles ( X l / Reability ( X 2 ) . Responsivness ( X 3 ) , Assurance ( X 4 ) 

ilan Emphaty ( X 5 ) t e r h a d a p K e p u t u s a n P e m b e l i a n ( Y ) p a d a P I . B a n k 

Y u d h a B h a k t i c a b a n g P a l e m b a n g 

Tabel IV. 18 
Hasil uji Regresi Linear Beganda 

C o e f f i c i e n t s ' 

M o d e l 

U n s t a n d a r d i z e d C o e f T i c i e n t s S t a n d a r d i z e d C o e f T i c i e n t s 

I S i g . 

C o i l i n e a r i l y S t a t i s t i c s 

M o d e l B S t d . E r r o r B e t a I S i g . T o l e r a n c e V I F 

1 ( C o n s t a n t ) - . 5 4 3 1 , 1 1 9 - . 4 8 5 . 6 2 9 

T a n g i b l e s . 5 3 9 . 1 8 1 . 3 5 4 2 . 9 7 7 . 0 0 4 . 3 3 5 2 . 9 8 9 

R e l i a b i l i t y . 4 0 0 . 1 9 5 . 2 5 9 2 . 0 5 4 . 0 4 4 . 2 9 7 3 . 3 7 1 

R e s p o n s i v n e s s . 4 4 0 . 1 6 1 , 2 8 3 2 . 7 3 6 . 0 0 8 . 4 4 1 2 . 2 7 0 

A s s u r a n c e . 0 2 3 . 1 8 0 . 0 1 5 . 1 2 8 . 8 9 8 . 3 2 4 3 . 0 8 8 

t m p a t b y . 0 0 3 I K l . 0 0 2 . 0 1 9 . 9 8 5 . 3 2 6 3 . 0 6 9 

a . D e p e n d e n t V a r i a b l e : K e p u l u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

S u m b e r : H a s i l P e n g o l a h a n D a t a D e n g a n S P S S V e r s i . 1 6 . 2 0 1 2 

B e r d a s a r k a n T a b e l I V , 2 3 d i p e r o l e h k o e f i s i e n r e g r e s i m a s i n g -

m a s i n g v a r i a b e l y a i t u n i l a i k o n s t a m t a s e b e s a r - 0 . 5 4 3 . k o e f i s i e n r c g r c s i 

v a r i a b e l Tangibles ( X I ) s e b e s a r 0 , 5 3 9 , Reability ( X 2 ) s e b a s a r 0 , 4 0 0 , 

Responsivness ( X 3 ) s e b e s a r 0 . 4 4 0 Assurance (X4) s e b e s a r 0 . 0 2 3 d a n 

Empathy ( X 5 ) s e b e s a r 0 . 0 0 3 . D a r i k o c f i s i e n - k o e f i s i e n l e r s e h u l d a p a t 

d i b e n t u k s u a t u p e r s a m a a n r e g r e s i y a i t u s e b a g a i b e r i k u t ; 

Y = a + b i X i + b 2 X 2 + b 3 X 3 + b 4 X 4 + b ' ^ X ^ 

Y = - O . 5 4 3 + 0 , 0 5 3 O X i - 0 , 4 0 0 X : A l , 4 4 0 X 3 + 0 , 0 2 3 X 4 - f 0 . 0 0 3 X 5 
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a = - 0 . 5 4 3 a d a l a h b i l a n g a n k o n s t a n t a , a r t i n y a a p a b i l a v a r i a b e l 

Tangibles X i , Reability X2, Responsivness X3, Assurance X4 dan 

Emphathy X 5 t i d a k . K e p u t u s a n P e m b e l i a n ( Y ) t e r h a d a p K u a l i t a s 

P e l a y a n a n y a n g d i b e r i k a n P T . B a n k Y u d h a B h a k t i c a b a n g P a l e m b a n g 

s e b e s a r - 0 , 5 4 3 . 

b l = 0 , 5 3 9 a d a l a h k o e f i s i e n r e g r e s i v a r i a b e l Tangibles X i . a r t i n y a 

a p a b i l a Tangibles X i . m e n i n g k a t s e b e s a r s a t u s a t u a n , m a k a a k a n 

d i i k u t i d e n g a n p e n i n g k a t a n K e p u t u s a n P e m b e l i a n ( Y ) t e r h a d a p 

Tangibles y a n g d i b e r i k a n o l e h P T . B a n k Y u d h a B h a k t i y a i t u 0 , 5 3 9 

s a t u a n , s e m e n t a r a y a n g l a i n t e t a p . A p a b i l a Tangibles ( X i ) m e n u r u n 

s e b e s a r s a t u s a t u a n , m a k a a k a n d i k u t i d e n g a n p e n u r u n a n K e p u t u s a n 

P e m b e l i a n ( Y ) t e r h a d a p Tangibles y a n g d i b e r i k a n o l e h P T . B a n k 

Y u d h a B h a k t i , y a i t u 0 , 0 5 3 s a t u a n . 

b 2 = 0 , 4 0 0 a d a l a h k o e f i s i e n r e g r e s i v a r i a b e l Reability X : a r t i n y a 

a p a b i l a Reability X2. m e n i n g k a t s e b e s a r s a t u s a t u a n . m a k a a k a n 

d i i k u t i d e n g a n p e n i n g k a t a n K e p u t u s a n P e m b e l i a n ( Y ) t e r h a d a p 

Reability y a n g d i b e r i k a n o l e h P i . B a n k Y u d h a B h a k t i y a i t u 0 , 4 0 0 

s a t u a n , s e m e n t a r a y a n g l a i n t e t a p . A p a b i l a Reability [Xi) m e n u r u n 

s e b e s a r s a t u s a t u a n . m a k a a k a n d i k n t i d e n g a n p e n u r u n a n K e p u l u s a n 

P e m b e l i a n ( Y ) t e r h a d a p Reability y a n g d i b e r i k a n o l e h P T . B a n k 

Y u d h a B h a k t i . y a i t u 0 . 1 4 7 s a t u a n . 

b 3 = 0 , 4 4 0 a d a l a h k o e f i s i e n r e g r e s i v a r i a b e l Responsivness X i a r t i n y a 

a p a b i l a Responsiveness [Xi). m e n i n g k a t s e b e s a r s a t u s a t u a n , m a k a 
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a k a n d i i k u t i d e n g a n p e n i n g k a t a n K e p u t u s a n P e m b e l i a n ( Y ) t e r h a d a p 

R e s p o n s i v e n e s y a n g d i b e r i k a n o l e h P T . B a n k Y u d h a B h a k t i y a i t u 

0 , 4 4 0 s a t u a n , s e m e n t a r a y a n g l a i n t e t a p . A p a b i l a Responsivness ( X 3 ) 

m e n u r u n s e b e s a r s a t u s a t u a n . m a k a a k a n d i k u t i d e n g a n p e n u r u n a n 

K e p u t u s a n P e m b e l i a n ( V ) t e r h a d a p Responsivness y a n g d i b e r i k a n o l e h 

P T . B a n k Y u d h a B h a k t i , y a i t u 0 , 4 4 0 s a t u a n . 

b 4 = 0 , 0 2 3 a d a l a h k o e f i s i e n r e g r e s i v a r i a b e l Assurance X 4 , a r t i n y a 

a p a b i l a Assurance X 4 . m e n i n g k a t s e b e s a r s a t u s a t u a n , m a k a a k a n 

d i i k u t i d e n g a n p e n i n g k a t a n K e p u t u s a n p e m b e l i a n ( Y ) t e r h a d a p 

Assurance y a n g d i b e r i k a n o l e h P T . B a n k Y u d h a B h a k t i y a i t u 0 , 0 2 3 

s a t u a n , s e m e n t a r a y a n g l a i n t e t a p . A p a b i l a Assurance (Xa) m e n u r u n 

s e b e s a r s a t u s a t u a n , m a k a a k a n d i k u t i d e n g a n p e n u r u n a n K e p u l u s a n 

p e m b e l i a n ( Y ) t e r h a d a p Assurance y a n g d i b e r i k a n o l e h P T . B a n k 

Y u d h a B h a k t i , y a i t u 0 , 0 2 3 s a t u a n . 

b5= 0 , 0 0 3 a d a l a h k o e f i s i e n r e g r e s i v a r i a b e l Emphaty X s , a r t i n y a 

a p a b i l a Emphaty X 5 . m e n i n g k a t s e b e s a r s a t u s a t u a n , m a k a a k a n d i i k u t i 

d e n g a n p e n i n g k a t a n K e p u t u s a n P e m b e l i a n ( Y ) t e r h a d a p Emphaty y a n g 

d i b e r i k a n o l e h P T , B a n k Y u d h a B a h k i i y a i t u 0 , 0 0 3 s a t u a n , s e m e n t a r a 

y a n g l a i n t e t a p . A p a b i l a Emphaty ( X A m e n u r u n s e b e s a r s a t u s a t u a n . 

m a k a a k a n d i k u t i d e n g a n p e n u r u n a n K e p u t u s a n P e m b e l i a n ( Y ) 

t e r h a d a p Emphaty y a n g d i b e r i k a n o l e h P T . B a n k Y u d h a B h a k t i y a i t u 

0 , 0 0 3 s a t u a n . 
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2. U j i F 

A n o v a u j i F b e r t u j u a n u n t u k m e n g e t a h u i a p a k a h v a r i a b e l Tangibles 

( X I ) , Reability ( X 2 ) , Responsivness ( X 3 ) , Assurance ( X 4 ) . d a n 

Emphaty ( X % ) ( s e c a r a s i m u t a n ) b e r p e n g a r u h t e r h a d a p K e p u t u s a n 

P e m b e l i a n ( Y ) p a d a P T . B a n k Y u d h a B h a k t i c a b a n g P a l e m b a n g . 

a ) M e n e n t u k a n h i p o t e s i s . 

H o : t i d a k a d a p e n g a r u h K u a l i t a s p e l a y a n a n s e c a r a s i m u l t a n 

t e r h a d a p K e p u t u s a n P e m b e l i a n N a s a b a h p a d a P T . B a n k Y u d h a 

B h a k t i c a b a n g P a l e m b a n g . 

H a : a d a p e n g a r u h K u a l i t a s p e l a y a n a n t e r h a d a p K e p u t u s a n 

P e m b e l i a n N a s a b a h p a d a P T . B a n k Y u d h a B h a k t i c a b a n g 

P a l e m b a n g . 

b ) F t a b e l 

M e n e t u k a n F t a b e ! d e n g a n t i n g k a t k e y a k i n a n 9 5 % t a r a f n y a t a ( a ) = 

5 % d e n g a n p e n y e b u t ( n - k - 1 ) ^ ( 7 8 - 5 - l ) = 7 2 d a n p e m b i l a n g ( k = 5 ) 

a d a l a h 2 , 3 4 0 

c ) F h i t u n g 

H a s i l a n a l i s i s F h i t u n g d e n g a n p r o g r a m S P S S v e r s i 1 6 , d i d a p a t 

n i l a i F h i t u n g s e b e s a r 2 7 . 8 9 4 

d ) M e n a r i k k e s i m p u i a n 

J i k a Fhitung > F tabei m a k a H o d i t o l a k d a n H a d i t e r i m a , s e d a n g k a n 

j i k a Fhitung < Ftabel. m a k a H o d i t e r i m a d a n H a d i t o l a k . 
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A d a p u n h a s i l n y a d a p a t d i l i h a t p a d a t a b e l b e r i k u t i n i 

Tabel IV . '9 
Hasil Pengujian Hipotesis F 

A N O V A " 

M o d e l S u m o f S q u a r e s d f M e a n S q u a r e I - S i g . 

1 R e g r e s s i o n 2 7 9 . 5 9 6 5 5 5 . 9 1 9 2 7 . 8 9 4 . 0 0 0 ' 

R e s i d u a l 1 4 4 . 3 4 1 7 2 2 . 0 0 5 

T o t a l 4 2 3 . 9 3 7 7 7 

a . P r e d i c t o r s : {Constant), Tangibles, Reability, Responsiveness. Assurance, Empathy 

b . D e p e n d e n t V a r i a b l e ; K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

S u m b e r : hasil Pengolahan Data Dengan SPSS Versi 7 6 . 2 0 1 5 

B e r d a s a r k a n T a b e l I V . 2 0 A n o v a t e r s e b u t d i a t a s , d a p a t i l i h a t 

b a h w a n i l a i F h i t u n g a d a l a h s e b e s a r 2 7 . 8 9 4 . S e d a n g k a n F t a b e l d e n g a n 

t a r a f n y a t a ( a ) = 5 % d e n g a n p e n y e b u t ( n - k - l ) = { 7 8 - 5 - l ) = 7 2 d a n 

p e m b i l a n g ( k - 5 ) a d a l a h s e b e s a r 2 , 3 4 0 . 

P a d a p e n e i i t i a n i n i F h i t u n g ( 2 7 . 8 9 4 ) > F t a b e l ( 2 , 3 4 0 ) , m a k a H o 

d i t o l a k d a n H a d i t e r i m a . H a l t e r s e b u t b e r a r t i b a h w a a d a n y a p e n g a r u h 

s i g n f i k a n a n t a r a b u k t i n y a t a , k e a n d a l a n , d a y a t a n g g a p , j a m i n a n . 

e m p a t i s e c a r a s i m u l t a n t e r h a d a p K e p u t u s a n P e m b e l i a n d i P I . B a n k 

Y u d h a B h a k t i . 

3. Uj i t 

U j i t b e r t u j u a n u n t u k m e n g e t a h u i a p a k a h v a r i a b e l b e b a s 

{Tangibles, Reability, Responsivess, Assurance dan Empathy) s e c a r a 

p a r s i a l b e r p e n g a r u h t e r h a d a p t e r h a d a p v a r i a b e l t e r i k a t ( K e p u t u s a n 

P e m b e l i a n ) . 
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a ) M e n e n t u k a n h i p o t e s i s 

H o : t i d a k a d a p e n g a r u h K u a l i t a s P e l a y a n a n t e r h a d a p K e p u t u s a n 

N a s a b a h B a n k Y u d h a B h a k t i c a b a n g P a l e m b a n g 

H a : a d a p e n g a r u h K u a l i t a s P e l a y a n a n t e r h a d a p K e p u t u s a n 

P e m b e l i a n 

b ) T t a b e l 

M e n e t u k a n t t a b e l d e n g a n t a r a f n y a t a ( a ) - 5 % , d a n d f ( n - 2 ) = ( 7 8 -

2 ) = 7 6 , a d a l a h 1 , 9 9 2 

c ) T h i t u n g 

H a s i l a n a i s i s t h i t u n g d e n g a n m e n g u n a k a n p r o g r a m SPSS versi 16. 

D i p e r o l e h h a s i l t h i t u n g u n l u k Tangibles 2 . 9 7 7 , Reabilily 2 . 0 5 4 , 

Responsivness 2 . 7 3 6 , Assurance 1 , 1 2 8 d a n Empathy 0,326 U n t u k 

l e b i h j e l a s n y a d a p a t d i l i h a t p a d a l a b e l . 

d ) M e n a r i k k e s i m p u i a n 

J i k a F h i t u n g > T t a b e l . m a k a H o d i t o l a k d a n H a d i i e r i m a . 

s e d a n g k a n j i k a F h i t u n g < T l a b e l m a k a H o d i t e r i m a d a H a d i t o l a k . 
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Tabel IV.2n 
Hasil Pengujian Hipotesis t 

C o e f T i c i e n t s ' 

M o d e l 

U n s l a n d a r d i z e d C o e f f i c i e n t s S t a n d a r d i z e d C o e f f i c i e n t s 

t S i g , 

C o l i i n e a r i t y S t a t i s t i c s 

M o d e l B S t d . E r r o r B e t a t S i g , 1 o l e r a n c e V I F 

1 ( C o n s t a n t ) - . 5 4 3 i 1 1 9 - 4 8 5 6 2 9 

T a n g i b l e s . 5 3 9 . 1 8 1 . 3 5 4 2 . 9 7 7 . 0 0 4 . 3 3 5 2 . 9 8 9 

R e l i a b i l i t y . 4 0 0 . 1 9 5 . 2 5 9 2 . 0 5 4 . 0 4 4 . 2 9 7 3 . 3 7 ! 

R e s p o n s i v n e s s . 4 4 0 . 1 6 1 . 2 8 3 2 . 7 3 6 . 0 0 8 . 4 4 1 2 . 2 7 0 

A s s u r a n c e . 0 2 3 . 1 8 0 . 0 1 5 . 1 2 8 . 8 9 8 , 3 2 4 3 . 0 8 8 

E m p a t h y . 0 0 3 . 1 8 1 . 0 0 2 . 0 1 9 . 9 8 5 . 3 2 6 3 . 0 6 9 

a . D e p e n d e n t V a r i a b l e : K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

N i l a i t t a b e l I V . 2 ! d e n g a n t a r a f n y a t a { a ) = 5 % , d a n d f { n - 2 ) = 7 6 , 

a d a l a h s e b e s a r 1 , 9 9 2 . B e r d a s a r k a n p a d a t a b e l , m a k a d a p a t d i j e l a s k a n 

p e n g a r u h m a s i n g - m a s i n g v a r i a b e l b e b a s {Tangibles, Reability, 

Responsivess. Assurance dan Empathy) s e c a r a p a r s i a l b e r p e n g a r u h 

t e r h a d a p v a r i a b e l t e r i k a t ( k e p u t u s a n p e m b e l i a n ) , s e b a g a i b e r i k u t : 

Gambar IV.2 
Kurva U j i t 

Pengaruh Variabel Tangibles secara parsial terhadap 
keputusan pembelian 

Daerah daerah 
penolakan Ho ^ penolakan Ho 

z L 
/ 

Daerah 
penerimaan Ho 

t 
- 1 , 9 9 2 

Sumbci : Delia diolah, 2 0 1 5 

+ 1 . 9 9 2 + 2 , 9 7 7 
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B e r d a s a r k a n t a b e l I V . 2 d i a t a s d a p a t d i l i h a t b a h w a n i l a i t 

h i t u n g u n t u k v a r i a b e l Tangibles ( X I ) t e r h a d a p • K e p u t u s a n 

p e m b e l i a n v ( Y ) a d a l a h s e b e s a r 2 , 9 7 7 , h a l i n i b e r a r t i t h i t u n g ( 2 , 9 7 7 ) > t 

t a b e l ( 1 , 9 9 2 ) , m a k a H o d i t o l a k d a n H a d i t e r i m a B e r a t i b a h w a a d a 

p e n g a r u h a n t a r a T a n g i b l e s t e r h a d a p K e p u t u s a n P e m b e l i a n ( Y ) 

Gambar IV.3 
Kurva Uji t 

Pengaruh Variabel Reabilty secara persial terhadap 
Keputusan Pembelian 

Daerah daerah 
penolakan Ho ^ ^ — ^ penolakan Ho 

Daerah 
penerimaan Ho 

- 1 . 9 9 2 

S u m b e r : DcUa diolah. 2 0 1 5 

+ 1 . 9 9 2 ^ 2 . 0 5 4 

B e r d a s a r k a n t a b e l I V . 3 coefficienls d i a t a s , d a p a t d i l i h a t 

b a h w a n i l a i t h i t u n g u n t i k v a r i a b e l Reabilily ( X 2 ) t e r h a d a p 

K e p u t u s a n P e m b e l i a n ( Y j a d a l a h 2 , 0 5 4 , h a l i n i b e r a r t i t h i t u n g 

( 2 , 0 5 4 ) > ( 1 . 9 9 2 ) , m a k a H o d i t o l a k d a n H a d i t e r i m a . B e r a r t i b a h w a 

a d a p e n g a r u h Reubiiiiy ( X 2 ) t e r h a d a p K e p u t u s a n P e m b e l i a n ( Y ) . 
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Gambar IV.4 
Kurva Uji t 

Pengaruh Variabel Responsivness secara parsial terhada;^ 
keputusan pembelian. 

Daerah 
penolakan Ho 

Daerah 
penolakan Ho 

Daerah 
penerimaan Ho 

- 1 , 9 9 2 

S u m b e r : Data diolah, 2 0 1 5 

+ 1 , 9 9 2 

t 
+ 2 , 7 3 6 

B e r d a s a r k a n t a b e l I V . 4 d i a t a s d a p a t d i l i h a t b a h w a n i l a i t 

h i t u n g u n t u k v a r i a b e l Responsivness ( X 3 ) t e r h a d a p K e p u t u s a n 

P e m b e l i a n ( Y ) a d a l a h s e b e s a r 2 , 7 3 6 h a l i n i b e r a r t i t h i t u n g { 2 , 7 3 6 ) > t 

t a b e l ( 1 , 9 9 2 ) , m a k a H o d i t o l a k d a n H a d i t e r i m a . B e r a t i b a h w a a d a 

p e n g a r u h a n t a r a R e s p o n s i v n e s s t e r h a d a p K e p u t u s a n P e m b e l i a n ( Y ) . 

Gambar IV.5 
Kurva Uji t 

Pengaruh VariabeMs^s^ura/ic^ secara parsial terhadap 
keputusan pembelian 

Daerah 
penolakan Ho 

Daerah 
penolakan Ho 

Daerah 
penerimaan Ho 

t 
- 1 , 9 9 2 

S u m b e r : Data diolah, 2 0 1 5 

1 , 1 2 8 ^ ' . 9 9 2 
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B e r d a s a r k a n t a b e l I V . 5 d i a t a s d a p a t d i l i h a t b a h w a n i l a i t 

h i t u n g u n t u k v a r i a b e l Assurance ( X 4 ) t e r h a d a p K e p u t u s a n 

P e m b e l i a n ( Y ) a d a l a h s e b e s a r 0 , 5 4 7 , h a l i n i b e r a r t i t h i t u n g ( 1 , 1 2 8 ) < 

t t a b e l ( 1 , 9 9 2 ) m a k a H o d i t e r i m a d a n H a d i t o l a k . B e r a t i b a h w a t i d a k 

a d a p e n g a r u h antara Assurance t e r h a d a p K e p u t u s a n P e m b e l i a n ( Y ) 

Gambar IV.6 
kurva Uji t 

Pengaruh Variabel Empathy secara parsial terhadap keputusan pembelian 

Daerah Daerah 

- 1 , 9 9 2 
+ 0 , 3 2 6 + 1 , 9 9 2 

S u m b e r : Data diolah, 2 0 1 5 

B e r d a s a r k a n t a b e l I V . 6 d i a t a s d a p a t d i l i h a t b a h w a n i l a i t 

h i t u n g u n t u k v a r i a b e l empathy ( X 5 ) t e r h a d a p K e p u t u s a n P e m b e l i a n 

( Y ) a d a l a h s e b e s a r 0 , 3 2 6 h a l i n i b e r a r t i t h i t u n g ( 0 , 3 2 6 ) < t t a b e l 

( 1 , 9 9 2 ) , m a k a H o d i i e r i m a d a n H a d i l o l a k . B e r a t i b a h w a t i d a k a d a 

p e n g a r u h a n t a r a emphaty t e r h a d a p K e p u t u s a n P e m b e l i a n ( Y ) 



B A B V 

SIMPULAN DAN SARAN 

A. Simpulan 

B e r d a s a r k a n h a s i l a n a l i s i s d a n p e m b a h a s a n m a k a d a p a t d i a m b i ! 

k e s i m p u i a n y a i t u s e b a g a i b e r i k u t : 

1 . A d a p e n g a r u h y a n g s i g n i f i k a n a n t a r a K u a l i t a s P e l a y a n a n (Tangibles. 

Reability, Responsivness, Assurance dan Empathy) s e c a r a s i m u l t a n 

t e r h a d a p K e p u l u s a n P e m b e l i a n N a s a b a h d i P T . B a n k Y u d h a B h a k t i c a b a n g 

P a l e m b a n g . 

2. A d a p e n g a r u h y a n g s i g n i f i k a n a n t a r a K u a l i t a s P e l a y a n a n (Tangibles, 

Reability, Responsivnes.s) s e c a r a p a r s i a l t e r h a d a p K e p u t u s a n P e m b e l i a n , 

s e d a n g k a n p a d a K u a l i t a s P e l a y a n a n (Assurance dan Empathy) t i d a k a d a 

p e n g a r u h y a n g s i g n i f i k a n s e c a r a p a r s i a l t e r h a d a p K e p u t u s a n P e m b e l i a n 

N a s a b a h d i P T . B a n k Y u d h a B h a k t i c a b a n g P a l e m b a n g . 

B . Saran 

B e r d a s a r k a n h a s i l a n a l i s i s b a h w a t e r d a p a t p e n g a r u h y a n g p o s i t i f a n i a n i 

v a r i a b e l k u a l i t a s p e l a y a n a n t e r h a d a p k e p u t u s a n P e m b e l i a n . t e t a p i p e n g a r u h 

m a s i h k e c i l d a n d i s a r a n k a n u n l u k m e m p e r b a i k i k u a l i t a s p e l a y a n a n n a s a b a h 

t e r u l a m a p a d a v a r i a b e l A.sMita/tce dan Empathy s e h i n g g a s e h i n g g a j u m l a h 

n a s a b a h d a p a t m e n i n g k a t , k a r e n a s e m a k i n b a n y a k j u m l a h n a s a b a h m a k a a k a n 

d a p a t m e n i n g k a t k a n k e u n t u n g a n d a n P T . B a n k Y u d h a B h a k t i d a p a t s e m a k i n 

t u m b u h d a n b e r k e m b a n g . 
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Kuisioner 

J u d u l p e n e i i t i a n : Pengaruh Kualitas Pelayanan Terhadap Keputusan Pembelian di 
PT. Bank Yudha Bhakti Cabang Palembang. 

I n d e n g t i t a s P e n e i i t i a n 

N a m a 

N I M 

M a h a s i s w a 

S e p t i l i a n a S a r i 

2 1 2 0 1 2 2 9 2 P 

F a k u l t a s E k o n o m i d a n B i s n i s U n i v e t s i t a s M u h a m m a d i y a h P a l e m b a n g 

1 . P r o d i r e s p o n d e n 
1 . J e n i s K e l a m i n 

2 . U s i a 

3 . P e n d i d i k a n 

: a . L a k i - l a k i 
b . P e r e m p u a n 

: a . < 3 0 t a h u n 

b . ( ) 4 1 - 5 0 t a h u n 

: a . S M P 
b . S M A 

* c o r e t y a n g t i d a k p e r l u 

c . 3 1 - 4 0 t a h u n 

d . > 5 0 t a l i u n 

c . A K A D E M I / D 3 
d . S A R J A N A / S l d a n S 2 

4 . P e k e r j a a n : a . P e g a w a i N e g e r i / S w a s t a 
b . P e n s i u n a n P N S / T N I / P O L R I 
e . P r o f e s i o n a l ( d o k t e r / I n s i n y i i r / d l l ) 

c . W i r a s w a s t a 
d . M a l i a s i s w a / P e l a j a r 

2 . P e n t u n j u k p e n g i s i a n k u e s i o n e r 
a . B a c a l a h d e n g a n b a i k p e r t a n y a a n - p e r t a n y a a n k u e s i o n e r b e r i k u t k e m u d i a n 
j a w a b l a h p e r t a n y a a n d e n g a n m e m b e r i k a n ( ) p a d a k o l o m a l t e r n a t i v e j a w a b a n 
y a n g t e l a h d i s e l e s a i k a n s e s u a i d e n g a n p i l i h a n a n d a . 
b . P i l i h l a h j a w a b a n : 
S S = S a n g a t S e t u j u 
S = S e t u j u 
N = N e t r a l 
T S = T i d a k S e t u j u 
S T S = S a n g a t T i d a k S e t u j u 
c . P e n e l i t i m e n g u c a p k a n t e r i m a k a s i h a t a s b a n t u a n d a n p a r t i s i p a s i b a p a k / i b u , 
s a u d a r a / I d a l a m p e n g i s i a n d a f t a r p e r t a n y a a n i n i . D i h a r a p k a n p e n e i i t i a n i n i a k a n 
b e r m a n f a a t . 



Kualiatas Pelayanan 

No Pertanyaan 
Jawaban 

No Pertanyaan 
SIS S i s O 1 o 

A 
A. 

lungioics \A.\.) 
1 
I . 

icrscQianya lasiuias-iasiiiias p c r u a i i K a n y a n g m o a e r n . 
2. R u a n g a n p a d a / r o / ? / office b e r s i h d a n p e n a m p i l a n k a r y a w a n 

B. Reability (X2) 
1 
1. 

ivdiydWaii/ujroni Office m a i n p u m e n y e i e s a i K a n i r a n s a K S i 
K c u a i i g d i i u e n g d n l e p d i s e s u d i p r o s e u u r . 

2 . Karyawan/ti/TO«r office m a m p u m e l a y a n i d e n g a n c e p a t 
/ H O f ! t i n i T m T \ t n i # H o n l ^ ^ m 1 1 1 m n n i r i i n 
u d n l a n g g a p l e r n a u a p K e m a u a n n a s a D a n . C . Responsivness (X3) 

1. K a r y a w a n / t i B a n k Y u d h a b h a k t i m a m p u m e n a n g g a p i 
d e n g a n c e p a t s e t i a p n a s a b a h . 

2 . K a r y a w a n / t i front office m a m p u m e n y i g a p i d e n g a n c e p a t 
s e t i a p k e l u l i a n n a s a b a i i . 

D. Assurance (X4) 
1 i v i e m p e r c a y a i r s a n K i u c i n a r s n a K i i s e o a g a i t e m p a t 

m e n y i m p a n m e n y a l u r k a n g a j i p e g a w a i . 
2. K a r y a w a n / t i B a n k Y u d h a B h a k t i m e l a y a n i d e n g a n r a m a h 

k e p a d a s e t i a p n a s a b a h d a n c a l o n n a s a b a h 
E . Emphaty{X?() 
1. K a r y a w a n / t i front office t i d a k m e m b e d a k a n k u a l i t a s 

p e l a y a n a n t e r h a d a p s e l u r i l i n a s a b a h y a n g d a t a n g 
2 . K a r y a w a n / t i B a n k Y u d h a B h a k t i m e m b e r i k a n k e m u d a h a n 

d a l a m b e r k o m u n i k a s i k e p a d a s e t i a p n a s a b a h y a n g d a t a n g . 

Kepuasan Konsumen 

N o P e r t a n y a a n 
J a w a b a n 

N o P e r t a n y a a n 
S S S N T S S T S 

1. M e m i l i h p r o d u k B a n k Y u d h a B h a k t i 
2 . M e m i l i h B a n k Y u d h a B h a k t i s e b a g a i t e m p a t t r a n s a k s i 

p e r b a n k a n k a r e n a l e b i h d i p e r c a y a . 
3 . M e m i l i h B a n k Y u d h a B h a k t i k a r e n a b i a y a A d m i n i s t r a s i 

l e b i h m u r a h d i b a n d i n g B a n k L a i n . 



Titik Persentase Distribusi F untuk Probabilita = 0,05 

df untuk 
penyebut 

(N2) 

df untuk pembilang (N1) 
df untuk 
penyebut 

(N2) 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 
1 1 6 1 1 9 9 2 1 6 2 2 5 2 3 0 2 3 4 2 3 7 2 3 9 2 4 1 2 4 2 2 4 3 2 4 4 2 4 5 2 4 5 2 4 6 
2 1 8 . 5 1 1 9 . 0 0 1 9 . 1 6 1 9 . 2 5 1 9 . 3 0 1 9 . 3 3 1 9 . 3 5 1 9 . 3 7 1 9 . 3 8 1 9 . 4 0 1 9 . 4 0 1 9 . 4 1 1 9 . 4 2 1 9 . 4 2 1 9 . 4 3 
3 1 0 . 1 3 9 . 5 5 9 . 2 8 9 . 1 2 9 , 0 1 8 . 9 4 8 . 8 9 8 . 8 5 8 . 8 1 8 . 7 9 8 . 7 6 8 . 7 4 8 . 7 3 8 . 7 1 8 . 7 0 
4 7 . 7 1 6 . 9 4 6 . 5 9 6 . 3 9 6 . 2 6 6 . 1 6 6 . 0 9 6 . 0 4 6 . 0 0 5 . 9 6 5 . 9 4 5 . 9 1 5 . 8 9 5 . 8 7 5 . 8 6 
5 6 . 6 1 5 . 7 9 5 . 4 1 5 . 1 9 5 . 0 5 4 . 9 5 4 . 8 8 4 . 8 2 4 . 7 7 4 . 7 4 4 . 7 0 4 . 6 8 4 . 6 6 4 . 6 4 4 . 6 2 
6 5 . 9 9 5 . 1 4 4 . 7 6 4 . 5 3 4 . 3 9 4 . 2 8 4 . 2 1 4 . 1 5 4 . 1 0 4 . 0 6 4 . 0 3 4 . 0 0 3 . 9 8 3 . 9 6 3 . 9 4 
7 5 . 5 9 4 . 7 4 4 . 3 5 4 . 1 2 3 . 9 7 3 . 8 7 3 . 7 9 3 . 7 3 3 . 6 8 3 . 6 4 3 . 6 0 3 . 5 7 3 . 5 5 3 . 5 3 3 . 5 1 
8 5 . 3 2 4 . 4 6 4 . 0 7 3 . 8 4 3 . 6 9 3 . 5 8 3 . 5 0 3 . 4 4 3 . 3 9 3 . 3 5 3 . 3 1 3 . 2 8 3 . 2 6 3 . 2 4 3 . 2 2 
9 5 . 1 2 4 . 2 6 3 . 8 6 3 . 6 3 3 - 4 8 3 . 3 7 3 . 2 9 3 . 2 3 3 . 1 8 3 . 1 4 3 . 1 0 3 . 0 7 3 . 0 5 3 . 0 3 3 . 0 1 

10 4 . 9 6 4 . 1 0 3 . 7 1 3 . 4 8 3 . 3 3 3 . 2 2 3 . 1 4 3 . 0 7 3 . 0 2 2 . 9 8 2 . 9 4 2 . 9 1 2 . 8 9 2 , 8 6 2 . 8 5 
11 4 . 8 4 3 . 9 8 3 . 5 9 3 . 3 6 3 . 2 0 3 . 0 9 3 . 0 1 2 . 9 5 2 . 9 0 2 . 8 5 2 . 8 2 2 . 7 9 2 . 7 6 2 . 7 4 2 . 7 2 
12 4 . 7 5 3 . 8 9 3 . 4 9 3 . 2 6 3 . 1 1 3 . 0 0 2 . 9 1 2 - 8 5 2 . 8 0 2 . 7 5 2 . 7 2 2 . 6 9 2 . 6 6 2 . 6 4 2 . 6 2 
13 4 . 6 7 3 . 8 1 3 . 4 1 3 . 1 8 3 . 0 3 2 . 9 2 2 . 8 3 2 . 7 7 2 . 7 1 2 . 6 7 2 . 6 3 2 . 6 0 2 . 5 8 2 . 5 5 2 . 5 3 
14 4 . 6 0 3 . 7 4 3 . 3 4 3 . 1 1 2 . 9 6 2 . 8 5 2 . 7 6 2 . 7 0 2 . 6 5 2 . 6 0 2 . 5 7 2 . 5 3 2 . 5 1 2 . 4 8 2 . 4 6 
15 4 . 5 4 3 . 6 8 3 . 2 9 3 . 0 6 2 . 9 0 2 . 7 9 2 .71 2 . 6 4 2 . 5 9 2 . 5 4 2 . 5 1 2 . 4 8 2 . 4 5 2 . 4 2 2 . 4 0 
16 4 . 4 9 3 . 6 3 3 . 2 4 3 . 0 1 2 . 8 5 2 . 7 4 2 . 6 6 2 . 5 9 2 . 5 4 2 . 4 9 2 . 4 6 2 . 4 2 2 . 4 0 2 . 3 7 2 . 3 5 
17 4 . 4 5 3 . 5 9 3 . 2 0 2 . 9 6 2 . 8 1 2 . 7 0 2 . 6 1 2 . 5 5 2 . 4 9 2 . 4 5 2 . 4 1 2 . 3 8 2 . 3 5 2 . 3 3 2 . 3 1 
18 4 . 4 1 3 . 5 5 3 . 1 6 2 . 9 3 2 . 7 7 2 . 6 6 2 . 5 8 2 . 5 1 2 . 4 6 2 . 4 1 2 . 3 7 2 . 3 4 2 . 3 1 2 . 2 9 2 . 2 7 
19 4 . 3 8 3 . 5 2 3 . 1 3 2 . 9 0 2 . 7 4 2 . 6 3 2 . 5 4 2 . 4 8 2 . 4 2 2 . 3 8 2 . 3 4 2 . 3 1 2 . 2 8 2 . 2 6 2 . 2 3 
20 4 . 3 5 3 . 4 9 3 . 1 0 2 . 8 7 2 . 7 1 2 . 6 0 2 . 5 1 2 . 4 5 2 . 3 9 2 . 3 5 2 . 3 1 2 , 2 8 2 . 2 5 2 . 2 2 2 . 2 0 
21 4 . 3 2 3 . 4 7 3 . 0 7 2 . 8 4 2 . 6 8 2 . 5 7 2 . 4 9 2 . 4 2 2 . 3 7 2 . 3 2 2 . 2 8 2 . 2 5 2 . 2 2 2 . 2 0 2 . 1 8 
2 2 4 . 3 0 3 . 4 4 3 . 0 5 2 . 8 2 2 . 6 6 2 . 5 5 2 , 4 6 2 . 4 0 2 . 3 4 2 . 3 0 2 . 2 6 2 . 2 3 2 . 2 0 2 . 1 7 2 . 1 5 
23 4 . 2 8 3 . 4 2 3 . 0 3 2 . 8 0 2 . 6 4 2 . 5 3 2 . 4 4 2 . 3 7 2 . 3 2 2 . 2 7 2 . 2 4 2 . 2 0 2 . 1 8 2 . 1 5 2 . 1 3 
2 d 4 . 2 6 3 . 4 0 3 . 0 1 2 . 7 8 2 . 6 2 2 . 5 1 2 . 4 2 2 . 3 6 2 . 3 0 2 . 2 5 2 . 2 2 2 . 1 8 2 . 1 5 2 . 1 3 2 . 1 1 
2 4 4 . 2 4 3 . 3 9 2 . 9 9 2 . 7 6 2 . 6 0 2 . 4 9 2 . 4 0 2 . 3 4 2 . 2 8 2 . 2 4 2 . 2 0 2 . 1 6 2 . 1 4 2 . 1 1 2 . 0 9 
2 f i 4 . 2 3 3 . 3 7 2 . 9 8 2 . 7 4 2 . 5 9 2 . 4 7 2 . 3 9 2 . 3 2 2 . 2 7 2 . 2 2 2 . 1 8 2 . 1 5 2 . 1 2 2 , 0 9 2 . 0 7 
9 7 4 . 2 1 3 . 3 5 2 . 9 6 2 . 7 3 2 . 5 7 2 . 4 6 2 . 3 7 2 . 3 1 2 . 2 5 2 . 2 0 2 . 1 7 2 . 1 3 2 . 1 0 2 . O B 2 . 0 6 
2 f l 4 . 2 0 3 . 3 4 2 . 9 5 2 . 7 1 2 . 5 6 2 . 4 5 2 . 3 6 2 . 2 9 2 . 2 4 2 . 1 9 2 . 1 5 2 . 1 2 2 . 0 9 2 . 0 6 2 . 0 4 

4 . 1 8 3 . 3 3 2 . 9 3 2 . 7 0 2 . 5 5 2 . 4 3 2 . 3 5 2 . 2 6 2 . 2 2 2 . 1 8 2 . 1 4 2 . 1 0 2 . 0 8 2 . 0 5 2 . 0 3 
30 4 . 1 7 3 . 3 2 2 . 9 2 2 . 6 9 2 . 5 3 2 . 4 2 2 . 3 3 2 . 2 7 2 . 2 1 2 . 1 6 2 . 1 3 2 . 0 9 2 . 0 6 2 . 0 4 2 . 0 1 
? 1 
. J 1 

4 . 1 6 3 . 3 0 2 . 9 1 2 . 6 8 2 . 5 2 2 . 4 1 2 . 3 2 2 . 2 5 2 . 2 0 2 . 1 5 2 . 1 1 2 . 0 8 2 . 0 5 2 . 0 3 2 . 0 0 
32 4 . 1 5 3 . 2 9 2 . 9 0 2 . 6 7 2 . 5 1 2 . 4 0 2 . 3 1 2 . 2 4 2 . 1 9 2 . 1 4 2 . 1 0 2 . 0 7 2 . 0 4 2 . 0 1 1 . 9 9 
33 4 . 1 4 3 . 2 8 2 . 8 9 2 . 6 6 2 . 5 0 2 . 3 9 2 . 3 0 2 . 2 3 2 . 1 8 2 . 1 3 2 . 0 9 2 . 0 6 2 . 0 3 2 . 0 0 1 . 9 8 
34 4 . 1 3 3 . 2 8 2 . 8 8 2 . 6 5 2 . 4 9 2 . 3 8 2 . 2 9 2 . 2 3 2 . 1 7 2 . 1 2 2 . 0 8 2 . 0 5 2 . 0 2 1 . 9 9 1 . 9 7 

35 4 . 1 2 3 . 2 7 2 . 8 7 2 . 6 4 2 . 4 9 2 . 3 7 2 . 2 9 2 . 2 2 2 . 1 6 2 . 1 1 2 . 0 7 2 . 0 4 2 . 0 1 1 . 9 9 1 . 9 6 

36 4 . 1 1 3 . 2 6 2 . 8 7 2 . 6 3 2 . 4 8 2 . 3 6 2 . 2 8 2 . 2 1 2 . 1 5 2 . 1 1 2 . 0 7 2 . 0 3 2 . 0 0 1 . 9 8 1 . 9 5 
37 4 . 1 1 3 . 2 5 2 . 8 6 2 . 6 3 2 . 4 7 2 . 3 6 2 . 2 7 2 . 2 0 2 . 1 4 2 . 1 0 2 . 0 6 2 . 0 2 2 . 0 0 1 . 9 7 1 . 9 5 

38 4 . 1 0 3 . 2 4 2 . 8 5 2 . 6 2 2 . 4 6 2 . 3 5 2 . 2 6 2 . 1 9 2 . 1 4 2 . 0 9 2 . 0 5 2 . 0 2 1 . 9 9 1 . 9 6 1 . 9 4 

39 4 . 0 9 3 . 2 4 2 . 8 5 2 . 6 1 2 . 4 6 2 . 3 4 2 . 2 6 2 , 1 9 2 . 1 3 2 . 0 8 2 . 0 4 2 . 0 1 1 . 9 8 1 . 9 5 1 . 9 3 

40 4 . 0 8 3 . 2 3 2 . 8 4 2 . 6 1 2 . 4 5 2 . 3 4 2 . 2 5 2 . 1 8 2 . 1 2 2 . 0 B 2 . 0 4 2 . 0 0 1 . 9 7 1 . 9 5 1 . 9 2 

41 4 . 0 8 3 . 2 3 2 . 8 3 2 . 6 0 2 . 4 4 2 . 3 3 2 - 2 4 2 . 1 7 2 . 1 2 2 . 0 7 2 . 0 3 2 . 0 0 1 . 9 7 1 . 9 4 1 . 9 2 

42 4 . 0 7 3 . 2 2 2 . 8 3 2 . 5 9 2 . 4 4 2 . 3 2 2 . 2 4 2 . 1 7 2 . 1 1 2 . 0 6 2 . 0 3 1 . 9 9 1 . 9 6 1 . 9 4 1 . 9 1 

43 4 . 0 7 3 . 2 1 2 . 8 2 2 . 5 9 2 . 4 3 2 . 3 2 2 . 2 3 2 . 1 6 2 . 1 1 2 . 0 6 2 . 0 2 1 . 9 9 1 . 9 6 1 . 9 3 1 . 9 1 

44 4 . 0 6 3 . 2 1 2 . 8 2 2 . 5 8 2 . 4 3 2 . 3 1 2 . 2 3 2 . 1 6 2 . 1 0 2 . 0 5 2 . 0 1 1 . 9 8 1 . 9 5 1 . 9 2 1 . 9 0 

45 4 . 0 6 3 . 2 0 2 . 8 1 2 . 5 8 2 . 4 2 2 . 3 1 2 . 2 2 2 . 1 5 2 . 1 0 2 . 0 5 2 . 0 1 1 . 9 7 1 . 9 4 1 . 9 2 1 . 8 9 

D i p r o d u k s i o l e h : j u n a i d i ( h t t p : / / j u n a i d i L ' h a n i a g o . w o r d p r L ' s . s . { : i ) n i } . 2 0 1 0 P a g e l 



L A M P I R A N 

H A S I L J A W A B A N RESPONDEN 

No. P 1 p 2 X I pi P 2 X2 P 1 P 2 X3 p i p 2 X4 p 1 P 2 X5 pi P 2 p 3 Y 

1 4 4 8 4 5 9 5 5 1 0 5 5 1 0 5 5 1 0 5 5 4 9 

2 5 5 1 0 5 5 10 5 5 1 0 5 5 1 0 5 5 1 0 5 5 4 9 

3 4 4 8 4 4 8 4 4 8 5 5 1 0 5 5 1 0 4 4 5 9 

4 5 5 10 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 4 5 4 9 

5 4 4 8 5 4 9 4 4 8 4 5 9 5 4 9 4 5 4 9 

6 4 4 8 5 5 10 5 5 1 0 5 5 1 0 5 5 1 0 5 5 5 1 0 

7 4 4 8 4 4 8 4 4 8 5 5 1 0 5 5 1 0 5 5 5 1 0 

8 5 4 9 5 4 9 4 4 8 4 5 9 5 5 1 0 4 4 4 8 

9 4 4 8 5 5 10 4 4 8 3 3 6 3 4 7 4 4 4 8 

10 4 5 9 4 5 9 5 5 1 0 5 5 1 0 5 5 1 0 5 4 5 9 

11 4 5 9 5 5 10 5 5 10 4 5 9 5 4 9 4 4 4 8 

12 4 4 8 4 4 8 4 4 8 4 5 9 4 4 8 5 5 5 1 0 

13 4 4 8 4 4 8 4 4 8 5 5 1 0 5 5 1 0 5 4 5 9 

14 5 5 1 0 5 5 1 0 5 5 1 0 4 5 9 5 5 1 0 5 5 5 1 0 

15 5 5 1 0 5 5 1 0 5 5 1 0 4 2 6 3 2 5 5 4 5 9 

16 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 5 4 9 5 5 5 1 0 

17 5 5 1 0 5 5 10 5 4 9 5 5 1 0 5 5 1 0 5 5 5 1 0 

18 5 4 9 3 4 7 5 4 9 2 4 6 2 1 3 5 4 5 9 

19 5 5 1 0 5 5 10 5 5 1 0 3 3 6 4 4 8 5 5 5 1 0 

20 5 5 1 0 5 5 1 0 5 5 1 0 4 3 7 5 4 9 5 5 5 1 0 

21 5 5 1 0 3 4 7 5 5 1 0 5 5 1 0 4 4 8 4 4 4 8 

22 4 7 3 3 6 3 2 5 5 5 1 0 5 5 1 0 3 3 3 6 

23 5 5 1 0 5 5 1 0 5 5 1 0 5 4 9 5 5 1 0 5 5 5 1 0 

24 5 4 9 5 4 9 5 4 9 5 5 1 0 5 5 1 0 5 4 5 9 

25 4 4 8 4 4 8 5 4 9 5 5 1 0 5 5 1 0 4 4 4 8 

26 5 5 1 0 5 5 1 0 5 5 1 0 4 5 9 5 4 9 5 5 5 1 0 

27 5 5 1 0 5 4 9 5 5 1 0 5 5 1 0 5 4 9 5 5 5 10 

28 3 2 5 3 4 7 2 4 6 5 5 1 0 5 5 1 0 4 3 4 7 

29 5 4 9 5 5 1 0 5 4 9 5 5 1 0 5 5 10 4 4 4 8 

30 5 5 1 0 5 5 1 0 5 5 I D 5 5 1 0 5 4 9 5 5 5 1 0 



L A M P I R A N 

H A S I L JAWABAN R E S P O N D E N 

No. p 1 P 2 X I P 1 P 2 X2 p 1 P 1 X3 P 1 P 2 X4 P 1 P 2 X5 P 1 P 2 p 3 Y 

31 2 I 3 2 2 4 4 5 9 5 5 10 5 5 1 0 3 2 -> 5 

32 4 4 8 4 3 7 3 2 5 5 5 10 5 5 1 0 3 J 4 7 

33 5 4 9 5 4 9 3 4 7 5 5 10 5 5 1 0 3 4 4 8 

34 4 4 8 4 5 9 5 3 8 5 5 10 5 5 1 0 3 4 5 9 

35 5 5 1 0 5 5 1 0 5 5 1 0 5 5 10 5 5 1 0 5 5 1 0 

36 5 5 1 0 5 5 1 0 4 4 8 5 5 10 5 5 1 0 4 5 9 

37 5 5 1 0 5 5 1 0 5 5 1 0 5 5 10 5 5 1 0 J 5 5 1 0 

38 5 5 1 0 5 5 1 0 5 5 1 0 5 5 10 5 5 1 0 3 5 5 1 0 

39 5 4 9 4 4 8 5 4 9 5 5 10 5 5 1 0 3 4 4 8 

40 5 4 9 5 5 1 0 5 5 1 0 5 5 10 5 5 1 0 3 4 5 9 

41 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 3 5 5 1 0 

42 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 3 5 5 1 0 

43 5 4 9 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 3 4 4 8 

44 5 5 10 5 5 1 0 5 5 1 0 5 4 9 5 5 1 0 3 4 5 9 

45 5 5 1 0 5 5 1 0 5 5 1 0 4 4 8 5 8 3 5 5 1 0 

46 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 3 5 5 1 0 

47 5 5 1 0 5 5 1 0 5 5 1 0 5 4 9 4 5 9 3 5 5 1 0 

48 5 5 1 0 5 5 1 0 5 4 9 5 5 1 0 5 8 3 5 5 1 0 

49 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 3 5 5 1 0 

50 5 5 1 0 5 5 1 0 5 4 9 5 5 1 0 5 5 1 0 4 5 9 

51 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 3 5 5 1 0 

52 5 5 1 0 5 5 1 0 5 5 1 0 1 3 4 2 2 4 3 5 5 1 0 

53 5 5 1 0 5 5 1 0 5 2 7 2 5 7 3 4 7 4 4 8 

54 5 5 1 0 5 5 1 0 5 5 1 0 4 4 8 5 5 10 3 5 5 1 0 

55 5 5 1 0 5 5 1 0 5 5 1 0 3 5 8 5 5 1 0 3 5 5 1 0 

56 5 5 1 0 5 5 1 0 5 5 1 0 5 5 1 0 I 5 6 3 5 5 10 

57 5 5 1 0 5 5 1 0 4 5 9 2 3 5 2 2 4 3 5 5 10 

58 5 3 8 3 4 7 4 4 8 5 5 1 0 5 5 10 3 3 4 7 

59 5 5 1 0 5 5 1 0 5 5 1 0 3 3 6 1 1 2 3 5 5 10 

60 4 5 9 5 5 1 0 4 4 8 3 3 6 3 3 6 3 4 5 9 



L A M P I R A N 

H A S I L J A W A B A N R E S P O N D E N 

No. P 1 P 1 X I P 1 p 2 X2 P 1 p 2 X3 P 1 p 2 X4 p 1 p 2 X5 P 1 P 2 p 3 \ 

6 1 3 5 8 5 5 1 0 5 5 1 0 4 4 8 3 5 8 5 4 5 9 

6 2 5 5 10 5 5 1 0 5 5 1 0 4 4 8 4 4 8 5 5 5 1 0 

6 3 5 5 1 0 5 5 1 0 5 5 1 0 4 3 7 4 4 8 5 5 5 1 0 

6 4 5 5 1 0 5 5 1 0 5 5 1 0 4 4 8 5 5 1 0 5 5 5 1 0 

6 5 2 2 4 1 1 2 3 3 6 5 4 9 4 4 8 3 2 4 6 

6 6 3 4 7 5 2 7 5 5 1 0 4 3 7 4 4 8 4 4 5 9 

6 7 5 5 10 4 4 8 4 4 8 4 4 8 4 4 8 4 4 5 9 

6 8 5 5 10 5 3 8 5 2 7 5 4 9 4 4 8 4 4 4 8 

6 9 1 5 6 5 5 1 0 5 4 9 4 4 8 4 4 8 4 3 4 7 

7 0 2 2 4 4 2 6 3 4 7 4 4 8 4 3 7 3 3 3 6 

7 1 5 5 10 5 5 1 0 5 5 1 0 3 4 7 5 4 9 5 5 5 1 0 

7 2 1 1 2 1 3 4 3 1 4 4 4 8 4 4 8 3 2 4 6 

7 3 3 3 6 3 3 6 3 2 5 3 4 7 4 4 8 3 3 3 6 

7 4 5 4 9 5 4 9 4 4 8 4 7 4 4 8 4 4 4 8 

7 5 4 4 8 4 5 9 4 4 8 2 4 6 4 4 8 4 4 4 8 

7 6 4 4 8 4 4 8 4 4 8 4 4 8 4 4 8 4 4 4 8 

7 7 4 4 8 4 4 8 4 5 9 4 4 8 4 4 8 4 4 4 8 

7 8 4 4 8 4 5 9 4 5 9 4 4 8 4 5 9 4 5 4 9 



L A M P I R A N 

R E K A P I T I J L A S I S U C C E S I V E I N T E R V A L 

R E S P . 

T a n g i b l e s 

( X I ) 

R e a b i l i t y 

( X 2 ) 

R e s p o n s i v n e s s 

( X . 3 ) 

A s s u r a n c e 

( X 4 ) 

E m p a t h y 

( X 5 ) 

K E P U T U S A N P E M B E L I A N 

( Y ) R E S P . 

P 1 P 2 T O T A L P 1 P 2 T O T A L p 1 p 2 T O T A L P 1 P 2 T O T A L P 1 P 2 T O T A L p 1 p 2 P 3 T O T A L 

1 2 , 6 1 7 2 . 6 4 0 5 , 2 3 6 3 9 6 4 2 . 5 3 2 4 . 1 6 3 6 , 6 9 5 1 1 3 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 . 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 3 , 5 1 6 3 . 9 8 9 2 . 2 2 1 9 . 7 2 6 1 1 

2 3 . 9 1 1 4 , 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 3 , 5 1 6 3 . 9 8 9 2 . 2 2 1 9 . 7 2 6 1 1 

3 2 . 6 1 7 2 . 6 4 0 5 , 2 5 6 3 9 6 4 2 . 5 3 2 2 . 8 4 4 5 , 3 7 6 4 6 4 2 , 7 7 9 2 , 9 3 5 5 , 7 1 3 7 4 1 4 . 2 9 8 4 , 2 3 9 8 . 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 2 , 1 2 3 2 . 6 7 8 3 , 6 7 3 8 , 4 7 4 2 

4 3 , 9 1 1 4 , 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 4 , 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 2 , 1 2 3 3 , 9 8 9 2 , 2 2 1 8 , 3 3 2 9 5 

5 2 , 6 1 7 2 , 6 4 0 5 , 2 5 6 3 9 6 4 3 . 8 5 5 2 . 8 4 4 6 , 6 9 9 1 3 5 2 . 7 7 9 2 , 9 3 5 5 , 7 1 3 7 4 1 3 , 0 6 3 4 . 2 3 9 7 , 3 0 2 1 1 8 3 . 9 4 9 2 . 6 8 3 6 , 6 3 2 3 6 9 2 . 1 2 3 3 . 9 8 9 2 , 2 2 1 8 . 3 3 2 9 5 

6 2 , 6 1 7 2 , 6 4 0 5 , 2 5 6 3 9 6 4 3 . 8 5 5 4 , 1 6 3 8 . 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 . 2 3 9 8 , 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 . 9 7 5 4 8 1 3 , 5 1 6 3 . 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 

7 2 , 6 1 7 2 . 6 4 0 5 , 2 5 6 3 9 6 4 2 , 5 3 2 2 , 8 4 4 5 , 3 7 6 4 6 4 2 , 7 7 9 2 , 9 3 5 5 , 7 1 3 7 4 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 3 , 5 1 6 3 , 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 

8 3 , 9 1 1 2 . 6 4 0 6 . 5 5 1 1 2 3 , 8 . 5 5 2 , 8 4 4 6 , 6 9 9 1 3 5 2 , 7 7 9 2 . 9 3 5 5 , 7 1 3 7 4 1 3 , 0 6 3 4 , 2 3 9 7 , 3 0 2 1 1 8 3 . 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 2 , 1 2 3 2 , 6 7 8 2 , 2 2 1 7 . 0 2 2 5 2 

9 2 , 6 1 7 2 , 6 4 0 5 , 2 5 6 3 9 6 4 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 2 , 7 7 9 2 , 9 3 5 5 , 7 1 3 7 4 1 2 . 3 6 7 2 , 0 5 1 4 . 4 1 7 5 2 , 0 5 1 2 . 6 8 3 4 , 7 3 4 1 4 2 2 . 1 2 3 2 , 6 7 8 2 . 2 2 1 7 . 0 2 2 5 2 

10 2 , 6 1 7 4 . 0 0 7 6 , 6 2 3 3 7 0 9 2 , 5 3 2 4 . 1 6 3 6 , 6 9 5 1 1 3 4 , 1 2 5 4 . 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 . 2 3 9 8 . 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 3 , 5 1 6 2 . 6 7 8 3 . 6 7 3 9 . 8 6 7 3 5 

11 2 , 6 1 7 4 , 0 0 7 6 , 6 2 3 3 7 0 9 3 . 8 5 5 4 , 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 3 . 0 6 3 4 , 2 3 9 7 , 3 0 2 1 1 8 3 , 9 4 9 2 . 6 8 3 6 . 6 3 2 3 6 9 2 , 1 2 3 2 , 6 7 8 2 . 2 2 1 7 , 0 2 2 5 2 

12 2 , 6 1 7 2 . 6 4 0 5 , 2 5 6 3 9 6 4 2 , 5 3 2 2 . 8 4 4 5 . 3 7 6 4 6 4 2 . 7 7 9 2 , 9 3 5 5 , 7 1 . 3 7 4 1 3 , 0 6 3 4 . 2 3 9 7 , 3 0 2 1 1 8 2 , 6 7 8 2 . 6 8 3 5 , 3 6 0 8 9 5 3 , 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 , 1 7 7 8 

13 2 , 6 1 7 2 , 6 4 0 5 . 2 5 6 3 9 6 4 2 . 5 3 2 2 , 8 4 4 5 , 3 7 6 4 6 4 2 , 7 7 9 2 , 9 3 5 5 . 7 1 3 7 4 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 3 , 5 1 6 2 , 6 7 8 3 , 6 7 3 9 , 8 6 7 3 5 

14 3 , 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 , 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 3 . 0 6 3 4 , 2 3 9 7 . 3 0 2 1 1 8 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 . 3 , 5 1 6 3 , 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 

15 3 . 9 1 1 4 , 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 3 , 0 6 3 1 , 0 0 0 4 , 0 6 2 9 7 3 2 , 0 5 1 1 , 6 1 9 3 , 6 7 0 1 3 . 5 1 6 2 . 6 7 8 3 , 6 7 3 9 . 8 6 7 3 5 

16 3 , 9 1 1 4 , 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 4 , 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 . 2 3 9 8 . 5 3 6 6 8 9 3 , 9 4 9 2 . 6 8 3 6 , 6 3 2 3 6 9 3 , 5 1 6 3 . 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 

17 3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 4 . 1 6 . 3 8 . 0 1 7 7 8 4 4 , 1 2 5 2 . 9 3 5 7 , 0 6 0 0 8 8 4 , 2 9 8 4 . 2 3 9 8 , 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 3 . 5 1 6 3 , 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 

18 3 . 9 1 1 2 . 6 4 0 6 . 5 5 1 1 2 1 . 8 8 4 2 , 8 4 4 4 , 7 2 8 2 2 3 4 , 1 2 5 2 , 9 3 5 7 , 0 6 0 0 8 8 1 , 7 7 9 2 , 9 4 4 4 , 7 2 3 1 1 3 1 , 6 1 9 1 , 0 0 0 2 , 6 1 9 1 3 3 3 . 5 1 6 2 , 6 7 8 3 . 6 7 3 9 . 8 6 7 3 5 

19 3 , 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 2 , 3 6 7 2 , 0 5 1 4 , 4 1 7 5 2 , 6 7 8 2 , 6 8 3 5 , 3 6 0 8 9 5 3 , 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 , 1 7 7 8 

3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 3 , 0 6 3 2 , 0 5 1 5 , 1 1 . 3 6 8 9 3 , 9 4 9 2 , 6 8 3 6 , 6 3 2 3 6 9 3 . 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 . 1 7 7 8 
21 3 , 9 1 1 4 , 0 0 7 7 , 9 1 8 0 9 4 5 1 , 8 8 4 2 . 8 4 4 4 . 7 2 8 2 2 3 4 , 1 2 5 4 , 2 7 8 8 . 4 0 3 2 0 1 4 . 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 2 . 6 7 8 2 . 6 8 3 5 , 3 6 0 8 9 5 2 . 1 2 3 2 , 6 7 8 2 . 2 2 1 7 . 0 2 2 5 2 

22 2 . 0 1 7 2 . 6 4 0 4 , 6 5 6 3 6 7 4 1 . 8 8 4 2 , 1 8 6 4 , 0 7 0 3 2 1 . 9 5 6 1 . 8 4 5 3 , 8 0 1 0 5 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 . 9 7 5 4 8 1 1 , 0 0 0 1 . 7 6 6 1 , 0 0 0 3 , 7 6 5 5 8 
23 3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 4 . 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 . 2 7 8 8 . 4 0 3 2 0 1 4 . 2 9 8 2 . 9 4 4 7 , 2 4 1 7 4 8 3 . 9 4 9 4 , 0 2 6 7 . 9 7 5 4 8 1 3 . 5 1 6 3 . 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 
24 3 , 9 1 1 2 . 6 4 0 6 , 5 5 1 1 2 3 . 8 . 5 5 2 . 8 4 4 6 , 6 9 9 1 3 5 4 . 1 2 5 2 , 9 3 5 7 , 0 6 0 0 8 8 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 . 0 2 6 7 . 9 7 5 4 8 1 3 , 5 1 6 2 . 6 7 8 3 , 6 7 3 9 . 8 6 7 3 5 
25 2 . 6 1 7 2 , 6 4 0 5 , 2 5 6 3 9 6 4 2 , 5 3 2 2 . 8 4 4 5 , 3 7 6 4 6 4 4 , 1 2 5 2 , 9 3 5 7 , 0 6 0 0 8 8 4 , 2 9 8 4 . 2 3 9 8 . 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 2 . 1 2 3 2 . 6 7 8 2 , 2 2 1 7 . 0 2 2 5 2 
26 3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 . 2 7 8 8 , 4 0 3 2 0 ! 3 , 0 6 3 4 . 2 3 9 7 . 3 0 2 1 1 8 3 . 9 4 9 2 . 6 8 3 6 . 6 3 2 3 6 9 3 , 5 1 6 3 , 9 8 9 3 , 6 7 3 1 L 1 7 7 8 



LAMPIRAN 

R E K A P I T U L A S I S U C C E S I V E I N T E R V A L 

RESP. 

Tangibles 
( X I ) 

Reability 
(X2) 

Responsivness 
(X3) 

Assurance 
(X4) 

Empathy 

(X5) 
K E P U T U S A N P E M B E L I A N 

( Y ) RESP. 
p i P2 T O T A L p1 P2 T O T A L p l p2 T O T A L P1 p2 T O T A L p i P2 T O T A L p i P2 p3 T O T A L 

T 7 
Z 1 

3 , 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 2 . 8 4 4 6 , 6 9 9 1 3 5 4 , 1 2 5 4 . 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 , 5 . 3 6 6 8 9 3 . 9 4 9 2 . 6 8 . 3 6 , 6 3 2 3 6 9 3 . 5 1 6 3 , 9 8 9 3 . 6 7 3 1 i , 1 7 7 8 

zo 2 . 0 1 7 1 , 6 1 9 3 , 6 3 5 6 4 9 1 1 . 8 8 4 2 , 8 4 4 4 , 7 2 8 2 2 3 1 . 0 0 0 2 , 9 3 5 3 , 9 3 4 8 2 1 4 , 2 9 8 4 . 2 3 9 t> c ~> r y CAr\ 
8 , 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 . 9 7 5 4 8 1 2 , 1 2 3 1 . 7 6 6 2 , 2 2 1 6 . 1 0 9 9 4 

zs) 3 , 9 1 ! 2 , 6 4 0 6 . 5 5 1 1 2 3 , 8 5 5 4 , 1 6 3 8 , 0 1 7 7 8 4 4 . 1 2 5 2 , 9 3 5 7 , 0 6 0 0 8 8 4 . 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 2 , 1 2 3 2 . 6 7 8 2 . 2 2 1 7 , 0 2 2 5 2 

J U 3 , 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 , 1 6 3 8 . 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 . 5 3 6 6 8 9 3 , 9 4 9 2 , 6 8 . 3 6 . 6 3 2 3 6 9 3 . 5 1 6 3 , 9 8 9 3 . 6 7 3 1 1 , 1 7 7 8 

. 1 1 1 , 6 1 9 I . ( 1 0 0 2 , 6 1 9 1 3 3 2 1 . 4 7 4 1 . 7 0 4 3 , 1 7 7 9 4 6 2 . 7 7 9 1 7 7 0 
4 . 2 7 8 7 , 0 5 6 8 5 4 * 7 A U 

4 , 2 9 8 
A 7 7 i l 
4 . 2 3 9 

0 A 7 A A t f A 
8 , 5 3 6 6 8 9 3 . 9 4 9 1 i \ 7 A 

4 , 0 2 6 7 , 9 7 5 4 8 1 1 . 0 0 0 1 , 0 0 0 1 . 0 0 0 3 

J Z 2 , 6 1 7 2 , 6 4 0 5 , 2 5 6 3 9 6 4 2 , 5 3 2 2 , 1 8 6 A T 1 tf C A 1 
4 , / 1 8 5 6 1 

1 , 9 5 0 1 tf 1 A 
1 , 8 4 5 

7 tf A 117 A 1 
3 , 8 0 1 0 5 1 

A 7 A t f 
4 , 2 9 8 

A 7 7 A 
4 . 2 3 9 

tf A 7 A A t f A 
8 , 5 3 6 6 8 9 

7 A 4 A 
3 , 9 4 9 

1 i ^ 7 A 7 A 7 A 1 tf1 
7 , 9 7 5 4 8 1 2 , 1 2 3 1 , 7 6 6 2 , 2 2 1 6 . 1 0 9 9 4 

1 1 
J J 

"* 1^ 1 1 
>.v\ 1 

T Z' l / k 
2 , 6 4 0 6 , 5 J I 1 2 ^ O 1 1 

2 , 8 4 4 
A / t\c z 
( i . ( > y y i 3 5 

1 A A A 
1 . 0 5 6 

7 A 7 C t O A 1 7 0 
4 , 8 0 1 2 8 

A 7 A O A 7 t A 8 , 5 3 6 6 8 9 7 A i A 
3 . 9 4 9 

\ # ^ 7 A 
4 . 0 2 0 7 , 9 7 5 4 8 1 2 , 1 2 3 2 , 6 7 8 2 . 2 2 1 7 . 0 2 2 5 2 

1 A 2 , 6 1 7 2 , 6 4 0 5 , 2 5 6 3 9 6 4 2 , 5 3 2 1 1 i i 1 4 , 1 6 3 A r cz y 1 y 
6 , 6 9 5 1 1 3 

1 1 7 c 4 , 1 2 5 7 7 7 A 
2 , 2 3 6 

A 7 A 1 7 A 
6 , 3 6 1 3 9 

1 7 A Q 
4 , 2 9 8 

1 7 7 A 
4 . 2 3 9 

0 A 7 A A Q A 
8 , 5 3 6 6 8 9 

7 i l 1 A 
3 . 9 4 9 

A i \ 7 A 
4 , 0 2 0 7 , 9 7 . 5 4 8 1 3 , 5 1 6 2 , 6 7 8 3 , 6 7 3 9 , 8 6 > 7 3 5 

J J n 1 I 
3 . V I I 4 . U n / T n 1 o r \ 0 1 < 4 . l o 3 n . V ' l 1 / o 4 1 1 7 A 4 . 1 2 5 1 7 7 t f 

4 . A l a 
tf 1 0 7 7 1 ^ 1 8 , 4 U . i A l l 1 \ 7 0 t f A 7 7 0 8 , J 3 6 0 8 9 7 0 1 0 

, 1 , 9 4 9 
1 A 7 A . 
4 . 0 2 0 

7 A 7 A 4 V 1 
/ , 9 / 5 4 n 1 

A 1 A 
3 , 5 1 0 

A t f 44 
3 , 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 

I f . 3 , V 1 1 4 3 K I / 4 . l o j tf M 1 7 - 7 0 f R . C i / / l > 4 1 7 7 0 
L . I IJ 

7 O I A A 7 1 7 7 1 1 
7 . / I J / 4 1 

1 T O O ,1 7 7 0 4 , A 3 y 0 z.if.e.uKi 
8 . 3 3 6 0 8 V 

7 0 1 0 3 , 9 4 9 A A 7 A . 4 . U A 0 7 A 7 A 1 t f 1 ' \ A 1 A a A T t f 2 , 6 / X 3 , 0 / 3 9 . 8 6 7 3 5 

1 7 T I k 1 1 
3 . 9 1 1 4 , 0 0 7 T Ik 1 O A f k . l C 

7 , 9 1 8 0 9 4 5 . ( , 8 5 5 4 , 1 6 3 8 . 0 1 / / 8 4 1 1 7 C 
4 , 1 2 5 

.1 7 7 0 
4 . 2 / 8 

tf < A 7 7 i ^ 1 
8 . 4 0 3 2 0 1 

\ 7 A O 
4 . 2 9 8 

A 7 7 A 
4 , 2 3 9 

tf A 7 A A O A 
8 . 5 3 6 6 8 9 

7 i \ 1 i l 
3 , 9 4 9 

A i \ 7 A 
4 , 0 2 6 7 . 9 7 5 4 8 1 3 , 5 1 6 3 , 9 8 9 3 , 6 7 3 1 1 . 1 7 7 8 

J o 3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 4 . 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 3 , 5 1 6 3 , 9 8 9 . 3 . 6 7 3 1 1 . 1 7 7 8 

j y 3 . 9 1 1 2 . 6 4 0 6 , 5 5 1 1 2 2 . 5 3 2 2 . 8 4 4 5 . 3 7 6 4 6 4 4 . 1 2 5 2 . 9 3 5 7 . 0 6 0 0 8 8 4 . 2 9 8 4 , 2 3 9 8 . 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 2 . 1 2 3 2 . 6 7 8 2 . 2 2 1 7 . 0 2 2 5 2 

4 U 3 . 9 1 1 2 . 6 4 0 6 . 5 5 1 1 2 3 . 8 5 5 4 . 1 6 3 8 , 0 1 7 7 8 4 4 . 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 . 2 9 8 4 , 2 3 9 8 . 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 3 . 5 1 6 2 . 6 7 8 3 , 6 7 3 9 . 8 6 7 3 5 
A 1 
41 3 . 9 1 1 4 , 0 0 7 7 . 9 1 8 0 9 4 5 3 , 8 5 5 4 , 1 6 3 8 . 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 . 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 3 . 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 . 1 7 7 8 

42 3 , 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 , 1 6 3 8 , 0 1 7 7 8 4 4 . 1 2 5 4 . 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 . 2 3 9 8 , 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 . 9 7 5 4 8 1 3 , 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 . 1 7 7 8 

43 3 , 9 1 1 2 . 6 4 0 6 . 5 5 1 1 2 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 , 2 7 8 8 . 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 , 9 7 5 4 8 1 2 , 1 2 3 2 , 6 7 8 2 . 2 2 1 7 . 0 2 2 5 2 

4 4 l u l l A ( \ ( \ n 
4 , U U / 

1 tfSS 
A , a j J 

o . l l 1 / 7 o 4 J n s 4 . A / a o , 4 U _ 7 AVI I 4 7 0 S 7 7 3 1 7 i u 
1 .L^A 1 / 4 8 

7 0 1 0 3 , y 4 V 1 A T A 
4 , U Z O 

T A 1 A 
3 , 5 1 0 

2 , 0 / X A y 4 3 , 6 7 3 9 . 8 6 7 3 5 
1 5 3 . 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 , 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 . 2 7 8 8 . 4 0 3 2 0 1 3 , 0 6 3 2 , 9 4 4 6 , 0 0 7 1 7 8 3 , 9 4 9 1 , 9 4 2 5 , 8 9 0 7 4 . 3 , 5 1 6 3 . 9 8 9 3 , 6 7 3 1 1 , 1 7 7 8 

40 . 3 . 9 1 I 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 , 0 1 7 7 8 4 4 . 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 . 9 4 9 4 , 0 2 6 7 , 9 7 5 4 8 1 3 . 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 . 1 7 7 8 

47 3 . 9 1 1 4 , 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 , 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 , 2 7 8 8 . 4 0 3 2 0 1 4 , 2 9 8 2 , 9 4 4 7 . 2 4 1 7 4 8 2 . 6 7 8 4 . 0 2 6 6 . 7 0 4 0 0 8 3 . 5 1 6 3 . 9 8 9 3 , 6 7 3 1 1 , 1 7 7 8 

48 3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 , 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 2 , 9 3 5 7 . 0 6 0 0 8 8 4 , 2 9 8 4 , 2 3 9 8 . 5 3 6 6 8 9 2 , 0 5 1 4 , 0 2 6 6 , 0 7 7 2 5 4 3 , 5 1 6 3 , 9 8 9 3 , 6 7 3 1 1 , 1 7 7 8 

4 9 3 , 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 , 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 . 2 7 8 8 . 4 0 3 2 0 1 4 . 2 9 8 4 , 2 3 9 8 . 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 . 9 7 . 5 4 8 1 3 , 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 . 1 7 7 8 

50 3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 2 , 9 3 5 7 , 0 6 0 0 8 8 4 , 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 3 , 9 4 9 4 . 0 2 6 7 . 9 7 5 4 8 1 3 , 5 1 6 2 , 6 7 8 3 . 6 7 3 9 . 8 6 7 . 3 5 

51 3 . 9 1 1 4 . 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 , 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 , 2 9 8 4 . 2 3 9 8 . 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 . 9 7 . 5 4 8 1 3 , 5 1 6 3 . 9 8 9 . 3 , 6 7 3 1 1 . 1 7 7 8 

52 3 . 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 . 2 7 8 8 . 4 0 3 2 0 1 1 , 0 0 0 2 , 0 5 1 3 . 0 5 0 7 1 6 1 . 6 1 9 1 . 6 1 9 3 , 2 3 8 2 6 6 3 , 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 , 1 7 7 8 



L A M P I R A N 

R E K A P I T U L A S I S U C C E S I V E I N T E R V A L 

t v C o U . 

Tangibles 
( X I ) 

Reability 
(X2) 

Responsivness 
(X3) 

Assurance 
(X4) 

Empathy 
(X5) 

K E P U T U S A N P E M B E L I A N 

( Y ) t v C o U . 

P ' P ^ 1 U 1 A i j P ^ T f V T A I p i P ^ T O T A I P ' T ( ~ 1 T A T 
1 I rtli 

n 1 P * T O T A I 1 V y 1 rtL, n 1 
P' P * po T ( T T A 1 

T (k 1 1 1 i i / n 7 rt 1 tf I I Q A A 
/ , 9 1 8 0 9 4 5 

7 tfAA 1 1 A 7 
4 , l O . l 

tf O I 7 7 t f t 6 , " 1 ( / 6 4 1 1 7 A 4 , 1 Z J 1 8 1 A A O A 0 8 A 1 7 3 0 A (11 S n A 4 7 CIA 1 7 A X 3 z . O A . I i 7 3 1 1 17 y , / . 1 4 1 4 z 7 m 
Z . 1 Z 7 

7 A 7 t f Z . O lo 7 7 7 1 
Z . Z Z 1 

7 m 7 A 7 

54 1 t i 1 1 jpj 1 1 1 4107 
4 , 0 " / 

7 ( 1 1 tf n o 1A 
/ , 9 1 ftU945 

7 S A A 
. 1 . 0 5 5 

1 1 A 7 
4 , I D . l 

8 0 I 7 7 8 1 6 . " 1 / / 6 4 4 1 7 A 
4 , I Z 5 

4 7 7 8 4 , Z / 6 8 4(17 7(11 5 , 4 U . i z U 1 3 f l A 3 7 0 4 4 z , y - t - i - A ( 1 ( 1 7 1 7 B 
1 > , \ I \ J / I / O 

3 0 4 0 4 0 7 A 7 0 7 A 4 R 1 / . y / 7 4 A i T A 1 A 7 . 7 1 0 . 1 . V o V 3 A 7 3 7 . 0 / 7 1 1 1 7 7 t f 1 1 , 1 I l o 

55 4 . 0 0 7 7 9 1 8 0 9 4 5 3 . 8 5 5 4 1 6 3 8 , 0 1 7 7 8 4 4 , 1 2 5 4 . 2 7 8 8 , 4 0 3 2 0 1 2 , 3 6 7 4 , 2 3 9 6 . 6 0 5 9 2 9 3 . 9 4 9 4 , 0 2 6 7 . 9 7 5 4 8 1 3 , 5 1 6 3 , 9 8 9 3 . 6 7 . 3 1 1 . 1 7 7 8 

56 3 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 , 1 6 3 8 , 0 1 7 7 8 4 4 . 1 2 5 4 , 2 7 8 8 , 4 0 3 2 0 1 4 . 2 9 8 4 , 2 3 9 8 , 5 3 6 6 8 9 1 . 0 0 0 4 . 0 2 6 5 , 0 2 6 2 8 7 3 , 5 1 6 3 . 9 8 9 1 , 6 7 3 1 1 , 1 7 7 8 

5 7 3 , 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 , 8 5 5 4 , 1 6 3 8 , 0 1 7 7 8 4 2 , 7 7 9 4 , 2 7 8 7 , 0 5 6 8 5 4 1 , 7 7 9 2 , 0 5 1 3 . 8 2 9 6 2 4 1 . 6 1 9 1 , 6 1 9 3 . 2 3 8 2 6 6 3 . 5 1 6 3 . 9 8 9 3 , 6 7 3 1 1 , 1 7 7 8 

58 3 . 9 1 1 1 , 9 0 0 5 , 8 1 1 5 2 2 1 1 . 8 8 4 2 , 8 4 4 4 . 7 2 8 2 2 3 2 , 7 7 9 2 . 9 3 5 5 , 7 1 3 7 4 1 4 , 2 9 8 4 . 2 3 9 8 , 5 3 6 6 8 9 3 . 9 4 9 4 . 0 2 6 7 . 9 7 5 4 8 1 2 . 1 2 3 1 , 7 6 6 2 . 2 2 1 6 . 1 0 9 9 4 

59 3 9 1 1 4 , 0 0 7 7 , 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 , 0 1 7 7 8 4 4 . 1 2 5 4 . 2 7 8 8 , 4 0 3 2 0 1 2 . 3 6 7 2 , 0 5 1 4 , 4 1 7 5 1 . 0 0 0 1 . 0 0 0 2 3 . 5 1 6 3 , 9 8 9 3 . 6 7 3 1 1 1 7 7 8 

60 2 , 6 1 7 4 . 0 0 7 6 , 6 2 3 3 7 0 9 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 2 . 7 7 9 2 . 9 3 . 5 5 . 7 1 3 7 4 1 2 , 3 6 7 2 , 0 5 1 4 , 4 1 7 5 2 . 0 5 1 1 , 9 4 2 3 , 9 9 2 5 1 3 3 , 5 1 6 2 . 6 7 8 3 , 6 7 3 9 . 8 6 7 3 5 

61 7 0 1 7 4 0 0 7 6 0 7 3 3 4 1 8 3 , 8 5 5 4 , 1 6 3 X 0 1 7 7 8 4 
O.Af I I I 

4 1 2 5 4 , 2 7 8 8 4 0 3 2 0 1 3 . 0 6 3 2 9 4 4 6 , 0 0 7 1 7 8 2 0 5 1 4 0 2 6 6 0 7 7 2 5 4 3 5 1 6 
-1 . 7 i l l 

7 A 7 8 
z . u / u 

T 6 7 3 
. I . U / .1 

q R A 7 3 A 
y . o o ( 7 7 

62 3 , 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 , 1 2 5 4 . 2 7 8 8 . 4 0 3 2 0 1 3 . 0 6 3 2 , 9 4 4 6 . 0 0 7 1 7 8 2 . 6 7 8 2 . 6 8 3 5 , 3 6 0 8 9 5 3 , 5 1 6 3 , 9 8 9 3 . 6 7 3 1 1 1 7 7 8 

63 3 9 1 1 4 0 0 7 7 9 1 8 0 9 4 5 3 8 5 5 4 1 6 3 8 0 1 7 7 X 4 4 1 2 5 4 2 7 8 8 4 0 3 2 0 1 3 0 6 3 2 0 5 1 5 1 1 3 6 8 9 2 6 7 8 z . u / o 2 6 8 3 5 3 6 0 8 0 5 
7 . 7 V J V / ( i y 

3 5 1 6 
- I . M I 

T 0 8 0 . 1 , v o y T A 7 T 
. i . O / . 1 

1 1 1 7 7 0 1 1 , 1 I l o 

64 7 (11 1 7 O I W h O A ^ ,1 - O . l . l J 1 A T 4 . 1 OJ 8 f l 1 7 7 8 7 o . U 1 / / 6 4 A 1 1 7 S d I l k 0 ^ * T A / . J Z.\l 1 3 n A 3 
J . 1 1 1 1 4 

7 0 4 4 
z , 

3 0 4 0 
. 1 , y*T J 

4 0 7 6 7 0 7 A 4 R 1 
/, V / 7 4 0 1 

T A 1 A 
. 1 , 7 1 U 

3 ( I t f O 7 . Joy 3 A 7 3 , 1 . 0 / 7 1 1 1 7 7 t f 
1 1 , 1 I l o 

65 1 A 1 0 1 ,0 1 V 1 t o 1 , o J V 1 7 1 R ? A A ^ _ 7 , Z - i o Z O I i J 1 0 0 ( 1 1 ooo 7 z 1 fJ3\j 7 lift 

Z , Z 7 O 
4 7 0 8 7 0 4 4 7 7 i l 7 d S 7 A 7 8 z . O / o 7 A R T A 3 A n S O A I n n n 1 , u u u 1 n n n 1 , u u u 7 7 7 1 

Z . Z Z 1 
1 7 7 1 1 1 

4 , Z z 1 4 1 
66 7 f i n 1 A i n 4 , \ > - 7 U JiO / 4 7 K A A 5 , 0 5 5 1 7 0 4 A A A 8 A J . 7 

. ' . 5 5 6 5 4 Z 
i 1 7 S 1 I l k 4 , Z / o R d m 7 0 1 3 n A 3 7 n s i 

Z , U 4 1 
c 1 1 TCkRQ 7 A 7 8 

Z . O / o 
7 A R T A l A f l t f O A 7 , J O U A 7 7 7 1 7 3 

Z , 1 z , 1 
7 Z T t f 
Z . O / a 

3 f . 7 3 . 1 , 0 / 7 tf 17 1 7 
8 , 4 / 4 Z 

67 7 n 1 1 . 1 , 9 1 1 4 A J U / 7 o 1 t t n o H c 7 A 7 7 
Z . 5 . 1 Z 

t UA A A 7 7 A ,1A 1 5 . ) / 0 4 a 4 7 T 7 0 
Z» / 1 ' 

7 O I C C 7 1 7 7 1 1 
3^ < I -k / 4 1 

7 (1A7 7 0 1 1 Z , V 4 4 n m 1 7 0 
( j , l l U / I / O 

7 /37 t t Z . 0 / A 7 A t f 3 A 3 f / I t f r t A 7 , J { ) U l s y 7 7 1 7 7 
Z . I Z . I 

7 f 7 t f Z . O /» 7 f 7 7 . 1 . 6 7 . 1 8 . 4 7 4 2 

68 7 O I 1 - l , U U / / . y 1 OUV4_> 7 H A A 7 1 S A z , 1 o O A 0 4 1 7 3 1 l ) . " 4 1 Z . I 1 A 1 7 S I R i S C Q f i O R A i 7 0 S 7 0 4 4 Z . V 4 * f J . L ^ I / n o 7 A 7 S 
Z , D / o 

7 A S 3 A 3 A / I S (1A 7 , J D U O V 7 7 17 3 Z , 1 Z I 7 / " ,7 t f 
Z . O / a 

7 7 7 1 
z , z z i 

7 n 7 7 A 7 

69 1 f l / l f l 1 , IH.nJ i r k n 7 
4 , U U ' 

7 tfAA 5 . 6 5 5 J. I A 7 8 O 1 7 7 8 4 o . U 1 / / 6 4 J 1 7 S 7 O t C 
Z , V . i J 

7 n / ; o n R R 
/ , U O l r U o o 

3 ( V i 3 7 0 4 A f i n 7 1 7 B D . U U / i / O 7 A7« Z . O / o 7 A«3 A 3 A n t f t i A 7 17 3 Z . 1 Z . I 1 T C Z I 
1 , / ( ) 6 

7 7 7 1 
z . z z l 

Z 1 / l / l / l i 
6 , 1 0 9 9 4 

70 1 , 6 1 9 1 , 6 1 9 3 . 2 3 8 2 6 6 5 2 , 5 3 2 1 , 7 0 4 4 , 2 3 5 8 7 2 1 , 9 5 6 2 . 9 3 5 4 . 8 9 1 2 8 3 , 0 6 3 2 , 9 4 4 6 . 0 0 7 1 7 8 2 . 6 7 8 1 , 9 4 2 4 , 6 1 9 2 6 7 1 . 0 0 0 1 , 7 6 6 I 0 0 0 3 7 A 5 5 8 

7! 3 , 9 1 1 4 . 0 0 7 7 . 9 1 8 0 9 4 5 3 . 8 5 5 4 . 1 6 3 8 . 0 1 7 7 8 4 4 . 1 2 5 4 . 2 7 8 8 . 4 0 3 2 0 1 2 , 3 6 7 2 . 9 4 4 5 . 3 1 0 9 8 9 3 . 9 4 9 2 . 6 8 3 6 . 6 3 2 3 6 9 3 . 5 1 6 3 . 9 8 9 3 . 6 7 3 1 1 , 1 7 7 8 

7 2 1 . 0 0 0 1 . 0 0 0 2 1 . 0 0 0 2 . 1 8 6 3 , 1 8 6 3 6 3 1 .9 .56 1 . 0 0 0 2 , 9 5 6 4 5 9 3 . 0 6 3 2 . 9 4 4 6 , 0 0 7 1 7 8 2 , 6 7 8 2 , 6 8 3 5 , 3 6 0 8 9 5 1 . 0 0 0 1 . 0 0 0 2 . 2 2 1 4 . 2 2 1 4 1 

73 2 . 0 1 7 1 . 9 0 0 3 . 9 1 6 7 6 9 4 1 . 8 8 4 2 , 1 8 6 4 . 0 7 0 3 2 1 . 9 5 6 1 , 8 4 5 3 . 8 0 1 0 5 1 2 , 3 6 7 2 . 9 4 4 5 , 3 1 0 9 8 9 2 . 6 7 8 2 , 6 8 3 5 . 3 6 0 8 9 5 1 , 0 0 0 1 . 7 6 6 l . O O O 3 , 7 6 5 5 8 

74 3 . 9 1 1 2 . 6 4 0 6 . 5 5 1 1 2 3 . 8 5 5 2 . 8 4 4 6 , 6 9 9 1 3 5 2 . 7 7 9 2 . 9 3 5 5 . 7 1 3 7 4 1 2 . 3 6 7 2 . 9 4 4 5 . 3 1 0 9 8 9 2 . 6 7 8 2 , 6 8 3 5 . 3 6 0 8 9 5 2 . 1 2 3 2 . 6 7 8 2 , 2 3 1 7 . 0 2 2 5 2 

75 2 . 6 1 7 2 . 6 4 0 5 , 2 5 6 3 9 6 4 2 . 5 3 2 4 . 1 6 3 6 . 6 9 5 1 1 3 2 , 7 7 9 2 . 9 3 5 5 . 7 1 3 7 4 1 1 . 7 7 9 2 . 9 4 4 4 . 7 2 3 1 1 3 2 . 6 7 8 2 , 6 8 3 5 . 3 6 0 8 9 5 2 , 1 2 . 3 2 . 6 7 8 2 . 2 2 1 7 . 0 2 2 5 2 

76 2 . 6 1 7 2 , 6 4 0 5 , 2 . 5 6 3 9 6 4 2 . 5 3 2 2 , 8 4 4 5 . 3 7 6 4 6 4 2 . 7 7 9 2 , 9 3 5 5 , 7 1 3 7 4 1 3 , 0 6 3 2 . 9 4 4 6 . 0 0 7 1 7 8 2 . 6 7 8 2 . 6 8 3 5 . 3 6 0 8 9 5 2 . 1 2 3 2 . 6 7 8 2 . 2 2 1 7 . 0 2 2 5 2 

77 2 . 6 1 7 2 . 6 4 0 5 , 2 5 6 3 9 6 4 2 , 5 3 2 2 . 8 4 4 5 , 3 7 6 4 6 4 2 , 7 7 9 4 , 2 7 8 7 , 0 5 6 8 5 4 3 , 0 6 3 2 . 9 4 4 6 . 0 0 7 1 7 8 2 . 6 7 8 2 , 6 8 3 5 . 3 6 0 8 9 5 2 . 1 2 3 2 . 6 7 8 2 , 2 2 1 7 . 0 2 2 5 2 

78 2 . 6 1 7 2 . 6 4 0 5 , 2 5 6 3 9 6 4 2 , 5 3 2 4 . 1 6 3 6 . 6 9 5 1 1 3 2 . 7 7 9 4 . 2 7 8 7 . 0 5 6 8 5 4 3 . 0 6 3 2 . 9 4 4 6 . 0 0 7 1 7 8 2 . 6 7 8 4 . 0 2 6 6 . 7 0 4 0 0 8 2 . 1 2 . 3 3 . 9 8 9 2 . 2 2 1 8 . 3 3 2 9 5 



Variabel Tangibles (XI) 

Uji Validitas 

Correlations 

p i P 2 T a n g i b l e s 

pi P e a r s o n C o r r e l a t i o n 1 . 7 0 6 " , 9 2 7 " 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

P2 P e a r s o n C o r r e l a t i o n , 7 0 6 " 1 , 9 2 0 " 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

T a n g i b l e s P e a r s o n C o n - e l a t i o n . 9 2 7 " . 9 2 0 " 1 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

" . C o r r e l a t i o n I s s i g n i f i c a n t a t t h e 0 . 0 1 l e v e l ( 2 - t a l l e d ) . 

Uji Reliability 

Reliability Statistics 

C r o n b a c h ' s 

A l p h a N o f I t e m s 

. 8 2 7 2 



Variabel Reliability (X2) 

Uji Validitas 

Correlations 

P 1 p 2 R e l i a b i l i t y 

p i P e a r s o n C o r r e l a t i o n 1 . 6 9 5 " . 9 2 2 " 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

P2 P e a r s o n C o r r e l a t i o n . 6 9 5 " ' 1 , 9 1 9 " 

S i g . ( 2 - t a i i e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

R e l i a b i l i t y P e a r s o n C o r r e l a t i o n . 9 2 2 " . 9 1 9 " 1 

S i g . ( 2 - t a i l e d ) , 0 0 0 . 0 0 0 

N 7 8 7 8 78 

C o r r e l a t i o n i s s i g n i f i c a n t a t t h e 0 . 0 1 l e v e l ( 2 - t a i l e d ) , 

Uji Reliability 

Reliability Statistics 

C r o n b a c h ' s 

A l p h a N o f I t e m s 

. 8 2 0 2 



Variabel Responsivness (X3] 

Uji Validitas 

Correlations 

P 2 D A f r 7 / 7 n d \ i n & c c 
r v e s p u n i i i v r i c a s 

p1 P e a r s o n C o r r e l a t i o n •1 
\ 

CCJSi" 
. O f o 

. 0 0 / 

S i g . ( 2 - t a i l e d } . 0 0 0 .000 

N 78 7 8 78 

P 2 P e a r s o n C o r r e l a t i o n . 5 7 8 " 1 . 9 1 5 " 

S i g . ( 2 - t a i l e d ) , 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

R e s p o n s i v n e s s P e a r s o n C o r r e l a t i o n . 8 5 7 " . 9 1 5 " 1 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

**. C o r r e l a t i o n i s s i g n i f i c a n t a t t h e 0 . 0 1 l e v e l ( 2 - t a i l e d ) . 

Uji Reliability 

Reliability Statistics 

C r o n b a c h ' s 

A l p h a N o f I t e m s 

. 7 1 8 2 



Variabel Assurance (X4) 

Uji Validitas 

Correlations 

p i p 2 A s s u r a n c e 

pi P e a r s o n C o r r e l a t i o n 1 . 6 1 0 " . 9 2 1 " 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

P 2 P e a r s o n C o r r e l a t i o n . 6 1 0 " 1 . 8 7 1 " 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

A s s u r a n c e P e a r s o n C o r r e l a t i o n . 9 2 1 " . 8 7 1 " 1 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

•. C o r r e l a t i o n i s s i g n i f i c a n t a t t h e 0 . 0 1 l e v e l ( 2 - t a i l e d ) . 

Uji Reliability 

Reliability Statistics 

C r o n b a c h ' s 

A l p h a N o f I t e m s 

, 7 4 5 2 



Variabel Empathy (X5) 

Uji Validitas 

Correlations 

D l D 2 E m p a t h y 

pi P e a r s o n C o r r e l a t i o n 1 
1 

6 9 1 " 9 2 3 " 

S i g . ( 2 - t a i l e d ) .000 . 0 0 0 

N 7 8 7 8 7 8 

P 2 P e a r s o n C o r r e l a t i o n , 6 9 1 1 . 9 1 6 " 

S i g . ( 2 - 1 a i l e d ) . 0 0 0 , 0 0 0 

N 7 8 7 8 7 8 

E m p a t h y P e a r s o n C o r r e l a t i o n , 9 2 3 " . 9 1 6 " 1 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 

. C o r r e l a t i o n i s s i g n i f i c a n t a t t h e 0 . 0 1 l e v e l ( 2 - t a i l e d ) . 

Uji Reliability 

Reliability Statistics 

C r o n b a c h ' s 

A l p h a N o f I t e m s 

. 8 1 7 2 



Variabel Keputusan Pembelian Nasabah di Bank Yudha Bhakti (V) 

Uji Validitas 

Correlations 

K e p u t u s a n 

P e m b e l i a n 

N a s a b a h d i B a n k 

P 1 p 2 p 3 Y u d h a B h a k t i 

pi P e a r s o n C o r r e l a t i o n 1 . 7 8 6 " . 8 8 5 " . 9 5 9 " 

S i g . ( 2 - t a i l e d ) , 0 0 0 . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 7 8 

nO P e a r s o n C o r r e l a t i o n . l o b 1 .ODO 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 7 8 

p3 P e a r s o n C o r r e l a t i o n . 8 8 5 " 6 5 5 " 1 . 9 0 0 " 

S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 . 0 0 0 

N 7 8 7 8 7 8 7 8 

K e p u t u s a n P e m b e l i a n P e a r s o n C o r r e l a t i o n . 9 5 9 " . 9 0 4 " . 9 0 0 " 1 

N a s a b a h d i B a n k Y u d h a S i g . ( 2 - t a i l e d ) . 0 0 0 . 0 0 0 . 0 0 0 

B h a k t i 
N 7 8 7 8 7 8 7 8 

. C o r r e l a t i o n i s s i g n i f i c a n t a t t h e 0 . 0 1 l e v e l ( 2 - t a i l e d ) . 

Uji Reliability 

Reliability Statistics 

C r o n b a c h ' s 

A l p h a N o f I t e m s 

. 9 0 0 3 



Uji Asumsi Klasik 

Uji Autokorelasi 

Model Summary" 

M o d e l R R S q u a r e 
A d j u s t e d R 

S q u a r e 
S t d . E r r o r o f t h e 

E s t i m a t e D u r b i n - W a t s o n 

1 , 8 1 2 ' . 6 6 0 . 6 3 6 1 , 4 1 5 8 9 1 . 9 2 2 

a . P r e d i c t o r s : ( C o n s t a n t ) , E m p a t h y , T a n g i b l e s , R e s p o n s i v n e s s , A s s u r a n c e , R e l i a b i l i t y 
b . D e p e n d e n t V a r i a b l e ; K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

Uji Multikolonearitas 

Coefficients' 

M o d e l 

U n s t a n d a r d i z e d C o e f f i c i e n t s S t a n d a r d i z e d C o e f f i c i e n t s 

t S i g . 

C o l i i n e a r i t y S t a t i s t i c s 

M o d e l B S t d . E r r o r B e t a t S i g . T o l e r a n c e V I F 

1 ( C o n s t a n t ) - . 5 4 3 1 . 1 1 9 - . 4 8 5 . 6 2 9 

T a n g i b l e s . 5 3 9 . 1 8 1 . 3 5 4 2 . 9 7 7 . 0 0 4 . 3 3 5 2 . 9 8 9 

R e l i a b i l i t y . 4 0 0 . 1 9 5 . 2 5 9 2 . 0 5 4 . 0 4 4 . 2 9 7 3 . 3 7 1 

R e s p o n s i v n e s s . 4 4 0 , 1 6 1 . 2 8 3 2 , 7 3 6 . 0 0 8 . 4 4 1 2 . 2 7 0 

A s s u r a n c e , 0 2 3 . 1 8 0 . 0 1 5 . 1 2 8 , 8 9 8 . 3 2 4 3 . 0 8 8 

E m p a t h y . 0 0 3 , 1 8 1 0 0 2 . 0 1 9 9 8 5 , 3 2 6 3 . 0 6 9 

a . D e p e n d e n t V a r i a b l e : K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

Uji Normalitas 

Normal P-P Plot of Regression Standardized Res idua l 



Uji Heteroskedasltas 

Scatterplot 

Dependent Variable: Keputusan Pembelian Nasabah di Bank Yudha Bhakti 

Regress ion Studentized Residual 



Analisis Regression 
Analisis Korelasi (R) dan Koeifisien Determinasi (R Square) 

Model Summary" 

M o d e l R R S q u a r e 
A d j u s t e d R 

S q u a r e 
S t d . E r r o r o f t h e 

E s t i m a t e D u r b i n - W a t s o n 

1 . 8 1 2 ' . 6 6 0 . 6 3 6 1 . 4 1 5 8 9 1 . 9 2 2 

a . P r e d i c t o r s : ( C o n s t a n t ) , E m p a t h y , T a n g i b l e s , R e s p o n s i v n e s s , A s s u r a n c e , R e l i a b i l i t y 
b . D e p e n d e n t V a r i a b l e : K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

Persamaan Regresi 
Coefficients' 

M o d e l 

U n s t a n d a r d i z e d C o e f f i c i e n t s S t a n d a r d i z e d C o e f f i c i e n t s 

t S i g . 

C o l i i n e a r i t y S t a t i s t i c s 

M o d e l B S t d . E r r o r B e t a t S i g . T o l e r a n c e V I F 

1 ( C o n s t a n t ) - . 5 4 3 1 . 1 1 9 - . 4 8 5 . 6 2 9 

T a n g i b l e s . 5 3 9 . 1 8 1 . 3 5 4 2 . 9 7 7 . 0 0 4 , 3 3 5 2 . 9 8 9 

R e l i a b i l i t y . 4 0 0 . 1 9 5 . 2 5 9 2 . 0 5 4 . 0 4 4 . 2 9 7 3 . 3 7 1 

R e s p o n s i v n e s s , 4 4 0 . 1 6 1 . 2 8 3 2 . 7 3 6 , 0 0 8 . 4 4 1 2 . 2 7 0 

A s s u r a n c e . 0 2 3 . 1 8 0 . 0 1 5 . 1 2 8 . 8 9 8 . 3 2 4 3 . 0 8 8 

E m p a t h y . 0 0 3 . 1 8 1 . 0 0 2 . 0 1 9 . 9 8 5 . 3 2 6 3 . 0 6 9 

a . D e p e n d e n t V a r i a b l e : K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

Ujit 
Coefficients' 

M o d e l 

U n s t a n d a r d i z e d C o e f f i c i e n t s S t a n d a r d i z e d C o e f f i c i e n t s 

t S i g . 

C o l i i n e a r i t y S t a t i s t i c s 

M o d e l B S t d . E r r o r B e t a t S i g . T o l e r a n c e V I F 

1 ( C o n s t a n t ) - . 5 4 3 1 . 1 1 9 - . 4 8 5 . 6 2 9 

T a n g i b l e s . 5 3 9 . 1 8 1 . 3 5 4 2 . 9 7 7 . 0 0 4 . 3 3 5 2 . 9 8 9 

R e l i a b i l i t y . 4 0 0 , 1 9 5 . 2 5 9 2 , 0 5 4 . 0 4 4 , 2 9 7 3 . 3 7 1 

R e s p o n s i v n e s s . 4 4 0 . 1 6 1 . 2 8 3 2 . 7 3 6 . 0 0 8 . 4 4 1 2 . 2 7 0 

A s s u r a n c e . 0 2 3 . 1 8 0 . 0 1 5 . 1 2 8 . 8 9 8 , 3 2 4 3 . 0 8 8 

E m p a t h y . 0 0 3 . 1 8 1 . 0 0 2 . 0 1 9 . 9 8 5 . 3 2 6 3 . 0 6 9 

a . D e p e n d e n t V a r i a b l e : K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 

UjiF 

ANOVA" 

M o d e l S u m o f S q u a r e s d f M e a n S q u a r e F S i g . 

1 R e g r e s s i o n 2 7 9 . 5 9 6 5 5 5 . 9 1 9 2 7 . 8 9 4 , 0 0 0 ' 

R e s i d u a l 1 4 4 . 3 4 1 7 2 2 . 0 0 5 

T o t a l 4 2 3 . 9 3 7 7 7 

a . P r e d i c t o r s : ( C o n s t a n t ) , E m p a t h y , T a n g i b l e s , R e s p o n s i v n e s s , A s s u r a n c e , R e l i a b i l i t y 

b . D e p e n d e n t V a r i a b l e : K e p u t u s a n P e m b e l i a n N a s a b a h d i B a n k Y u d h a B h a k t i 



Histogram 

Dependent Variable: Keputusan Pembelian Nasabah di Bank Yudha Bhakti 

Mean--5 eiE-15 
Std. Dev =0 967 

N =7B 

- 7 - 1 0 1 : 3 

Regress ion Standardized Res idua l 



Titik Persentase Distribusi F untuk Probabilita = 0,05 

df untuk 
cff untuk pembilang (N1; 

penyebut 
I N 2 \ \ " * J A 1 •y m. 4 5 6 7 8 9 10 11 12 13 14 I S 

4 
1 199 216 225 230 234 237 239 241 242 243 244 245 245 246 

7 A Q S i A 19.00 19.16 19.25 19.30 19.33 19.35 19.37 19.38 19.40 19.40 19.41 19.42 19,42 19.43 
10.13 9.55 9.28 9.12 9.01 8.94 8.89 8.85 8.81 8.79 8.76 8.74 8.73 8.71 8,70 

A 

4 
~ i yA 6.94 6.59 6,39 6.26 6.16 6.09 6.04 6.00 5.96 5.94 5.91 5.89 5.87 5.86 

3 d dA 5.79 5.41 5.19 5.05 4.95 4.88 4.82 4.77 4.74 4.70 4.68 4.66 4.64 4.62 
b 5,99 5.14 4.76 4.53 4.39 4.28 4.21 4.15 4.10 4.06 4.03 4.00 3.98 3.96 3.94 
7 5.59 4.74 4.35 4.12 3.97 3.87 3.79 3.73 3.68 3.64 3.60 3.57 3.55 3.53 3.51 
B 5,32 4.46 4.07 3.84 3.69 3.58 3.50 3.44 3.39 3.35 3.31 3.28 3,26 3.24 3.22 
9 5.12 4.26 3.86 3.63 3.48 3.37 3.29 3.23 3.18 3.14 3.10 3.07 3.05 3.03 3.01 

10 4.96 4.10 3.71 3.48 3.33 3.22 3.14 3.07 3.02 2.98 2.94 2.91 2.89 2.86 2.85 
11 4.84 3.98 3.59 3.36 3.20 3.09 3.01 2.95 2.90 2.85 2.82 2.79 2.76 2.74 2.72 
12 4.75 3.89 3.49 3.26 3.11 3.00 2.91 2.85 2.80 2.75 2.72 2.69 2.66 2.64 2.62 
13 4.67 3.81 3.41 3.18 3.03 2.92 2.83 2.77 2.71 2.67 2.63 2.60 2.58 2.55 2.53 
14 4,60 3.74 3.34 3.11 2.96 2.85 2.76 2.70 2.65 2.60 2.57 2.53 2.51 2.48 2.46 
15 4.54 3.68 3.29 3.06 2.90 2.79 2.71 2.64 2.59 2.54 2.51 2.48 2.45 2.42 2.40 
16 4.49 3.63 3.24 3.01 2,85 2.74 2.66 2.59 2.54 2.49 2.46 2.42 2.40 2.37 2.35 
17 4.45 3.59 3.20 2.96 2.81 2.70 2.61 2.55 2.49 2.45 2.41 2.38 2.35 2.33 2.31 
18 4.41 3.55 3.16 2.93 2.77 2.66 2-58 2.51 2.46 2.41 2,37 2.34 2.31 2.29 2.27 
19 4.38 3.52 3.13 2.90 2-74 2.63 2.54 2.48 2.42 2.38 2.34 2.31 2.28 2.26 2,23 
20 4,35 3.49 3.10 2.87 2.71 2.60 2.51 2.45 2.39 2.35 2.31 2.28 2.25 2,22 2.20 
21 4.32 3.47 3.07 2.84 2.68 2.57 2.49 2.42 2.37 2.32 2.28 2.25 2.22 2.20 2,18 
22 4.30 3.44 3.05 2.82 2.66 2.55 2.46 2.40 2.34 2.30 2.26 2,23 2.20 2.17 2.15 
23 4.28 3.42 3.03 2.80 2.64 2.53 2.44 2.37 2.32 2.27 2.24 2.20 2.18 2.15 2.13 
24 4.26 3.40 3.01 2.78 2.62 2.51 2.42 2.36 2.30 2.25 2.22 2.18 2.15 2.13 2.11 
25 4.24 3.39 2.99 2.76 2.60 2.49 2.40 2.34 2.28 2.24 2.20 2.16 2.14 2,11 2.09 
26 4.23 3.37 2.98 2.74 2.59 2.47 2.39 2.32 2.27 2.22 2.18 2.15 2.12 2.09 2.07 
27 4.21 3.35 2.96 2.73 2.57 2.46 2.37 2.31 2.25 2.20 2.17 2.13 2.10 2.08 2.06 
28 4.20 3.34 2.95 2.71 2.56 2.45 2.36 2.29 2.24 2.19 2.15 2.12 2.09 2.06 2.04 
29 4.18 3.33 2.93 2.70 2.55 2.43 2.35 2.28 2.22 2.18 2.14 2.10 2.08 2.05 2.03 
30 4.17 3.32 2.92 2.69 2.53 2.42 2.33 2.27 2.21 2.16 2.13 2.09 2.06 2.04 2.01 
31 4.16 3.30 2.91 2.68 2.52 2.41 2,32 2.25 2.20 2.15 2.11 2.08 2.05 2.03 2.00 
32 4.15 3.29 2.90 2.67 2.51 2.40 2.31 2.24 2.19 2.14 2.10 2.07 2.04 2.01 1.99 
33 4.14 3.28 2.89 2.66 2.50 2.39 2.30 2.23 2.18 2.13 2.09 2.06 2.03 2.00 1.98 
34 4.13 3.28 2.88 2.65 2.49 2.38 2.29 2.23 2.17 2.12 2.08 2.05 2.02 1.99 1.97 
35 4.12 3.27 2.87 2.64 2.49 2.37 2.29 2.22 2.16 2.11 2.07 2.04 2.01 A rwi 1.99 A fyd 

1.96 
36 4,11 3.26 2.87 2.63 2.48 2.36 2.28 2.21 2.15 2.11 2.07 2.03 2.00 A fXO 

1.98 
A f \ C 

1.95 
37 4.11 3.25 2,86 2.63 2.47 2.36 2.27 2.20 2.14 2.10 2.06 2.02 2.00 1.97 1.95 
38 4.10 3.24 2.85 2.62 2.46 2.35 2.26 2.19 2.14 2.09 2.05 2.02 1.99 1.96 1.94 
39 4.09 3.24 2.85 2.61 2.46 2.34 2.26 2.19 2.13 2.08 2.04 2.01 1.98 1.95 1.93 
40 4.08 3.23 2.84 2.61 2.45 2.34 2.25 2.18 2.12 2.08 2-04 2.00 1.97 1.95 1,92 
41 4.08 3.23 2.83 2.60 2.44 2.33 2.24 2.17 2.12 2.07 2.03 2.00 1.97 1.94 1.92 
42 4.07 3.22 2.83 2.59 2.44 2.32 2.24 2.17 2.11 2.06 2.03 1,99 1.96 1.94 1.91 
43 4.07 3.21 2.82 2.59 2.43 2.32 2.23 2.16 2.11 2.06 2.02 1.99 1.96 1.93 1.91 
44 4.06 3.21 2.82 2.58 2.43 2.31 2.23 2.16 2.10 2.05 2.01 1.98 1.95 1.92 1.90 
45 4.06 3.20 2.81 2.58 2.42 2.31 2.22 2.15 2.10 2.05 2.01 1.97 1.94 1.92 1.89 
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Titik Persentase Distribusi F untuk Probabilita = 0,05 

df untuk 
penyebut 

(N2) 

df untuk pembilang (N1) 
df untuk 
penyebut 

(N2) 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 
46 4.05 3.20 2.81 2.57 2.42 2.30 2.22 2.15 2.09 2.04 2.00 1.97 1.94 1.91 1.89 
47 4.05 3.20 2.80 2.57 2.41 2.30 2.21 2.14 2.09 2.04 2.00 1.96 1.93 1.91 1.88 
48 4.04 3.19 2.80 2.57 2.41 2.29 2.21 2,14 2.08 2.03 1.99 1,96 1.93 1.90 1.88 
49 4.04 3.19 2.79 2.56 2.40 2.29 2.20 2.13 2.08 2.03 1.99 1.96 1.93 1.90 1.88 
50 4.03 3.18 2.79 2.56 2.40 2.29 2.20 2.13 2.07 2.03 1.99 1.95 1.92 1.89 1.87 
51 4.03 3.18 2.79 2.55 2.40 2.28 2.20 2.13 2.07 2.02 1.98 1.95 1.92 1.89 1.87 
52 4.03 3.18 2.78 2.55 2.39 2.28 2.19 2.12 2.07 2.02 1.98 1.94 1.91 1.89 1.86 
S3 4.02 3.17 2.78 2.55 2.39 2.28 2.19 2.12 2.06 2.01 1.97 1.94 1.91 1.88 1.86 
54 4.02 3.17 2.78 2.54 2.39 2.27 2.18 2.12 2.06 2.01 1.97 1.94 1.91 1.88 1.86 
55 4,02 3.16 2.77 2.54 2.38 2.27 2.18 2.11 2.06 2.01 1.97 1.93 1.90 1.88 1.85 
56 4.01 3.16 2.77 2,54 2.38 2.27 2.18 2.11 2.05 2.00 1.96 1.93 1.90 1.87 1.85 
57 4.01 3.16 2.77 2.53 2.38 2.26 2.18 2.11 2.05 2.00 1.96 1.93 1.90 1.87 1.85 
58 4.01 3.16 2.76 2.53 2.37 2.26 2.17 2.10 2-05 2.00 1.96 1.92 1.89 1.87 1.84 
59 4,00 3.15 2.76 253 2.37 2.26 2.17 2.10 2.04 2.00 1.96 1.92 1.89 1.86 1.84 
60 4.00 3.15 2.76 2,53 2.37 2.25 2.17 2.10 2,04 1.99 1.95 1,92 1.89 1,86 1.84 
61 4.00 3.15 2.76 2.52 2.37 2.25 2.16 2.09 2.04 1.99 1.95 1.91 1.88 1.86 1.83 
62 4.00 3.15 2.75 2,52 2.36 2.25 2.16 2.09 2.03 1.99 1.95 1.91 1.88 1.85 1.83 
63 3.99 3.14 2.75 2.52 2.36 2.25 2.16 2.09 2.03 1.98 1.94 1.91 1.88 1.85 1.83 
64 3.99 3.14 2.75 2.52 2.36 2.24 2.16 2.09 2.03 1.98 1.94 1.91 1.88 1,85 1.83 
65 3.99 3.14 2.75 2.51 2.36 2.24 2.15 2.08 2.03 1.98 1.94 1.90 1.87 1.85 1.82 
66 3.99 3.14 2.74 2.51 2.35 2.24 2.15 2.08 2.03 1.98 1.94 1,90 1.87 1.84 1.82 
67 3.98 3.13 2.74 2.51 2.35 2.24 2.15 2.08 2.02 1.98 1.93 1.90 1.87 1.84 1.82 
68 3.98 3.13 2.74 2.51 2.35 2.24 2.15 2.08 2,02 1.97 1.93 1.90 1.B7 1.84 1.82 
69 3.98 3.13 2.74 2.50 2.35 2.23 2.15 2.08 2.02 1.97 1.93 1.90 1.86 1.84 1.B1 
70 3.98 3.13 2.74 2.50 2.35 2.23 2.14 2.07 2.02 1.97 1.93 1.89 1.86 1.84 1.81 
71 3,98 3.13 2.73 2.50 2.34 2.23 2.14 2.07 2.01 1.97 1.93 1.89 1.86 1.83 1.81 
72 3.97 3.12 2.73 2.50 2.34 2.23 2.14 2.07 2,01 1.96 1.92 1.89 1.86 1.83 1.81 
73 3.97 3.12 2.73 2.50 2.34 2.23 2.14 2.07 2.01 1.96 1.92 1.89 1.86 1.83 1.81 
74 3.97 3.12 2.73 2.50 2.34 2.22 2.14 2.07 2.01 1.96 1.92 1.89 1,85 1.83 1.80 
75 3.97 3.12 2.73 2.49 2.34 2.22 2.13 2.06 2.01 1.96 1.92 1.88 1.85 1.83 1.80 
76 3.97 3.12 2.72 2.49 2.33 2.22 2.13 2.06 2.01 1.96 1.92 1.88 1.85 1.82 1.80 
77 3.97 3.12 2.72 2.49 2.33 2.22 2.13 2.06 2.00 1.96 1.92 1.88 1.85 1.82 1.80 
78 3.96 3.11 2.72 2.49 2.33 2.22 2.13 2.06 2.00 1.95 1.91 1.88 1.85 1.82 1.80 
79 3.96 3.11 2.72 2.49 2.33 2.22 2.13 2.06 2.00 1.95 1.91 1.88 1.85 1.82 1.79 
80 3.96 3.11 2.72 2.49 2.33 2.21 2.13 2.06 2.00 1.95 1.91 1.88 1.84 1.82 1.79 
81 3-96 3-11 2.72 2.48 2.33 2.21 2.12 2.05 2.00 1.95 1.91 1.87 1.84 1,82 1.79 
82 3.96 3.11 2.72 2.48 2.33 2.21 2.12 2.05 2.00 1.95 1.91 1,87 1.84 1.81 1.79 
83 3.96 3.11 2.71 2.48 2.32 2.21 2.12 2.05 1.99 1.95 1.91 1.87 1.84 1.81 1.79 
84 3.95 3.11 2.71 2.48 2.32 2.21 2.12 2.05 1.99 1.95 1.90 1.87 1.84 1.81 1.79 
85 3.95 3.10 2.71 2.48 2.32 2.21 2.12 2.05 1.99 1.94 1.90 1.87 1.84 1.81 1.79 
86 3.95 3.10 2.71 2.48 2.32 2.21 2.12 2.05 1.99 1.94 1.90 1.87 1.84 1.81 1.78 
87 3.95 3.10 2.71 2.48 2.32 2.20 2.12 2.05 1.99 1.94 1.90 1.87 1.83 1.81 1.78 
88 3.95 3.10 2.71 2.48 2.32 2,20 2.12 2.05 1.99 1.94 1.90 1.86 1.63 1.81 1.78 
89 3.95 3.10 2.71 2.47 2.32 2.20 2.11 2.04 1.99 1.94 1.90 1.86 1.83 1.80 1.78 
90 3.95 3.10 2.71 2.47 2.32 2.20 2-11 2.04 1.99 1.94 1.90 1.86 1.83 1.80 1.78 
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Tabel r untuk df - 1 - 50 

tit l \ 7\ 
a i \ x i ' L ) 

Tingkat signifikansi untuk uji satu arah 

tit l \ 7\ 
a i \ x i ' L ) 

0.05 0.025 0.01 0.005 0.OOO5 tit l \ 7\ 
a i \ x i ' L ) Tingkat signifikansi untuk uji dua arah 
tit l \ 7\ 
a i \ x i ' L ) 

0 .1 0.05 0.02 0.01 O . O O l 

1 0 . 9 8 7 7 0 . 9 9 6 9 0 . 9 9 9 5 0 . 9 9 9 9 1 . 0 0 0 0 

2 0 . 9 0 0 0 0 . 9 5 0 0 0 . 9 8 0 0 0 . 9 9 0 0 0 . 9 9 9 0 

3 0 , 8 0 5 4 0 . 8 7 8 3 0 . 9 3 4 3 0 . 9 5 8 7 0 . 9 9 1 1 

4 0 , 7 2 9 3 0 . 8 1 1 4 0 . 8 8 2 2 0 . 9 1 7 2 0 . 9 7 4 1 

5 0 , 6 6 9 4 0 . 7 5 4 5 0 . 8 3 2 9 0 . 8 7 4 5 0 . 9 5 0 9 

6 0 . 6 2 1 5 0 . 7 0 6 7 0 . 7 8 8 7 0 . 8 3 4 3 0 . 9 2 4 9 

7 0 . 5 8 2 2 0 . 6 6 6 4 0 . 7 4 9 8 0 . 7 9 7 7 0 . 8 9 8 3 

8 0 . 5 4 9 4 0 . 6 3 1 9 0 . 7 1 5 5 0 . 7 6 4 6 0 . 8 7 2 ! 

9 0 . 5 2 1 4 0 . 6 0 2 1 0 . 6 8 5 1 0 . 7 3 4 8 0 . 8 4 7 0 

10 0 . 4 9 7 3 0 . 5 7 6 0 0 , 6 5 8 1 0 . 7 0 7 9 0 . 8 2 3 3 

n 0 . 4 7 6 2 0 . 5 5 2 9 0 . 6 3 3 9 0 . 6 8 3 5 0 . 8 0 1 0 

12 0 . 4 5 7 5 0 . 5 3 2 4 0 . 6 1 2 0 0 . 6 6 1 4 0 . 7 8 0 0 

13 0 . 4 4 0 9 0 . 5 1 4 0 0 . 5 9 2 3 0 . 6 4 1 1 0 . 7 6 0 4 

14 0 . 4 2 5 9 0 . 4 9 7 3 0 . 5 7 4 2 0 . 6 2 2 6 0 . 7 4 1 9 

15 0 . 4 1 2 4 0 . 4 8 2 1 0 . 5 5 7 7 0 . 6 0 5 5 0 . 7 2 4 7 

16 0 . 4 0 0 0 0 . 4 6 8 3 0 . 5 4 2 5 0 . 5 8 9 7 0 . 7 0 8 4 

17 0 . 3 8 8 7 0 . 4 5 5 5 0 . 5 2 8 5 0 . 5 7 5 1 0 . 6 9 3 2 

18 0 . 3 7 8 3 0 . 4 4 3 8 0 . 5 1 5 5 0 . 5 6 1 4 0 . 6 7 8 8 

19 0 . 3 6 8 7 0 . 4 3 2 9 0 . 5 0 3 4 0 . 5 4 8 7 0 , 6 6 5 2 

20 0 . 3 5 9 8 0 . 4 2 2 7 0 . 4 9 2 1 0 . 5 3 6 8 0 . 6 5 2 4 

21 0 . 3 5 1 5 0 . 4 1 3 2 0 . 4 8 1 5 0 . 5 2 5 6 0 . 6 4 0 2 

22 0 . 3 4 3 8 0 . 4 0 4 4 0 . 4 7 1 6 0 . 5 1 5 1 0 . 6 2 8 7 

23 0 . 3 3 6 5 0 . 3 9 6 1 0 . 4 6 2 2 0 . 5 0 5 2 0 . 6 1 7 8 

24 0 . 3 2 9 7 0 . 3 8 8 2 0 . 4 5 3 4 0 . 4 9 5 8 0 . 6 0 7 4 

25 0 . 3 2 3 3 0 . 3 8 0 9 0 . 4 4 5 1 0 . 4 8 6 9 0 . 5 9 7 4 

26 0 . 3 1 7 2 0 . 3 7 3 9 0 . 4 3 7 2 0 . 4 7 8 5 0 . 5 8 8 0 

27 0 . 3 1 1 5 0 . 3 6 7 3 0 . 4 2 9 7 0 . 4 7 0 5 0 . 5 7 9 0 

28 0 . 3 0 6 1 0 . 3 6 1 0 0 . 4 2 2 6 0 . 4 6 2 9 0 . 5 7 0 3 

29 0 . 3 0 0 9 0 . 3 5 5 0 0 . 4 1 5 8 0 . 4 5 5 6 0 . 5 6 2 0 

30 0 . 2 9 6 0 0 . 3 4 9 4 0 . 4 0 9 3 0 . 4 4 8 7 0 . 5 5 4 ! 

31 0 . 2 9 1 3 0 . 3 4 4 0 0 . 4 0 3 2 0 . 4 4 2 1 0 . 5 4 6 5 

32 0 . 2 8 6 9 0 . 3 3 8 8 0 . 3 9 7 2 0 . 4 3 5 7 0 . 5 3 9 2 

33 0 . 2 8 2 6 0 . 3 3 3 8 0 . 3 9 1 6 0 . 4 2 9 6 0 . 5 3 2 2 

34 0 . 2 7 8 5 0 . 3 2 9 1 0 . 3 8 6 2 0 . 4 2 3 8 0 . 5 2 5 4 

35 0 . 2 7 4 6 0 . 3 2 4 6 0 . 3 8 1 0 0 . 4 1 8 2 0 . 5 1 8 9 

36 0 . 2 7 0 9 0 . 3 2 0 2 0 . 3 7 6 0 0 , 4 1 2 8 0 . 5 1 2 6 

37 0 . 2 6 7 3 0 . 3 1 6 0 0 , 3 7 1 2 0 . 4 0 7 6 0 . 5 0 6 6 

38 0 . 2 6 3 8 0 . 3 1 2 0 0 . 3 6 6 5 0 . 4 0 2 6 0 . 5 0 0 7 

39 0 . 2 6 0 5 0 . 3 0 8 1 0 . 3 6 2 1 0 . 3 9 7 8 0 . 4 9 5 0 

40 0 . 2 5 7 3 0 . 3 0 4 4 0 . 3 5 7 8 0 . 3 9 3 2 0 . 4 8 9 6 

41 0 . 2 5 4 2 0 . 3 0 0 8 0 . 3 5 3 6 0 . 3 8 8 7 0 . 4 8 4 3 

42 0 . 2 5 1 2 0 . 2 9 7 3 0 . 3 4 9 6 0 . 3 8 4 3 0 . 4 7 9 ] 

43 0 . 2 4 8 3 0 . 2 9 4 0 0 . 3 4 5 7 0 , 3 8 0 1 0 . 4 7 4 2 

44 0 . 2 4 5 5 0 . 2 9 0 7 0 . 3 4 2 0 0 . 3 7 6 1 0 . 4 6 9 4 

45 0 . 2 4 2 9 0 . 2 8 7 6 0 . 3 3 8 4 0 . 3 7 2 1 0 . 4 6 4 7 

46 0 . 2 4 0 3 0 . 2 8 4 5 0 . 3 3 4 8 0 . 3 6 8 3 0 . 4 6 0 ] 

47 0 . 2 3 7 7 0 . 2 8 1 6 0 . 3 3 1 4 0 . 3 6 4 6 0 . 4 5 5 7 

48 0 . 2 3 5 3 0 . 2 7 8 7 0 . 3 2 8 1 0 . 3 6 1 0 0 . 4 5 1 4 

49 0 . 2 3 2 9 0 . 2 7 5 9 0 . 3 2 4 9 0 . 3 5 7 5 0 . 4 4 7 3 

50 0 . 2 3 0 6 0 . 2 7 3 2 0 . 3 2 1 8 0 . 3 5 4 2 0 . 4 4 3 2 
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Tabel r untuk d f - 5 1 - 1 0 0 

df - ( N - 2 ) 

Tingkat signifikansi untuk ujl satu arah 

df - ( N - 2 ) 
0.05 0.025 0.01 0.005 o.ooos 

df - ( N - 2 ) 
Tingkat signifikansi untuk uji dua arah 

df - ( N - 2 ) 

0.1 0.05 0.02 0.01 0.001 

51 0 . 2 2 8 4 0 . 2 7 0 6 0 . 3 1 8 8 0 . 3 5 0 9 0 . 4 3 9 3 

52 0 . 2 2 6 2 0 . 2 6 8 1 0 . 3 1 5 8 0 . 3 4 7 7 0 . 4 3 5 4 

53 0 , 2 2 4 1 0 - 2 6 5 6 0 . 3 1 2 9 0 . 3 4 4 5 0 . 4 3 1 7 

54 0 . 2 2 2 1 0 . 2 6 3 2 0 . 3 1 0 2 0 . 3 4 1 5 0 . 4 2 8 0 

55 0 . 2 2 0 1 0 . 2 6 0 9 0 . 3 0 7 4 0 . 3 3 8 5 0 . 4 2 4 4 

56 0 . 2 1 8 1 0 . 2 5 8 6 0 . 3 0 4 8 0 . 3 3 5 7 0 . 4 2 1 0 

57 0 . 2 1 6 2 0 . 2 5 6 4 0 . 3 0 2 2 0 . 3 3 2 8 0 , 4 1 7 6 

58 0 . 2 1 4 4 0 . 2 5 4 2 0 . 2 9 9 7 0 . 3 3 0 1 0 . 4 1 4 3 

59 0 2 1 2 6 0 . 2 5 2 1 0 - 2 9 7 2 0 . 3 2 7 4 0 . 4 1 1 0 

60 0 . 2 1 0 8 0 . 2 5 0 0 0 . 2 9 4 8 0 . 3 2 4 8 0 . 4 0 7 9 

61 0 . 2 0 9 1 0 . 2 4 8 0 0 . 2 9 2 5 0 . 3 2 2 3 0 . 4 0 4 8 

62 0 . 2 0 7 5 0 . 2 4 6 1 0 . 2 9 0 2 0 . 3 1 9 8 0 . 4 0 1 8 

63 0 . 2 0 5 8 0 . 2 4 4 1 0 . 2 8 8 0 0 . 3 1 7 3 0 . 3 9 8 8 

64 0 . 2 0 4 2 0 . 2 4 2 3 0 . 2 8 5 8 0 . 3 1 5 0 0 . 3 9 5 9 

65 0 . 2 0 2 7 0 . 2 4 0 4 0 . 2 8 3 7 0 . 3 1 2 6 0 . 3 9 3 1 

66 0 . 2 0 1 2 0 . 2 3 8 7 0 . 2 8 1 6 0 . 3 1 0 4 0 . 3 9 0 3 

67 0 . 1 9 9 7 0 . 2 3 6 9 0 . 2 7 9 6 0 . 3 0 8 1 0 - 3 8 7 6 

68 0 . 1 9 8 2 0 . 2 3 5 2 0 . 2 7 7 6 0 . 3 0 6 0 0 . 3 8 5 0 

69 0 , 1 9 6 8 0 . 2 3 3 5 0 . 2 7 5 6 0 . 3 0 3 8 0 . 3 8 2 3 

70 0 , 1 9 5 4 0 . 2 3 1 9 0 . 2 7 3 7 0 . 3 0 1 7 0 . 3 7 9 8 

71 0 . 1 9 4 0 0 . 2 3 0 3 0 . 2 7 1 8 0 . 2 9 9 7 0 . 3 7 7 3 

72 0 . 1 9 2 7 0 . 2 2 8 7 0 . 2 7 0 0 0 . 2 9 7 7 0 . 3 7 4 8 

73 0 . 1 9 1 4 0 . 2 2 7 2 0 2 6 8 2 0 . 2 9 5 7 0 . 3 7 2 4 

74 0 . 1 9 0 1 0 . 2 2 5 7 0 . 2 6 6 4 0 . 2 9 3 8 0 . 3 7 0 1 

75 0 . 1 8 8 8 0 . 2 2 4 2 0 . 2 6 4 7 0 . 2 9 1 9 0 . 3 6 7 8 

76 0 . 1 8 7 6 0 . 2 2 2 7 0 . 2 6 3 0 0 . 2 9 0 0 0 . 3 6 5 5 

77 0 . 1 8 6 4 0 . 2 2 1 3 0 . 2 6 1 3 0 , 2 8 8 2 0 . 3 6 3 3 

78 0 , 1 8 5 2 0 . 2 1 9 9 0 . 2 5 9 7 0 . 2 8 6 4 0 . 3 6 1 1 

79 0 . 1 8 4 1 0 . 2 1 8 5 0 . 2 5 8 1 0 . 2 8 4 7 0 . 3 5 8 9 

80 0 . 1 8 2 9 0 . 2 1 7 2 0 . 2 5 6 5 0 . 2 8 3 0 0 . 3 5 6 8 

81 0 . 1 8 1 8 0 , 2 1 5 9 0 . 2 5 5 0 0 . 2 8 1 3 0 . 3 5 4 7 

82 0 . 1 8 0 7 0 , 2 1 4 6 0 . 2 5 3 5 0 . 2 7 9 6 0 . 3 5 2 7 

83 0 . 1 7 9 6 0 . 2 1 3 3 0 . 2 5 2 0 0 . 2 7 8 0 0 . 3 5 0 7 

84 0 , 1 7 8 6 0 . 2 1 2 0 0 . 2 5 0 5 0 . 2 7 6 4 0 . 3 4 8 7 

85 0 . 1 7 7 5 0 . 2 1 0 8 0 . 2 4 9 1 0 . 2 7 4 8 0 , 3 4 6 8 

86 0 . 1 7 6 5 0 . 2 0 9 6 0 . 2 4 7 7 0 . 2 7 3 2 0 . 3 4 4 9 

87 0 . 1 7 5 5 0 . 2 0 8 4 0 , 2 4 6 3 0 . 2 7 1 7 0 . 3 4 3 0 

88 0 . 1 7 4 5 0 . 2 0 7 2 0 . 2 4 4 9 0 . 2 7 0 2 0 . 3 4 1 2 

89 0 . 1 7 3 5 0 . 2 0 6 1 0 . 2 4 3 5 0 . 2 6 8 7 0 . 3 3 9 3 

90 0 . 1 7 2 6 0 . 2 0 5 0 0 . 2 4 2 2 0 . 2 6 7 3 0 , 3 3 7 5 

91 0 . 1 7 1 6 0 . 2 0 3 9 0 . 2 4 0 9 0 . 2 6 5 9 0 . 3 3 5 8 

92 0 . 1 7 0 7 0 . 2 0 2 8 0 . 2 3 9 6 0 . 2 6 4 5 0 - 3 3 4 ! 

93 0 , 1 6 9 8 0 . 2 0 1 7 0 , 2 3 8 4 0 . 2 6 3 1 0 . 3 3 2 3 

94 0 . 1 6 8 9 0 . 2 0 0 6 0 . 2 3 7 1 0 . 2 6 1 7 0 . 3 3 0 7 

95 0 . 1 6 8 0 0 . 1 9 9 6 0 . 2 3 5 9 0 . 2 6 0 4 0 - 3 2 9 0 

96 0 . I 6 7 I 0 . 1 9 8 6 0 . 2 3 4 7 0 . 2 5 9 1 0 . 3 2 7 4 

97 0 . 1 6 6 3 0 . 1 9 7 5 0 . 2 3 3 5 0 . 2 5 7 8 0 . 3 2 5 8 

98 0 . 1 6 5 4 0 . 1 9 6 6 0 - 2 3 2 4 0 . 2 5 6 5 0 , 3 2 4 2 

99 0 . 1 6 4 6 0 . 1 9 5 6 0 . 2 3 1 2 0 , 2 5 5 2 0 . 3 2 2 6 

100 0 . 1 6 3 8 0 . 1 9 4 6 0 . 2 3 0 1 0 . 2 5 4 0 0 . 3 2 1 1 
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Titik Persentase Distribusi t (df = 1 - 40) 

Pr 0.25 0.10 0.05 0.025 0.01 0.005 0.001 
df 0.50 0.20 0.10 0.050 0.02 0.010 0.002 

1 1.00000 3.07768 6.31375 12.70620 31.82052 63.65674 318.30884 
2 0.81650 1.88562 2.91999 4.30265 6.96456 9.92484 22.32712 
3 0.76489 1.63774 2.35336 3.18245 4.54070 5.84091 10.21453 
4 0.74070 1.53321 2.13185 2,77645 3.74695 4.60409 7.17318 
5 0.72669 1.47588 2.01505 2.57058 3.36493 4.03214 5.89343 
6 0.71756 1.43976 1.94318 2.44691 3.14267 3.70743 5.20763 
7 0.71114 1.41492 1.89458 2,36462 2.99795 3.49948 4.78529 
S 0.70639 1.39682 1.85955 2.30600 2.89646 3.35539 4.50079 
9 0.70272 1.38303 1.83311 2.26216 2.82144 3.24984 4.29681 

10 0.69981 1.37218 1.81246 2.22814 2.76377 3.16927 4.14370 
11 0.69745 1.36343 1.79588 2.20099 2.71808 3.10581 4.02470 
12 0.69548 1.35622 1.78229 2.17881 2.68100 3.05454 3,92963 
13 0.69383 1.35017 1.77093 2.16037 2.65031 3.01228 3.85198 
14 0.69242 1.34503 1.76131 2.14479 2.62449 2.97684 3.78739 
15 0.69120 1.34061 1.75305 2.13145 2.60248 2.94671 3.73263 
16 0.69013 1.33676 1.74588 2.11991 2.58349 2.92078 3.68615 
17 0.68920 1.33338 1.73961 2.10982 2.56693 2.89823 3.64577 
18 0.68836 1.33039 1,73406 2.10092 2,55238 2.87844 3.61048 
19 0.68762 1.32773 1.72913 2.09302 2.53948 2.86093 3.57940 
20 0.68695 1.32534 1-72472 2.08596 2.52798 2.84534 3.55181 
21 0.68635 1.32319 1.72074 2.07961 2.51765 2.83136 3.52715 
22 0.68581 1.32124 1.71714 2.07387 2.50832 2.81876 3.50499 
23 0-68531 1.31946 1.71387 2.06866 2.49987 2.80734 3.48496 
24 0.68485 1.31784 1.71088 2.06390 2.49216 2.79694 3.46678 
25 0.66443 1 31635 1.70814 2.05954 2.48511 2,78744 3,45019 
26 0.68404 1,31497 1.70562 2.05553 2.47863 2.77871 3.43500 
27 0.68368 1.31370 1.70329 2,05183 2.47266 2.77068 3.42103 
28 0.68335 1.31253 1,70113 2.04841 2.46714 2.76326 3.40816 
29 0.68304 1.31143 1.69913 2.04523 2.46202 2.75639 3.39624 
30 0.68276 1.31042 1.69726 2.04227 2.45726 2.75000 3.38518 
31 0.68249 1.30946 1.69552 2.03951 2.45282 2.74404 3.37490 
32 0.68223 1.30857 1.69389 2.03693 2.44868 2.73848 3.36531 
33 0.68200 1.30774 1.69236 2.03452 2.44479 2.73328 3.35634 
34 0,68177 1.30695 1.69092 2.03224 2,44115 2.72839 3.34793 
35 0.68156 1.30621 1.68957 2-03011 2.43772 2.72381 3.34005 
36 0,68137 1,30551 1.68830 2.02809 2.43449 2.71948 3.33262 
37 0-68118 1.30485 1.68709 2.02619 2.43145 2.71541 3,32563 
38 0.68100 1.30423 1.68595 2.02439 2.42857 2.71156 3.31903 
39 0.68083 1.30364 1.68488 2.02269 2.42584 2.70791 3.31279 
40 0.68067 1.30308 1.68385 2.02108 2.42326 2.70446 3.30688 

C a t a t a n : P r o b a b i l i t a y a n g l e b i h k e c i l y a n g d i t u n j u k k a n p a d a j u d u l t i a p k o l o m a d a l a h l u a s d a e r a h 

d a l a m s a t u u j u n g , s e d a n g k a n p r o b a b i l i t a s y a n g l e b i h b e s a r a d a l a h l u a s d a e r a h d a l a m 

k e d u a u j u n g 
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Titik Persentase Distribusi t (df = 41 - 80) 

Pr 0.25 0.10 0.05 0.025 0.01 0.0D5 0.001 
df 0.50 0.20 0.10 0.050 0.02 0.010 0.002 

41 0.68052 1.30254 1.68288 2-01954 2.42080 2.70118 3.30127 
42 0.68038 1.30204 1.68195 2.01808 2.41847 2.69807 3.29595 
43 0.68024 1.30155 1.68107 2.01669 2.41625 2.69510 3,29089 
44 0.68011 1.30109 1.68023 2.01537 2.41413 2.69228 3.28607 
45 0.67998 1.30065 1.67943 2.01410 2.41212 2.68959 3-28148 
46 0.67986 1.30023 1.67866 2.01290 2.41019 2.68701 3.27710 
47 0-67975 1.29982 1.67793 2.01174 2.40835 2.68456 3.27291 
48 0.67964 1.29944 1.67722 2.01063 2.40658 2.68220 3.26891 
49 0.67953 1.29907 1.67655 2,00958 2.40489 2.67995 3.26508 
50 0.67943 1.29871 1.67591 2.00856 2.40327 2.67779 3.26141 
51 0.67933 1.29837 1.67528 2.00758 2.40172 2.67572 3.25789 
52 0.67924 1.29805 1.67469 2.00665 2.40022 2.67373 3.25451 
53 0.67915 1.29773 1.67412 2.00575 2.39879 2.67182 3.25127 
54 0.67906 1.29743 1.67356 2,00488 2.39741 2.66998 3.24815 
55 0.67898 1.29713 1.67303 2.00404 2.39608 2.66822 3.24515 
56 0.67890 1.29685 1.67252 2.00324 2.39480 2.66651 3.24226 
57 0.67882 1.29658 1.67203 2,00247 2.39357 2.66487 3.23948 
58 0.67874 1.29632 1.67155 2.00172 2.39238 2.66329 3.23680 
59 0.67867 1.29607 1,67109 2.00100 2.39123 2.66176 3.23421 
60 0.67860 1.29582 1.67065 2.00030 2.39012 2-66028 3.23171 
61 0.67853 1.29558 1.67022 1.99962 2.38905 2.65886 3.22930 
62 0.67847 1.29536 1.66980 1.99897 2.38801 2.65748 3.22696 
63 0.67840 1.29513 1.66940 1.99834 2.38701 2.65615 3.22471 
64 0.67834 1.29492 1.66901 1.99773 2.38604 2.65485 3.22253 
65 0.67828 1,29471 1 66864 1.99714 2.38510 2.65360 3,22041 
66 0.67823 1.29451 1,66827 1.99656 2.38419 2.65239 3.21837 
67 0.67817 1 29432 1.66792 1.99601 2.38330 2.65122 3.21639 
68 0.67811 1,29413 1.66757 1.99547 2.38245 2.65008 3.21446 
69 0.67806 1.29394 1.66724 1.99495 2.38161 2,64898 3.21260 
70 0.67801 1.29376 1.66691 1.99444 2.38081 2.64790 3.21079 
71 0.67796 1.29359 1.66660 1.99394 2.38002 2.64686 3.20903 
72 0.67791 1.29342 1.66629 1.99346 2.37926 2.64585 3.20733 
73 0.67787 1,29326 1.66600 1.99300 2.37852 2.64487 3.20567 
74 0.67782 1.29310 1.66571 1.99254 2.37780 2.64391 3,20406 
75 0.67778 1.29294 1.66543 1.99210 2.37710 2.64298 3.20249 
76 0-67773 1.29279 1.66515 1.99167 2.37642 2.64208 3.20096 
77 0.67769 1.29264 1.66488 1.99125 2.37576 2.64120 3.19948 
78 0^7765 1.292.50 1.66462 1.99085 2.37511 2.64034 3.19804 
79 0.67761 1.29236 • 1.66437 1.99045 2.37448 2.63950 3.19663 
80 0.67757 1.29222 1.66412 1.99006 2.37387 2.63869 3,19526 

Catalan: Probabilita yang lebih kecil yang ditunjukkan pada judul tiap kolom adalah luas daerah 
dalam satu ujung, sedangkan probabilitas yang lebih besar adalah luas daerah dalam 
kedua ujung 

Diproduksi oleh: Junaidi (ht tp: / / junaididianiago.wordpress .CGm]. 2 0 1 0 Page 2 
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