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Lampiran 1 Kuesioner  

 

No Kehandalan (X2) SS S RR TS STS 

1 Puskesmas memberikan pelayanan yang 
akurat kepada pasien 

     

2 Puskesmas dalama menangani keluhan 
pasien para tenaga medis professional 

     

3 Petugas medis dan non medis 
Puskesmas selalu memerikan pelayanan 
dengan tepat dan benar sesuai dengan 
prosedur yang ada 

     

4 Petugas Puskesmas baik non medis 
maupun medis melayani dengan ramah 
saat melakukan pengobatan 

     

5 Petugas medis dan non medis 
Puskesmas dalam memberikan 
pelayanan sesuai dengan jadwal yang 
telah ditetapkan 

     

 

No Jaminan (X3) SS S RR TS STS 

1 Pasien merasa aman dan nyaman saat 
melakukan pengobbatan di Puskesmas 

     

2 Kesopanan karyawan Puskesmas dalam 
memberikan pelayanan kepada pasien 

     

3 Petugas medis dan non medis 
Puskesmas berpengalaman dan terlatih 
dalam melakukan pengobatan 

     

4 Petugas Puskesmas mampu mengatasi 
keluhan pasien 

     

No Bukti Langsung (X1) SS S RR TS STS 

1 Puskesmas Batulappa dalam kondisi 
yang baik atau masih layak 

     

2 Kecanggihan peralatan yang dipakai 
puskesmas sangat mendukung dalam 
melakukan pemeriksaan 

     

3 Nyaman dan memadai ruang tunggu 
yang disediakan oleh Puskesmas 

     

4 Kerapian petugas Puskesmas sudah 
memenuhi syarat 

     

5 Penampilan dan kondisi setiapp ruangan 
Puskesmas sudah layak dan nyaman 

     

6 Setiap ruangan di Puskesmas terjaga 
kebersihannya 
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No Daya Tanggap (X4) SS S RR TS STS 

1 Petugas non medis dan medis 
Puskesmas selalu cepat dan merespon 
keinginan pasien 

     

2 Petugas non medis dan medis 
Puskesmas selalu sigap dalam 
menangani setiap keluhan pasien 

     

3 Pihak Puskesmas selalu memberikan 
tanggapan terhadap sarana yang telah 
diberikan oleh para pasien 

     

 

No Perhatian / Empati (X5) SS S RR TS STS 

1 Petugas non medis dan medis 
Puskesmas memberikan pelayanan 
tanpa memadang status 

     

2 Petugas non medis dan medis 
Puskesmas memberi perhatian kepada 
pasien dalam pengobatan maupun 
pelayanannya 

     

3 Pihak Puskesmas selalu memberikan 
perhatian terhadap keluhan pasien 

     

 

No Kepuasan Konsumen (Y) SS S RR TS STS 

1 Pelayanan medis Puskesmas memenuhi 
harapan pasien 

     

2 Fasilitas Puskesmas sudah tersedia 
sesuai dengan kebutuhan pasien 

     

3 Lokasi Puskesmas dapat terjangkau dan 
tidak jauh dari rumah dan mudah 
mendapatkan transportasi 

     

4 Pelayanan, fasilitas dan lokasi yang anda 
dapatkan mempercepat kesembuhan 
anda 

     

 

 

 

 

 

 

 



75 
 

 
 

Lampiran 2  Hasil Analisis Data 

 

Nama 
KUALITAS PELAYANAN X 

BL1 BL2 BL3 BL4 BL5 BL6 
Total 
BL 

KH1 KH2 KH3 KH4 KH5 
Total 
KH 

Hasma 5 5 5 4 4 5 28 5 5 4 5 5 24 

Afifah 5 5 5 5 4 4 28 5 4 4 5 5 23 

Hania 5 4 4 5 5 5 28 5 4 3 5 5 22 

Asi 5 4 4 5 4 4 26 4 4 5 5 5 23 

Iga 
Kusuma 

5 4 4 4 5 5 27 5 4 5 5 4 23 

Azman 5 4 5 4 5 4 27 4 5 5 4 3 21 

Lisa 5 4 5 5 5 4 28 4 5 4 5 3 21 

Rifky 5 4 5 5 4 4 27 5 5 5 4 4 23 

Mikha 5 5 5 4 4 5 28 4 4 4 4 4 20 

Dirman 5 5 4 5 4 5 28 5 4 5 4 4 22 

Riska 4 5 4 5 5 5 28 4 4 4 4 3 19 

Afika 4 5 3 4 4 4 24 4 5 5 5 3 22 

Janna 4 4 3 3 4 3 21 4 5 4 3 3 19 

Hasmiati 4 3 3 5 5 3 23 5 4 5 5 3 22 

Maryam 4 5 4 5 4 3 25 4 5 5 4 4 22 

Sudirman 3 3 5 5 5 4 25 5 5 5 5 4 24 

Sulemana 4 3 4 5 4 3 23 4 5 5 4 5 23 

Khadijah 4 3 5 5 4 5 26 5 5 5 5 5 25 

Bilqis 4 5 4 5 3 5 26 4 4 4 4 5 21 

Asrul 5 5 5 5 5 5 30 5 5 5 4 4 23 

Iqbal 4 4 3 5 5 5 26 4 5 5 4 4 22 

Ikram 5 4 4 4 4 5 26 5 5 5 5 3 23 

Indah 4 4 5 5 5 5 28 4 5 5 5 4 23 

Sitti 
Maryam 

4 4 5 5 3 4 25 5 3 5 5 5 23 

Dian 5 5 5 5 3 5 28 4 4 4 5 4 21 

Tri 
Dayanti 

4 4 4 5 4 4 25 4 3 4 4 4 19 

Sasa 3 4 4 3 3 4 21 4 3 3 4 4 18 

Kiki 3 4 5 4 3 4 23 5 5 5 5 5 25 

Putri 3 4 5 4 3 5 24 3 3 5 4 4 19 

Dani 4 4 5 3 3 5 24 4 5 4 4 5 22 

Total 
      

776 
     

657 
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Nama 
KUALITAS PELAYANAN X 

DT1 DT2 DT3 
Total 
DT 

JM1 JM2 JM3 JM4 
Total 
JM 

E1 E2 E3 
Total 

E 

Hasma 5 5 5 15 4 4 4 5 17 5 5 5 15 

Afifah 5 5 5 15 5 5 4 5 19 5 5 5 15 

Hania 5 5 5 15 5 4 4 5 18 5 5 5 15 

Asi 5 5 5 15 5 5 4 5 19 5 5 5 15 

Iga 
Kusuma 5 5 4 14 5 5 5 5 20 5 5 5 15 

Azman 4 4 5 13 5 5 5 4 19 5 5 5 15 

Lisa 5 5 4 14 5 4 4 5 18 5 5 4 14 

Rifky 4 4 5 13 5 4 5 5 19 5 5 4 14 

Mikha 5 5 5 15 5 4 4 5 18 4 5 4 13 

Dirman 4 4 5 13 5 4 3 3 15 5 4 5 14 

Riska 5 3 4 12 5 4 5 5 19 4 5 4 13 

Afika 4 4 5 13 5 5 5 5 20 5 4 5 14 

Janna 5 5 4 14 4 5 3 5 17 5 5 4 14 

Hasmiati 4 4 5 13 5 4 4 5 18 5 4 5 14 

Maryam 5 5 4 14 4 5 5 5 19 4 5 5 14 

Sudirman 5 4 5 14 5 4 5 4 18 3 4 5 12 

Sulemana 5 5 5 15 3 5 5 3 16 4 5 4 13 

Khadijah 4 4 5 13 5 5 5 4 19 5 5 5 15 

Bilqis 4 5 5 14 5 5 4 5 19 5 4 4 13 

Asrul 3 3 2 8 5 4 4 4 17 5 4 5 14 

Iqbal 4 5 5 14 3 4 5 5 17 4 5 4 13 

Ikram 3 5 4 12 5 4 4 4 17 5 5 4 14 

Indah 4 5 5 14 4 3 5 4 16 4 5 5 14 

Sitti 
Maryam 5 5 5 15 5 4 4 4 17 5 4 3 12 

Dian 5 5 3 13 5 5 5 5 20 5 5 5 15 

Tri 
Dayanti 5 4 4 13 3 3 5 5 16 4 5 4 13 

Sasa 4 4 5 13 5 4 5 4 18 5 5 5 15 

Kiki 5 5 4 14 5 5 5 5 20 4 5 5 14 

Putri  4 4 5 13 3 5 3 5 16 3 4 5 12 

Dani 5 4 5 14 5 5 4 5 19 5 5 5 15 

Total       407         540       418 

 

 

 



77 
 

 
 

Nama 

Responden 

KEPUSAN PASIEN Y 

Y1 Y2 Y3 Y4 Total Y 

Hasma 5 5 4 5 19 

Afifah 5 5 5 5 20 

Hania 5 4 4 5 18 

Asi 5 5 5 5 20 

Iga Kusuma 5 5 5 5 20 

Azman 5 5 5 5 20 

Lisa 5 4 5 5 19 

Rifky 4 5 4 5 18 

Mikha 5 4 5 5 19 

Dirman 5 5 4 4 18 

Riska 4 4 5 5 18 

Afika 4 5 5 4 18 

Janna 4 4 5 5 18 

Hasmiati 4 3 5 4 16 

Maryam 3 4 4 5 16 

Sudirman 4 5 4 4 17 

Sulemana 5 4 4 5 18 

Khadijah 4 4 5 4 17 

Bilqis 4 5 4 4 17 

Asrul 4 4 5 4 17 

Iqbal 4 4 4 5 17 

Ikram 5 4 3 4 16 

Indah 4 5 5 5 19 

Sitti Maryam 5 4 4 4 17 

Dian 4 5 4 5 18 

Tri Dayanti 3 5 5 5 18 

Sasa 4 4 4 4 16 

Kiki 4 4 4 4 16 

Putri  4 3 5 5 17 

Dani 5 5 4 4 18 

Total         535 
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Lampiran 3 Data Output SPSS  

Jenis Kelamin 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Laki-laki 10 33.3 33.3 33.3 

Perempuan 20 66.7 66.7 100.0 

Total 30 100.0 100.0  

 

Usia 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid < 20 Tahun 10 33.3 33.3 33.3 

21 - 30 Tahun 16 53.3 53.3 86.7 

31-40 Tahun 4 13.3 13.3 100.0 

Total 30 100.0 100.0  

 

Pekerjaan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Pegawai Negeri 4 13.3 13.3 13.3 

Wiraswasta 4 13.3 13.3 26.7 

Pelajar 5 16.7 16.7 43.3 

Mahasiswa 12 40.0 40.0 83.3 

Lainnya 5 16.7 16.7 100.0 

Total 30 100.0 100.0  

 
UJI VALIDITAS 

X1 

 BL1 BL2 BL3 BL4 BL5 BL6 

Bukti 

Langsung 

BL1 Pearson Correlation 1 .384
*
 .116 .231 .330 .253 .723

**
 

Sig. (2-tailed)  .036 .541 .220 .075 .178 .000 

N 30 30 30 30 30 30 30 

BL2 Pearson Correlation .384
*
 1 .058 -.015 -.178 .347 .479

**
 

Sig. (2-tailed) .036  .762 .936 .347 .060 .007 

N 30 30 30 30 30 30 30 

BL3 Pearson Correlation .116 .058 1 .080 -.196 .332 .436
*
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Sig. (2-tailed) .541 .762  .675 .299 .073 .016 

N 30 30 30 30 30 30 30 

BL4 Pearson Correlation .231 -.015 .080 1 .360 .009 .519
**
 

Sig. (2-tailed) .220 .936 .675  .051 .961 .003 

N 30 30 30 30 30 30 30 

BL5 Pearson Correlation .330 -.178 -.196 .360 1 -

.006 

.431
*
 

Sig. (2-tailed) .075 .347 .299 .051  .974 .017 

N 30 30 30 30 30 30 30 

BL6 Pearson Correlation .253 .347 .332 .009 -.006 1 .606
**
 

Sig. (2-tailed) .178 .060 .073 .961 .974  .000 

N 30 30 30 30 30 30 30 

Bukti 

Langs

ung 

Pearson Correlation .723
**
 .479

**
 .436

*
 .519

**
 .431

*
 .606

*

*
 

1 

Sig. (2-tailed) .000 .007 .016 .003 .017 .000  

N 30 30 30 30 30 30 30 

*. Correlation is significant at the 0.05 level (2-tailed). 
**. Correlation is significant at the 0.01 level (2-tailed). 

 

X2 

 KH1 KH2 KH3 KH4 KH5 Kehandalan 

KH1 Pearson Correlation 1 .186 .156 .471
**
 .226 .684

**
 

Sig. (2-tailed)  .325 .411 .009 .230 .000 

N 30 30 30 30 30 30 

KH2 Pearson Correlation .186 1 .348 .033 -.138 .532
**
 

Sig. (2-tailed) .325  .059 .861 .467 .002 

N 30 30 30 30 30 30 

KH3 Pearson Correlation .156 .348 1 .147 -.116 .534
**
 

Sig. (2-tailed) .411 .059  .438 .543 .002 

N 30 30 30 30 30 30 

KH4 Pearson Correlation .471
**
 .033 .147 1 .207 .615

**
 

Sig. (2-tailed) .009 .861 .438  .273 .000 

N 30 30 30 30 30 30 

KH5 Pearson Correlation .226 -.138 -.116 .207 1 .460
*
 

Sig. (2-tailed) .230 .467 .543 .273  .011 

N 30 30 30 30 30 30 

Keh

and

Pearson Correlation .684
**
 .532

**
 .534

**
 .615

**
 .460

*
 1 

Sig. (2-tailed) .000 .002 .002 .000 .011  
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alan N 30 30 30 30 30 30 

**. Correlation is significant at the 0.01 level (2-tailed). 
*. Correlation is significant at the 0.05 level (2-tailed). 

 

 

X3 

 DT1 DT2 DT3 Daya Tanggap 

DT1 Pearson Correlation 1 .391
*
 .113 .694

**
 

Sig. (2-tailed)  .032 .553 .000 

N 30 30 30 30 

DT2 Pearson Correlation .391
*
 1 .188 .733

**
 

Sig. (2-tailed) .032  .320 .000 

N 30 30 30 30 

DT3 Pearson Correlation .113 .188 1 .664
**
 

Sig. (2-tailed) .553 .320  .000 

N 30 30 30 30 

Daya 

Tanggap 

Pearson Correlation .694
**
 .733

**
 .664

**
 1 

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

N 30 30 30 30 

*. Correlation is significant at the 0.05 level (2-tailed). 
**. Correlation is significant at the 0.01 level (2-tailed). 

 

X4 

 JM1 JM2 JM3 JM4 Jaminan 

JM1 Pearson Correlation 1 .138 -.014 .015 .583
**
 

Sig. (2-tailed)  .467 .941 .936 .001 

N 30 30 30 30 30 

JM2 Pearson Correlation .138 1 -.066 .161 .559
**
 

Sig. (2-tailed) .467  .730 .396 .001 

N 30 30 30 30 30 

JM3 Pearson Correlation -.014 -.066 1 -.016 .441
*
 

Sig. (2-tailed) .941 .730  .931 .015 

N 30 30 30 30 30 

JM4 Pearson Correlation .015 .161 -.016 1 .519
**
 

Sig. (2-tailed) .936 .396 .931  .003 

N 30 30 30 30 30 

Jamina

n 

Pearson Correlation .583
**
 .559

**
 .441

*
 .519

**
 1 

Sig. (2-tailed) .001 .001 .015 .003  

N 30 30 30 30 30 

**. Correlation is significant at the 0.01 level (2-tailed). 
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*. Correlation is significant at the 0.05 level (2-tailed). 

 

X5 

 E1 E2 E3 Empati 

E1 Pearson Correlation 1 .099 .020 .691
**
 

Sig. (2-tailed)  .604 .918 .000 

N 30 30 30 30 

E2 Pearson Correlation .099 1 -.027 .506
**
 

Sig. (2-tailed) .604  .886 .004 

N 30 30 30 30 

E3 Pearson Correlation .020 -.027 1 .575
**
 

Sig. (2-tailed) .918 .886  .001 

N 30 30 30 30 

Empati Pearson Correlation .691
**
 .506

**
 .575

**
 1 

Sig. (2-tailed) .000 .004 .001  

N 30 30 30 30 

**. Correlation is significant at the 0.01 level (2-tailed). 
          *. Correlation is significant at the 0.05 level (2-tailed). 
 

Y 

 Y1 Y2 Y3 Y4 

Kepuasan 

Konsumen 

Y1 Pearson Correlation 1 .144 -.111 .045 .526
**
 

Sig. (2-tailed)  .447 .558 .813 .003 

N 30 30 30 30 30 

Y2 Pearson Correlation .144 1 -.058 .089 .572
**
 

Sig. (2-tailed) .447  .760 .640 .001 

N 30 30 30 30 30 

Y3 Pearson Correlation -.111 -.058 1 .315 .494
**
 

Sig. (2-tailed) .558 .760  .090 .005 

N 30 30 30 30 30 

Y4 Pearson Correlation .045 .089 .315 1 .603
**
 

Sig. (2-tailed) .813 .640 .090  .000 

N 30 30 30 30 30 

Kepuas

an 

Konsu

men 

Pearson Correlation .526
**
 .572

**
 .494

**
 .603

**
 1 

Sig. (2-tailed) .003 .001 .005 .000  

N 30 30 30 30 30 

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

 

 
 

 

 

 

  

 

 
 

   

 

 
  

 

 

Uji Multikolinieritas 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 1.845 3.941  .468 .644   

Total_BL .326 .083 .582 3.935 .001 .869 1.151 

Total_KH -.169 .103 -.243 -1.652 .112 .882 1.134 

Total_DT .441 .131 .483 3.364 .003 .925 1.081 

Total_JM -.010 .140 -.011 -.071 .944 .796 1.255 

Total_E .393 .201 .305 1.954 .062 .782 1.279 

a. Dependent Variable: Total_Y 

 
 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.490 6 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.431 5 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.461 3 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.124 4 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.086 3 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.212 4 
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Uji Heteroskedastisitas 

 

Uji Normalitas 

 

 

 

 s 

 

 

 

 

 

 

 

Uji T 
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Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 10.934 2.413  4.531 .000 

Total_BL 

(X1) 

.267 .093 .477 2.870 .008 

a. Dependent Variable: Y 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 17.718 2.899  6.111 .000 

Total_KH 

(X2) 

.005 .132 .008 .040 .968 

a. Dependent Variable: Y 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 13.709 2.219  6.179 .000 

Total_DT 

(X3) 

.304 .163 .333 1.868 .072 

a. Dependent Variable: Y 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 15.905 3.076  5.171 .000 

Total_JM 

(X4) 

.107 .170 .118 .629 .535 

a. Dependent Variable: Y 

 

 

 

Coefficientsa 
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Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 11.500 3.178  3.618 .001 

Total_E (X5) .455 .228 .353 1.997 .056 

a. Dependent Variable: Y 

Uji F 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 25.066 5 5.013 5.702 .001
b
 

Residual 21.100 24 .879   

Total 46.167 29    

a. Dependent Variable: Total_Y 

b. Predictors: (Constant), Total_E, Total_DT, Total_KH, Total_BL, Total_JM 

 

Koefisien Determinasi 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .737
a
 .543 .448 .93765 

a. Predictors: (Constant), Total_E, Total_DT, Total_KH, Total_BL, 

Total_JM 

Regresi Linear Berganda 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity 

Statistics 

B Std. Error Beta 

Toleranc

e VIF 

1 (Constant) 1.845 3.941  .468 .644   

BL .326 .083 .582 3.935 .001 .869 1.151 

KH -.169 .103 -.243 -1.652 .112 .882 1.134 

DT .441 .131 .483 3.364 .003 .925 1.081 

JM -.010 .140 -.011 -.071 .944 .796 1.255 

E .393 .201 .305 1.954 .062 .782 1.279 

a. Dependent Variable: Total_Y 
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Lampiran 4 Surat Pengantar Penelitian 
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Lampiran 5  Surat Permohonan Izin Meneliti 
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Lampiran 6 Surat Keterangan Telah Meneliti 
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Lampiran 7  Lembar Konsul Seminar Proposal 
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Lampiran 8 Lembar Konsul Bimbingan Hasil 
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Lampiran 9 Lembar Konsul Bimbingan Skripsi 
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Lampiran 10 Berita Acara Seminar Proposal  
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Lampiran 11  Berita Acara Seminar Hasil 
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Lampiran 12  Persetujuan Rekomendasi Perbaikan Proposal  
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Lampiran 13  Persetujuan Rekomendasi Perbaikan Hasil 
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Lampiran 14 Persetujuan Rekomendasi Perbaikan Skripsi 
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Lampiran 15  Surat Keterangan Publish Jurnal 
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Lampiran 16 Uji Plagiasi 
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