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Lampiran 1 : Kuisioner Penelitian 

 
 

PENGARUH KUALITAS PELAYANAN TERHADAP LOYALITAS 

PELANGGAN DAN HARGA SEBAGAI VARIABEL INTERVENING DI 

TOKO MELATI KOTA PASURUAN 

 
 
A. IDENTITAS RESPONDEN  

 

Berikan tanda check ( √ ) pada jawaban yang paling sesuai menurut pendapat 

Bapak,  

 

Ibu, Saudara/i.       

1. Usia : 

 

18 – 25 tahun 

 

 

 

   

    

25 – 35 tahun 

 

 

 

      

      

    

≥  35 tahun 

 

  

 

      

      

        

        

2. Frekuensi Pembelian an :   2 Kali   11 – 20 Kali  

        

        

     3 – 5 Kali    ≥ 20 Kali  

        

     

     6 – 10 Kali 
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B. PETUNJUK PENGISIAN  
 

Pilihlah jawaban berikut sesuai dengan pendapat anda, dengan cara memberikan tanda (√) pada 

kolom yang tersedia. Adapun makna tanda tersebut adalah :  
 

a) 5 = Sangat Setuju (SS)  
 

b) 4 = Setuju (S)  
 

c) 3 = Nertal (N)  
 

d) 2 = Tidak Setuju (TS)  
 

e) 1 = Sangat Tidak Setuju (STS)  

 

 Pernyataan      

No.  SS S N TS STS 

 Kualitas Pelayanan      

       

 Reliability      

1 
Barang yang saya beli sesuai dengan yang di jelaskan oleh 

pegawai toko melati      

 
 Responsiveness 

     

2 
Pegawai toko melati melayani saya dengan baik dan sangat 

membantu saya dalam memilih produk      

 Assurance      

3 
Pegawai toko melati melayani saya dengan sopan dan 

memberikan penjelasan yang baik mengenai barang yang di 

tawarkan       

  Empathy      

4 
Pegawai toko melati menawarkan jenis barang yang tepat 

sesuai dengan kriteria yang saya inginkan  
     

  Tangibel      

5 Saya merasa nyaman jika berbelanja di toko melati      

 Harga      

 Keterjangkauan Harga      

6 
Harga barang yang ditawarkan oleh toko melati terjangkau 
oleh saya       

   Kesesuaian Harga Dengan Kualitas Produk      

7 
Harga yang ditawarkan toko melati sesuai dengan kualitas 
barang yang saya beli      

 
Kesesuaian Harga dan Manfaat 

     

8 
Harga yang ditawarkan toko melati sesuai dengan manfaat 
dari barang yang saya beli 

     

 
Harga Sesuai Kemampuan Atau Daya Saing Harga 

     

9 
Harga yang ditawarkan toko melati sangat bersaing dengan 
toko yang lain      
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 Loyalitas Pelanggan      

 Melakukan Pembelian Ulang      

10 
Saya akan berbelanja kembali dikemudian hari di toko 
melati      

 Merekomendasikan Kepada Pihak Lain      

11 
Saya akan merekomendasikan kepada orang lain untuk 
berbelanja di toko melati       

 Tidak Berniat Untuk Pindah      

12 
Saya akan selalu berbelanja di toko melati walaupun ada 
toko yang menjual barang yang sama       

 Membicarakan Hal – Hal Yang Positif      

13 
Saya akan membicarakan keunggulan barang yang telah 
saya beli kepada orang lain        
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Rekap Hasil Jawaban Responden Kuisioner 

 

No. 
Res Usia Frek x1.1 x1.2 x1.3 x1.4 X1.5 T1 Z.1 Z.2 Z.3 Z.4 T2 Y.1 Y.2 Y.3 Y.4 T3 

1 1 1 5 4 4 4 5 22 4 4 4 4 16 4 4 4 4 16 

2 3 2 4 5 4 3 4 20 3 4 3 3 13 4 4 4 4 16 

3 2 2 5 4 5 5 4 23 4 4 4 4 16 5 5 4 4 18 

4 2 1 5 4 4 4 5 22 4 5 5 4 18 5 4 5 5 19 

5 3 2 4 4 4 4 4 20 4 4 4 4 16 4 4 4 4 16 

6 1 2 5 4 5 5 4 23 4 5 4 4 17 5 5 5 5 20 

7 2 2 4 3 4 4 4 19 4 5 4 4 17 4 4 5 4 17 

8 3 1 4 4 5 4 4 21 4 4 4 4 16 4 5 4 4 17 

9 2 1 5 5 5 4 5 24 4 5 5 4 18 5 5 5 5 20 

10 1 2 4 4 5 5 5 23 5 5 4 5 19 5 5 5 5 20 

11 3 1 4 5 5 4 5 23 4 5 4 4 17 5 5 5 5 20 

12 2 1 5 4 5 5 4 23 4 5 3 4 16 5 5 5 4 19 

13 3 1 3 4 5 4 5 21 4 5 4 4 17 5 5 5 5 20 

14 3 1 5 5 5 4 5 24 4 5 4 4 17 4 5 5 4 18 

15 2 1 4 4 4 5 5 22 4 5 4 4 17 5 4 5 4 18 

16 3 1 5 4 5 4 5 23 4 5 3 4 16 4 5 5 5 19 

17 1 2 5 4 5 4 4 22 4 5 4 4 17 5 5 5 5 20 

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

19 2 2 5 5 5 4 5 24 4 5 4 4 17 5 5 5 5 20 

20 3 2 4 4 4 4 4 20 4 4 4 4 16 4 4 4 4 16 

21 3 1 5 5 5 5 5 25 3 5 3 3 14 5 5 5 5 20 

22 1 2 4 5 5 5 5 24 5 5 5 5 20 5 5 5 5 20 

23 1 2 5 4 5 5 4 23 5 5 4 5 19 5 5 5 5 20 

24 3 2 5 5 5 5 5 25 5 5 4 5 19 5 5 5 5 20 

25 3 2 5 5 5 4 5 24 4 5 5 4 18 5 5 5 5 20 

26 3 2 4 5 5 4 3 21 4 4 4 4 16 4 5 4 5 18 

27 3 2 4 5 4 4 5 22 4 5 4 4 17 5 4 5 5 19 

28 3 2 5 4 5 5 5 24 4 5 4 4 17 4 5 5 5 19 

29 3 2 4 5 4 5 5 23 5 5 5 5 20 5 4 5 5 19 

30 2 2 4 5 5 4 5 23 4 5 4 4 17 5 5 5 5 20 

31 3 2 5 4 4 4 5 22 3 5 5 3 16 5 4 5 5 19 

32 1 2 5 5 5 4 5 24 4 4 4 4 16 5 5 4 5 19 

33 3 2 4 4 5 5 3 21 5 5 5 5 20 5 5 5 5 20 

34 3 2 4 4 5 5 3 21 5 5 5 5 20 5 5 5 5 20 

35 3 2 4 4 5 5 3 21 5 5 5 5 20 5 5 5 5 20 

36 2 1 5 5 5 5 5 25 4 4 4 4 16 5 5 4 5 19 

37 1 1 5 5 5 5 5 25 5 5 5 5 20 5 5 5 5 20 

38 3 2 5 5 5 5 4 24 5 5 4 5 19 4 4 4 5 17 

39 3 1 5 5 4 5 5 24 5 5 5 5 20 5 5 5 5 20 

40 2 2 5 5 5 4 4 23 5 5 5 4 19 4 4 5 5 18 
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Uji Validitas 

N= 40 5% R tabel = 0.312 

 

Variabel X 

Correlations 

 X1 X2 X3 X4 X5 Total_X 

X1 Pearson Correlation 1 ,214 ,229 ,204 ,295 ,649** 

Sig. (2-tailed)  ,186 ,155 ,207 ,065 ,000 

N 40 40 40 40 40 40 

X2 Pearson Correlation ,214 1 ,240 -,016 ,383* ,612** 

Sig. (2-tailed) ,186  ,136 ,923 ,015 ,000 

N 40 40 40 40 40 40 

X3 Pearson Correlation ,229 ,240 1 ,356* -,046 ,527** 

Sig. (2-tailed) ,155 ,136  ,024 ,776 ,000 

N 40 40 40 40 40 40 

X4 Pearson Correlation ,204 -,016 ,356* 1 ,049 ,523** 

Sig. (2-tailed) ,207 ,923 ,024  ,766 ,001 

N 40 40 40 40 40 40 

X5 Pearson Correlation ,295 ,383* -,046 ,049 1 ,641** 

Sig. (2-tailed) ,065 ,015 ,776 ,766  ,000 

N 40 40 40 40 40 40 

Total_X Pearson Correlation ,649** ,612** ,527** ,523** ,641** 1 

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

N 40 40 40 40 40 40 

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

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

Correlations 

 Z1 Z2 Z3 Z4 Total_Z 

Z1 Pearson Correlation 1 ,385* ,571** ,966** ,923** 

Sig. (2-tailed)  ,014 ,000 ,000 ,000 

N 40 40 40 40 40 

Z2 Pearson Correlation ,385* 1 ,345* ,369* ,598** 

Sig. (2-tailed) ,014  ,029 ,019 ,000 

N 40 40 40 40 40 

Z3 Pearson Correlation ,571** ,345* 1 ,527** ,780** 

Sig. (2-tailed) ,000 ,029  ,000 ,000 

N 40 40 40 40 40 

Z4 Pearson Correlation ,966** ,369* ,527** 1 ,904** 

Sig. (2-tailed) ,000 ,019 ,000  ,000 

N 40 40 40 40 40 

Total_Z Pearson Correlation ,923** ,598** ,780** ,904** 1 

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

N 40 40 40 40 40 

Variabel Y 

Correlations 

 Y1 Y2 Y3 Y4 Total_Y 

Y1 Pearson Correlation 1 ,430** ,529** ,529** ,816** 

Sig. (2-tailed)  ,006 ,000 ,000 ,000 

N 40 40 40 40 40 

Y2 Pearson Correlation ,430** 1 ,290 ,409** ,702** 

Sig. (2-tailed) ,006  ,070 ,009 ,000 

N 40 40 40 40 40 

Y3 Pearson Correlation ,529** ,290 1 ,498** ,752** 

Sig. (2-tailed) ,000 ,070  ,001 ,000 

N 40 40 40 40 40 

Y4 Pearson Correlation ,529** ,409** ,498** 1 ,792** 

Sig. (2-tailed) ,000 ,009 ,001  ,000 

N 40 40 40 40 40 

Total_Y Pearson Correlation ,816** ,702** ,752** ,792** 1 

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

N 40 40 40 40 40 
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Uji Reliabilitas 
Variabel X 

Reliability Statistics 

Cronbach's Alpha N of Items 

,729 5 

 

Variabel Z 

Reliability Statistics 

Cronbach's Alpha N of Items 

,823 4 

 
Variabel Y 

Reliability Statistics 

Cronbach's Alpha N of Items 

,764 4 

 

Uji Normalitas 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardized 

Residual 

N 40 

Normal Parametersa,b Mean ,0000000 

Std. Deviation 1,02111588 

Most Extreme Differences Absolute ,109 

Positive ,063 

Negative -,109 

Test Statistic ,109 

Asymp. Sig. (2-tailed) ,200c,d 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

d. This is a lower bound of the true significance. 

 
Nilai Asymp Sig > 0,05 = Normal 
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Uji Multikolinearitas 

Coefficientsa 

Model 

Unstandardized Coefficients Standardized Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 5,138 2,383  2,156 ,038   

Total_X ,373 ,104 ,450 3,578 ,001 ,886 1,128 

Total_Z ,304 ,096 ,398 3,164 ,003 ,886 1,128 

a. Dependent Variable: Total_Y 

 
Uji Auto Korelasi 

 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate Durbin-Watson 

1 ,694a ,481 ,453 1,048 1,775 

a. Predictors: (Constant), Total_Z, Total_X 

b. Dependent Variable: Total_Y 
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Uji heteroskedastisitas 

 
 

Uji Glejser 

 

Coefficientsa 

Model 

Unstandardized Coefficients Standardized Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1,362 1,421  ,958 ,344 

Total_X -,037 ,062 -,104 -,598 ,554 

Total_Z ,016 ,057 ,050 ,285 ,777 

a. Dependent Variable: Abs_Res 

 

Analisis Regresi Linear Berganda 

Coefficientsa 

Model 

Unstandardized Coefficients Standardized Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 5,138 2,383  2,156 ,038 

Kualitas Pelayanan (X) ,373 ,104 ,450 3,578 ,001 

Harga (Z) ,304 ,096 ,398 3,164 ,003 

a. Dependent Variable: Loyalitas Pelanggan 

 

 

 

 

 



95 
 

Uji Koefisien Korelasi Parsial Variabel X 

Correlations 

 X Y 

Kualitas 

Pelayanan 

Pearson Correlation 1 ,584** 

Sig. (2-tailed)  ,000 

N 40 40 

Loyalitas 

Pelanggan 

Pearson Correlation ,584** 1 

Sig. (2-tailed) ,000  

N 40 40 

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

 

Uji Koefisien Korelasi Parsial Variabel Y 

Correlations 

 Z Y 

Harga Pearson Correlation 1 ,549** 

Sig. (2-tailed)  ,000 

N 40 40 

Loyalitas 

Pelanggan 

Pearson Correlation ,549** 1 

Sig. (2-tailed) ,000  

N 40 40 

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

Uji Koefisien Determinasi 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 ,694a ,481 ,453 1,048 

a. Predictors: (Constant), Harga, Kualitas Pelayanan 
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Uji Parsial (Uji t) 

Coefficientsa 

Model 

Unstandardized Coefficients Standardized Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 5,138 2,383  2,156 ,038 

Total_X ,373 ,104 ,450 3,578 ,001 

Total_Z ,304 ,096 ,398 3,164 ,003 

a. Dependent Variable: Total_Y 

 

Uji Sobel 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 7,891 2,467  3,198 ,003 

X ,484 ,109 ,584 4,434 ,000 

a. Dependent Variable: Total_Y 

 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 5,138 2,383  2,156 ,038 

X ,373 ,104 ,450 3,578 ,001 

Z ,304 ,096 ,398 3,164 ,003 

a. Dependent Variable: Total_Y 

 
 

 

 

 

 

 

 

 



97 
 

UJI  JALUR 

Correlations 

 Harga Kualitas 

Pelayanan 

Pearson Correlation 

Harga 1.000 .337 

Kualitas Pelayanan .337 1.000 

Sig. (1-tailed) 

Harga . .017 

Kualitas Pelayanan .017 . 

N 

Harga 40 40 

Kualitas Pelayanan 40 40 

 

Model Summary 

Model R R 

Square 

Adjusted 

R 

Square 

Std. Error 

of the 

Estimate 

Change Statistics 

R Square 

Change 

F 

Change 

df1 df2 Sig. F Change 

1 .337a .114 .090 1.77069 .114 4.866 1 38 .034 

a. Predictors: (Constant), Kualitas Pelayanan 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. Correlations Collinearity 

Statistics 

B Std. Error Beta Zero-order Partial Part Tolerance VIF 

1 

(Constant) 9.059 3.746  2.418 .021      

Kualitas 

Pelayanan 

.366 .166 .337 2.206 .034 .337 .337 .337 1.000 1.000 

a. Dependent Variable: Harga 

Correlations 

 Loyalitas 

Pelanggan 

Kualitas 

Pelayanan 
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Pearson Correlation 

Loyalitas 

Pelanggan 

1.000 .584 

Kualitas Pelayanan .584 1.000 

Sig. (1-tailed) 

Loyalitas 

Pelanggan 

. .000 

Kualitas Pelayanan .000 . 

N 

Loyalitas 

Pelanggan 

40 40 

Kualitas Pelayanan 40 40 

 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error 

of the 

Estimate 

Change Statistics 

R Square 

Change 

F Change df1 df2 Sig. F 

Change 

1 .584a .341 .324 1.16603 .341 19.663 1 38 .000 

a. Predictors: (Constant), Kualitas Pelayanan 

 

 

 

 

 

 

 

 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. Correlations Collinearity Statistics 

B Std. Error Beta Zero-order Partial Part Tolerance VIF 
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1 

(Constant) 7.891 2.467  3.198 .003      

Kualitas 

Pelayanan 

.484 .109 .584 4.434 .000 .584 .584 .584 1.000 1.000 

a. Dependent Variable: Loyalitas Pelanggan 

Correlations 

 Loyalitas Pelanggan Harga 

Pearson Correlation 

Loyalitas Pelanggan 1.000 .549 

Harga .549 1.000 

Sig. (1-tailed) 

Loyalitas Pelanggan . .000 

Harga .000 . 

N 

Loyalitas Pelanggan 40 40 

Harga 40 40 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error 

of the 

Estimate 

Change Statistics 

R Square Change F 

Change 

df1 df2 Sig. F 

Change 

1 .549a .302 .284 1.20013 .302 16.432 1 38 .000 

a. Predictors: (Constant), Harga 

Coefficientsa 

 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. Correlations Collinearity 

Statistics 

 
B Std. 

Error 

Beta 
  

Zero-order Partial Part Tolerance VIF 

1 

(Constant) 11.540 1.801  6.408 .000      

Harga .420 .104 .549 4.054 .000 .549 .549 .549 1.000 1.000 

a. Dependent Variable: Loyalitas Pelanggan 
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