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Lampiran 1. Kuesioner Penelitian

PENGARUH PERCEIVED QUALITY, PERCEIVED SACRIFICE, DAN

PERCEIVED VALUE TERHADAP CUSTOMER SATISFACTION
(Studi Kasus Pembeli Produk Elektronik di Tokopedia pada Wilayah RW. 07 Cakung Barat)

tokopedia

Dalam rangka menyelesaikan studi Jurusan Manajemen di Sekolah
Tinggi Ilmu Ekonomi Indonesia. Saya mohon kesediaan Bapak/lbu/ Saudara
untuk mengisi pernyataan kuesioner ini. Kuesioner ini dibuat sebagai bahan
penelitian dalam menyelesaikan skripsi dengan “Pengaruh Perceived Quality,
Perceived Sacrifice, dan Perceived Value terhadap Customer Satisfaction
“(Studi Kasus Pembeli Produk Elektronik di Tokopedia pada Wilayah RW.
07 Cakung Barat)”.

Sehubungan  dengan hal tersebut, saya mohon kesediaan
Bapak/Ibu/Saudara untuk mengisi kuesioner ini sesuai dengan petunjuk
pengisiannya. Diharapkan jawaban yang diberikan merupakan kondisi yang
sejujurnya sesuai dengan pengalaman Bapak/Ibu/Saudara. Bantuan dari
Bapak/Ibu/Saudara untuk mengisi kuesioner ini dengan sejujur-jujurnya, secara
obyektif, dan apa adanya sangat berarti bagi penelitian ini.

Demikian kami sampaikan, atas kerja sama yang diberikan diucapkan terima
kasih.

Peneliti,
Firman Benny Partomuan
2114600437
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A

IDENTITAS RESPONDEN

Nama

1.

Usia

a. <20 Tahun

b. 20 — 30 Tahun
c. 30 - 40 Tahun
d. > 40 Tahun
Jenis Kelamin

a. Pria

b. Wanita
Pendidikan

a. SMA

b. D3

c. S1

d. >S2

Pernah belanja online di Tokopedia

a. Ya
b. Tidak

Berapa kali belanja online di Tokopedia

a. 2 kali
b. 3 kali —5 kali

c. >5kali

A. Petunjuk Pengisian
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Berilah tanda ceklis (V) pada masing-masing kolom dibawah ini yang anda

anggap paling cocok (satu jawaban saja) terhadap pernyataan di bawah ini :

Keterangan :

STS = Sangat Tidak Setuju
TS =Tidak Setuju

S = Setuju

SS = Sangat Setuju



Customer Satisfaction

Alternatif Jawaban

No
(Y) STS | TS| S | SS

. Saya selalu puas dengan kualitas produk
Tokopedia

5 Harga yang ditawarkan Tokopedia sesuai
dengan kualitas produk

3 Tokopedia selalu memberikan tanggapan
yang baik terhadap konsumen

A Saya bersedia mengajak orang lain untuk
membeli produk di Tokopedia
Saya puas belanja di Tokopedia dan bersedia

5 | merekomendasikan  produk  Tokopedia
kepada teman saya

6 Pengiriman  barang yang  dilakukan
Tokopedia cepat sampai ditujuan pelanggan

. Tokopedia merespon permintaan pelanggan
dengan cepat

o Saya merasa senang menggunakan produk
Tokopedia

9 Saya merasa senang membeli produk di

Tokopedia
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Perceived Quality

Alternatif Jawaban

No
(X1) STS | TS| S | SS
Situs Tokopedia memberikan kemudahan
1 | untuk mencari produk elektronik yang saya
butuhkan
5 Situs Tokopedia memberikan informasi
sesuai kondisi dan kesediaan produk
Situs Tokopedia memberikan ketepatan
3 | dalam layanan secara akurat dan konsisten
dalam penjualan dan penagihan
A Situs  Tokopedia ~mampu  melindungi
informasi pribadi saya
No Perceived Sacrifice Alternatif Jawaban
(X2) STS | TS| S | SS
Saya mengeluarkan biaya yang lebih besar
1 | untuk mendapatkan produk elektronik di
Tokopedia
Saya tidak membutuhkan waktu yang lama
2 |saat membeli produk elektronik di
Tokopedia
Saya tidak memerlukan upaya yang lebih
3 | besar untuk mendapatkan produk elektronik

di Tokopedia
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Perceived Value

Alternatif Jawaban

No (X3) STS|TS| S | SS

. Saya merasa bahagia saat berbelanja ke Situs
Tokopedia

5 Saya merasa senang saat berbelanja di
Tokopedia
Saya merasa bangga telah menggunakan

3 | Situs Tokopedia untuk membeli produk
elektronik

A Saya menceritakan pengalaman berbelanja
elektronik di Tokopedia kepada orang lain

. Saya merasa Tokopedia memiliki standar
kualitas yang dapat diterima

6 Saya merasa Tokopedia dijalankan dengan
kualitas yang konsisten

. Harga yang ditetapkan Tokopedia masuk
akal

o Kualitas barang elektronik di Tokopedia

sesuai dengan harganya
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Lampiran 2. Skor untuk variabel Perceived Quality
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Lanjutan
No Skor Untuk Variabel Perceived Quality (X1)
Responden No butir Pernyataan Perceived Quality Total
1 2 3 4
218 2 3 3 2 10
219 3 3 3 3 12
220 3 3 2 2 10
221 4 3 3 2 12
222 4 4 4 4 16
223 4 3 3 4 14
224 3 3 3 2 11
225 3 3 4 3 13
226 3 3 3 2 11
227 4 4 4 4 16
228 4 4 3 2 13
229 3 3 3 3 12
230 3 3 3 2 11
645 669 665 621 2600
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Lampiran. 3 Skor untuk variabel Perceived Sacrifice
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Lanjutan
No Skor Untuk Variabel Perceived Sacrifice
Responden (X2) Total
No butir Pernyataan Perceived Sacrifice
1 2 3
215 3 3 3 9
216 3 3 3 9
217 3 3 3 9
218 3 3 2 8
219 2 3 3 8
220 3 3 3 9
221 3 3 3 9
222 3 3 3 9
223 4 4 4 12
224 3 3 3 9
225 3 2 3 8
226 4 3 3 10
227 4 4 4 12
228 4 3 3 10
229 3 2 3 8
230 3 3 3 9
669 697 664 2030
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Lampiran. 4 Skor untuk variabel Perceived Value
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Lanjutan
No Skor Untuk Variabel Perceived Value (X3)
Responden No butir Pernyataan Perceived Value Total
1 2 3 4 5 6 7
220 2 4 3 2 2 2 3 18
221 3 4 3 3 3 2 4 22
222 4 4 3 4 4 3 4 26
223 3 3 3 3 3 4 3 22
224 3 3 3 3 3 2 3 20
225 3 4 3 3 4 3 3 23
226 3 4 3 3 3 3 3 22
227 4 4 3 4 4 4 4 27
228 2 4 3 4 4 2 4 23
229 3 3 3 3 3 3 3 21
230 3 3 3 3 3 3 3 21
697 697 686 698 677 631 678 | 4764
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Lampiran. 5 Skor untuk variabel Customer Satisfaction
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Lanjutan
No Skor Untuk Variabel Customer Satisfaction (Y)
Responden No butir Pernyataan Customer Satisfaction Total
1 2 3 4 5 6 7 8 9
221 4 4 2 3 4 3 3 4 4 31
222 2 4 3 3 4 4 3 2 4 29
223 4 4 3 4 2 2 3 4 4 30
224 2 3 4 4 3 2 2 2 3 25
225 4 3 3 3 3 3 3 2 2 26
226 1 4 3 2 2 1 3 1 2 19
227 4 3 4 3 3 4 4 4 3 32
228 3 2 3 3 4 4 2 3 2 26
229 4 3 3 4 4 3 3 4 3 31
230 3 4 4 3 4 3 2 3 4 30
686 | 669 | 671 | 674 | 679 | 694 | 632 | 667 | 659 | 6031




Lampiran 6. Hasil uji tabel frekuensi Perceived Quality

111

Siatistics
Perceived Perceived Perceived Perceived
Cluality 1 Cluality 2 Quality 3 Quality 4
N Valid 230 230 230 230
Missing 0 0 0 0
Frequency Table
Perceived Quality 1
Cumulative
Frequency  Percent = Valid Percent Percent
Valid STS 2 i 9 R
TS 56 24,3 24,3 25,2
=] 157 66,3 68,3 93.5
55 15 6.5 6.5 100.0
Total 230 100.0 100,0
Perceived Quality 2
Cumulative
Frequency  Percent  Valid Percent Percent
Valid STS 1 A A4 4
TS 40 17.4 174 17.8
5 168 73,0 73,0 90,9
S5 21 a1 8.1 100.0

Total

230 100,0 100,0




Lanjutan lampiran 6. Hasil uji tabel frekuensi Perceived Quality

Perceived Quality 3

Cumulative
Frequency  Percent  Valid Percent Percent
Valid TS 42 18,3 18,3 18,3
5 171 74,3 743 926
55 17 74 74 100,0
Total 230 100,0 100,0
Perceived Quality 4
Cumulative
Frequency  Percent  Valid Percent Percent
Valid STS 1 A4 A4 A
TS 85 37,0 37,0 374
S 126 54,8 54.8 92,2
S5 18 7.8 7.8 100.0
Total 230 100,0 100,0
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Lampiran 7. Hasil uji tabel frekuensi Perceived Sacrifice

Statistics
Perceived Perceived Perceived
Sacrifice 1 Sacrifice 2 Sacrifice 3
N Valid 230 230 230
Missing 0 0 0
Frequency Table
Perceived Sacrifice 1
Cumulative
Frequency  Percent  Valid Percent Percent
Valid STS 2 3 3 9
TS 46 20,0 20,0 209
] 153 66,5 66,5 674
55 29 12,6 12,6 100.,0
Total 230 100,0 100,0
Perceived Sacrifice 2
Cumulative
Frequency  Percent  Valid Percent Percent
Valid TS 21 9,1 9.1 a1
] 181 78,7 78,7 878
55 26 12,2 12,2 100.,0
Total 230 100,0 100,0
Perceived Sacrifice 3
Cumulative
Frequency  Percent  Valid Percent Percent
Valid TS 45 19.6 196 19,6
166 72,2 72,2 ;N7
S5 19 8.3 8.3 100,0
Total 230 100,0 100,0
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Lampiran 8. Hasil uji tabel frekuensi Perceived Value

114

Statistics
Perceived Perceived Perceived Perceived Perceived
Value 1 Value 2 Value 3 Value 4 Value 5
N Valid 230 230 230 230 230
Missing 0 1] 0 0 0
Statistics
Perceived Perceived
Value 6 Value 7
M Valid 230 230
Missing 0 0

Frequency Table

Perceived Value 1

Cumulative
Frequency  Percent Valid Percent Percent
Valid STS 3 1.3 1.3 1.3
TS 19 8.3 8.3 9.6
S 176 76,5 76,5 86,1
85 3z 139 13,9 100,0
Total 230 100,0 100,0
Perceived Value 2
Cumulative
Frequency  Percent Valid Percent Percent
Valid STS 1 4 4 4
TS 43 18,7 18,7 19,1
3 134 58,3 58,3 774
85 52 22,6 22,6 100,0
Total 230 100,0 100,0
Perceived Value 3
Cumulative
Frequency  Percent @ Valid Percent Percent
Valid STS 2 ) 9 9
TS %1 13,5 13,56 14,3
S 166 722 722 86,5
55 5] 13,5 13,5 100,0

Total 230 100,0 100.0




Lanjutan lampiran 8. Hasil uji tabel frekuensi Perceived Value

Perceived Value 4

Cumulative
Frequency  Percent Valid Percent Percent
Valid STS 2 9 g i
TS 23 10,0 10,0 10,9
5 170 739 739 848
55 35 15,2 152 100.0
Total 230 1000 100.,0
Perceived Value 5
Cumulative
Frequency  Percent  Valid Percent Percent
valid STS 4 1,7 1,7 1,7
TS 46 20,0 20,0 21,7
5 139 60,4 60,4 822
S5 41 17,8 17.8 100.0
Total 230 100,0 100,0
Perceived Value 6
Cumulative
Frequency  Percent Valid Percent Percent
valid STS 11 4.8 4.8 4.8
TS B6 28,7 28,7 33,5
5 124 5319 53,9 874
55 23 12,6 12,6 100,0
Total 230 100,0 100,0
Perceived Value 7
Cumulative
Frequency  Percent  Valid Percent Percent
valid STS 3 1,3 1,3 1,3
TS 28 12,2 12,2 13.5
S 177 77,0 77,0 90.4
S5 22 2.6 2.6 100.0
Total 230 100,0 100,0
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Lampiran 9. Hasil uji tabel frekuensi Customer Satisfaction
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Statistics
Customer Customer Customer Customer Customer
Satisfaction 1 Satisfaction 2 Satisfaction 3 Satisfaction 4 Satisfaction 5
M Valid 230 230 230 230 230
Missing 0 0 0 0 0
Statistics
Customer Customer Customer Customer
Satisfaction 6 Satisfaction 7 Satisfaction 8 Satisfaction 9
M Valid 230 230 230 230
Missing 0 0 0 0
Frequency Table
Customer Satisfaction 1
Cumulative
Frequency  Percent Valid Percent Percent
Valid 518 4 1.7 1.7 1.7
TS 38 16,5 16,5 18,3
s 146 63,5 63,5 61,7
55 42 18,3 18,3 1000
Total 230 100.0 100.0
Customer Satisfaction 2
Cumulative
Frequency  Percent Valid Percent Percent
Valid STS 15 6.5 6.5 6.5
TS 39 17,0 17,0 23,5
5 128 58,7 58,7 791
55 48 209 209 1000
Total 230 100,0 100,0
Customer Satisfaction 3
Cumulative
Frequency  Percent @ Valid Percent Percent
valid  STS 6 26 2,6 26
TS 47 20,4 20,4 23,0
S5 137 59,6 59,6 82,6
55 40 17,4 17.4 100,0
Total 230 100,0 100,0




Lanjutan lampiran 9. Hasil uji tabel frekuensi Customer Satisfaction

Customer Satisfaction 4

Cumulative
Frequency  Percent = Valid Percent Percent
valid STS 8 35 35 35
TS 48 20,9 20,9 243
5 126 54.8 54,8 73,1
S5 48 20,9 20,9 100,0
Total 230 100,0 100,0
Customer Satisfaction 5
Cumulative
Frequency  Percent  Valid Percent Percent
Valid STS 2 ) ) i)
TS 55 23,9 23,9 248
] 125 54.3 543 79,1
55 48 20,9 20,9 100,0
Total 230 100,0 100,0
Customer Satisfaction 6
Cumulative
Frequency  Percent  Valid Percent Percent
valid STS 14 B.1 6.1 6,1
TS 35 16,2 15,2 213
5 114 49,6 49,6 70,9
55 67 29,1 29,1 100,0
Total 230 100,0 100,0
Customer Satisfaction 7
Cumulative
Frequency  Percent  Valid Percent Percent
Valid STS 19 8.3 8.3 8.3
TS 50 21,7 21,7 30,0
5 131 57,0 57,0 87,0
S5 30 13,0 13,0 100.0
Total 230 100,0 100,0
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Lanjutan lampiran 9. Hasil uji tabel frekuensi Customer Satisfaction

Customer Satisfaction 8

Cumulative
Frequency  Percent  Valid Percent Percent
Valid STS 11 448 48 48
TS 55 239 2349 28,7
5 110 47,8 47.8 76,9
55 54 23,5 23,5 100,0
Total 230 100,0 100,0
Customer Satisfaction 9
Cumulative
Frequency  Percent  Valid Percent Percent
Valid STS 11 48 48 4.8
TS 50 21,7 21,7 26,9
5 128 55,7 55,7 gz,2
55 41 17,8 17,8 100,0
Total 230 100,0 100,0
Lampiran 10. Hasil uji Statistik Deskriptif
Descriptive Statistics
M Minimum = Maximum Mean Std. Deviation
PQ_X1 230 7 16 11,30 1,592
PS_X2 230 5 2 8,83 1,213
PV_X3 230 13 28 20,1 2,565
CS_ Y 230 14 36 26,22 4114
Valid N (listwise) 230
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Lampiran 11. Hasil uji validitas Perceived Quality
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Correlations
a1 PQ2 P23 P4 JUMLAH
PQ1 Pearson Comelation 1 Ane” A3 263" 748"
Sig. (2-tailed) 000 000 .ooo 000
N 230 230 230 230 230
Paz Pearson Comelation Apa” 1 5187 2537 Jen”
Sig. (2-tailed) .00 000 .ooo 000
N 230 230 230 230 230
PQ3 Pearson Correlation 4317 518 1 323" 758
Sig. (2tailed) Kilili} 000 Ruili} 000
N 230 230 230 230 230
Po4 Pearson Comelation 263 253" a3 1 aa1”
Sig. (2tailed) Kilili] 000 000 000
N 230 230 230 230 230
JUMLAH  Pearson Correlation TaE B0 56 BT 1
Sig. [Hailed) Rilili} 000 000 Rilili}
N 230 230 230 230 230
**_Comelation is significant at the 0.01 level [2-4ailed).
Lampiran 12. Hasil uji validitas Perceived Sacrifice
Correlations
P51 P52 P53 JUMLAH
P51 Pearsen Cormrelation 1 32" 3847 i
Sig. (Ptailed) 000 ,oDo .ooo
N 230 230 230 230
P52 Pearson Comelation 32" 1 418" 7507
Sig. (2-tailed) .000 JoD0 .ooo
N 230 230 230 230
P53 Pearson Cormelation 3647 4187 1 J63"
Sig. (Ptailed) .ooo 000 .ooo
N 230 230 230 230
JUMLAH  Pearson Comelation i T80 783" 1
Sig. (2-tailed) .000 000 JoDo
N 230 230 230 230

**_ Correlation is significant at the 0,01 level (2-ailed).



Lampiran 13. Hasil uji validitas Perceived Value

Comelations

120

BV PV2 EV3 Py4 BVS PVE
PV Pearson Correlation 1 280 228 a9 267 268
Sig. (2-tailed) 000 oo 000 000 000
N 230 230 230 230 230 230
PV2 Pearson Correlation 289 1 a0z a200 243 07
Sig. (2-tailed) .0ao 000 000 000 07
N 230 230 230 230 230 230
PV3 Pearson Correlation 228~ an2 1 238 120 075
Sig. (2-tailed) .noo 000 000 035 258
N 230 230 230 230 230 230
PV4 Pearson Correlation a3g azn 238" 1 310 278
Sig. (2-tailed) .0ao 000 .00 000 000
N 230 230 230 230 230 230
PVE Pearson Correlation 267 243 RE) a1 1 488
Sig. (2-tailed) filili] 000 035 000 000
N 230 230 230 230 230 230
PVE Pearson Correlation 258 107 075 278 488 1
Sig. (2-tailed) .0ao A7 258 000 000
N 230 230 230 230 230 230
PVT Pearson Comelation 425 a3g 185 a7 231 207
Sig. (2-tailed) .0ao 000 003 000 000 000
N 230 230 230 230 230 230
JUMLAH  Pearson Correlation B27 608 488 B35 B5g 827
Sig. (2-tailed) 000 000 000 000 000 000
N 230 230 230 230 230 230




Lanjutan lampiran 13. Hasil uji validitas Perceived Value

Comelations

PVT JUMLAH
PV Pearson Comelation 425 827
Sig. (2-tailed) .000 000
N 230 230
P2 Pearsan Correlation a3 808
Sig. (2-tailed) 00 000
N 230 230
PV3 Pearson Correlation 188 Fre
Sig. (2-tailed) 003 000
N 230 230
PV4 Pearson Correlation a1 836
Sig. (2-tailed) 000 ,000
N 230 230
PV5 Pearsan Correlation 231 858
Sig. (2-tailed) 0o 000
N 230 230
PVE Pearsan Correlation 297 827
Sig. (2-tailed) .0aon 000
N 230 230
PVT Pearson Correlation 1 830
Sig. (2-tailed) 000
N 230 230
JUMLAH  Pearson Comrelation 830" 1
Sig. (2-tailed) 0o
N 230 230

**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlafion is significant at the 0.05 level (2-tailed).
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Lampiran 14. Hasil uji validitas Customer Satisfaction

Correlations

Cs1 cs52 £sa C54 CS5 CS6
Cs1 Pearson Cormelation 1 A80” 2517 A80” 227" 285"
Sig. {2-tailed) 000 000 oo 001 000
M 230 230 230 230 230 230
cs2 Pearson Correlation Ae0” 1 185" S35 AT 399"
Sig. (2-tailed) i} 005 oo 008 000
N 230 230 230 230 230 230
cs3 Pearson Correlation 2517 85" 1 252" are” fic:]
Sig. (2tailed) .0oo 005 flilai] i1} i1 b
N 230 230 230 230 230 230
CS54 Pearson Correlation AB0T 535 257" 1 258" 4187
Sig. (2-tailed) i} 000 000 000 000
N 230 230 230 230 230 230
€s5 Pearson Correlation zr3” A4 are” 255 1 ag”
Sig. (2tailed) 004 00& 00D flilai] 0Dn
N 230 230 230 230 230 230
csa Pearson Correlation 285" 3" 03 A1E0 318 1
Sig. {2-tailed) Ruili} 000 3] oo .00
N 230 230 230 230 230 230
Cs7 Pearson Correlation R 264 A2 Z4E Az 817
Sig. (2-tailed) 004 000 064 .00 065 ]
N 230 230 230 230 230 230
cse Pearson Correlation 570 il 250" azE a7 294"
Sig. {2-tailed) Ruili} 000 000 oo ooz 000
N 230 230 230 230 230 230
CS0 Pearson Cormelation Jaes” Asn™ A5 278" AT M2
Sig. (2-tailed) i} 000 Rij] oo 0o 001
N 230 230 230 230 230 230
JUMLAH  Pearson Correlation i Ja0m As0” g0 603 591"
Sig. {2-tailed) Riili} 000 000 oo 000 000
N 230 230 230 230 230 230
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Lanjutan lampiran 14. Hasil uji validitas Customer Satisfaction

Correlations

CS7 Cs8 CSE JUMLAH
cS51 Pearson Cormelation RE:'D K 388" i
Sig. (2-tailed) 004 000 000 .ooo
N 230 230 230 230
52 Pearson Cormelation 284" Fila 4807 730"
Sig. (2-tailed) .ooo 000 000 .0oo
N 230 230 230 230
cs3 Pearson Correlation 22 2507 154 A5
Sig. (2-tailed) 064 000 018 .ooo
N 230 230 230 230
cS54 Pearson Correlation 248 aza” o718 Bo0”
Sig. (2-tailed) .ooo 000 000 .0oo
N 230 230 230 230
CS5 Pearson Correlation 122 83" At 503
Sig. (2-tailed) 085 003 010 .ooo
N 230 230 230 230
cse Pearson Correlation st 204" 23 So1”
Sig. (2-tailed) .006 000 001 .ooo
N 230 230 230 230
cs7 Pearson Correlation 1 289 a3 480"
Sig. (2-tailed) 000 .oo3 .ooo
N 230 230 230 230
cs8 Pearson Correlation 280 1 Aag” Bon
Sig. (2-tailed) .ooo J0o0 .ooo
N 230 230 230 230
Cso Pearson Cormelation e 448" 1 itk
Sig. (2-tailed) 003 000 .ooo
N 230 230 230 230
JUMLAH  Pearson Corelation Ao0” aoa” BT 1
Sig. (2-tailed) .ooo 000 J0o0
N 230 230 230 230

**_ Correlation is significant at the 0,01 level (2-ailed).
*. Comelation is significant at the 0.05 level {2-tailed).
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Lampiran 15. Hasil uji reliabilitas Perceived Quality

Case Processing Summary

N %
Cases  Valid 230 100,0
Excluded” 0 i}
Total 230 100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of lfems
00 4
ltem-Total Statistics
Comecied liem-  Cronbach’s
Scale Mean f  Scale Variance Total Alpha if liem
ttem Deleted i liem Deleted Comelation Deleted
PQ1 8,5000 1,520 A4 Li Iy
Pa2 8.3057 1.541 iliv] GG
PQ3 84130 1,588 Rilij SB5
PO4 8.6043 1,620 45 T34
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Lampiran 16. Hasil uji reliabilitas Perceived Sacrifice

Case Processing Summany

N %

Cases  Valid 230 100,0
Excluded” 0 i}

Total 230 100,0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha M of liems
Ja50 3
Item-Total Statistics
Comecied iem-  Cronbach's
Scale Mean f  Scale Variance Total Alpha i liem
ltem Dieleted  if liem Deleted Correlation Deleted
P51 5.0174 iTy] A48
P52 B, 7957 845 488

P53 5,930 782 483
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Lampiran 17. Hasil uji reliabilitas Perceived Value

Case Processing Summanry

M %
Cases  Valid 230 1000
Excluded™ 0 1]
Total 230 1000

a. Listwise deletion based on all wariables in the procedure.

Reliability Statistics

Cronbach's
Alpha M of liems
T4 7
Item-Total Statistics
Comecied Hem- Cronbach’s
Scale Mean f  Scale Variance Total Alpha if liem
tem Deleted if ltem Deeleted Caorrelation Dieleted
Py 17,6824 5170 478 Lirg]
P2 17,6824 4,860 407 LT
PW3 17,7304 5,508 206 710
Py 17,6783 5118 485 Lt
PWE 17. 7696 4772 A48T i
PWE 17,9696 4,755 401 Joz
PW7 17,7652 5,178 483 iy
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Lampiran 18. Hasil uji reliabilitas Customer Satisfaction

Case Processing Summary

L] %
Cases  Valid 230 100.0
Excluded™ o il
Todal 230 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's
Alpha M of liems
788 g
Item-Total Statistics
Comecied Hem- Cronbach’s
Scale Mean f  Scale Variance Total Alpha if liem
ltem Deleted if liem Deleted Correlation Deleted
C51 23,23 13,650 5a5 51
C52 23,3130 12,775 618 T3
C53 23,3043 14,788 S12 J85
C54 23,2813 13,255 G758 Ja1
G55 23,2686 14,530 361 ]
CSh 23,2043 13578 434 J71
CST 23,4730 14373 325 il
C58 233217 12818 ATd 750

C58 23,3585 13,608 ATS 785
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Lampiran 19. Hasil uji Normalitas (Charts)

Normal P-P Plot of Regression Standardized) Residual

. Dependent Variable: Customer Satisfaction
1

(1]

02

Mﬂ.ﬁ ua o4 oE OB n
Observed Cum Prob
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Lampirn 20. Hasil uji Multikolonieritas

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 18,481 2.341 7,896 ,000
Perceived Quality ,034 223 013 153 879 |
Perceived Sacrifice =271 ,290 -,080 | -.935 351
Perceived Value AT 142 294 3,322 001

Coefficients®

Collinearity Statistics

Model Tolerance VIF

1 (Constant) |
Perceived Quality 556 1,799
Perceived Sacrifice 563 1,776
Perceived Value 528 1,893

a. Dependent Variable: Customer Satisfaction
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Lampiran 21. Hasil uji Regresi Linier Berganda

Notes
Resources Processor Time 00:00:00,02
Elapsed Time 00:00:00,02
Memory Required 3456 bytes
Additional Memory 0 bytes

Required for Residual Plots

[DataSetd]

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method

1 Perceived . Enter
Value,
Perceived
Sacrifice,
Perceived
Clualilyb

a. Dependent Variable: Customer Satisfaction
b. All requested variables entered.

Coefficients”
Standardized
Unstandardized Coefficients Coefficients
Maodel B Std. Emor Beta t Sig-

1 (Constant) 18.481 2,341 7,508 000
Perceived Guality 034 223 013 53 A7
Perceved Sacrifice -271 280 -080 - B35 481
Perceved Value AT 142 204 3,322 00

a. Dependent Variable: Customer Satisfaction



Lampiran 22. Hasil uji KD (Koefisien Determinasi) secara simultan

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method

1 Perceived . Enter
Value,
Perceived
Sacrifice,
Perceived
Quality b

a. Dependent Variable: Customer Satisfaction
b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 2607 ,068 ,055 3,998

a. Predictors: (Constant), Perceived Value, Perceived Sacrifice, Perceived Quality
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Lampiran 23. Hasil Hipotesis uji t

Notes
Resources Processor Time 00:00:00,02 i
_E@psed Time 00:00:00,02
Memor! _Required 3456 bytes
Additional Memory 0 bytes
Required for Residual Plots
[DataSet0]
Variables Entered/Removed®
Variables Variables
Model Entered Removed Method
1 Perceived Enter
Value,
Perceived
Sacrifice,
Perceived
Quality®
a. Dependent Variable: Customer Satisfaction
b. All requested variables entered.
Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Ervor Beta t Sig.

1 {Constant) 18,481 234 7,806 .ooo
Perceived Quality 034 223 013 153 878
Perceived Sacrifice 27 200 - 080 - f35 351
Perceived Value AT 142 204 3,322 001

a. Dependent Variable: Customer Satisfaction
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Lampiran 24. Hasil Hipotesis uji F

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method

1 Perceived . Enter
Value,
Perceived
Sacrifice,
Perceived
Quality b

a. Dependent Variable: Customer Satisfaction
b. All requested variables entered.

ANOVA?
Sum of
Model Squares df Mean Square F Sig.
1 Regression 262,638 3 87,546 5,476 ,001 5
Residual 3613,053 226 15,987
Total 3875,691 229

a. Dependent Variable: Customer Satisfaction
b. Predictors: (Constant), Perceived Value, Perceived Sacrifice, Perceived Quality
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