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IDENITAS DISKRIPSI RESPONDEN 

 

 

Petunjuk : 

Berilah tanda centang ( √ ) pada jawaban yang di kehendaki , pilihan jawaban adalah : 

SS  : Sangat Setuju   TS : Tidak Setuju 

S  : Setuju    STS : Sangat Tidak Setuju 

N : Netral 

 

Nama  : ............................................................................................................. 

Alamat  : ............................................................................................................. 

Type Mobil : ............................................................................................................. 

 

 

Umur   : (    )  < 25 Tahun    (    )  25-35 Tahun  

    (    )  35-50 Tahun      (    )  > 50 Tahun 

Jenis Kelamin  : (    )  Laki-laki     (    )  Perempuan 

Status Perkawinan : (    )  Menikah     (    )  Belum Menikah 

Pendidikan Terakhir : (    )  SD     (    )  SMP   

(    )  SMA/SMK    (    )  DIPLOMA / S1   

 (    ) S2 / S3  

Pekerjaan  : (    ) Pegawai Negeri    (    )  Ibu Rumah Tangga 

    (    ) Wiraswasta    (    ) Karyawan Swasta 

    (    ) Pensiun     (    ) Tidak/belum bekerja 

Penghasilan @bulan :  (    ) < 4 Juta     (    )  7 juta – 12 jt  

    (    )  4 juta – 7 juta    (    ) > 12 juta 
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NO PERTANYAAN 
STS TS N S SS 

1 2 3 4 5 

Accesbility 

1 
Lokasi Dealer Duta Cemerlang Motor mudah di 

jangkau  
          

Competence 

2 

Bengkel resmi DCM mempunyai tenaga 

technical yang handal serta alat modern sesuai 

standar suzuki 

          

Customer Recognition 

3 
Seluruh karyawan DCM  menyapa saya selama 

saya berada di dealer 
          

Helpfulness 

4 
Adanya petugas yang membantu saya selama di 

bengkel 
          

Personalization 

5 Saya merasa nyaman selama berada di dealer           

Problem Solving 

6 Keluhan pada mobil suzuki saya teratasi           

Promise Fulfillment 

7 

Proses perbaikan kendaraan suzuki saya selesai 

sesuai yang saya harapkan dengan waktu yang di 

janjikan 

          

Value For Time 

8 
Service advisor memberikan pelayanan yang 

cepat sehingga saya tidak menunggu lama 
          

Customer Satisfaction 

9 
Setiap kali servis di Bengkel resmi DCM tidak 

pernah ada rework(pekerjaan ulang) 
          

10 
Saya puas terhadap pelayanan yang di berikan 

Bengkel resmi DCM 
          

11 
Pelayanan Bengkel resmi DCM sesuai harapan 

saya 
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Customer Loyalty  

12 
Saya akan kembali berkunjung ke Bengkel 

Resmi Suzuki Duta Cemerlang Motor 
          

13 

Saya akan memilih Bengkel Resmi Suzuki Duta 

Cemerlang Motor dan tidak akan memlilih 

bengkel lain 

          

14 

Saya akan memilih Bengkel Resmi Suzuki Duta 

Cemerlang Motor walaupun terjadi kenaikan 

harga 

          

15 
Saya akan merekomendasikan Bengkel Resmi 

Suzuki Duta Cemerlang Motor ke orang lain 
          

Relationship Marketing Strategy 

16 

Bengkel resmi DCM memberikan jaminan 

garansi servis apabila terjadi keluhan pada mobil 

saya 

          

17 
Bengkel resmi DCM memberikan garansi 

sparepart apabila terjadi kerusakan 
          

17 
Bengkel resmi DCM selalu memberikan discount 

setiap saya melakukan booking service 
          

19 
SRO menghubungi saya untuk follow up ( tindak 

lanjut ) pasca service 
          

20 

SRO menghubungi saya untuk mengingatkan 

(reminder) jadwal servis berikutnya mobil suzuki 

saya  
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NO. 
Jenis 

Kelamin 
                         

ce1 ce2 ce3 ce4 ce5 ce6 ce7 ce8 cs1 cs2 cs3 cl1 cl2 cl3 cl4 rm1 rm2 rm3 rm4 rm5 X Y1 Y2 M Y1*M 

1 Laki - Laki 5 5 5 5 5 5 5 5 4 5 5 4 4 4 5 4 3 4 4 4 54 14 17 19 266 

2 Laki - Laki 4 4 4 4 1 2 1 4 5 4 5 5 4 4 4 5 5 5 4 5 37 14 17 24 336 

3 Laki - Laki 4 4 4 4 5 4 3 4 4 4 3 4 3 4 5 4 4 3 3 4 46 11 16 18 198 

4 Laki - Laki 2 2 2 2 3 2 1 3 2 2 2 1 2 2 3 3 3 1 1 3 24 6 8 11 66 

5 Laki - Laki 3 4 5 4 5 4 5 5 4 4 4 4 4 4 5 5 4 5 4 5 49 12 17 23 276 

6 Perempuan 4 5 5 5 5 4 5 3 4 4 4 4 4 5 4 4 3 5 5 4 48 12 17 21 252 

7 Laki - Laki 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 3 3 4 3 3 54 15 20 16 240 

8 Laki - Laki 4 4 4 4 4 4 4 4 4 3 3 2 5 4 4 3 4 5 5 3 43 10 15 20 200 

9 Perempuan 2 2 2 2 2 2 3 2 2 1 1 2 1 2 2 3 1 1 2 3 23 4 7 10 40 

10 Laki - Laki 4 4 4 4 3 3 4 3 4 4 4 4 5 4 2 3 5 4 3 3 42 12 15 18 216 

11 Perempuan 4 3 5 3 4 4 3 4 4 4 4 3 4 4 3 3 4 5 3 3 42 12 14 18 216 

12 Laki - Laki 4 4 4 4 3 4 3 4 3 4 5 4 3 4 3 4 5 5 3 4 44 12 14 21 252 

13 Laki - Laki 4 4 5 4 3 3 4 4 4 4 4 4 3 4 4 4 4 4 5 4 40 12 15 21 252 

14 Perempuan 4 4 5 4 3 4 3 4 4 5 4 4 3 4 3 4 4 4 5 4 42 13 14 21 273 

15 Laki - Laki 3 4 3 4 4 2 2 3 4 3 4 5 5 4 5 3 5 4 4 3 37 11 19 19 209 

16 Perempuan 4 5 4 5 3 3 3 4 5 4 4 4 4 4 4 4 5 5 3 4 43 13 16 21 273 

17 Perempuan 5 5 5 5 5 4 4 5 4 4 5 4 4 4 3 4 4 4 4 4 50 13 15 20 260 

18 Perempuan 2 2 2 2 3 2 1 3 2 2 2 1 2 2 2 1 3 2 2 2 24 6 7 10 60 

19 Laki - Laki 3 4 5 5 5 4 5 5 4 4 4 4 4 4 5 3 3 4 3 3 50 12 17 16 388 

20 Perempuan 4 4 4 4 4 4 5 4 4 4 4 4 4 4 3 4 4 3 5 4 45 12 15 20 240 
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NO. 
Jenis 

Kelamin 
                         

ce1 ce2 ce3 ce4 ce5 ce6 ce7 ce8 cs1 cs2 cs3 cl1 cl2 cl3 cl4 rm1 rm2 rm3 rm4 rm5 X Y1 Y2 M Y1*M 

21 Perempuan 5 5 5 5 4 4 4 4 3 4 4 4 3 4 4 4 4 4 4 4 46 11 15 20 220 

22 Perempuan 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 3 4 4 5 3 53 14 20 19 266 

23 Laki - Laki 5 5 4 4 4 4 4 4 3 4 5 4 4 4 4 3 5 4 5 3 47 12 16 20 240 

24 Laki - Laki 3 4 5 5 5 4 5 5 4 4 4 4 4 4 5 4 4 4 4 4 50 12 17 20 240 

25 Laki - Laki 5 5 4 4 4 4 4 4 4 4 5 4 3 4 3 3 5 4 5 3 45 13 14 20 260 

26 Laki - Laki 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 5 4 5 4 5 43 12 16 23 276 

27 Laki - Laki 5 5 5 5 4 3 4 4 3 5 5 3 4 4 4 5 4 5 5 5 45 13 15 24 312 

28 Perempuan 5 5 4 4 4 4 4 4 3 4 4 4 4 4 4 4 5 5 5 4 44 11 16 23 253 

29 Laki - Laki 5 5 5 5 5 5 5 5 1 4 5 5 5 5 5 4 5 5 5 4 51 10 20 23 230 

30 Laki - Laki 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 44 12 16 21 252 

31 Laki - Laki 5 5 5 5 4 4 4 4 3 4 4 4 4 4 4 4 3 5 4 4 46 11 16 20 220 

32 Laki - Laki 5 5 3 3 4 4 4 3 4 3 3 4 3 4 4 3 3 4 4 3 41 10 15 17 170 

33 Perempuan 5 4 4 4 4 4 4 5 3 4 4 3 4 4 4 4 3 5 4 4 45 11 15 20 220 

34 Perempuan 4 4 4 4 4 4 4 5 4 4 3 5 4 5 3 4 3 4 4 4 45 11 17 19 209 

35 Laki - Laki 4 4 5 4 4 2 2 4 4 4 4 3 3 4 3 4 5 4 4 4 41 12 13 21 252 

36 Laki - Laki 5 5 5 5 5 4 4 5 4 5 5 4 4 4 4 3 4 4 4 3 52 14 16 18 364 

37 Laki - Laki 2 2 2 2 1 2 2 1 2 2 2 3 2 2 3 5 5 5 4 5 19 6 10 24 144 

38 Laki - Laki 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 3 5 4 3 44 12 16 18 216 

39 Perempuan 1 2 2 1 1 2 1 3 1 1 2 1 1 1 3 4 4 5 3 4 17 4 6 20 80 

40 Laki - Laki 5 5 4 5 4 4 4 4 2 4 5 5 4 4 4 4 4 4 5 4 46 11 17 21 231 
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NO. 
Jenis 

Kelamin 
                         

ce1 ce2 ce3 ce4 ce5 ce6 ce7 ce8 cs1 cs2 cs3 cl1 cl2 cl3 cl4 rm1 rm2 rm3 rm4 rm5 X Y1 Y2 M Y1*M 

41 Laki - Laki 5 5 5 5 5 5 5 5 4 4 5 5 5 5 5 3 4 5 5 3 53 13 20 20 260 

42 Laki - Laki 2 2 2 2 2 1 2 2 2 2 2 2 1 1 2 5 3 5 4 5 21 6 6 22 132 

43 Laki - Laki 5 5 5 5 4 4 4 5 5 5 5 4 4 4 4 4 3 4 4 4 51 15 16 19 285 

44 Laki - Laki 4 4 4 4 4 4 4 4 3 4 4 3 3 4 4 4 4 4 4 4 43 11 14 20 220 

45 Perempuan 4 4 5 4 4 4 4 4 2 5 5 4 4 4 4 3 4 4 3 3 45 12 16 17 204 

46 Laki - Laki 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 3 5 4 4 55 15 20 20 366 

47 Laki - Laki 5 5 5 5 4 4 4 5 3 5 5 4 4 4 4 4 3 5 3 4 50 13 16 19 247 

48 Laki - Laki 4 4 4 4 2 4 4 4 4 4 4 4 5 4 2 4 3 4 3 4 43 12 15 18 216 

49 Laki - Laki 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 4 4 5 4 4 53 14 20 21 294 

50 Laki - Laki 5 5 5 5 4 4 4 5 3 5 5 4 4 4 4 4 4 5 4 4 50 13 16 21 273 

51 Laki - Laki 5 5 5 5 3 3 4 5 3 5 5 3 4 4 3 4 4 4 4 4 47 13 14 20 260 

52 Perempuan 2 2 2 2 1 2 1 3 2 2 2 1 3 1 3 3 5 4 4 3 19 6 8 19 114 

53 Perempuan 1 2 2 1 1 2 1 1 2 2 2 1 1 1 1 4 5 3 4 4 18 6 4 20 120 

54 Laki - Laki 4 5 3 4 4 1 1 3 2 3 4 1 1 3 4 4 3 4 4 4 34 9 9 19 171 

55 Laki - Laki 5 5 4 5 4 4 4 4 4 4 4 4 4 4 4 4 3 5 4 4 48 12 16 20 240 

56 Laki - Laki 4 4 4 4 4 4 4 2 4 4 3 3 4 3 3 3 5 5 5 3 42 11 13 21 231 

57 Laki - Laki 4 4 5 4 4 2 2 4 4 4 4 4 3 4 3 3 4 5 3 3 41 12 14 18 216 

58 Laki - Laki 5 5 5 5 5 4 4 5 4 5 5 4 4 4 4 4 5 4 3 4 52 14 16 20 280 

59 Laki - Laki 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 3 5 4 4 43 10 16 20 322 

60 Laki - Laki 5 5 5 5 4 4 4 5 3 5 5 5 5 5 1 4 5 4 3 4 49 13 16 20 260 
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NO. 
Jenis 

Kelamin 
                         

ce1 ce2 ce3 ce4 ce5 ce6 ce7 ce8 cs1 cs2 cs3 cl1 cl2 cl3 cl4 rm1 rm2 rm3 rm4 rm5 X Y1 Y2 M Y1*M 

61 Perempuan 5 5 5 5 4 3 4 4 3 5 5 3 4 4 4 4 5 5 3 4 45 13 15 21 273 

62 Perempuan 2 2 2 2 1 2 1 3 2 2 2 1 1 1 3 3 3 4 3 3 22 6 6 16 96 

63 Laki - Laki 5 5 5 5 3 4 4 4 3 4 5 4 4 4 4 4 3 3 4 4 48 12 16 18 216 

64 Laki - Laki 4 5 3 5 4 1 1 3 2 3 4 1 1 3 4 4 3 4 5 4 32 9 9 20 180 

65 Laki - Laki 4 4 4 4 4 4 4 2 4 4 3 3 4 3 3 3 3 5 4 3 42 11 13 18 198 

66 Laki - Laki 4 4 5 4 4 2 2 4 2 4 4 3 3 4 3 3 3 3 3 3 41 10 13 15 150 

67 Laki - Laki 5 5 5 5 4 4 4 5 2 4 4 4 4 4 2 4 4 5 4 4 45 10 14 21 210 

68 Laki - Laki 2 2 2 2 3 2 1 3 2 2 2 1 3 3 3 3 3 4 4 3 24 6 10 17 102 

69 Laki - Laki 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 5 4 44 12 16 20 240 

70 Laki - Laki 4 4 4 4 4 4 4 4 5 4 4 4 4 4 4 3 5 5 5 3 45 13 16 21 273 

71 Laki - Laki 2 2 2 2 3 2 1 3 2 2 2 1 3 3 3 4 4 5 4 4 22 6 10 21 126 

72 Perempuan 3 4 5 4 5 4 5 5 4 4 4 4 4 4 5 4 4 4 5 4 49 12 17 21 306 

73 Laki - Laki 5 4 5 4 4 4 5 4 3 4 5 4 4 4 4 4 5 4 5 4 47 12 16 22 264 

74 Perempuan 2 2 2 2 5 4 4 5 2 2 2 1 1 1 3 5 5 4 5 5 34 6 6 24 144 

75 Laki - Laki 3 4 5 4 5 4 5 5 4 4 4 4 4 4 5 5 3 4 5 5 49 12 17 22 264 

76 Laki - Laki 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 5 4 5 4 43 12 16 22 388 

77 Laki - Laki 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 4 4 5 44 12 16 23 276 

78 Laki - Laki 5 5 5 5 4 4 5 5 4 5 5 3 4 5 4 5 4 4 3 5 52 14 16 21 294 

79 Laki - Laki 5 5 5 5 4 3 4 4 3 5 5 3 4 4 4 4 3 4 5 4 45 13 15 20 260 

80 Laki - Laki 5 5 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 5 5 4 47 12 16 22 264 
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NO. 
Jenis 

Kelamin 
                         

ce1 ce2 ce3 ce4 ce5 ce6 ce7 ce8 cs1 cs2 cs3 cl1 cl2 cl3 cl4 rm1 rm2 rm3 rm4 rm5 X Y1 Y2 M Y1*M 

81 Laki - Laki 5 4 5 4 3 4 4 4 5 4 4 4 4 5 4 4 5 4 5 4 46 13 17 22 286 

82 Laki - Laki 5 5 5 5 3 4 5 5 4 5 4 4 4 4 3 5 3 4 4 5 49 13 15 21 273 

83 Laki - Laki 5 5 5 5 4 4 4 4 4 5 5 4 4 4 4 5 5 4 5 5 48 14 16 24 336 

84 Laki - Laki 5 5 5 5 4 4 4 5 3 4 4 3 2 4 4 5 5 4 5 5 46 11 13 24 264 

85 Laki - Laki 4 5 3 4 4 1 1 3 2 3 4 1 1 3 4 5 5 4 5 5 34 9 9 24 128 

86 Laki - Laki 5 5 4 5 4 4 4 4 4 4 4 4 4 4 4 4 3 3 5 4 48 12 16 19 228 

87 Laki - Laki 4 4 4 4 4 4 4 2 4 4 3 3 4 3 3 4 5 5 3 4 42 11 13 21 231 

88 Laki - Laki 4 4 5 4 4 2 2 4 4 4 4 4 3 4 3 3 3 4 3 3 41 12 14 16 192 

89 Laki - Laki 5 5 5 5 5 4 4 5 4 5 5 4 4 4 4 4 3 3 4 4 52 14 16 18 252 

90 Laki - Laki 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 3 4 5 4 43 10 16 20 200 

91 Laki - Laki 5 5 5 5 4 4 4 5 3 5 5 5 5 5 1 3 3 5 4 3 49 13 16 18 234 

92 Perempuan 5 5 5 5 4 3 4 4 3 5 5 3 4 4 4 3 3 3 3 3 45 13 15 15 195 

93 Perempuan 2 2 2 2 1 2 1 3 2 2 2 1 1 1 3 4 4 5 4 4 22 6 6 21 126 

94 Laki - Laki 5 5 5 5 3 4 4 4 3 4 5 4 4 4 4 5 4 4 4 5 48 12 16 22 264 

95 Laki - Laki 4 5 3 4 4 1 1 3 2 3 4 1 1 3 4 4 4 5 5 4 31 9 9 22 134 

96 Laki - Laki 4 4 5 4 4 2 2 4 4 4 4 4 3 4 3 5 5 5 5 5 41 12 14 25 300 

97 Laki - Laki 5 5 5 5 5 4 4 5 4 5 5 4 4 4 4 4 5 3 4 4 52 14 16 20 280 

98 Laki - Laki 4 4 4 4 4 4 4 4 3 3 4 4 4 4 4 4 3 4 4 4 43 10 16 19 190 

99 Laki - Laki 5 5 5 5 4 4 4 5 3 5 5 5 5 5 1 4 3 5 4 4 49 13 16 20 260 

100 Perempuan 5 5 5 5 4 3 4 4 3 5 5 3 4 4 4 5 5 4 5 5 45 13 15 24 312 
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NO. 
Jenis 

Kelamin 
                         

ce1 ce2 ce3 ce4 ce5 ce6 ce7 ce8 cs1 cs2 cs3 cl1 cl2 cl3 cl4 rm1 rm2 rm3 rm4 rm5 X Y1 Y2 M Y1*M 

101 Perempuan 2 2 2 2 1 2 1 3 2 2 2 1 1 1 3 3 4 5 3 3 22 6 6 18 108 

102 Laki - Laki 5 5 5 5 3 4 4 4 3 4 5 4 4 4 4 4 5 4 3 4 48 12 16 20 240 

103 Laki - Laki 4 5 3 3 4 1 1 3 2 3 4 1 1 3 4 4 3 5 4 4 30 9 9 20 116 

104 Laki - Laki 4 4 4 4 4 4 4 2 4 4 3 3 4 3 3 4 5 4 3 4 42 11 13 20 220 

105 Laki - Laki 4 4 5 5 4 2 2 4 2 4 4 3 3 4 3 4 5 5 3 4 42 10 13 21 210 

106 Laki - Laki 5 5 5 5 4 4 4 5 2 4 4 4 4 4 2 3 3 4 3 3 45 10 14 16 160 

107 Laki - Laki 2 2 2 2 3 2 1 3 2 2 2 1 3 3 3 4 3 3 4 4 24 6 10 18 108 

108 Laki - Laki 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 3 4 5 4 44 12 16 20 240 

109 Laki - Laki 4 4 4 4 4 4 4 4 5 4 4 4 4 4 4 3 3 5 4 3 45 13 16 18 234 

110 Laki - Laki 2 2 2 2 3 2 1 3 2 2 2 1 3 3 3 3 3 3 3 3 22 6 10 15 90 

111 Perempuan 3 4 5 5 5 4 5 5 4 4 4 4 4 4 5 4 4 5 4 4 50 12 17 21 252 

112 Laki - Laki 5 4 5 5 4 4 5 4 3 4 5 4 4 4 4 3 3 4 4 3 48 12 16 17 204 

113 Perempuan 2 2 2 2 5 4 4 5 2 2 2 1 1 1 3 4 4 3 5 4 34 6 6 20 106 

114 Laki - Laki 3 4 5 5 5 4 5 5 4 4 4 4 4 4 5 3 5 5 5 3 50 12 17 21 252 

115 Laki - Laki 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 5 4 4 43 12 16 21 252 

116 Laki - Laki 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 44 12 16 21 252 

117 Laki - Laki 5 5 5 5 4 4 5 5 4 5 5 3 4 5 4 4 5 4 5 4 52 14 16 22 308 

118 Laki - Laki 5 5 5 5 4 3 4 4 3 5 5 3 4 4 4 5 5 4 5 5 45 13 15 24 312 

119 Laki - Laki 5 5 4 5 4 4 4 4 4 4 4 4 4 4 4 5 3 4 5 5 47 12 16 22 264 

120 Perempuan 2 2 2 2 2 2 3 2 2 1 1 2 1 2 2 4 5 4 5 4 23 4 7 22 88 
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NO. 
Jenis 

Kelamin 
                         

ce1 ce2 ce3 ce4 ce5 ce6 ce7 ce8 cs1 cs2 cs3 cl1 cl2 cl3 cl4 rm1 rm2 rm3 rm4 rm5 X Y1 Y2 M Y1*M 

121 Laki - Laki 4 4 4 4 3 3 4 3 4 4 4 4 5 4 2 5 5 4 4 5 42 12 15 23 276 

122 Perempuan 4 3 5 4 4 4 3 4 4 4 4 3 4 4 3 5 4 5 5 5 43 12 14 24 288 

123 Laki - Laki 4 4 4 4 3 4 3 4 3 4 5 4 3 4 3 4 5 5 5 4 44 12 14 23 276 

124 Laki - Laki 4 4 5 4 3 3 4 4 4 4 4 4 3 4 4 4 5 5 5 4 40 12 15 23 276 

125 Perempuan 4 4 5 4 3 4 3 4 4 5 4 4 3 4 3 4 4 4 5 4 42 13 14 21 273 

126 Laki - Laki 3 4 3 3 4 2 2 3 4 3 4 5 5 4 5 4 3 5 4 4 36 11 19 20 220 

127 Perempuan 4 5 4 4 3 3 3 4 5 4 4 4 4 4 4 3 3 4 4 3 42 13 16 17 221 

128 Perempuan 5 5 5 5 5 4 4 5 4 4 5 4 4 4 3 4 3 5 4 4 50 13 15 20 260 

129 Perempuan 2 2 2 2 3 2 1 3 2 2 2 1 2 2 2 4 3 4 4 4 24 6 7 19 114 

130 Laki - Laki 3 4 5 4 5 4 5 5 4 4 4 4 4 4 5 4 5 4 4 4 49 12 17 21 252 

131 Perempuan 4 4 4 4 4 4 5 4 4 4 4 4 4 4 3 3 4 4 4 3 45 12 15 18 216 

132 Perempuan 5 5 5 5 4 4 4 4 3 4 4 4 3 4 4 5 5 5 4 5 46 11 15 24 264 

133 Perempuan 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 3 3 5 4 3 53 14 20 18 252 

134 Laki - Laki 5 5 4 4 4 4 4 4 3 4 5 4 4 4 4 4 4 5 3 4 47 12 16 20 240 

135 Laki - Laki 3 4 5 5 5 4 5 5 4 4 4 4 4 4 5 4 4 4 5 4 50 12 17 21 252 

136 Laki - Laki 2 2 2 2 3 2 1 3 2 2 2 1 3 3 3 3 4 5 5 3 22 6 10 20 120 

137 Laki - Laki 3 4 5 5 5 4 5 5 4 4 4 4 4 4 5 5 3 5 4 5 50 12 17 22 264 

138 Laki - Laki 5 4 5 5 4 4 5 4 3 4 5 4 4 4 4 4 3 4 4 4 48 12 16 19 228 

139 Laki - Laki 2 2 2 2 5 4 4 5 2 2 2 1 1 1 3 4 4 4 4 4 34 6 6 20 120 

140 Perempuan 2 2 2 2 2 2 3 2 2 1 1 2 1 2 2 3 4 4 3 3 23 4 7 17 68 

141 Laki - Laki 4 4 4 4 3 3 4 3 4 4 4 4 5 4 2 4 3 5 4 4 42 12 15 20 240 

142 Perempuan 4 3 5 4 4 4 3 4 4 4 4 3 4 4 3 3 4 5 3 3 43 12 14 18 216 
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Frequencies 

Frequency Table 

 
ce1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 2 1,4 1,4 1,4 

2,00 20 14,1 14,1 15,5 

3,00 12 8,5 8,5 23,9 

4,00 53 37,3 37,3 61,3 

5,00 55 38,7 38,7 100,0 

Total 142 100,0 100,0  

 

 
ce2 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2,00 22 15,5 15,5 15,5 

3,00 3 2,1 2,1 17,6 

4,00 59 41,5 41,5 59,2 

5,00 58 40,8 40,8 100,0 

Total 142 100,0 100,0  

 

 
ce3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2,00 22 15,5 15,5 15,5 

3,00 8 5,6 5,6 21,1 

4,00 43 30,3 30,3 51,4 

5,00 69 48,6 48,6 100,0 

Total 142 100,0 100,0  

 

 
ce4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 2 1,4 1,4 1,4 

2,00 20 14,1 14,1 15,5 

3,00 4 2,8 2,8 18,3 

4,00 59 41,5 41,5 59,9 

5,00 57 40,1 40,1 100,0 

Total 142 100,0 100,0  
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ce5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 8 5,6 5,6 5,6 

2,00 5 3,5 3,5 9,2 

3,00 28 19,7 19,7 28,9 

4,00 72 50,7 50,7 79,6 

5,00 29 20,4 20,4 100,0 

Total 142 100,0 100,0  

 

 
ce6 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 6 4,2 4,2 4,2 

2,00 27 19,0 19,0 23,2 

3,00 14 9,9 9,9 33,1 

4,00 88 62,0 62,0 95,1 

5,00 7 4,9 4,9 100,0 

Total 142 100,0 100,0  

 

 
ce7 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 20 14,1 14,1 14,1 

2,00 10 7,0 7,0 21,1 

3,00 13 9,2 9,2 30,3 

4,00 72 50,7 50,7 81,0 

5,00 27 19,0 19,0 100,0 

Total 142 100,0 100,0  

 

 
ce8 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 2 1,4 1,4 1,4 

2,00 8 5,6 5,6 7,0 

3,00 25 17,6 17,6 24,6 

4,00 65 45,8 45,8 70,4 

5,00 42 29,6 29,6 100,0 

Total 142 100,0 100,0  
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cs1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 2 1,4 1,4 1,4 

2,00 32 22,5 22,5 23,9 

3,00 32 22,5 22,5 46,5 

4,00 67 47,2 47,2 93,7 

5,00 9 6,3 6,3 100,0 

Total 142 100,0 100,0  

 

 
cs2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 4 2,8 2,8 2,8 

2,00 18 12,7 12,7 15,5 

3,00 12 8,5 8,5 23,9 

4,00 78 54,9 54,9 78,9 

5,00 30 21,1 21,1 100,0 

Total 142 100,0 100,0  

 

 
cs3 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 3 2,1 2,1 2,1 

2,00 19 13,4 13,4 15,5 

3,00 8 5,6 5,6 21,1 

4,00 68 47,9 47,9 69,0 

5,00 44 31,0 31,0 100,0 

Total 142 100,0 100,0  

 

 
cl1 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 22 15,5 15,5 15,5 

2,00 5 3,5 3,5 19,0 

3,00 23 16,2 16,2 35,2 

4,00 77 54,2 54,2 89,4 

5,00 15 10,6 10,6 100,0 

Total 142 100,0 100,0  
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cl2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 17 12,0 12,0 12,0 

2,00 5 3,5 3,5 15,5 

3,00 24 16,9 16,9 32,4 

4,00 79 55,6 55,6 88,0 

5,00 17 12,0 12,0 100,0 

Total 142 100,0 100,0  

 

 
cl3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 10 7,0 7,0 7,0 

2,00 7 4,9 4,9 12,0 

3,00 14 9,9 9,9 21,8 

4,00 96 67,6 67,6 89,4 

5,00 15 10,6 10,6 100,0 

Total 142 100,0 100,0  

 

 
cl4 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 4 2,8 2,8 2,8 

2,00 12 8,5 8,5 11,3 

3,00 40 28,2 28,2 39,4 

4,00 65 45,8 45,8 85,2 

5,00 21 14,8 14,8 100,0 

Total 142 100,0 100,0  

 

 
rm1 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 1 ,7 ,7 ,7 

3,00 39 27,5 27,5 28,2 

4,00 79 55,6 55,6 83,8 

5,00 23 16,2 16,2 100,0 

Total 142 100,0 100,0  
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rm2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 1 ,7 ,7 ,7 

3,00 52 36,6 36,6 37,3 

4,00 47 33,1 33,1 70,4 

5,00 42 29,6 29,6 100,0 

Total 142 100,0 100,0  

 

 
rm3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 2 1,4 1,4 1,4 

2,00 1 ,7 ,7 2,1 

3,00 13 9,2 9,2 11,3 

4,00 69 48,6 48,6 59,9 

5,00 57 40,1 40,1 100,0 

Total 142 100,0 100,0  

 

 
rm4 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1,00 1 ,7 ,7 ,7 

2,00 2 1,4 1,4 2,1 

3,00 30 21,1 21,1 23,2 

4,00 61 43,0 43,0 66,2 

5,00 48 33,8 33,8 100,0 

Total 142 100,0 100,0  

 

 
rm5 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2,00 1 ,7 ,7 ,7 

3,00 39 27,5 27,5 28,2 

4,00 79 55,6 55,6 83,8 

5,00 23 16,2 16,2 100,0 

Total 142 100,0 100,0  
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Validitas dan Reliabilitas Customer Experience 

Scale: ALL VARIABLES 

 
 

Case Processing Summary 

 N % 

Cases Valid 142 100,0 

Excludeda 0 ,0 

Total 142 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 
Reliability Statistics 

Cronbach's Alpha N of Items 

,943 8 

 

 
Item Statistics 

 Mean Std. Deviation N 

ce1 3,9789 1,08156 142 

ce2 4,0775 1,02503 142 

ce3 4,1197 1,07507 142 

ce4 4,0493 1,06076 142 

ce5 3,7676 1,00117 142 

ce6 3,4437 ,99306 142 

ce7 3,5352 1,27531 142 

ce8 3,9648 ,91024 142 

 

 
Item-Total Statistics 

 
Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

ce1 38,0423 70,679 ,768 ,937 

ce2 37,9437 71,302 ,778 ,937 

ce3 37,9014 69,082 ,872 ,933 

ce4 37,9718 69,177 ,880 ,932 

ce5 38,2535 73,283 ,673 ,941 

ce6 38,5775 72,118 ,754 ,938 

ce7 38,4859 67,627 ,790 ,937 

ce8 38,0563 73,855 ,712 ,939 

 

 
Scale Statistics 

Mean Variance Std. Deviation N of Items 

42,0211 85,822 9,26403 8 
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Validitas dan Reliabilitas Customer Satisfaction 

 

Scale: ALL VARIABLES 

 
 

 
Case Processing Summary 

 N % 

Cases Valid 142 100,0 

Excludeda 0 ,0 

Total 142 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 
Reliability Statistics 

Cronbach's Alpha N of Items 

,850 3 

 

 
Item Statistics 

 Mean Std. Deviation N 

cs1 3,3451 ,94566 142 

cs2 3,7887 1,00940 142 

cs3 3,9225 1,04558 142 

 

 
Item-Total Statistics 

 
Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

cs1 7,7113 3,980 ,546 ,939 

cs2 7,2676 2,892 ,880 ,626 

cs3 7,1338 3,067 ,757 ,752 

 

 
Scale Statistics 

Mean Variance Std. Deviation N of Items 

11,0563 6,933 2,63305 3 
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Validitas dan Reliabilitas Customer Loyalty 

 

Scale: ALL VARIABLES 

 
 

 
Case Processing Summary 

 N % 

Cases Valid 142 100,0 

Excludeda 0 ,0 

Total 142 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 
Reliability Statistics 

Cronbach's Alpha N of Items 

,855 4 

 

 
Item Statistics 

 Mean Std. Deviation N 

cl1 3,4085 1,20962 142 

cl2 3,5211 1,13437 142 

cl3 3,6972 ,97478 142 

cl4 3,6127 ,93663 142 

 

 
Item-Total Statistics 

 
Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

cl1 10,8310 6,340 ,812 ,763 

cl2 10,7183 6,785 ,792 ,773 

cl3 10,5423 7,314 ,851 ,756 

cl4 10,6268 9,640 ,384 ,824 

 

 
Scale Statistics 

Mean Variance Std. Deviation N of Items 

14,2394 12,751 3,57082 4 
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Validitas dan Reliabilitas Relationship Marketing Strategy 

 

Scale: ALL VARIABLES 

 
 

 
Case Processing Summary 

 N % 

Cases Valid 142 100,0 

Excludeda 0 ,0 

Total 142 100,0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

 
Reliability Statistics 

Cronbach's Alpha N of Items 

,791 5 

 

 
Item Statistics 

 Mean Std. Deviation N 

rm1 3,8662 ,69679 142 

rm2 3,9085 ,84974 142 

rm3 4,2535 ,76665 142 

rm4 4,0775 ,81714 142 

rm5 3,8732 ,67224 142 

 

 
Item-Total Statistics 

 
Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

rm1 16,1127 4,186 ,647 ,559 

rm2 16,0704 4,577 ,335 ,694 

rm3 15,7254 4,981 ,377 ,710 

rm4 15,9014 4,430 ,413 ,657 

rm5 16,1056 4,294 ,636 ,568 

 

 
Scale Statistics 

Mean Variance Std. Deviation N of Items 

19,9789 6,517 2,55290 5 
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Path 1-H1 

 
Variables Entered/Removedb 

Model Variables Entered 

Variables 

Removed Method 

1 Customer 

experience 

. Enter 

a. All requested variables entered. 

b. Dependent Variable: Customer satisfaction 

 

 

 
Model Summaryb 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 ,908a ,824 ,823 1,10896 

a. Predictors: (Constant), Customer experience 

b. Dependent Variable: Customer satisfaction 

 

 

 
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 805,378 1 805,378 654,888 ,000a 

Residual 172,171 140 1,230   
Total 977,549 141    

a. Predictors: (Constant), Customer experience 

b. Dependent Variable: Customer satisfaction 

 

 

 
Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) ,216 ,434  ,497 ,620 

Customer experience ,258 ,010 ,908 25,591 ,000 

a. Dependent Variable: Customer satisfaction 

 

 

 
Residuals Statisticsa 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 4,6013 14,4047 11,0563 2,38996 142 

Residual -3,37273 4,23903 ,00000 1,10502 142 

Std. Predicted Value -2,701 1,401 ,000 1,000 142 

Std. Residual -3,041 3,823 ,000 ,996 142 

a. Dependent Variable: Customer satisfaction 
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Path 2 - H2 dan H3 
 

Variables Entered/Removedb 

Model Variables Entered 

Variables 

Removed Method 

1 Customer 

satisfaction, 

Customer 

experience 

. Enter 

a. All requested variables entered. 

b. Dependent Variable: Customer loyalty 

 

 

 
Model Summaryb 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 ,893a ,797 ,794 1,62161 

a. Predictors: (Constant), Customer satisfaction, Customer experience 

b. Dependent Variable: Customer loyalty 

 

 

 
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 1432,344 2 716,172 272,350 ,000a 

Residual 365,515 139 2,630   
Total 1797,859 141    

a. Predictors: (Constant), Customer satisfaction, Customer experience 

b. Dependent Variable: Customer loyalty 

 

 

 
Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) -,099 ,635  -,156 ,876   
Customer experience ,207 ,035 ,536 5,883 ,000 ,176 5,678 

Customer satisfaction ,511 ,124 ,377 4,138 ,000 ,176 5,678 

a. Dependent Variable: Customer loyalty 

 

 

 
Collinearity Diagnosticsa 

Model Dimension Eigenvalue Condition Index 

Variance Proportions 

(Constant) 

Customer 

experience 

Customer 

satisfaction 

1 1 2,963 1,000 ,01 ,00 ,00 

2 ,032 9,607 ,95 ,03 ,06 

3 ,005 25,539 ,04 ,97 ,94 

a. Dependent Variable: Customer loyalty 
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Residuals Statisticsa 

 Minimum Maximum Mean Std. Deviation N 

Predicted Value 5,4599 18,9385 14,2394 3,18724 142 

Residual -3,99583 6,03362 ,00000 1,61006 142 

Std. Predicted Value -2,755 1,474 ,000 1,000 142 

Std. Residual -2,464 3,721 ,000 ,993 142 

a. Dependent Variable: Customer loyalty 

 

 

 

Uji Normalitas-Kolmogorov-Smirnov 

 
One-Sample Kolmogorov-Smirnov Test 

 
Unstandardized 

Residual Path1 

Unstandardized 

Residual Path2 

N 142 142 

Normal Parametersa,b Mean ,0000000 ,0000000 

Std. Deviation 1,10502158 1,61006359 

Most Extreme Differences Absolute ,067 ,092 

Positive ,061 ,092 

Negative -,067 -,053 

Kolmogorov-Smirnov Z ,803 1,091 

Asymp. Sig. (2-tailed) ,540 ,185 

a. Test distribution is Normal. 

b. Calculated from data. 

 

 

 

Uji Heteroskedastisitas-Uji Glejser Path 1 

 
Variables Entered/Removedb 

Model Variables Entered 

Variables 

Removed Method 

1 Customer 

experience 

. Enter 

a. All requested variables entered. 

b. Dependent Variable: Abs1 

 

 
Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 ,087a ,008 ,000 ,70367 

a. Predictors: (Constant), Customer experience 

 

 
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression ,525 1 ,525 1,060 ,305a 

Residual 69,321 140 ,495   
Total 69,846 141    

a. Predictors: (Constant), Customer experience 

b. Dependent Variable: Abs1 

 



93 
 

 
 

 

 
Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1,126 ,275  4,090 ,000 

Customer experience -,007 ,006 -,087 -1,030 ,305 

a. Dependent Variable: Abs1 

 

 

 

Uji Heteroskedastisitas-Uji Glejser Path 2 

 
Variables Entered/Removedb 

Model Variables Entered 

Variables 

Removed Method 

1 Customer 

satisfaction, 

Customer 

experience 

. Enter 

a. All requested variables entered. 

b. Dependent Variable: Abs2 

 

 
Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 ,227a ,051 ,038 1,02065 

a. Predictors: (Constant), Customer satisfaction, Customer experience 

 

 

 
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 7,833 2 3,916 3,760 ,026a 

Residual 144,799 139 1,042   
Total 152,632 141    

a. Predictors: (Constant), Customer satisfaction, Customer experience 

b. Dependent Variable: Abs2 

 

 
Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 2,285 ,400  5,718 ,000 

Customer experience -,015 ,022 -,136 -,691 ,491 

Customer satisfaction -,038 ,078 -,096 -,487 ,627 

a. Dependent Variable: Abs2 
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MRA Persamaan 1 

 

 
Variables Entered/Removedb 

Model Variables Entered 

Variables 

Removed Method 

1 Customer 

satisfaction 

. Enter 

a. All requested variables entered. 

b. Dependent Variable: Customer loyalty 

 

 

 
Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 ,864a ,746 ,744 1,80580 

a. Predictors: (Constant), Customer satisfaction 

 

 

 
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 1341,332 1 1341,332 411,337 ,000a 

Residual 456,527 140 3,261   
Total 1797,859 141    

a. Predictors: (Constant), Customer satisfaction 

b. Dependent Variable: Customer loyalty 

 

 

 
Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1,288 ,656  1,963 ,052 

Customer satisfaction 1,171 ,058 ,864 20,281 ,000 

a. Dependent Variable: Customer loyalty 
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MRA Persamaan 2 

 

 

 
Variables Entered/Removedb 

Model Variables Entered 

Variables 

Removed Method 

1 Relationship 

marketing 

strategy, Customer 

satisfaction 

. Enter 

a. All requested variables entered. 

b. Dependent Variable: Customer loyalty 

 

 

 
Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 ,864a ,747 ,743 1,81025 

a. Predictors: (Constant), Relationship marketing strategy, Customer 

satisfaction 

 

 

 
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 1342,354 2 671,177 204,813 ,000a 

Residual 455,505 139 3,277   
Total 1797,859 141    

a. Predictors: (Constant), Relationship marketing strategy, Customer satisfaction 

b. Dependent Variable: Customer loyalty 

 

 

 
Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1,886 1,256  1,501 ,136 

Customer satisfaction 1,179 ,060 ,870 19,766 ,000 

Relationship marketing 

strategy 

-,034 ,062 -,025 -,558 ,578 

a. Dependent Variable: Customer loyalty 
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MRA Persamaan 3-H4 

 

 
Variables Entered/Removedb 

Model Variables Entered 

Variables 

Removed Method 

1 M*Y1, 

Relationship 

marketing 

strategy, Customer 

satisfaction 

. Enter 

a. All requested variables entered. 

b. Dependent Variable: Customer loyalty 

 

 

 
Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 ,869a ,755 ,750 1,78475 

a. Predictors: (Constant), M*Y1, Relationship marketing strategy, Customer 

satisfaction 

 

 

 
ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 1358,281 3 452,760 142,138 ,000a 

Residual 439,578 138 3,185   
Total 1797,859 141    

a. Predictors: (Constant), M*Y1, Relationship marketing strategy, Customer satisfaction 

b. Dependent Variable: Customer loyalty 

 

 

 
Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 3,848 1,518  2,535 ,012 

Customer satisfaction ,922 ,129 ,680 7,136 ,000 

Relationship marketing 

strategy 

-,129 ,074 -,092 -1,743 ,084 

M*Y1 ,012 ,005 ,236 2,236 ,027 

a. Dependent Variable: Customer loyalty 
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Tabel  r (Koefisien Korelasi Sederhana) 

  df = 1 - 200   
 

 

 

 

 
  Diproduksi oleh: Junaidi 

http://junaidichaniago.wordpress.com   
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