LAMPIRAN

Lampiran 1 Kuesioner Penelitian
IDENTITAS RESPONDEN
Jenis Kelamin
Umur
Pekerjaan
Pendidikan Terakhir

Petunjuk Penilaian

- Sangat Setuju (SS) =5
- Setuju (S) =
- Cukup Setuju (CS) =
- Tidak Setuju (TS) =2
- Sangat Tidak Setuju (STS) =1

Kualitas Pelayanan

No Pertanyaan STS

1 Bank Syariah KCP Bandung Cijerah
memiliki fasilitas yang lengkap

2 Bank Syariah KCP Bandung Cijerah
memiliki bangunan yang terawat bersih

3 Pegawai Bank Syariah KCP Bandung
Cijerah selalu ramah dan senyum saat
melayani

4 Pegawai Bank Syariah KCP Bandung
Cijerah melayani nasabah dengan sepenuh
hati

5 Pelayanan Bank Syariah KCP Bandung
Cijerah sangat cepat tidak membutuhkan
waktu lama

6 Pegawai Bank Syariah KCP Bandung
Cijerah selalu siap dan cepat menanggapi
setiap keluhan

7 Customer service melayanai anda dengan
cepat dan tepat sesuai keinginan anda

8 Karyawan menunjukkan rasa percaya diri
dan bersikap siap melayani/membantu
nasabah

9 Bank Syariah KCP Bandung Cijerah

menumbuh rasa percaya pada nasabah,
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mmbuat nasabah merasa aman sewaktu
melakukan transaksi

10

Bank Syariah KCP Bandung Cijerah dapat
di percaya untuk mengelola uang nasabah,
menjamin keamanan uang nasabah

Kepuasan Nasabah

11

Pelayanan Bank Syariah KCP Bandung
Cijerah sangat baik dan memuaskan

12

Pelayanan Bank Syariah KCP Bandung
Cijerah kurang baik

13

Pelayanan Bank Syariah KCP Bandung
Cijerah yang diberikan sesuai dengan
harapan

14

Pelayanan Bank Syariah KCP Bandung
Cijerah sangat baik dan cepat sehinga
nasabah tidak akan berpindah jasa ke bank
lain

15

Pelayanan baik dan fasilitas lengkap
sehingga nasabah akan menggunakan jasa
bank kembali

16

Bank memberikan kemudahan dalam
bertransaksi, membuat nasabah ingin
merekomendasikan kepada orang lain
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Lampiran 2 Rekap Angket dan Hasil Uji Validitas
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Lampiran 3 Hasil Uji Reliabilitas

Kualitas Pelayanan (X)

ltem-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if ltem
Correlation Deleted

X1 69.64 202.575 .789 .763
X2 69.64 205.072 .689 767
X3 69.64 201.971 .808 762
X4 69.64 203.004 782 .763
X5 69.64 201.861 .812 762
X6 69.64 202.507 .794 .763
X7 69.64 202.473 787 .763
X8 69.64 200.960 .853 .760
X9 69.64 201.291 .834 761
X10 69.64 202.048 .810 .762
Kualitas Pelayanan 36.65 55.983 1.000 .945

Reliability Statistics

Cronbach's
Alpha

N of Items

.784

11
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Kepuasan Nasabah (Y)

ltem-Total Statistics

83

Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if tem Deleted Total Alpha if Item
Correlation Deleted

Y1l 33.43 54.060 778 744
Y2 34.72 61.820 A77 .803
Y3 33.79 53.593 .821 740
Y4 33.19 54.561 .738 .749
Y5 33.87 53.507 .836 .739
Y6 33.70 54.175 772 .745
Kepuasan Nasabah 18.43 16.334 1.000 .831

Reliability Statistics

Cronbach's
Alpha

N of Items

.785
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Lampiran 4 Hasil Uji Persamaan Linier Sederhana, Koefesiensi Korelasi,
Koefesienesi Determinasi, dan Uji t

Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1.815 1.110 1.635 .105
! Kualitas Pelayanan .453 .030 .839 15.264 .000

a. Dependent Variable: Kepuasan Nasabah

Variables Entered/Removed?

Model Variables Variables Method
Entered Removed
Kualitas
1 . | Enter
Pelayanan®

a. Dependent Variable: Kepuasan Nasabah

b. All requested variables entered.

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 .8392 .704 .701 2.210

a. Predictors: (Constant), Kualitas Pelayanan

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 1138.373 1 1138.373 232.988 .000°
1 Residual 478.825 98 4.886
Total 1617.197 99

a. Dependent Variable: Kepuasan Nasabah

b. Predictors: (Constant), Kualitas Pelayanan



Correlations

Kualitas Kepuasan

Pelayanan Nasabah
Pearson Correlation 1 .839"
Kualitas Pelayanan Sig. (2-tailed) .000
N 100 100
Pearson Correlation .839™ 1

Kepuasan Nasabah Sig. (2-tailed) .000

N 100 100

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




Lampiran 5 Data MSI
Variabel X

X1 X2 x4 X5 X6 X9 X10
3.637 4.803 3 4.850 5.186 4.93¢ 4.803 4.763
3.637 3.473 3 3.497 3.818 3.568 3.517 2.448
3.637 3.473 3. 3.497 3.e18 3.568 3.517 3.
3.637 3.473 3. 3.497 3.818 3.568 3.517 3.
5.011 3.273 1. 4.890 5.186 4.93€ 4.803 4
3.637 4.803 1. 3.457 3.818 3.568 3.517 4.
3.637 3.473 3 3.457 3.818 3.568 3.517 ER
3.637 3.473 3 3.497 2.658 3.568 2.51€ 3.
5.011 4.803 1. 4.890 5.186 4.93¢ 4.803 4
5.011 3.473 1. 4.890 5.186 3.568 4.803 4.
3.637 4.803 3. 3.497 3.818 3.568 3.517 3.
3.637 3.273 1.7 3.457 3.818 3.568 3.517 3.
3.637 3.473 4 3.457 3.818 3.568 3.517 ER
3.637 4.803 2 3.497 2.658 3.568 2.51€ 2.
3.637 3.473 3. 3.497 3.e18 3.568 3.517 3.
5.011 3.473 3. 3.497 3.818 3.568 3.517 4
5.011 4.803 1. 4.890 5.186 4.938 4.803 4.
1.000 1.000 1. 1.000 1 1.000 1.000 1
3.637 3.473 2 3.457 3.818 3.568 4.803 4
3.637 3.473 4 4.890 3.818 4.936 4.803 3.4
3.637 3.473 3. 3.497 2.658 3.568 3.517 3.
3.637 3.473 3. 3.497 3.818 3.568 3.517 3.
5.011 4.803 1. 4.890 5.186 3.568 4.803 4.
2.542 2.248 3. 3.457 2.658 3.568 3.517 3.
5.011 4.803 1. 3.457 3.818 3.568 4.803 4.
3.637 3.473 3 4.890 3.818 4.936 3.517 4.
3.637 3.473 3. 3.497 3.818 3.568 3.517 3.
3.637 3.473 3. 3.497 3.818 4.93¢ 3.517 3.
1.872 1.816 1. 1.681 1.816 1.818 1.818 3.
3.637 4.803 3. 3.457 3.818 3.568 3.517 3.
3.637 2.4248 a. 3.497 2.658 3.568 3.517 3.
5.011 4.803 1. 4.890 5.186 4.93¢ 4.803 4
5.011 4.803 1. 4.890 5.186 4.93€ 4.803 4.
3.637 4.803 3. 4.850 3.818 3.568 4.803 3.
3.637 3.473 4 3.457 3.818 4.936 3.517 ER
3.637 4.803 4 3.497 3.818 3.568 3.517 3.
3.637 3.473 1. 4.890 3.e18 4.93¢ 3.517 3.
5.011 4.803 1. 4.890 5.186 4.93¢ 4.803 4.
2.542 3.273 3. 4.890 2.658 3.568 2.51€ 4.
3.637 3.273 3. 3.457 3.818 3.568 3.517 3.
1.872 1.816 1 2.329 1.816 2.471 1.216 1.
2.544 2.448 2 2.329 2.658 2.471 2.51€ 2.
3.637 4.803 a. 3.497 3.e18 3.568 3.517 3.
3.637 4.803 3.4 3.497 3.818 3.568 4.803 3.
5.011 4.803 3.4 3.497 3.818 4.938 3.517 4.
3.637 3.273 3.4 3.457 3.818 3.568 3.517 3.
2.544 4.803 3.4 3.457 3.818 3.568 3.517 ER
3.637 4.803 4.743 4.890 3.818 3.568 3.517 4.
3.637 2.248 3.477 3.497 2.658 2.471 3.517 3.
3.637 3.473 2.426 2.329 2.65% 3.568 4.803 3.
3.637 3.273 4.743 3.497 5.186 4.938 4.803 4
3.637 3.273 3.477 3.457 3.818 3.568 3.517 3.
3.637 3.473 4.743 3.457 3.818 4.936 3.517 ER
2.544 2.448 2.436 2.329 2.658 2.471 2.51€ 2.
2.544 3.473 2.436 3.497 1.816 2.471 2.516 2.
3.637 4.803 3.477 3.497 3.818 2.471 2.51€ 2.
3.637 3.273 2.436 3.497 2.658 2.471 3.517 3.
2.542 2.248 1.753 1.681 1.816 1.816 1.216 2.
1.872 2.248 2.436 2.329 2.658 1.816 2.51€ 1.
1.872 1.816 2.436 2.329 1.816 1.816 1.81€ 1.
5.011 4.803 3. 4.890 3.818 3.568 3.517 3.
3.637 3.473 3. 4.890 3.818 4.93¢ 3.517 4
2.542 3.473 1. 2.329 2.65% 3.568 3.517 3.
1.872 2.248 2. 2.329 3.818 3.568 2.51¢ 3.
3.637 3.473 3. 3.457 3.818 3.568 3.517 4
3.637 3.473 3 3.497 3.818 3.568 3.517 3.447
2.544 1.816 1. 1.68 2.658 1.816 1.816 1.816
3.637 3.473 3.4 4.890 3.818 3.568 3.517 4.763
2.542 3.473 3.4 2.329 2.65% 2.471 2.51€ 2.448
3.637 2.248 3.477 3.457 3.818 3.568 3.517 2.448
3.637 4.803 3.477 3.457 2.658 3.568 3.517 3.447
5.011 4.803 4.743 3.497 3.818 3.568 4.803 4.763
2.544 3.473 3.477 3.497 2.658 2.471 3.517 4.763
5.011 3.473 4.743 3.497 3.818 4.93¢ 4.803 4.763
5.011 4.803 4.743 4.890 5.186 4.93€ 4.803 4.763
3.637 3.273 1.743 4.850 3.818 4.936 3.517 3.447
3.637 4.803 3.477 4.850 3.818 3.568 3.517 3.447
5.011 3.473 4.743 4.890 3.818 3.568 4.803 4.763
5.011 4.803 4.743 3.497 5.186 4.936 4.803 4.763
3.637 3.473 4.743 3.497 5.186 4.93¢ 3.517 3.447
3.637 3.473 4.743 3.497 3.818 3.568 4.803 3.447
2.542 3.273 2.436 3.457 3.818 2.471 2.51¢ 3.447
5.011 3.473 1.743 4.850 5.186 3.568 4.803 4.763
3.637 1.816 2.436 2.329 2.658 2.471 2.51€ 1.816
5.011 4.803 3.477 3.497 2.658 3.568 3.517 3.447
3.637 3.473 4.743 3.497 2.65% 3.568 2.51€ 3.447
5.011 3.473 4.743 3.497 3.818 4.93¢ 4.803 3.447
3.637 4.803 3.477 4.850 3.818 3.568 4.803 4.763
5.011 4.803 3.477 3.457 3.818 3.568 3.517 3.447
3.637 4.803 3.477 3.497 3.818 3.568 4.803 4.
3.637 3.473 2.436 3.497 2.658 3.568 3.517 2.
3.637 3.473 4.743 4.890 3.818 3.568 4.803 3.
3.637 3.473 4.743 4.890 5.186 4.93€ 4.803 4.
3.637 3.273 3.4 3.457 3.818 3.568 3.517 3.
3.637 3.473 3.477 3.457 3.818 3.568 3.517 3.
2.544 2.448 3.477 4.890 5.186 2.471 2.51€ 2.
3.637 3.473 3.4 3.497 3.818 3.568 3.517 3.
3.637 4.803 3.4 3.497 3.818 4.93¢ 4.803 3.
5.011 3.473 4.743 3.497 3.818 3.568 4.803 4.
1.872 2.248 3.477 2.329 3.818 4.936 4.803 4.




Variabel Y

i ¥z 3 wa s e Total ¥
Z.297 2.048 3.147 5.154 Z.014 4.402 21 .061
Z.297 3.238 3.147 3.7E3 S.014 S.044 19.502
S.297 3.z238 3.147 3.763 S.014 S.044 19.502
S5.297 Z.882 3.147 3.763 S.014 S.044 18.947
4.646 1.000 3.147 5.154 4.443 4.402 Z2z.791
3.297 Z.04s 3.147 3.763 3.014 3.044 i8.312
3.297 Z.04s 3.147 3.763 3.014 3.044 i8.312
3.297 z.&32 3.147 3.763 F.014 F.044 18.947
4.64¢ 4.05¢ 4.551 5.154 4.443 4.402 27 .252
4.646 z.04s 3.147 3.763 3.014 3.044 19.661
3Z.297 z.682 3.147 3.TE3 3.014 3.044 18._.947
3Z.297 z.04s8 3.147 3.TE3 3.014 3.044 18._.312
Z.297 z.04s8 3.147 5.154 Z.014 4.402 21 .061
2.19& 2.822 3.147 3.7E3 S.014 S.044 17.846
Z.297 3.238 3.147 3.7E3 S.014 S.044 19.502
S.297 Z.048 3.147 3.763 S.014 S.044 18.312
S5.297 1.000 3.147 5.154 4.443 4.402 21 .443
1.000 Z.04s 1.000 l1.621 1.000 1.000 T.T29
3.297 Z.04s 3.147 3.763 3.014 3.044 i8.312
4.546 4.056 3.147 Z.542 F.014 4.402 21 .806
3.297 2.682 3.147 3.7€3 3.014 S.044 18.947
3.297 z.04s 3.147 3.763 3.014 3.044 18._.312
4.646 z.04s8 4.551 5.154 3.014 4.402 23 ._814
3Z.297 z.04s8 3.147 3.TE3 3.014 3.044 18._.312
4.646 1.000 4.551 3.763 4.443 4.402 22 .805
4.646 3.238 4.551 3.7E3 4.443 4.402 25.043
Z.297 3.238 3.147 3.7E3 S.014 S.044 19.502
S.297 Z.048 3.147 3.763 S.014 S.044 18.312
1.597 4.056 1.000 Z2.542 1.000 1.596 1z.090
3.297 z.82 3.147 3.763 4.443 4.402 21 .735
3.297 Z.822 3.147 Z.542 3.014 3.044 17.725
4.646 Z.822 4.551 5.154 4.443 4.402 25.878
3.297 3.238 4.551 5.154 4.4243 F.044 23.726
4.64¢ 3.2382 3.147 5.154 4.443 4.402 25.029
4.646 z.&82 3.147 3.763 3.014 3.044 20.296
4.646 z.682 3.147 3.TE3 3.014 3.044 Z20.296
4.646 1.000 4.551 3.763 4.443 3Z.044 21 .447
4.646 1.000 4.551 5.154 4.443 4.402 24 .196
2.19& 2.04s8 l.249 2.542 S.014 l1.296 13.643
S.297 Z.882 3.147 3.763 S.014 S.044 18.947
1.000 4.056 1.000 Z2.542 1.000 1.596 11.493
Z.1%96 zZ.&22 l.949 Z.542 1.837 1.596 13.101
4.646 3.238 4.551 3.763 3.014 3.044 22 .255
3.297 4.056 3.147 3.763 3.014 1.596 19.173
3.297 z.&32 3.147 3.763 F.014 F.044 18.947
3.297 1.000 3.147 3.7€3 3.014 S.044 17.264
4.646 1.000 3.147 z2.s542 3.014 4.402 i18.750
3Z.297 z.04s8 3.147 3.TE3 3.014 3.044 18._.312
3Z.297 1.000 1.945 z2.542 1.837 3.044 13 . 668
Z.297 1.000 3.147 3.763 Z.014 3Z.044 17.264
4.646 2.04s8 3.147 3.7E3 S.014 S.044 19.661
Z.297 2.04s8 3.147 3.7E3 S.014 S.044 18.312
4.646 3.z238 3.147 3.763 S.014 S.044 Z0.851
Z.1%96 1.000 1.000 Z2.542 1.837 1.596 10.470
Z.1%96 1.000 l.949 Z.542 1.837 1.596 11.418
3.297 1.000 l.949 3.763 1.837 1.596 13.741
3.297 1.000 1.249 Z.542 1.837 F.044 13.668
2.1%9¢6 4.05¢ l1.949 2.542 1.000 l.296 13.638
1.597 z.04s 1.545 z2.s542 1.000 1.000 10.135
1.597 1.000 1.000 1.681 1.000 1.000 T.278
4.646 z.682 4.551 5.154 4.443 4.402 25_87T8
Z.297 1.000 4.551 3.763 4.443 3Z.044 20.098
Z.297 1.000 l.249 3.7E3 1.837 S.044 14.889
Z.297 1.000 l.249 3.7E3 S.014 S.044 16.066
S.297 1.000 3.147 3.763 4.443 S.044 18.694
S5.297 1.000 3.147 3.763 S.014 S.044 17.264
Z.1%96 1.000 l.949 1.821 1.837 1.000 9.662
3.297 1.000 3.147 Z.542 3.014 3.044 16.043
Z.196 1.000 l.949 1.000 1.837 1.596 2.877
3.297 1.000 3.147 Z.542 F.014 1.596 14.895
3.297 2.682 3.147 3.7€3 3.014 4.402 20.305
3.297 1.000 1.545 3.763 3.014 3.044 16.066
z.19& 1.000 1.945 3.TE3 1.837 4.402 15.146
4.646 z.04s8 4.551 3.TE3 4.443 4.402 23 _853
4.646 z.04s8 4.551 5.154 4.443 4.402 25.243
Z.297 1.000 3.147 3.7E3 S.014 S.044 17.264
Z.297 1.000 4.551 5.154 S3.014 S.044 Z0.059
4.646 1.000 3.147 3.763 3.014 4.402 19._.971
3Z.297 1.000 4.551 5.154 4.443 4.402 22 847
4.646 1.000 3.147 3.TE3 3.014 4.402 19.971
Z.297 z.04s8 3.147 z2.542 Z.014 3Z.044 17.091
2.19& 2.04s8 3.147 3.7E3 1.837 l1.296 14.886
Z.297 2.04s8 3.147 3.7E3 S.014 S.044 18.312
Z.1%96 1.000 3.147 3.763 1.837 1.596 13.838
S5.297 Z.048 3.147 3.763 S.014 S.044 18.312
3.297 Z.o048 l.949 Z.542 S.014 S.044 15.893
3.297 3.238 3.147 3.763 3.014 3.044 19.50=2
4.646 4.056 3.147 3.763 3.014 3.044 21.669
3.297 Z.048 3.147 5.154 F.014 F.044 19.703
4.64¢ 2.042 3.147 3.7€3 3.014 S.044 19.661
z.1396 3.238 3.147 z2.s542 3.014 3.044 17.180
3Z.297 z.682 3.147 z2.542 3.014 1.596 16.577
4.646 z.04s8 1.945 3.TE3 3.014 4.402 19._821
Z.297 3.238 3.147 3.763 Z.014 3Z.044 19.502
Z.297 3.238 3.147 5.154 S.014 S.044 20.893
S.297 Z.048 l.z49 3.763 1.837 4.402 17 .295
S5.297 Z.048 3.147 3.763 S.014 S.044 18.312
4.646 Z.o048 4.551 Z.542 S.014 4.402 21 .z0=2
4.646 3.238 4.551 5.154 4.443 4.402 26.433
Z.1%96 Z.822 1.949 3.763 1.837 3.044 15.470




