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KUESIONER PENELITIAN 

INDENTITAS RESPONDEN  
Nama  : 
Usia  : 
Jenis kelamin : 

 
Mohon untuk memberikan tanda list (√ ) pada setiap pernyataan yang 

anda pilih : 
No Item Instrumen Skor 
1. Sangat Setuju 5 
2. Setuju 4 
3. Netral 3 
4. Tidak Setuju 2 
5. Sangat Tidak Setuju 1 
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Kusioner  

NO INDIKATOR VARIABEL 
STS 

(1) 

TS 

(2) 

RR 

(3) 

S 

(4) 

SS 

(5) 

Kualitas Pelayanan Payment (Pospay) 
1. Pegawai memberikan pelayanan serta 

informasi pada pelanggan dengan akurat 

     

2. Keakuratan petugas/karyawan dalam 

melakukan pelayanan jasanya. 

     

3. PT. Pos selalu memberikan / 

menyempatkan waktu bila ada keluhan dari 

pelanggan dan selalu berusaha 

memperbaikinya. 

     

4. Pegawai membantu dengan tanggap apabila 

pelanggan memiliki suatu masalah 

mengenai pembayaran 

     

5. Pihak Kantor Pos selalu menganjurkan 

pada pegawainya agar mampu memiliki 

pengetahuan dan keterampilan yang handal 

dalam melayani pelanggan. 

     

6. Pegawai kantor pos bagian pembiayaan 

diperlukan sikap jujur dan dapat dipercaya 

     

7. Pegawai pada bagian Loket Pelayanan 

selalu bersikap sopan santun, respek, 

perhatian dan penuh keramahan 

     

8. Pegawai selalu memberikan salam dengan 

hangat saat mengunjungi kantor 

pembayaran pada Kantor pos 

     

9. Kondisi ruangan Kantor Pos di tertata rapi, 

dan bersih 

     

10. Produk Jasa Keuangan (PosPay) Yang ada      
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Pada Kantor Pos Lengkap 

 

Kepuasan Pelanggan 
1. Saya merasa puas dengan kualitas produk 

yang tersedia di Kantor Pos 

     

2. Pelanggan mendapatkan pelayanan yang 

baik sesuai dengan harapannya dibanding 

dengan jasa lainnya. 

     

3. Pelanggan merasa puas dengan pelayanan 

pada pembayaran loket angsuran yang 

diberikan pegawai Kantor Pos 

     

4. Saya merasa puas dengan biaya 

administrasi pembayaran angsuran yang 

relative murah 

     

5. Saya merasa puas dengan adanya promo 

yang ada di Kantor Pos 

     

6. Pelanggan cendrung menggunakan jasa 

pengiriman Kantor Pos secara berulang 

     

7. Saya merasa lebih senang Melakukan 

Transaksi di Kantor Pos karena sangat 

kondusif dan lengkap 

     

8. Saya merasa nyaman menggunakan 

aplikasi PosPay karena bisa bertransaksi 

tanpa harus ke kantor Pos 
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HASIL UJI INSTRUMEN 

 
 Analisis Statistic Deskriptif 

Descriptive Statistics 

 
N Minimum Maximum Mean Std. 

Deviation 
KEPUASAN 

PELANGGAN 
100 36 48 42.62 2.569 

KUALITAS 

PELAYANAN 
100 30 38 33.94 1.791 

Valid N (listwise) 100 
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Uji Validitas Dan Reabilitas 
Uji Validitas Kualitas Pelayanan 

Correlations 

 VAR00001 VAR00002 VAR00003 VAR00004 VAR00005 VAR00006 

VAR00001 Pearson Correlation 1 -.026 .464** .104 -.137 .102 

Sig. (2-tailed)  .800 .000 .304 .176 .315 

N 100 100 100 100 100 100 

VAR00002 Pearson Correlation -.026 1 .030 .062 -.184 -.022 

Sig. (2-tailed) .800  .765 .541 .067 .825 

N 100 100 100 100 100 100 

VAR00003 Pearson Correlation .464** .030 1 .358** .141 .124 

Sig. (2-tailed) .000 .765  .000 .162 .217 

N 100 100 100 100 100 100 

VAR00004 Pearson Correlation .104 .062 .358** 1 .019 .109 

Sig. (2-tailed) .304 .541 .000  .848 .280 

N 100 100 100 100 100 100 

VAR00005 Pearson Correlation -.137 -.184 .141 .019 1 .292** 

Sig. (2-tailed) .176 .067 .162 .848  .003 

N 100 100 100 100 100 100 

VAR00006 Pearson Correlation .102 -.022 .124 .109 .292** 1 

Sig. (2-tailed) .315 .825 .217 .280 .003  

N 100 100 100 100 100 100 

VAR00007 Pearson Correlation -.192 .000 -.217* -.021 .161 .226* 

Sig. (2-tailed) .056 1.000 .030 .837 .109 .024 

N 100 100 100 100 100 100 

VAR00008 Pearson Correlation -.065 -.304** -.178 -.171 .112 .110 

Sig. (2-tailed) .519 .002 .076 .089 .267 .277 

N 100 100 100 100 100 100 

VAR00009 Pearson Correlation -.223* .003 -.221* .120 -.027 .116 

Sig. (2-tailed) .026 .975 .027 .233 .791 .249 

N 100 100 100 100 100 100 

VAR00010 Pearson Correlation -.168 .050 -.091 .290** -.106 .090 

Sig. (2-tailed) .095 .623 .369 .003 .296 .374 

N 100 100 100 100 100 100 

VAR00011 Pearson Correlation .215* .197* .316** .505** .306** .606** 

Sig. (2-tailed) .032 .050 .001 .000 .002 .000 

N 100 100 100 100 100 100 
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Correlations 

 VAR00007 VAR00008 VAR00009 VAR00010 VAR00011 

VAR00001 Pearson Correlation -.192 -.065 -.223* -.168 .215* 

Sig. (2-tailed) .056 .519 .026 .095 .032 

N 100 100 100 100 100 

VAR00002 Pearson Correlation .000 -.304** .003 .050 .197* 

Sig. (2-tailed) 1.000 .002 .975 .623 .050 

N 100 100 100 100 100 

VAR00003 Pearson Correlation -.217* -.178 -.221* -.091 .316** 

Sig. (2-tailed) .030 .076 .027 .369 .001 

N 100 100 100 100 100 

VAR00004 Pearson Correlation -.021 -.171 .120 .290** .505** 

Sig. (2-tailed) .837 .089 .233 .003 .000 

N 100 100 100 100 100 

VAR00005 Pearson Correlation .161 .112 -.027 -.106 .306** 

Sig. (2-tailed) .109 .267 .791 .296 .002 

N 100 100 100 100 100 

VAR00006 Pearson Correlation .226* .110 .116 .090 .606** 

Sig. (2-tailed) .024 .277 .249 .374 .000 

N 100 100 100 100 100 

VAR00007 Pearson Correlation 1 .268** .052 -.056 .344** 

Sig. (2-tailed)  .007 .606 .580 .000 

N 100 100 100 100 100 

VAR00008 Pearson Correlation .268** 1 .184 -.044 .259** 

Sig. (2-tailed) .007  .067 .663 .009 

N 100 100 100 100 100 

VAR00009 Pearson Correlation .052 .184 1 .269** .421** 

Sig. (2-tailed) .606 .067  .007 .000 

N 100 100 100 100 100 

VAR00010 Pearson Correlation -.056 -.044 .269** 1 .389** 

Sig. (2-tailed) .580 .663 .007  .000 

N 100 100 100 100 100 

VAR00011 Pearson Correlation .344** .259** .421** .389** 1 

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

N 100 100 100 100 100 

 
Reliability Statistics 

Cronbach's Alpha N of Items 
.608 11 
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Uji Validitas Kepuasan Pelanggan 

Correlations 

 VAR00001 VAR00002 VAR00003 VAR00004 VAR00005 

VAR00001 Pearson Correlation 1 .079 -.043 -.136 .080 

Sig. (2-tailed)  .437 .670 .179 .430 

N 100 100 100 100 100 

VAR00002 Pearson Correlation .079 1 .010 .032 .055 

Sig. (2-tailed) .437  .920 .751 .586 

N 100 100 100 100 100 

VAR00003 Pearson Correlation -.043 .010 1 .041 -.082 

Sig. (2-tailed) .670 .920  .683 .417 

N 100 100 100 100 100 

VAR00004 Pearson Correlation -.136 .032 .041 1 .143 

Sig. (2-tailed) .179 .751 .683  .156 

N 100 100 100 100 100 

VAR00005 Pearson Correlation .080 .055 -.082 .143 1 

Sig. (2-tailed) .430 .586 .417 .156  

N 100 100 100 100 100 

VAR00006 Pearson Correlation .280** .094 .006 -.049 .114 

Sig. (2-tailed) .005 .354 .952 .628 .257 

N 100 100 100 100 100 

VAR00007 Pearson Correlation .099 .143 .045 .216* .243* 

Sig. (2-tailed) .329 .156 .657 .031 .015 

N 100 100 100 100 100 

VAR00008 Pearson Correlation -.019 .089 -.078 .397** .276** 

Sig. (2-tailed) .855 .377 .439 .000 .005 

N 100 100 100 100 100 

VAR00009 Pearson Correlation .434** .265** .344** .440** .493** 

Sig. (2-tailed) .000 .008 .000 .000 .000 

N 100 100 100 100 100 
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Correlations 

 VAR00006 VAR00007 VAR00008 VAR00009 

VAR00001 Pearson Correlation .280** .099 -.019 .434** 

Sig. (2-tailed) .005 .329 .855 .000 

N 100 100 100 100 

VAR00002 Pearson Correlation .094 .143 .089 .265** 

Sig. (2-tailed) .354 .156 .377 .008 

N 100 100 100 100 

VAR00003 Pearson Correlation .006 .045 -.078 .344** 

Sig. (2-tailed) .952 .657 .439 .000 

N 100 100 100 100 

VAR00004 Pearson Correlation -.049 .216* .397** .440** 

Sig. (2-tailed) .628 .031 .000 .000 

N 100 100 100 100 

VAR00005 Pearson Correlation .114 .243* .276** .493** 

Sig. (2-tailed) .257 .015 .005 .000 

N 100 100 100 100 

VAR00006 Pearson Correlation 1 .373**
 -.017 .497**

 

Sig. (2-tailed)  .000 .869 .000 

N 100 100 100 100 

VAR00007 Pearson Correlation .373** 1 .186 .604** 

Sig. (2-tailed) .000  .063 .000 

N 100 100 100 100 

VAR00008 Pearson Correlation -.017 .186 1 .479** 

Sig. (2-tailed) .869 .063  .000 

N 100 100 100 100 

VAR00009 Pearson Correlation .497** .604** .479** 1 

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

N 100 100 100 100 

 
Reliability Statistics 

Cronbach's Alpha N of Items 
.659 9 
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Uji Asumsi Klasik 

Uji Normalitas One-Sample Kolmogorov Smirnov Test 

 

 
Unstandardized 

Residual 
  
N 100 
Normal Parameters

a,b Mean .0000000 
Std. Deviation 1.78971190 

Most Extreme Differences Absolute .094 
Positive .071 
Negative -.094 

Test Statistic .094 
Asymp. Sig. (2-tailed) .031

c 
 

a. Test distribution is Normal. 
b. Calculated from data. 
c. Lilliefors Significance Correction. 
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Uji Multikoliniaritas 

 
 Coefficients   

Model  Collineary 

statistics 

 

  Tolerance VIF 

1. Kualitas Pelayanan 1.000 1.000 

Dependen Variabel:Kepuasan 

Pelanggan 

  

 

 
Uji Hipotesis 

Uji Parsial (Uji t) 

Coefficients 

Model 

Unstandardized   

Coefficients 

Standardized 

Coefficients 

t Sig. B 

Std. 

Error Beta 

1 (Constant) 32.719 3.004  10.891 .000 

KUALITAS 

PELAYANAN 

.029 .070 .041 .407 .685 

a. Dependent Variable: kepuasan pelanggan 
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