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LAMPIRAN 1

Karakteristik Responden



Summarize

Case Summaries?

Jenis Kelamin Usia Pendidikan | Jenis Pekerjaan Penghasilan
1 Wanita 26-351th Si Pegawai 2.000.000 - 4,000,000
2 Pria 26 -351th 51 Swasla 2.000.000 - 4.000.000
3 Pria 26=-35th S1 Swasla > Rp.4.000.000
4 Wanita 26-35th 82 Swasta > Rp.4.000.000
5 Pria 26-35th §1 Pegawai 2.000.000 - 4.000.000
6 Pria 16-25th SMU Pelajar < Rp.2.000,000
7 Wanita 16-25th SMU Pelajar < Rp.2.000.000
8 Pria > 46 th 8t Pegawai 7 Rp.4.000.000
9 Pria 36-45th Sz Swasta > Rp.4.000.000
10 Pria 36-45th s2 Swasta > Rp.4.000.000
11 Pria 36-451h §2 Pegawai > Rp.4.000.000
12 Wanita 356-451h §1 Pegawai > Rp.4.000.000
13 Pria >46th 82 Pegawai > Rp.4.000.000
14 Pria 26-351h Si Swasta 2.000.000 - 4.000.000
15 Pria >46th Sl Swasta = Rp.4.¢00.000
16 Wanita > 46 th 82 Swasta > Rp.4.000.000
t7 Pria 26-35th 82 Swasta 2.000.000 - 4.000.000
18 Wanita 26-351th S1 Swasta 2.000.000 - 4.000.000
19 Pria 26-35th S2 Swasta 2.000.000 - 4,000,000
20 Pria 16 - 25 th SMU Pelajar < Rp.2.000.000
21 Wanita 26-35th SMU Pelajar 2.000.000 - 4.000.000
22 Pria 16-251th SMU Mahasiswa < Rp.2.000.000
23 Wanita 26-35th 81 Pegawai 2.000.000 - 4.000.000
24 Pria 16 - 25 th SMU Mahasiswa < Rp.2.000.000
25 Pria 36-45th 81 Pegawal 2.000,000 - 4,000,000
26 Pria 36-45th 81 Pegawai 2.000.006¢ - 4.000.000
27 Pria 26-35th 51 Pegawai 2.000.00¢ - 4,000,000
28 Wanita 36-45th S1 Pegawai 2.000.000 - 4.000.000
29 Wanita 36-45th 81 Swasta > Rp.4.000.000
30 Pria 26-35th §1 Swasta 2.000.000 - 4.000.000
31 Pria 36-45th Sl Swasta 2.000,000 - 4,000,000
12 Pria 16-25th SMU Mahasiswa < Rp.2.000.000
33 Wanita 16-251th SMU Mzhasiswa 2.000.000 - 4.000.000
34 Wanita 16 -25th SMU Mahasiswa < Rp.2.000.000
35 Wanita > 46 th | Pegawai > Rp.4.000.000
36 Pria > 46 th | Pegawai > Rp.4.000.000
37 Pria > 46 th 51 Pegawai > Rp.4.000.000
38 Wanita > 46 th 82 Swasta > Rp.4.000.000
3% Pria > 46 th 52 Swasta > Rp.4.000.000
40 Pria 36-45th 81 Pegawai 2.000.000 - 4.000.000
41 Pria 26-35th | Swasta 2.000.000 - 4.000.000
42 Wanita 36-45th | Swasta 2.000.000 - 4.000.000
43 Wanita 26-35th 81 Swasta 2.000.000 - 4.000.000
44 Pria >46th St Pegawai > Rp.4.000.000
45 Pria > 46 th SMU Pegawsi > Rp.4.000.000
46 Wanita 36-45th 82 Swasta > Rp.4.000.000
47 Pria 26-351h 82 Swasta 2.000.000 - 4.000.000
48 Pria 26 - 35 th 52 Swasta 2.000.000 - 4.000.006
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Case Summaries®

Jenis Kelamin Usia Pendidikan | Jenis Pekerjaan Penghasilan
49 Wanita 26-351h 52 Swasta 2.000.000 - 4.000.000
50 Pria > 46 th St Pegawal 2.000.000 - 4.000.000
51 Pria 36-45ih Sl Pepawai 2.000.000 - 4.000.000
32 Pria 36-45th S2 Swasta > Rp.4.000.000
53 Pria 36-45th Si Pegawai > Rp.4.000.000
54 Pria 36-45th ]| Swasta 2.000.000 - 4,000.000¢
55 Wanita 16-25th SMU Mahasiswa < Rp.2.000.000
36 Pria 16-25th SMUu Mahasiswa < Rp.2.000.000
57 Wanila 26-35th Sl Pegawai 2.000.004 - 4.000.000
58 Wanita 26-35th S1 Pegawai 2.000.000 - 4.000.000
59 Pria 36 -451h S1 Swasta 2.000.000 - 4.000.000
60 Pria 26-35th 51 Swasta 2.000.000 - 4.000.000
61 Pria 36-45th 51 Swasta 2.000.000 - 4.000.000
62 Wanita > 48 th S Swasta = Rp.4.000.000
63 Pria > 46 th 51 Swasta 2.000.000 - 4.000.000
64 Pria 36-45th SI Pegawat 2.000.00) - 4.000.000
63 Wanita > 46 th S1 Pegawai > Rp.4.000.000
66 Wanita > 46 th 51 Pegawai > Rp.4.000.000
67 Pria >461th 51 Pegawai = Rp.4.000.000
68 Wanita > 46 th S1 Pegawai = Rp.4.00¢.000
6% Wanita 36-45th 82 Swasta > Rp.4.000.000
70 Wanita 36-45th 52 Pegawai > Rp.4.000.000
71 Wanita 36-45th 51 Swasta 2.300.000 - 4.000.000
72 Pria 36-45th SMU Swasta 2.000.000 - 4.000.000
73 Pria 36-45th Sl Swasta 2.000.000 - 4.000.000
74 Pria 26-35th S1 Swasta 2.000.000 - 4.000.000
75 Wanita 26-35th Sl Swasta 2.000.000 - 4.000.000
76 Pria 26-35th 51 Swasta 2.000.000 - 4.000.000
77 Wanita 26-35th S1 Swasgta 2.000.000 - 4.000.000
78 Pria 26-35th S2 Swasta 2.000.000 - 4.000.000
79 Pria 26-35th 52 Swasta 2.000.000 - 4,000,000
80 Pria 26-35th 52 Swasta 2.000.000 - 4.000.000
81 Wanita 26-35th 82 Pegawai 2.000.000 - 4.000.000
82 Pria 26-35th 82 Pegawai > Rp.4.000.000
83 Pria 26-35th 82 Pegawai > Rp.4.000.000
84 Wanita 26-351th 52 Pegawai 2.000.000 - 4.000.000
85 Pria 16-25th SMU Pelajar < Rp.2.000.000
86 Wanita 36-45th 51 Swasta 2.000.600 - 4.000.000
87 Pria 36-45th 81 Pegawat 2.000.000 - 4.000.000
B8 Pria 26-35th SMU Pelajar 2.000.000 - 4.000.000
g9 Wanita 26 - 35 th SMU Pelajar 2.000.000 - 4.000.000
90 Pria > 46th 82 Swasta > Rp.4.000.000
9 Pria > 46 th 82 Pegawai > Rp.4.000.000
92 Pria > 46 th S Pegawai 2.000.000 - 4.000.000
93 Pria > 46 th 81 Swasta > Rp.4.000.000
2 Pria 36-451h 81 Swasta 2.000.000 - 4.000.000
95 Pria 36-45th 81 Pegawai > Rp.4.000.000
0] Pria 36-45th 81 Pegawai 2.000.000 - 4,000,000
97 Pria 16-45th §1 Pegawai 2.000.000 - 4.000.000
98 Pria 16 - 25 th SMU Mahasiswa < Rp.2.000.000
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Case Summaries®

Jenis Kelamin Usia Pendidikan | Jenis Pekerjaan Penghasilan
99 Wanita 16 - 25 th SMU Pelajar < Rp.2.000,000
100 Pria 26 -35th 2 Swasta 2.000.000 - 4.000.000
10 Wanita 26 -35th 52 Pegawai 2.000.000 - 4.000.000
102 Pria 26-351th 81 Swasta 2.000.000 - 4.000.000
103 Wanita 26-351h S Swasta 2.000.000 - 4.000.000
104 Pria 36 -45th St Pegawai 2.000.000 - 4.000.000
105 Pria 36+451th S1 Swasta 2.000.000 - 4.000.000
Total N 145 105 105 105 1035

a. Limited to first 200 cases,
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LAMPIRAN 11

Perhitungan Diagram Kartesius



KINERJA

No Petniyataan SP| P |CP|KP] TP N Bobot  [Indek Kinerja
Dimensi Reliablity
1 |Pemberian palayanan sasuai dengan yang
dijanjkan 4 4 113 [ 5§ 10§ 338 3.8
2 [Pihak hotet salaly siap membantu tamy
yang memiiki kesulitan 14 |17 2] 105 362 345
3 |Pihak hits! memberkan pelayanan kepada
Jtamu dar awal i 371w/ 3] 106 297 233
Dimensi Responsiveness
4 ]Kemampuan uniuk cepat tanggap
terhadag keluhan tamu 8 A 26| 3 | 105 327 31
5 |Pihak hotel selalu cepat dan tepat waktu
kdalam memberikan pelayanan 713|461 1 106 34t 3.30
& |Pihak hatel selaly siap membantu
|perminiaan tamu 23] {32|14] 5] 106 368 3.50
Dimensi Assurance
7 1Staf Holsl yang dapat dipercaya 4 |]60]30] 9] 2 105 370 3.52
8 |Staf hotel yang bertaku sopan dalam
memberikan pelavanan kepada tamu 54328117} 2 105 M7 3.50
9 |Rasa aman pada saat menginap di Hotet My r] 3] o 106 418 308
Dimensi Emphaty
10 _yStaf hotel yang memberikan pethatian
sacara individu kepada tamu hotel 71 8|%Z 2| 105 350 313
11 |Staf hotel yang mampu berkomunikasi
dengan baik kepada tamu hotel 5] 10b 4]t 63 105 298 284
12 ]Staf hotel yang menghomati tamu 2P w34 13] 1 105 378 360
Dimensal Tangibles
13 |Penamplan fisk gedung yang baik M| 32w 12] 4| 106 368 3.51
14 |Kelengkapan fasditas holel {misal restoran 14{133] 33|18} i 105 360 343
kolam renarrchafé dan fasilitas lainnya}
15 [Staf hotel yang berpenampilan rapi iS4 21] 411 105 43 3.03




HARAPAN

No Pemystaan sP| PFCP{KP]TP| N Bobot  [Indek Harapan
Dimensi Reliabiity
1 [|Petnbarian pelayanan sesuai dengan yang

dijanjkan 177l 8] 2] 06 5 425 4,05
2 1Pihalc hotel salalit siap membantu tamuy

yang mamiliki kesulitan 12les{28}f 0| 0 105 404 3.85
3 |Pihak hilel memberikan pelayanan kepada

tamu dari awat g|s4] 9] 4] 0 105 441 4.20
Dimengi Responsiveness
4 |Kemampuan untuk oepat tanggap

lerhadap keluhan tamu gjar|44f 2] 0] 105 380 342
5 |Pihak hotel selalu cepat dan tepat waktu

dalam memberikan petayanan 9]ral19] 3] 0] 105 404 3.45
6 |Phak holel selalu siap membantu

permintaan tamu 91381711 ]0og 105 450 4.29
Dimengi Assurance
7 |Staf Hotel yang dapat dipercaya 19]43]39] 4] 0] 105 302 3.13
8 |Siaf hotel vang berlaku sopan dalam

|memberikan peiayanan kepada tamu alsal1nn] 2l o 105 413 393
9 |Rasaaman pada saat menginap di Holel 5214291210 105 459 4.37
Dimensi Emphaty
10 |Staf hotel yang memberian perhatian

|secara individu kepada tamy hotel sl ] 1] 0] 105 469 447
11_|Staf holel yang mampu berkomunikasi

dengan baik kepada tamu hotel w35 ] 7] 4] 105 353 3.36
12 {Staf hotef yang menghormati tamu 3167|216 [ 0% 105 382 3.64
Dimensi Tangibles
13 |Penampilan fisik gedung yang bak B|B]2BL1]0 105 423 4.03
14 |Kelengkapan fasiitas hotel {misal restoran 2l 0] 0 105 416 3.96

kolam renang, ¢afé dan fasiitas iainnya}
15 [Staf hotel yang berpgnampdiian rapi 52|44} 831110 105 462 4.40




%5E 69 F) 0 b B v | S £y ! ) 12 | 6 | 2 1des Gepdweuadieg BueX oy 18] i
{euliie] SByISE} WP 960 Duetied Loy
%P4 o8 Skv 0 0 T (3 b 6L | €€ | 98¢ | bl UBIOJS0) i) 16101 SEYISE) UBdEWILSION | ¥|
%EZ 48 £2r 0 ! gz | e | et [T ¥ o | & | 2 ¥4 g busk Sunpell sy uspdueued| £y
so[buR) sUeu]
%,56 86 T3 0 | 9 | 62 | 19 | € 8it | e | v | %€ |’ fE] neunoijbuew Buek oy BIST 71
%Z¥ 79 £SE ¥ L )5 | €€ | 0) | o& 9 | v | b | 6b | S 8100, 1) EPETeY %i8q Uehuep)
ISEYIuNWOeq Ndew DusA [8joy 15] L1
WEY L 69% 0 } ) W | 28 (3 z Z | &£ | ! {610y NUE) Bpade) NPAPIY Breaes
veneyied usxequiai Dusa 1ojoy 13| 01
Tjeydisy wsueiliiq
%2016 3 0 F 6 w_| s 81y 0 £ Q& | I£ 1510H Ip deMBUB |Bes Bped UEWwe Bsed]
%9R'08 £ir 0 Z b 8 g 9 2 4 8z Eb St niwe) epedsy usueAeted UejUBquswy
WEED Uedos PyBpog DuRA [0y 815 8
%EEYE (15 0 ¥ 68 ey | 6t (T3 Z 6 e | 09 v efBoiedip jedep bush pioH Jeig] ¢
BOUBINSSY IBLBUNG
%9218 sy 0 7 i 1 oge | 6v 83t S vt | 2¢ | k¢ | €2 TikE] UBBIURILIGT
uequew dets njees [y yeudl 9
%I Yoy 0 £ 6l ¥l 5 ort 1 9l o Gt 1 usuRAR[ed UBseQUIe Weiep
e Jede) Lep j6dad NE{ES (8104 Yelid| &
%008 et [ Z (] s i iz 3 x o0 | 8z 8 PLIS) UBLN|OY CepeLus)
— deboue) 1edeo yun venduewyl ¥
%SE /9 M 0 ¥ 6 ¥s &% 16 ¢ 3 £ ] s 1 M LBp nuws) |
epadey UsU2ABGA UBYUGQUIW [BHY ¥eikd]| €
%0968 poF [} 0 @ | s [ 2t T3 Z 2l [ ov | v UEjneey yifuseu buei
TU2| njLRduIelL deis DRIES Jeloy YBuld | Z
%0/'6/ [+43 0 4 g 8. | i 6eE § S | ¥y | o€ ¥ ueyluelip
Buel uveduep enses ueueispd uauequed| |
Alpeley isueang
N¥IYNS3S3 10908 dl | ai | 40 d ds | waeg [ dl [ a9 j d0 | d ds veejeiled N
AWMONIL NVdvdvH YrEINI




0S¥

00¥y

elrouny

0s't

00t

0¢'C

00°¢

* il

00¢

- 0Tt

- Ov'e

- 09t

- 08¢

Sl

0l

- 00'Y

- 0

- OF' Y

- 09

- 08P

00¢

uedeaey




LAMPIRAN IV

Uji Validitas dan Reliabilitas




Frequency Table

Jenis Kelamin
Cumulative
Frequency Percent | Valid Percent Percent
Valid Wanita 37 352 35.2 35.2
Pria 68 64 .8 64.8 100.0
Total 105 1900 100.0
Usia
Cumulative
Frequency Percent | Valid Percent Percent
Valid 16-25th 13 124 12.4 12.4
26-351th 38 362 162 48.6
36-451h 2 305 30.5 74.0
=46 th 22 21.0 21.0 100.0
Towal i05 100.0 100.0
Pendidikan
Cumulative
Frequency Percent | Valid Percent Percent
Valid S$SMU i8 171 17.1 171
S1 59 56.2 56.2 733
82 28 26.7 26.7 100.0
Total 105 100.0 100.0
Jenis Pekerjaan
Cumulative
_ Frequency Percent | Valid Percent Percent
Valid Pelajar 8 1.6 1.6 7.6
Mahasiswa 8 7.6 16 15.2
Pegawsl 40 38.1 38.) 533
Swasta 49 46.7 46.7 100.0
Total 105 100.0 100.0
Penghasilan
Cumulative
Frequency Percent | Valid Percent Percent
valid < Rp.2.000.000 12 114 11.4 1.4
2.000.000 - 4.000.000 59 562 56,2 61.6
> Rp.4.000.000 34 324 324 100.0
Total 105 100.0 100.0)




Uji Validitas Atribut Reliability (Kinerja)

+s%%tx Method 1 (space saver) will be used for this analysis whkexd

RELIABILITY ANALYSTIS - SCALE (A LPHA)

Item-total Statistics

Scale Scale Corracted
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Daeleted Correlation Leleted
KIN_ 1 6.8381 3.4255 .5565 L6951
KIN 2 6.6571 2.9390 .637¢% L6014
KIN 3 6.5429 3.0775 L4699 .7639

Reliability Coefficients
N of Cases = 105.0 N of Items = 3

Alpha = .7339

Uji Validitas Atribut Reliability (Harapan)

sxwxrx Method 1 (space saver) will be used for this analysis ®e¥sex
RELIABILITY ANALY SIS - SCALE (A L P H A}

Item-total Statistics

Scale Scale Corracted
Hean Variance Item- Alpha
if Item if Itam Total if Itam
Deletad Daleted Corralation Deletad
HRP 1 7.9238 2.0518 L5321 .528%
HREL? 8. 0000 2.0192 6523 .6483
HRP 3 7.9619 1.8639 . 3985 , 5690

Reliability Coefficients
N of Cases = 105.0 M of Items = 3

Alpha = .6935




Uji Validitas Atribut Responsiveness (Kinerja)

x*x**+ Mathod 1 (space saver) will be used for this analysis *xk*s¥
RELIABILITY ANALYSTIS - SCALE (AL P H A)

Ttem-total Statistics

Scale Scale Corrected
Mean Variance Itam- Alpha
if Item if Item Total if Item
Deleted Daleted Correlation Deleted
KIN 4 6.6571 2.8621 .3483 .4540
KIN 5 6.42886 3.0742 L4482 .4688
KIN_6 6.3619 2,3485 .36395 . 6049

Reliability Coefficients
N of Cases = 105.0 N of Items = 3

Alpha = . 6021

Uji Validitas Atribut Responsiveness (Harapan)

skwuws Mathod 1 {space saver) will be usad for this analysig ¥x#xkk
RELIABILITY ANALYSIS - SCALE (AL P HA

Item-total Statistics

Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
baleted Delatad Corrslation Deletad
HRP 4 7.9429 1.9582 .6758 . 6652
HRP_5S 7.7143 1.9945 L7176 L6343
HRP_§6 7.2381 1.7216 . 5337 .8519

Reliability Cosfficients
N of Cases = 105.0 N of Items = 3

alpha = .7868



Uji Validitas Atribut Assurance {Kinerja)

s+xxrx Mathod 1 (space saver) will be used for this analysis *rwax¥

RELIABILITY ANALYSIS - SCALE (AL PHA)

Item-total Statistics

Scale Scale Corrected
Mean Variancea Itam- Alpha
if Item if Item Total if Item
Daleted Deleted Correlation Daleted
KIN 7 7.4571 2.8275 L7471 L6319
KIN 8 7.8333 2.5013 L6486 ,7333
KIN_Q 7.0476 3.1035 L5621 , 8098

Reliability Coefficients
N of Cases = 105.0 N of Items = 3

Alpha = .BO01

Uji Validitas Atribut Assurance (Harapan)

*+xe+* Method 1 (space saver) will be used for this analysisg w¥h¥khs
RELIABILITY ANALY SIS - ECALE (4 L P HBA)

Item-total Statistics

Scale Scale Corrected
Mean Variance Ttem- Alpha
if Itam if Item Total if Item
Daletad Delatad Correlation Deleted
HRP_7 8.1905 2,0788 .4272 L.693¢
HRP_8 8.0000 2.0192 L6626 L4192
HRP_9 7.6381 1.9832 L4454 L6694

Raliability Coefficients
N of Cases = 1085.0 N of Items = 3

Alpha =  .6875




Uji Validitas Atribut Empati (Kinerja)

*+%x¥++ Method 1 (space saver) will be used for this analysis #*¥¥*¥2
RELIABTILITY ANALY SIS - SCALE (A LPHA)

Item-total Statistics

Scale Scale Corractad
Mean Variance Itam- Alpha
if Itam if Itam Total if Item
Deletad Delated Correlation Deleted
KIN_10 6.4857 3.2622 . 6041 .6445
KIN 11 _ 6.5048 2.8870 .7018 L5245
KIN 12 5.8667 3.3667 .4545 .8173

Reliability Coefficients
N of Casas = 105.0 N of Items = 3

Alpha = . 7822
Uji Validitas Atribut Empati (Harapan)
*kktk* Mothod 1 (space saver) will be used for this analysis **d¥is

RELIABILITY ANALY SIS - SCALE (AL PHA)

Item-total Statistics

Scale Scale Corrected
Mean Variance Item- Alphz
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
HRP_10 8.0000 1.7€85 .4805 .5388
HRP_11 7.5905 2.1288 L8207 5083
HRP 12 6.8857 1.8714 .4164 .6332

Raliability Coefficients
N of Caseg = 105.0 N of Items = 3

Alpha = .6548




Uji Validitas Atribut Tangibles (Kinerja)

+++4%% Mathod 1 (space saver) will be used for this analysis **wdwe

RELIABILITY

Item-total Statistics

Scale
Maan
if Item
Deleted

7.3905
7.3429
6.9048

KIN_13
KIN_14
KIN_15

Reliability Coefficients

N of Casas = 105.0

Alpha = L7705

ANALYSIS -

Scale
Variance
if Item
Delated

2.6249
2.6698
3.7601

Corracted
Itam-
Total

Correlation

.7248
.7024
.4153

N of ITtems =

Uji Validitas Atribut Tangibles (Harapan)

SCALE

(AL P HA)

Alpha
if Item
Delated

.54€3
5742
.B8753

x*k*x*% Method 1 (space saver}) will be used for this analysisg #%¥ixd

RELIABILITY

Item-total Statistiecs

Scale
Mean
if Item
Daleted

8.0952
8.0286
7.4190

HRP 13
HRP_14
BRP 15

Reliability Coefficients

N of Casas = 105.0

Alpha = . 7465

ANALYSIS -

Scale
Yariance

if Item

Deglated

1.5870
1.6242
1.4189

Corrected
Itaem-
Total

Corralation

.8410
. 6498
L4738

N of Items =

SCALE

(A L PHA

Alpha
if ITtam
Dalatad

.5941
. 59186
.8202

I



