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Januari 2005
Kepada Yth. Sde/l responden
Ditempat

Dengan Hotmat,

Dalam rangka menyelesaikan skripsi (S1) Program Manajemen Universitas Islam
Indonesia (LIT1), maka penulis mempunyai kewajiban untuk melakukan penelitian. Dalam
hain ini penulis mengambil judut * Analisis Pengaruh Kualitas Pelayanan Bank BNi
Terhadap Kepuasan Nasabah™. Oleh karena itu, penulis mohon S$dr/l bersedia
meluangkan wakw untuk  mengisi lembar pertanyaan (kuesioner) sesuai dengan
keterangan yang diberikan demi kelengkapan data dan kelancaran proses penelitian.

Penulis mengharapkan Sdr/I responden memberikan isian selengkap-lengkapnyva
sesuai dengan kinerja dan pelayanan yang diterima. Penulis akan menggunakan data yang
akan anda berikan sebatas penclitian yang tersebut di atas, dan penulis menjamin
kerahasian identitas yang diperoleh.

Terima kasih atas waktu yang anda luangkan dan partisipasi yang telah anda

berikart,

Penulis,

Arif Prabowo



KUISIONER

Nama : {boleh tidak diisi)

Jenis Kelamin : [ Laki-Laki 1 Perempuan

Pekerjaan '[OPNS [ Swasta ] Pelajar/mahasiswa
rOLainnya (sebutkan..... .............c.... )

Penghasilan/bulan: [J< Rp 500.000 JRp 500.001- 2.000.000 0> Rp 2.060.001
Transaksi yang dilakukan ~ :(J<3kali [D3-5kali  {7]> 5 kali

Lama menjadi nasabah BNl :[J< 6 bulan [J6 bulan- | tahun  [3> 1 tahun

Memiliki rekening di bank lain :[]Ya D Tidak

Jenis transaksi

Isi angket pernyataan tentang kualitas pelayanan jasa Taplus BNI dibawah ini dengan
melingkari atau menyilang angka pada kolom skor sebelah kanan yang telah disediakan

sesuai dengan pelayanan yang anda terima pada sisi sebelah kiri.

Keterangan :
1 = Sangat Tidak Setuju (STS)
2 =Tidak Setuju (72}
3 = Ragu-ragu (R)
4 = Setuju (S)

5 = Sangat Setuju (SS)



No Kualitas Peiayanan Jasa STS|TS! R | § | SS
{. | Bukti Langsung (tangibles)
% Gedung yang nyaman dan layak untuk } ! 2 |3 [4 |5
melayani nasabah
% Fasilitas layanan memadai (ruang tunggu, | | 2 3 4 5
ATM, dan tempat parkir)
% Busana karyawan rapi dan bersih 1 2 3 4 |5
% Sarana perafatan  lengkap (komputer. mesin | 1 2 3 4 5
fax, telepon, alat deteksi uang, dan mesin
hitung uang)
2. | Keandalan (reliability)
# Layanan teller yang cepat dan teliti ] 2 |3 |4 |5
» Pelayanan customer service yang memuaskan | 2 3 14 |5
» Layanan ATM yang lengkap dan selalu on-line | 1 2 13 |4 |5
» Layanan selalu dilaksanakan sesuai sistem dan | 1 2 3 14 |5
prosedur
3. | Daya Tanggap (responsiveness)
* Teller dan customer service dengan cepat | | 2 |3 |4 s
memberikan layanannya kepada nasabah
*  Keluhan nasabah direspon dengan cepat 1 2 13 |4 15
*  Nasabah dapat menjangkau tempat yang diwju | 1 2 |3 |4 |5
dengan cepat (mudah diakses)
*  Birokrasi yang sederhana ! 2 |3 |4 |5
4. | Jaminan {assurance)
0 Nasabah merasa aman dalam melakukan | § 2 3 14 5
transaksi
0 Seluruh karyawan melayani dengas ramah 1 2 |3 {4 |5




Customer service memberi penjelasan dengan
detail dan jelas
customer  service

Telter dan menguasai

bidangnya secara professional

Empati {emphaty)

0

O

Memahami kebutuhan nasabah

Nasabah dapat dengan mudah menerima
informasi yang baru dari perusahaan

Terdapat layanan on-line via telcpon

Mengutamakan kepentingan nasabah

Kepuasan Nasabah

Saya  merasa  puas  atas  penampilan
fisik,personil fasilitas yang diliki bank BNI
Saya merasa puas dengan pelayanan di bank
BNI, dengan sopan santun dan murah senyum
Saya merasa puas komplain nasabah diBank
BNI selalu ditanagani sengan kesungguhan
Saya merasa puas melakukan transaksi di Bank
ini karena menggunakan teknologi yang cepat
Saya merasa puas atas penampilan gedung dan
kenyamanan bertransaksi didalam kantor

Saya merasa puas atas kepedulian. perhatian
secara individu yang diberikan Bank kepada
nasabah

Bank BNI

Secara  keseluruhan pelayanan

memuaskan bagi nasabah

12

(%)

Lol

L]




Frequency Table

Jenis Kelamin

Cumulative
Frequency Percent Valid Percent Percent
Valid  Laki - faki 34 54.0 i4.0 54.4
I*erempuin 46 h0 464} 100.0
Total 100 100.0 100.4
Pekerjaan
. Cunlative
Frequency Percent Valid Percent Percent
Valid  PNS 27 27.G 27.0 27.0
Swasla 47 47.0 47.0 4.0
Pelajar/mahasiswa 18 18.0 18.0 $2.0
Lainnya 8 2.0 8.0 100.0
Total 100 1000 1400,0
Penghasilan
Cumulative
Freguency Percent  { Valid PPergent Percent
Valid < Rp, 500.000 14 i4.0 14.0 14,0
Rp. 500.031-2080.000 31 31.0 31.0 45.0
= Rp. 2000.001 55 35.0 350 100.0
Total 100 100.0 100.0
Transaksi yvang dilakukan
Cumulative
Frequency Percent Walid Percent Percent
Yalid <3 kali 32 20 32.0 320
3 -5 kali 48 48.0 48.0 80.0
=5 kali 20 20.0 20.0 100.0
Total 100 100.0 10610
Lama menjadi nasahah
Cumulative
i'requency Percent Valid Percent Percent
Vabid < bulan 16 16.0} 16.0) 16.0
6 bulan-1 tahun 3 310 3.0 47.0
= [ tahun 33 33,0 33.48 1.0
Total R 1000 1000




Kepemilikan Rekening Bank Lain

[Frequency

Percent

Valid Percent

Cumulative
Percent

Valid

Ya
Tidak
Tolal

a6
o4
100

J6.0
64.0
104.0

36.0
64.0
10G.0

360
100.0




Frequency Table

Tangibles (X1)
Cumulative
Frequency Percent Valid Pereent Percent
Valid 815 4 4.0 4.0 4.0
T8 6 &) 6.0 10.0
R 44 44.0 44.0 54.4)
S 41 41,0 410 95.0
55 5 30 5.0 1€0.0
Total 100 {00 104).0
Reliability (X2)
Cumulative
Fregquency Percent | Valid Percent Percent
valid  51s 3 3.0 30 30
TS 2 20 20 5.0
R 6 6.0 6.0 1.0
s 31 31.0 3o 420
S5 38 380 58.0 100.0
Total 100 100.0 100.0
Resposivenass {X3)
Cumulative
Frequency Pereent Valid Percent Percent
Valid  STS 1 1.0 1.0 1.0
R 3 3.4 3.0 4.0
5 38 38.0 380 420
S8 58 580 58.0 103.0
Total 100 1000 100.0
Assurance (X4)
! | Cumutative
Frequency Percen Valid Pereent Percent
Valid  STS i 1.0 1.0 1.0
TS i 20 2.0 30
R | 1. 11.0) 14.0
5 41 b4 41.0 55.0
S8 45 130 45.0 100.0
Total 100 100 1.0




Emphaty (X5)

Cumulative
Frequency Percent Valid Percent Pereent
Valid  STS 2 2.0 2.0 2.0
TS 3 3.0 3.0 5.0
R 17 17.0 i7.0 220
] 54 544 54.0 76.0
58 24 24.0 24,03 100.0
Total 1734) HEVKY £010.0
Kepuasan Nasabah (Y)
Cumulative
Frequency Percent Valid "ercent Pcreent
Valid R 1 1.0 1.0 1.0
5 43 43.0 13.0 44.0
58 56 56.0 56.0 10:0.0
Total 100 100.0 1040.6




Uji Validitas Bukti Langsung (X1)

Correlations
X11 X1.2 x1.3 X1.4 TOT X1
X1t Pearson Correlation 1 226" 411 A77 554™
Sig. (2-tailed) . 024 .000 079 200
N 100 100 100 100 100
x1.2 Pearson Correlation 226" 1 472 4167 724
Sig. {2-tailed) 024 . .000 000 .0oo
N 100 100 100 100 100
X1.3 Pearson Correlation A1 412 1 505 790"
Sig. (2-tailed) 000 000 . 000 000
N 100 100 100 100 100
X14 Pearson Correlation 177 4169 5054 1 793
Sig. (2-tailed) 079 000 .000 . 000
N 100 100 100 100 100
TOT_X1 Pearson Correlation 554" 724" 790" 793 1
Sig. (2-tailed) 000 000 .000 000 )
N 100 100 100 100 100

“. Correlation is significant at the 0.05 level (2-tailed).

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

Reliability

*rrrrr Method 1 {space saver) will be used for this analysig ***x+%

EELIABILTITY ANMLY S I 8 - S CALE (A L P I1 A)

Reliabil_ity Coefiicients
N of Cases - 10,0 H ol Items = 4

Blpha = L6826




Uji Validitas Keandalan (X2)

Correlations

_ _ X2 x2.2 X2.3 X2.4 TOT X2
X2.1 FPearson Correlation 1 505" 447 416 716"
Sig. (2-tailed) ) 000 000 000 .000
N 100 100 100 100 100
X222 Pearson Correlation 505 1 5594 . 383" 736
Sig. (2-tailed) 0G0 . 000 .000 000
N 100 100 100 100 100
X233 Pearson Correlation 44247 25597 1 B43™ 870"
Sig. (2-tailed) 000 000 ) .000 00
N 100 100 100 100 100
X2.4 Pearson Correlation A15* 3634 E439 1 BO7™
5ig. (2-tailed) .000 000 000 . .000
N 100 100 100 100 100
TOT_X2 Pearson Correlation 718" 736" 870*% 807 1
Sig. (2-tailed) .000 0400 000 00 .
N 100 100 100 100 100

. Correlation is significant at the 0.01 levet (2-tailed),

Reliability

Fredds Method 1 (space saver) will be used for this analysis ***wxs

RELIABILTITY ANABLY S 1 3 - 5CA TR (A L. FHA)

Reliability Ceoefficicnts

B of Cases = 100.0 N of Items — 4

Alpha = .IBT2



Uji Validitas Daya Tanggap (X3)

Correlations

X3.1 X3.2 X3.3 X3.4 TOT X3

X3 Pearson Correfation 1 .316*1 242* 205" B21*4
Sig. (2-tailed) . .001 .05 .040 000
N 100 100 100 100 100

x3.2 Pearson Correlation 316" 1 486*1 A74 693
Sig. (2-tailed) 001 . 000 083 000
N 100 100 100 100 100

X3.3 Fearson Correlation 242 486*% 1 263 7127
Sig. (2-tailed) 015 000 . 008 000
N 100 100 100 100 100

X3.4 Pearson Correlation 205 A74 263" 1 678"
Sig. (2-tailed) 040 083 .008 . 000
N 100 100 100 100 100
TOT_X3 Pearson Correlation B21™ 693" T2 878" 1
Sig. (2-tailed) .00Q .000 000 000 .
N 100 100 100 100 100

**. Correlation is significant at the 0.0 level (2-taited).
*. Correlation is significant at the 0.05 level (2-taled).

Reliability
rrwrr Method 1 (space saver) will be used for this analysis #*#*+#*sx
RELIABILTITTY ALK ALY SIS - SCALE AL P H A

Reliability Coefficients
N of Cases - 1CG.0 N cf ltems = <£

Blpha = .6201




Uji Validitas Jaminan (X4)

Correlations

A1 X4.2 X4.3 X4.4 TOT X4

X4.1 Pearson Comretation 1 5961 5401 479" 744
Sig. {2-tailed) .000 000 .000 .000
N 100 100 100 100 100

X4.2 Pearson Correlation 5964 1 728" F67* 812
Sig. (2-tailed) .00g . 000 000 .000
N 160 100 100 100 100

X4.3 Pearson Correlation 540 728* 1 716" 8867
Sig. (2-tailed) .000 .000 . 000 000
N 100 100 100 100 100

X4.4 Pearson Correlation ATOM i Theh 716" 1 .868*
Sig. (2-tailed) .000 000 .000 . 000
N 100 100 100 100 100
TOT_X4 Pearson Correlation F44™ 912" .886™~ 868 1
Sig. {2-tailed) 000 .000 000 000 .
N 160 100 100 100 100

™. Correlation is significant at the 0.01 Jevel (2-tailed).

Reliahility

FrE#x% Method 1 {space saver) will be uscd for this analysisg *rr+++

RELIABILITTY ANALYS3SIS - S CALE (A L P H A

Reliability Coefficients

N of Cases = 100.0 N of Ttems =

Alpha = .8759




Uji Validitas Empati (X5)

Correlations

x5.1 X562 X5.3 x5.4 TOT X5

X5.1 Pearson Correlation 1 361 304" 292+ 603~
Sig. (2-tailed) . 000 002 .003 .000
| 100 100 100 100 100

X5.2 Pearson Correlation 3817 1 B87 480 808"
Sig. (2-tailed) 000 . 000 000 .000
N 100 100 100 100 100

xX53 Pearson Correlation 3044 BETH 1 14 Ba5*
Sig. (2-tailed) 002 .000 . .000 000
N 100 100 100 100 100

x54 Pearson Correlation 282 A0 F14% 1 .§15™7
Sig. (2-tailed) 003 .000 000 . 000
N 100 100 100 100 100
TOT_X5 Pearson Correlation B03*H .808™" 8454 815 1
Sig. (2-tailed) .000 000 000 000 .
N 100 100 100 100 100

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

Reliability

t#r4+= Method 1 (space =zaver! wi-l be used for this analysis ***+*=

EELIABILILITTY ANALYSIS - SCALE (A L ¥ H A}

Raliability Coefficients
N of Cases = 100.0 N of Ttems - 4

Alpha = L1130



Uji Validitas Kepuasan Nasabah (Y)

Correlations
TOT_
_ Y1 Y2 Y3 Y4 Y5 Y6 Y7 Y
Y1 Pearson Correlation 1 J370M 1.000 385" .B84™ B5he7™ 566™ BG2*
Sig. (2-tailed) . .000 . 000 .000 000 000 000
N 100 100 100 100 100 100 100 100
Y2 Pearson Correlation 370 1 S70% 965" .504™ .842% 797 909
Sig. (2-tailed) 000 . 000 000 {000 000 000 000
N 100 100 100 100 100 100 100 100
Y3 Pearson Correlation 1.000%1 370" 1 385%™ 884 557 566 692
5ig. (2-tailed) . .000 . .000 .000 .000 2000 000
N 100 100 100 100 100 100 100 100
Y4 Pearson Correlation .385*1  .985"  .385™ 1 492 .823*1  .805™ .913™ !
Sig. (2-tailed) .00 000 000 , .000 000 000 000 |
N 100 100 100 100 100 100 100 100
Y5 Pearson Cotrelation 884%™  .504%% 884 492" 1 822" 471 749
Sig. (2-tailed) 2000 000 000 .000 . 000 000 000
N 100 100 100 100 100 100 100 100
Y6 Pearson Cosrelation 57 842 657" B23™  .e22™ 1 B87™7 909" |
Sig. (2-tailed) .000 000 .000 000 000 . .000 000 |
N 100 100 100 100 100 100 100 100 |
Y7 Pearson Cosrelation a66™ 797 86677 .BO5S™ 471 .BGT™Y 1 858" |
3ig. (2-tailed) 000 000 .000 000 .000 .000 . 000
N 100 100 100 100 100 100 100 100
TOT_Y Pearson Correlation 692" 809 692" 913" .749* .909* .858*Y 1 5
Sig. (2-tailed) .00¢ 000 000 .000 .000 000 000 . g
N 100 100 100 100 100 100 100 100
**. Correlation is significant at the 0.01 levet (2-tailed).
Reliability

Frwrs Melhod 1 {space saver) will be used for this analysis ****+*

RFILTREEBILTITY AMWALYE TS - S CAaLE (L o 2 H &)

Reliagbhility Coefiicients

tool Cawscs - LUl N ool Items - 7

k1

&iphas = G263



Regression

Yariables Entered/Removed

Modci

Variables
Entered

Variables
Removed

Methiod

Emphaty
{X3).
Tangibtes
(X1
Responsive
ness (X3
Realibility
{(X2),
Assu;ancc
{X4)

Ll

a. All requested variables entered.

b. Dependent Variabie: Kepuasan Nasabah (Y}

Model Summary?

Adjusted R | Std. Error of
Model R R Square Square the Estimate | Durbin-Watson
1 7708 607 586 3231 1.681

4. Predictors: {Constant), Emphaty (X3), Tangibles (X1}, Responsivencss {X3).

Realibiiity (X2}, Assurance {X4)
b. Dependent Variable: Kepuasan Nasabah (Y)

ANOVAP
Mode! Sum of Squares df Mean Square F Sig.
1 Regression 15.145 3 3.029 2%.014 0008
Residuat 9814 94 104
Total 24.959 99

4 Predictors: (Constant), Emphaty (X5}, Tangibies {X1). Responsiveness (X3). Realibiiity
(X2}, Assurance (X4)

b. Dependent Variable; Kepuasan Nasabah (Y)




Coefficients?

Unstandardized Standardized Correla Collincarity
Coeflicients Coefficients tions Statistics
Sid, Toleran
Model B Trror Beta L Sig. Panial ce VIF
l {Constant) 338 J25 1.656 101
Tangibles (X 1) .144 057 179 2527 013 252 32 1.202
Realibility (X7 (189 055 251 3100 01 332 T4 1,292
Responsiveness {X3) 256 064 279 4.012 DGO 382 o4 | 1137
Assurance (X4) 21D 06l 258 3.429 KL 333 137 i.338
Emphaty (X5} A71 059 27 24904 005 287 748 | 1337

a- Dependent Variable: Kepuasan Nasabah (Y)
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DATA RATA-RATA VARIABEL PADA ANALISIS REGRESI

NOJ X1 | X2 X3 X4 ] X5 ¥ NO | X1 | X2 X3 | X8 | %51 ¥
1 13.25{4.50[4.25[4.00[4.00[4.57[ | 51 |3.2514.00| 4.25| 4.00 | 3.50] 4.00
2 [250]1.50]4.00[3.75]3.0013.00[{ 52 | 1.75[3.50[ 4.50 | 3.50] 3.25] 3.57
3 |3.00[3.50|4.50[4.0014.00[457] | 53 [4.55]4.50| 4.501 4.75] 3.00] 5.00
4 |3.00]4.25]4.00]3.75(3.75[400[ | 54 [3.50[4.50|5.00] 4.75|4.50]|4.57
5 |2.75]4.00[4.50[4.25[4.00[4.00] | 55 |3.00[4.50] 4.00]| 3.75|3.75] 4.57
6 [3.00]3.7514.75[3.75[3.75]4.00| | 56 |4.00[4.25|5.00] 4.75| 4.50 | 5.00
7 13.2514.2513.75(3.75(3.75|457] | 57 [2.75[4.25|4.50| 3.50| 2.75| 4.57
8 [3.25]4.50[4.50[4.25[4.50]5.00] | 58 |2.75{4.50| 4.50 4.75 | 4.50] 5.00
9 {2.7514.50]4.50[4.50]4.00{457] | 59 {3.00[4.00] 4.75|3.5013.751 4.57
10 | 3.5014.5014.25]4.75{ 350400 [ 60 [3.50(3.75| 3.50] 4.25]| 4.50| 4.00
11 |3.00]2.75[4.25[2.50]3.50[ 343 | 61 [4.50] 3.50]| 3.75 | 4.50| 3.95| 4.14
12 13.25]4.00[4.00]3.75[450]4.00| | 62 |3.50]|4.25| 4.25| 3.50] 3.25] 3.71
13 |3.25[3.50]3.001325[3.25[4.00[ | 63 |3.50|4.2515.00| 4.00]3.75| 4.71
14 13.50[4.25[4.5014.00]4.50[4.06| | 64 |2.00[4.50[4.50] 4.00] 3.50|4.67
15 |3.50(3.50[4.00{350[3.50[4.00] [ 65 |2.00]11.75|4.75| 4.25] 3.75 | 4.00
16 |3.25]14.50[4.2513.75[4.25[400] | 66 |1.75]3.50]4.25] 3.75] 3.25 | 4.00
17 ]4.00[4.50[45074.75[2.25[ 4571 | 67 [1.75]3.2514.75| 4.25|4.50| 4.57
18 |3.50[4.50[5.00]4.50[4.25]5.00] | 88 [ 1.7513.50 | 4.00| 4.00| 3.50| 4.57
19 |3.00[4.50]3,75]2.00[1.50[ 3571 | 69 [3.75{1.75 | 4.25]| 3.25] 2.50| 3.57
20 [3.00[2.25{350]1.75[2.753.43[ [ 70 | 2.50] 3.25| 4.25| 4.50]4.25| 457
21 }13.00]3.50]3.7503.00[3.75 343 | 71 {2.25]3.50 | 4.25| 3.75 3.50] 4.00
22 {2.75]2.25]3.75| 3.00]2.75 357} | 72 | 3.00(3.50] 5.00|3.25[ 3.25| 5.00
23 |3.2514.75[4.25[3.00}3.00 /900 | 753 [325]3.25[3.25[4.25 2.75 | 4.00
24 |3.50]4.25]3.50]4.00]2.2514.00] | 74 |3.25|4.50|5.00¢ 3.50( 4.00 | 5.00
25 [4.00]4.50]14.75[4.25]4.00(457] | 75 |3.00(3.7515.00]4.75]| 3.75| 4.57
26 |3.00[4.50]3.25]3.00[3.75343] | 76 13.50( 3.50 | 5.00|4.75] 4.50| 4.57
27 J4.00]4.501450{4.25[4.25(45/[ [ 77 [2.00] 3.2514.00| 425} 3.00] 4.00
28 J4.00[4.50[4.50]4.75[4.00|5.00[ [ 78 | 3.00]4.00| 4.00|3.75] 3.75 | 4.00
29 J2.75]4.00]3.75|4.00]4.00 [ 400 | 79 | 2.75|4.50| 3.75{ 3.50] 3.50 | 3.567
30 [4.00]4.50]5.00]4.75{4.50 | 5.00[ | 80 | 2.75|4.00|4.50]4.50| 4.00 | 4.57
31 13.00{4.50]4.7514.75|4.00| 5.00} | 81 [3.00(3.50|4.00| 3.50(3.50| 4.00
32 14.00[4.25]14.0014.35{3.75|457| | 82 [4.00(3.25(3.75| 3.50 3.50| 4.00
33 |3.25]4.50]4.00}3.75{3.00]357] | 83| 3.50[4.75 | 4.00] 4.50] 3.75| 5.00
34 |2.25]4.25]4.25]3.25/1.50[3.43} | 84 [4.00[4.50]|4.751 3.00| 5.00| 5.00
35 |13.00[4.50]4.751 4.75[4.00[ 457} | 85 | 2.75[4.25 [ 4.00] 4.50| 3.75 | 4.00
36 14.00[4.75]5.00}14.75]4.50 457} | 86 [2.75(3.75]3.50] 3.75| .00 | 4.00
37 J4.00]4.50] 5.00[4.0004.25[457[ | 87 [4.00[4.50|5.00| 4.25| 3.75| 4.57
38 §4.00{4.7514.50[4.00]3.75]5.00[ | 88 [3.75|4.00|3.75]| 4.25| 3.75 | 4.57
39 13.2514.5014.00]4.00/3.50{457| | 89 [3.251450|3.75|4.00|4.50| 4.57
40 | 3.0014.251a00]3.75[275{357] [ 90 13.00{4.75|3.75|4.25| 3.50| 4.5/
41 |3.50[3.75[3.75]|3.75|3.50 [ 4.00{ [ @1 [4.06] 4.00|4.75] 3.25} 4.50| 5.00
42 |3.25[4.5014.50]4.00[4.00[ 457 [ 92 [2.75] 3.50] 1.50 | 4.75] 3.75 ] 4.00
43 |4.00]4.00{4.25(3.25[4.50[4.57| | 93 [4.25| 4.75 | 4.00] 4.uu( 3.50] 5.00
44 12.75]14.25] 4501 4.25[4.00 1457} | 94 [4.50(4.50|4.00( 4.75| 3.75| 5.00
45 13.75[4.7514.75[ 4.75§14.00 [ 5.00| | 95 [4.2514.25[4.00[ 4.75] 4.50 [ 5.00
46 J4.0014.50{5.00]4.75}4.00]5.00] | 66 |4.00] 4.00[4.00]3.50]3.25(4.57
47 }13.7514.50{5.00| 4.75[4.00]{5.00] § 97 {3.50|450]3.75|4.25[ 4.00 | 4.00
48 13.5013.7514.75(3.75[4.25]457| | 98 {4.00|4.50|4.00]| 4.50] 4.50] 5.00
49 [3.7514.25[4.50[4.7514.25|4.57| | 99 | 4.00 | 4.25|4.00[4.5013.75| 4.57
50 | 3.7514.25[4.25[4.001 3.75| 4.00| | 100 | 3.75| 4.00 1 4.25 | 4.251 400 | 4.00
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12 N 5 ) S | S5] S 62 S SS | S5 S N 5
13| N S N N N 5 683 5 S5 | SS S 5 [ 55
14 S S5 1S5 5 155 | S 64 | 75 | 55 | SS 5 S | S5
15 ) S S S 5 S 65 | TS | 6TS| S5 | S5 ) S
16 | N Ss | S5 § | 85| S 66 | S¥TS| 5 55 5 N 5
17 5 55| 851 85| TS | S5 67 | STS| N SS | 55| 55| S5
18 S SS | SS | SS | SS | S5 68 | STS| S S S S | 55
19 | N ) S | TS5 |5T5] S &9 S |ISTS|SS| N | TS| S

200 N TS| & |STS| N S 7O TS| N | 65| S5 [ §5 | 55

21 N 3 5 N S S 711 TS S S5 S S S

22 N 1TS] S N N S 72| N S | 55 N N | S5
23 | N S5 1 55 [ N N 5 Y3 | N N N 55 1 N S
24 5 55 S S | T5] 5 74 | N | S5 |55 S S | S5
25 S 551 S5 S5 S | 55 75 | N S SS 1 55| S | 8§

26 | N 55 | N N S 5 76 S S SS | 55| S5 [ S8

27 ) SS | 55 | 551 557 55 771 N N S SS| N | S8

28 S 55 | S5 | S5 | S | 85 B N S 5 5 S S
20 ] N 5 S S S S 79 | N | 85 S S 5 5

30 S S5 | SS I 55| 55 | S5 80 5 S SS | 85| 5§ | 55
31 N S5 | 85155 5 | 55 81 N S 5 5 S S
32 S S5 S |15 ]| 5|85 82 ) N S S S S
33 N 55 S 5 N S 83 ) 55 5 ) S | SS
34 | TS | 5SS | SS | N |SIS| S 84 S | 55158 N S5 1 S5
35 N S5 | SS | 55| S5 | 55 85 | N [ S5 ) =) S S
36 5 SS | SS | S5 55| Ss 86 | N S 3 S S )
37 S SS | SS| S [ S5].585 87 S | 85 | 85 ] 55 5 {55
38 S SS [ SS | 5 S | S5 88 S 5 5 5§ S | 55
321 N 55 S 5 S [ S5 89 | N § SS 5 5 SS | 55
40 1 N 35 S 5 N S 90 | N | S5 S ) 5 | 5§
41 S ) S 5 S 5 91 S S 5 | N 55 | S5
42 N | 55 | S5 S S | 55 92 N S | SIS | 88 5 S
43 S S SS | N [ 8§ 585 93 | 85| 8§ S S ) SS

44 N SS | S5 1S5 1 S | S5 94 | 65| S5 5 SS S | S5
45 3 SS | 85| S5 | S | S5 95 | S5 | S5 S S5 | S5 4 SsS
46 5 S5 | S5 S5 S5 [ 85 96 5 S S 5 N [ S5
47 5 S5 [ S5 [ S5 5 |55 97 5 35 S 55 5 S
48 5 S 5SS | § [ 55} 55 98 S |55 5 SS | SS | 55

49 S SS | 8S [ ss [ S5 | 55 98 S | 55 5 55 5 [ 55
50 S Ss | Ss| S ) S 100 S S 55 | 55 S S




TABEL F PADA 5%

DI 1 2 3 4 5 DF 1 2 3 4 - 5
1 161 4170 13 A0 XA T073 1343832 23016109 66 19863 11350 2 7437 25108 2.3538
2 185128 190000 191643 (92468 192963 67 39840 30338 27416 25087 23517
3 10.1280 9.3521 92766 91172 Q0135 68 39819 31317 27395 25066 23496
4 7.7086 6.9443 69914 6 3882 62561 69 39798 31206 2735 25046 23475
5 6.6079 5.7861 5 4095 5.1922 50503 70 39778 31277 27355 25027 2.3456
6 59374 5.1433 47571 435337 43874 771 39758 31258 27336 25008 23437
7 55014 4731 4 3468 4.1203 39715 72 39739 11230 27318 24980 234l
& 53177 4.4590 4.06n2 38379 36873 73 39720 Q1221 27300 24971 23400
3 51174 472565 38623 3.6331 34817 074 39702 3203 27283 24954 23303
Fik 4 3646 3128 10N I Jd7RI} 33238 75 39633 3 LIRG 27266 24937 23360
i 158443 39423 LR 33567 32038 76 39668 31700 27249 24920 23349
1 47472 34853 1.4003 3.2502 305G 7T 38651 EISd 27233 24904 2331
13 46072 18056 30 3179 30254 78 39635 30133 278 24889 23317
4 46001 37RO 33439 30112 2058279 396EF  MII23 2703 24874 23302
15 43431 3 AR 32874 3055 20003 80 30601 3 IIDE 27148 24839 23287
16 4.4940 36337 52380 3.000% 28521 Bl 39583 3093 27173 24844 23273
17 44513 35015 31968 20647 28100 82 30374 3078 2TISO 24830 2.3259
1% 24139 3 554n 3100 29277 2770 BY 0 19sad 30065 27146 24817 212k
19 4 3§07 35219 31274 28951 27400 84 39536 31051 27132 24803 23231
2ib 13312 34928 30984 28661 27000 83 30332 31038 27119 24790 23218
2 4.324% 3 4608 30723 28401 206818 B6 39519 31026 27106 24777 2.3204
22 4.3009 34434 3,049 28167 26613 87 39306 3013 27094 24765 23193
23 4.2793 3422) 3 0280 27955 26400 88 10403 31001 27082 24733 23181
24 42597 34028 3 0088 27763 26207 B9 3v4R] 30989 27070 24741 23169
25 42417 33832 29912 2.7587 26030 90 3.9469 10977 27058 24729 2.31i7
26 472252 33600 29752 27426 25868 91 319437 30966 27047 24718 23145
27 4.2100 3334) 29604 27273 23719 92 39445 3.0954 27036 24707 23134
28 41960 3.3404 2.9467 27141 23381 C 03 390434 30043 27025 24896 23123
29 4.1830 33277 2.9340 27014 25454 94 39423 30933 27014 24635 23113
30 41709 313138 2.9223 2.6896 25336 C98 T 3.9412 10922 27004 24675 23102
ki 4.1596 3 3048 29113 26787 25225 5706 - 39402 30912 26994 24665  2.3002
32 41491 32945 29011 26684 25123 .97 19391 30902 26984 24635 23082
33 4.1393 3.2849 18910 26389 25026 1 98 3.9381 3.0892 26974 24645 23072
34 4.1300 3.275% 2.8826 2.6499 24936 799 39371 10882 26965 24636 23063
35 4.1213 3.2674 28742 26415 24831 160 39361 30873 24953 24626 23053
36 4.1132 2394 2.8663 2.6335 24772 101 39352 10864 26940 24617 2 3044
37 41053 32519 2.852% 26261 24696 102 39343  3.085% 26037 24608  2.3035
35 401982 3 2448 18507 26190 24625 {03 39333 30846 26928 24399 23026
39 4.0913 3238 1.8451 26123 24558 104 39324 30837 26920 24391 23017
40 40847 3.2317 2.8387 2.6060 24495 G105 39316 30820 26011 24582 23000
4i 40785 32257 28327 2.6000 24434 106 39307 30820 26903 24574 2.300!
42 40727 3.2199 2.8270 2.5943 24377 107 39298 30812 20895 24366  2.2992
43 4.0670 12145 248216 2.5848 24322 CJ08 39200 10804 26887 24538 2.2084
44 3.0617 32093 28165 25837 24270 109 39282 30796 26879 24550 2.2976
as 40560 3.2043 28115 25787 24221 110 39274 0788 26871 24542 22960
46 40517 11996 28068 2.3740 24174 111 39266 30781 26864 24533 22061
47 40473 31951 28024 75645 24128 112 39238 30773 26856 24327 2.2934
48 4.0427 11907 27981 25632 24085 113 3.9251  3.0766 20849 243520 2.294¢
49 40384 11866 1.7939 25611 24044 114 39243 30759 26842 24313 22039
50 4.0343 31826 2.7900 23572 24004 185 39236 30751 26835 24506 22932
51 40304 31788 2.7862 25534 23966 116 19220 30M4 26828 24499 23924
52 40266 31751 27826 25408 23930 CU¥7 39222 30738 26821 24492 22918
53 4.0230 31716 L7191 25363 23894 L8 39215 30731 206815 24485 2.2912
54 4.0195 31682 2758 35429 23861 119 30208 30724 26808 24479 22005
55 10162 31630 7 71 23397 23828 1200 39201 0718 26802 24472 22899
56 40130 31619 2 7694 2.5366 23797 121 39195 30711 26795 24466 22892
57 1 004y 31588 2 Tt RRRETY 23767 122 39IRE 30705 26TSY 24460 22886
4 40064 kN T 7634 38307 23738123 30I1RY OZO0690 2478 24454 22880
59 4 0040 30531 2760 25279 23710 126 39175 30693 26777 24448 2.2874
60 40042 31504 17381 35252 23683 125 39169 30087 26771 24442 2.286%
61 39985 31478 2733 23216 23637 126 IU163 30681 26765 24436 2.2862
62 39959 3.1453 2 7530 25201 23631 12T 39157 306TS 26760 24430 22836
63 39934 31428 27308 241717 23607 128 IULSL 0 30670 26734 24425 2 2830
64 39909 11104 2 8? pEIER 23383 120 19116 3066 26T4R 24110 13843
65 39880 31381 2 7459 2813 23560 130 39140 30058 26743 24404 22839

Sumber ¢ Thtalise Yeronalt Evcel



TABEL t PADA a5 %

DF 1 TAIL 2 TAIL OF 1 TAIL 2 TAIL DF 1 TAIL 2 TAIL
1 6.3138 12.7062 51 16753 2.0076 101 1.6601 1.9837
2 2.9200 4.3027 52 1.6747 2.0066 102 1.6599 1.9835
3 2.3534 3.1824 33 1.6741 2.0057 103 1.6598 1.9833
4 2.1318 2.7764 54 1.6736 2.0048 104 1.6696 1.9830
] 2.0150 2.5706 35 1.6730 2.0040 105 1.6595 1.9828
6 1.9432 2.4469 o] 16725 2.0032 106 1.6594 1.9826
7 1.8946 2.3546 57 1.6720 2.0025 107 1.6592 1.9824
8 1.8595 2.3060 58 16715 2.0017 108 1.6591 1.9522
9 1.8331 2.2622 59 16711 2.0010 109 1.6590 1.9820
10 1.8125 2.2281 Ba 1.6706 2.0003 110 16588 1.9818
11 1.7959 2.2010 61 1.6702 1.9896 111 1.6687 1.9816
12 1.7823 2.1788 62 1.6698 1.9990 112 1.6586 1.9814
13 1.7709 2.1604 B3 1.6694 1.9933 113 1.6585 1.9812
14 1.7613 2.1448 =L 1.6690 1.9977 114 1.6583 1.9810
15 1.75631 2.1314 65 1.6686 1.9971 115 1.6582 1.0808
16 1.7459 2.1199 65 1.6683 1.9966 116 1.6581 1.9806
17 1.73586 21098 67 1.6679 1.9960 117 1.6580 1.9804
18 1.7341 2.1009 68 1.6676 1.9955 118 1.6578 1.9803
19 1.72e1 2.0930 69 16672 1.6849 119 16578 1.9801
20 1.7247 2.0860 70 1.6668 1.6044 120 1.6577 1.9789
21 1.7207 2.0736 71 1.6666 1.9939 121 1.68575 1.9798
22 1.7171 2.0738 72 1.6663 1.9936 122 1.65674 1.9796
23 1.7139 2.0887 73 1.6660 1.9930 123 1.6573 1.9794
24 1.7109 2.0633 74 1.6657 1.9925 124 16572 1.9793
25 1.7081 2.0595 75 1.6654 1.9921 125 1.6571 1.9791
26 1.7056 2.0555 76 1.6652 1.9917 126 1.6570 1.9750
27 1.7033 2.0518 77 1.6649 1.9913 127 1.6569 1.9788
28 1.7011 2.0484 78 1.66485 1.9903 128 1.6568 1.9787
29 1.6991 2.0452 79 1.6644 1.9905 129 1.6568 1.9785
30 1.6973 2.0423 80 1.6641 1.9901 130 1.6567 1.9784
31 1.8955 2.0395 81 1.6639 1.9897 131 1.6566 1.6782
32 1.6939 2.0369 82 1.6636 1.9893 132 1.6565 1.9781
33 1.6924 2.0345 83 1.6634 1.9890 133 1.6564 1.9780
34 1.6909 2.0322 84 1.6632 1.9886 134 1.6563 1.9778
35 1.6896 2.0301 &5 1.6630 1.9883 135 1.6562 1.9777
36 1.6883 2.0281% 86 1.6628 1.9879 136 1.6561 1.9776
37 1.6871 2.0262 87 1.6626 1.9876 137, 1.6561 1.9774
38 1.6860 2.0244 88 i.6624 1.9873 138 1.6560 1.9773
39 1.6849 2.0227 89 1.6622 1.9870 139- 1.6559 1.9772
40 1.6839 2.0211 80 1.6620 1.98867 140 1.6558 1.9771
41 1.6829 20195 91 1.6618 1.6864 141 1.6557 1.9769
42 1.6820 2.0181 92 1.6616 1.6861 142 1.6557 1.9768
43 1.6811 2.0167 a3 1.6614 1.9858 143 1.6556 1.8767
44 1.6802 2.0154 94 1.6612 1.9855 144 1.6555 1.9766
45 1.6794 2.0141 95 1.6611 1.6853 145 1.6554 1.8765
46 1.6787 2.0129 96 1.6609 1.9850 146 1.6554 1.8783
47 1.6779 20117 97 1.6607 1.8847 147 1.6553 1.8762
48 16772 2.0108 98 1.6606 1.5845 148 1.6552 1.8761
48 1.6766 2.0096 93 1.6604 1.9842 149 1.6551 1.9760
50 1.6759 2.0086 100 1.6602 1.9840 150 1.6551 1.9758

Sumber ; Data Base Microsoft Excell




TABEL KORELAS]I PEARSON PRODUCT MOMENT
PADA o. 5 %

2-taileg 1-tailed * 2-tailed J-tailed" - 2-tailed : -d-tailed |

02704 02282
02679  0.2261
026854  0.2240
0.2630  0.2219
0.2607  0.2199
0.2584  0.2180
02562  0.2161
0.2540 02143
02519 02125
02499 02107
0.2479  0.2090
02459 02074
02440 02057
0.2421 02041
0.2403  0.2026
0.2385  0.2014
0.2368  0.1996
02351  0.1981
02334  0.1967
0.2318  (.1953
0.2302  0.1940
0.2286  0.1926
0.2271 0.1913
0.2256  0.1900 *1
02241  0.1888 127
02226 01876 7

02212  0.1864
02198 01852
0.2185  0.1840
02171  0.1829
02158  0.1817
0.2145  0.1806
0.2132  0.1796
0.2120 01785
0.2107  0.1775
0.2095 0.1764
0.2084  0.1754
02072 01744
0.2060 0.1735
02048 0.1725
02038 01716
02027  ©.1707
0.2016  0.1697
0.2006  0.1688
0.1995  0.1680

09960  0.0877
0.9500  0.9000
0.8783  0.8054
0.8114  0.7293
0.7545  0.6694
07067  0.6215
06664  0.5822
06319  0.5494
0.6021  0.5214
05760  0.4973
0.5529  0.4762
05324  0.4575
05140  0.4409
04973  0.4259
04821  0.4124
04683  0.4000
04555  0.3887
0.4438  0.3783
0.4320  0.3687
04227  0.3598
0.4132  0.3515
0.4044  0.3438
0.3961  0.3365
0.3882  0.3297
0.3808  0.3233
0.3739  0.3172
03673  0.3115
0.3610  0.3061
0.3550  0.3009
0.3404  0.2960
0.3440  0.2913
0.3388  0.2869
0.3338  0.2826
03291  0.2785
0.3246  0.2746
0.3202  0.270%9
0.3160  0.2673
0.3120  0.2638
0.3081  0.2605
0.3044  0.2573
0.3008  0.2542
0.2973  0.2512
0.2940  0.2483
0.2007  0.2455
02876  0.2429
02845  0.2403 0.1985  0.1671
02816  0.2377 01975 01662
02787 02353 100 01965 0.1654
02759  0.2329 101 01955 0.1646
52 02732 02306 102 01946 01638

Sumber - Database Microsoft Excel

01936 0.1629
0.1927  0.1622
0.1917  0.1614
0.1908  0.1606
01899  0.1598
0.1891  0.1591
0.1862  0.1584
0.1873  0.1576
0.1865  0.1569
0.1856  0.1562
0.1848  0.1555
0.1840  0.1548
0.1832  0.1541
0.1824  0.1535
0.1816  0.1528
0.1808  0.1521
0.1801  0.1515
0.1793  0.1509
0.1786  0.1502
0.1778  0.1496
0.1771  0.1490
0.1764  0.1484
0.1757  0.1478
0.1750  0.1472
0.1743  0.1466
0.1736  0.1460
01729  0.1454
01723 0.1449
01716 0.1443
0.1708  0.1438
01703 0.1432
01697  0.1427
01690  0.1422
0.1684  0.1416
0.1678  0.1411
0.1672  0.1408
0.1666  0.1401
0.1660  0.1395
0.1654  0.1391
01648  0.1386
0.1642  0.1381
01638  0.1376
01631  0.1371
01625  0.1367
01620  0.1362
0.1614  0.1357
01609  0.1353
0.1603  0.1348
01598  0.1344
01593  0.1339 _
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No : WO05/7.4/5153 Kepada Yth:
Hal  : Surat Bukti Penelitian Dekan Fakultas Ekonomi
Lamp : I lembar Drs, Suwarsono Muhammad, MA

Condong Catur

Dengan Hormat

Diberitahukan dengan horamat, dengan memperhatikan surat nomor
276/DEK/10/Bag. UM/VI/2005 bahwa mahasiswa Universitas Islam [ndenesia
Fakultas Ekonomi dibawah ini:

Nama : Arif Prabowo

No MHS : 01311456

Jurusan : Manajemen

Alamat : g Sedan Perum Melati permat A30, Yogyakarta

Telah melakukan penelitian pada tanggal 27 juni 2005 sampai dengan 30 Juni 2005
dengan judul skripsi “Analisis Pengaruh Kualitas Pelayanan PT. BANK BNI
Terhadap Kepuasan Nasabah ©
Dengan ketentuan ;

1. Menjaga kerahasiaan data-data perusahaan

2. Skripsi ini tidak untuk dipublikasikan

Demikian surat ini kamisampaikan, atas perhatiannya kami ucapkan terima kasih

PT. Bank Negara Indonesia (Persera) Tbhk
Kantor Cabang Semarang

JI Leten MT Haryono Nao 16

Semarang - 50122
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