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LAMPIRAN 

Lampiran 1. Kuesioner Penelitian 

Kuesioner Penelitian 

ANALISIS PENGARUH FASILITAS DAN PELAYANAN TERHADAP 

LOYALITAS PEMUSTAKA DISPERPUSIP SU DENGAN 

KEPUASAN SEBAGAI VARIABEL INTERVENING 

NAMA : 

JENIS KELAMIN : 

USIA : 

STATUS : 

SKALA JAWABAN 

Sangat Tidak Setuju  : 1 

Tidak Setuju    : 2 

Netral    : 3 

Setuju    : 4 

Sangat Setuju   : 5 

Keterangan Variabel  

Variabel X1   : Fasilitas 

Variabel X2    : Pelayanan 

Variabel Y    : Loyalitas 

Variabel Intervening (Z) : Kepuasan 

Variabel X1 Fasilitas 

NO Pernyataan STS TS N S SS 

1 Disperpusip SU memiliki 

ruangann yang sangat luas 

     

2 Desain ruangan Disperpusip SU 

menarik dan nyaman 

     

3 Ruang baca yang disediakan 

bersih dan rapi 

     

4 Buku buku yang ada di 

Disperpusip SU sangat lengkap 

     

5 Buku buku yang disediakan 

Disperpusip SU selalu upgrade 
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setiap tahun 

6 Tersedia sarana umum (tempat 

parkir,toilet,dan mushola) yang 

memadai 

     

7 Disperpusip SU menyediakan 

fasilitas tambahan (wifi dan 

colokan) yang bisa digunakan 

     

8 Kondisi perlengkapan dan 

peralatan mendukung 

pelaksanaan aktivitas dengan 

baik 

     

 

Variabel X2 Pelayanan 

No Pernyataan STS TS N S SS 

1 Pegawai Disperpusip SU dapat 

melakukan pelayanan yang 

dibutuhkan oleh masyarakat 

     

2 Pegawai Disperpusip SU selalu 

merespon keluhan masyarakat 

dengan cepat dan sigap 

     

3 Pegawai Disperpusip SU selalu 

memberikan informasi dengan 

lengkap sesuai kebutuhan 

     

4 Pegawai Disperpusip SU 

memberikan pelayanan tanpa 

pilih pilih 

     

5 Pelayanan dilakukan dengan 

terbuka/transparansi 

     

6 Pelayanan juga sudah dilakukan 

dengan aturan Disperpusip SU 

     

7 Pegawai berkomunikasi, 

berbicara, dan bersikap secara 

baik, jelas dan ramah dalam 

memberikan pelayanan 

     

 

Variabel Y Loyalitas 

NO Pernyataan STS TS N S SS 

1 Saya akan tetap berkunjung ke 

Disperpusip SU dimasa yang 

akan datang 

     

2 Saya tidak akan tertarik dengan 

perpustakaan lain selain 

Disperpusip SU 
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3 Bagi saya Disperpusip SU 

adalah perpustakaan terbaik 

dibandingkan perpustakaan lain 

     

4 Saya bersedia mempromosikan 

Disperpusip SU di akun sosial 

media saya 

     

5 Saya akan merekomendasikan 

Disperpusip SU kepada teman, 

kenalan, atau keluarga jika ingin 

mencari/membaca buku  

     

 

Variabel Z Kepuasan 

NO Pernyataan STS TS N S SS 

1 Saya merasa mendapatkan 

pelayanan sesuai keinginan saya 

     

2 Saya merasa mendapatkan 

manfaat sesuai dengan harapan 

saya 

     

3 Saya merasa puas dengan 

kualitas buku yang disediakan 

     

4 Saya merasa puas dengan 

keseluruhan pelayanan yang 

diberikan 

     

5 Saya merasa puas dengan 

keseluruhan sarana dan 

prasarana yang diberikan 

     

 

Lampiran 2. Jawaban Kuesioner Responden 

 

NO Fasilitas Pelayanan Loyalitas Kepuasan 

1.  29 30 18 21 

2.  28 31 18 22 

3.  34 30 21 22 

4.  29 26 18 19 

5.  28 30 17 21 

6.  30 30 19 22 

7.  27 26 18 19 

8.  28 31 17 22 

9.  28 30 18 21 

10.  37 30 23 22 

11.  36 26 22 18 

12.  31 26 18 19 

13.  29 30 19 21 
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14.  28 30 18 22 

15.  26 26 16 19 

16.  29 31 18 22 

17.  33 30 21 21 

18.  31 30 18 22 

19.  35 34 21 24 

20.  28 30 17 22 

21.  30 24 19 17 

22.  29 26 17 19 

23.  30 30 19 21 

24.  32 32 19 23 

25.  30 34 19 24 

26.  29 30 18 21 

27.  28 26 18 18 

28.  37 31 23 22 

29.  36 30 22 21 

30.  31 30 18 22 

31.  29 34 19 24 

32.  28 30 17 22 

33.  30 24 19 17 

34.  28 26 18 19 

35.  28 30 17 22 

36.  26 26 16 18 

37.  25 26 15 19 

38.  30 30 19 21 

39.  29 31 17 23 

40.  30 26 19 19 

41.  32 30 19 21 

42.  30 26 19 19 

43.  29 29 18 21 

44.  28 30 18 21 

45.  37 22 23 16 

46.  32 30 20 22 

47.  35 26 21 19 

48.  35 30 23 21 

49.  28 30 17 22 

50.  30 26 19 19 

51.  30 31 19 22 

52.  34 30 21 21 

53.  29 30 17 22 

54.  20 26 13 18 

55.  27 26 17 19 

56.  27 26 16 19 

57.  28 30 17 21 
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58.  29 31 18 23 

59.  28 26 18 19 

60.  37 30 23 21 

61.  32 26 20 19 

62.  35 29 21 21 

63.  35 30 23 21 

64.  28 22 17 16 

65.  30 30 19 22 

66.  30 26 19 19 

67.  34 30 21 21 

68.  29 30 17 22 

69.  29 26 17 19 

70.  20 24 13 17 

71.  27 26 17 19 

72.  27 30 16 22 

73.  30 26 19 18 

74.  27 26 18 19 

75.  28 30 17 21 

76.  28 30 17 21 

77.  30 30 19 22 

78.  27 26 18 19 

79.  28 31 17 22 

80.  28 30 18 21 

81.  37 30 23 22 

82.  36 26 22 18 

83.  31 26 18 19 

84.  29 30 19 21 

85.  28 30 18 22 

86.  35 26 21 19 

87.  35 31 23 22 

88.  28 30 17 21 

89.  30 30 19 22 

90.  30 34 19 24 

91.  34 30 21 22 

92.  29 24 17 17 

93.  29 26 17 19 

94.  20 30 13 21 

95.  27 32 17 23 

96.  27 34 16 24 

97.  30 30 19 21 

98.  28 26 17 18 

99.  28 31 17 22 

100.  30 30 19 21 
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Lampiran 3. Uji Validitas Kuesioner 

a. Variabel X1 

Correlations 

 x1.1 x1.2 x1.3 x1.4 x1.5 x1.6 x1.7 x1.8 x1.total 

x1.1 Pearson Correlation 1 .164 .367** .547** .346** .265** .367** .547** .670** 

Sig. (2-tailed)  .104 .000 .000 .000 .008 .000 .000 .000 

N 100 100 100 100 100 100 100 100 100 

x1.2 Pearson Correlation .164 1 .137 .375** .528** .458** .137 .375** .604** 

Sig. (2-tailed) .104  .175 .000 .000 .000 .175 .000 .000 

N 100 100 100 100 100 100 100 100 100 

x1.3 Pearson Correlation .367** .137 1 .320** .234* .333** 1.000** .320** .680** 

Sig. (2-tailed) .000 .175  .001 .019 .001 .000 .001 .000 

N 100 100 100 100 100 100 100 100 100 

x1.4 Pearson Correlation .547** .375** .320** 1 .426** .133 .320** 1.000** .788** 

Sig. (2-tailed) .000 .000 .001  .000 .187 .001 .000 .000 

N 100 100 100 100 100 100 100 100 100 

x1.5 Pearson Correlation .346** .528** .234* .426** 1 .138 .234* .426** .629** 

Sig. (2-tailed) .000 .000 .019 .000  .172 .019 .000 .000 

N 100 100 100 100 100 100 100 100 100 

x1.6 Pearson Correlation .265** .458** .333** .133 .138 1 .333** .133 .503** 

Sig. (2-tailed) .008 .000 .001 .187 .172  .001 .187 .000 

N 100 100 100 100 100 100 100 100 100 

x1.7 Pearson Correlation .367** .137 1.000** .320** .234* .333** 1 .320** .680** 

Sig. (2-tailed) .000 .175 .000 .001 .019 .001  .001 .000 

N 100 100 100 100 100 100 100 100 100 

x1.8 Pearson Correlation .547** .375** .320** 1.000** .426** .133 .320** 1 .788** 

Sig. (2-tailed) .000 .000 .001 .000 .000 .187 .001  .000 

N 100 100 100 100 100 100 100 100 100 

x1.total Pearson Correlation .670** .604** .680** .788** .629** .503** .680** .788** 1 

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

N 100 100 100 100 100 100 100 100 100 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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b. Variabel X2 

Correlations 

 x2.1 x2.2 x2.3 x2.4 x2.5 x2.6 x2.7 x2.total 

x2.1 Pearson Correlation 1 .352** .277** .000 1.000** .352** .277** .579** 

Sig. (2-tailed)  .000 .005 1.000 .000 .000 .005 .000 

N 100 100 100 100 100 100 100 100 

x2.2 Pearson Correlation .352** 1 .214* .004 .352** 1.000** .214* .695** 

Sig. (2-tailed) .000  .032 .969 .000 .000 .032 .000 

N 100 100 100 100 100 100 100 100 

x2.3 Pearson Correlation .277** .214* 1 .243* .277** .214* 1.000** .809** 

Sig. (2-tailed) .005 .032  .015 .005 .032 .000 .000 

N 100 100 100 100 100 100 100 100 

x2.4 Pearson Correlation .000 .004 .243* 1 .000 .004 .243* .274** 

Sig. (2-tailed) 1.000 .969 .015  1.000 .969 .015 .006 

N 100 100 100 100 100 100 100 100 

x2.5 Pearson Correlation 1.000** .352** .277** .000 1 .352** .277** .579** 

Sig. (2-tailed) .000 .000 .005 1.000  .000 .005 .000 

N 100 100 100 100 100 100 100 100 

x2.6 Pearson Correlation .352** 1.000** .214* .004 .352** 1 .214* .695** 

Sig. (2-tailed) .000 .000 .032 .969 .000  .032 .000 

N 100 100 100 100 100 100 100 100 

x2.7 Pearson Correlation .277** .214* 1.000** .243* .277** .214* 1 .809** 

Sig. (2-tailed) .005 .032 .000 .015 .005 .032  .000 

N 100 100 100 100 100 100 100 100 

x2.total Pearson Correlation .579** .695** .809** .274** .579** .695** .809** 1 

Sig. (2-tailed) .000 .000 .000 .006 .000 .000 .000  

N 100 100 100 100 100 100 100 100 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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c. Variabel Y 

 

Correlations 

 y.1 y.2 y.3 y.4 y.5 y.total 

y.1 Pearson Correlation 1 .320** .234* .333** 1.000** .832** 

Sig. (2-tailed)  .001 .019 .001 .000 .000 

N 100 100 100 100 100 100 

y.2 Pearson Correlation .320** 1 .426** .133 .320** .659** 

Sig. (2-tailed) .001  .000 .187 .001 .000 

N 100 100 100 100 100 100 

y.3 Pearson Correlation .234* .426** 1 .138 .234* .596** 

Sig. (2-tailed) .019 .000  .172 .019 .000 

N 100 100 100 100 100 100 

y.4 Pearson Correlation .333** .133 .138 1 .333** .533** 

Sig. (2-tailed) .001 .187 .172  .001 .000 

N 100 100 100 100 100 100 

y.5 Pearson Correlation 1.000** .320** .234* .333** 1 .832** 

Sig. (2-tailed) .000 .001 .019 .001  .000 

N 100 100 100 100 100 100 

y.total Pearson Correlation .832** .659** .596** .533** .832** 1 

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

N 100 100 100 100 100 100 

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

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

d. Variabel Z 

Correlations 

 z.1 z.2 z.3 z.4 z.5 z.total 

z.1 Pearson Correlation 1 .214* .004 .352** 1.000** .835** 

Sig. (2-tailed)  .032 .969 .000 .000 .000 

N 100 100 100 100 100 100 

z.2 Pearson Correlation .214* 1 .243* .277** .214* .670** 

Sig. (2-tailed) .032  .015 .005 .032 .000 

N 100 100 100 100 100 100 

z.3 Pearson Correlation .004 .243* 1 .000 .004 .584** 

Sig. (2-tailed) .969 .015  1.000 .969 .004 

N 100 100 100 100 100 100 

z.4 Pearson Correlation .352** .277** .000 1 .352** .531** 
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Sig. (2-tailed) .000 .005 1.000  .000 .000 

N 100 100 100 100 100 100 

z.5 Pearson Correlation 1.000** .214* .004 .352** 1 .835** 

Sig. (2-tailed) .000 .032 .969 .000  .000 

N 100 100 100 100 100 100 

z.total Pearson Correlation .835** .670** .584** .531** .835** 1 

Sig. (2-tailed) .000 .000 .004 .000 .000  

N 100 100 100 100 100 100 

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

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

 

Lampiran 4. Out put Uji Reabilitas 

a. Variabel X1 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.824 8 

b. Variabel X2 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.764 7 

c. Variabel Y 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.727 5 

d. Variabel Z 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.650 5 
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Lampiran 5. Output Uji Normalitas 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized Residual 

N 100 

Normal Parametersa,b Mean .0000000 

Std. Deviation .64074644 

Most Extreme Differences Absolute .096 

Positive .082 

Negative -.096 

Test Statistic .096 

Asymp. Sig. (2-tailed) .084c 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

 

Lampiran 6. Uji Multikolinearitas 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) .366 .857  .426 .671   

fasilitas .598 .019 .953 31.263 .000 .983 1.017 

pelayanan .011 .025 .013 .441 .660 .983 1.017 

a. Dependent Variable: loyalitas 

 

Lampiran 7. Uji Heteroskedastisitas 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) .787 .482  1.633 .106 

fasilitas -.006 .011 -.059 -.582 .562 

pelayanan -.003 .014 -.019 -.183 .855 

a. Dependent Variable: Abs_Res 
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Lampiran 8. Uji T 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) .366 .857  .426 .671   

fasilitas .598 .019 .953 31.263 .000 .983 1.017 

pelayanan .011 .025 .013 .441 .660 .983 1.017 

a. Dependent Variable: loyalitas 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) .889 .587  1.515 .133   

Fasilitas .003 .013 .005 .202 .840 .983 1.017 

Pelayanan .683 .017 .971 40.109 .000 .983 1.017 

a. Dependent Variable: kepuasan 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) .685 .845  .810 .420   

fasilitas .599 .019 .954 32.129 .000 .983 1.018 

pelayanan .256 .102 .314 2.518 .013 .056 17.887 

kepuasan -.359 .145 -.309 -2.482 .015 .056 17.892 

a. Dependent Variable: loyalitas 

 

Lampiran 9. Uji F 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 418.195 2 209.097 499.014 .000b 

Residual 40.645 97 .419   

Total 458.840 99    

a. Dependent Variable: loyalitas 

b. Predictors: (Constant), pelayanan, fasilitas 
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ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 322.484 3 107.495 577.286 .000b 

Residual 17.876 96 .186   

Total 340.360 99    

a. Dependent Variable: kepuasan 

b. Predictors: (Constant), loyalitas, pelayanan, fasilitas 

 

Lampiran 10. Uji R. Square 

Model Summaryb 

Model R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics 

R Square 

Change F Change df1 df2 Sig. F Change 

1 .955a .911 .910 .647 .911 499.014 2 97 .000 

a. Predictors: (Constant), pelayanan, fasilitas 

b. Dependent Variable: loyalitas 

 

 

Model Summaryb 

Model R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics 

R Square 

Change F Change df1 df2 Sig. F Change 

1 .957a .917 .914 .631 .917 352.431 3 96 .000 

a. Predictors: (Constant), kepuasan, fasilitas, pelayanan 

b. Dependent Variable: loyalitas 

Model Summaryb 

Model R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics 

R Square 

Change F Change df1 df2 Sig. F Change 

1 .972a .944 .943 .443 .944 819.256 2 97 .000 

a. Predictors: (Constant), pelayanan, fasilitas 

b. Dependent Variable: kepuasan 
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