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ABSTRAK 

 
Heny Widayati (11207298) Pengaruh Kualitas Layanan Sistem Informasi 

Terhadap Kepuasan Pengguna Sistem Informasi Pada Ditreskrimsus Polda DIY. 
 

Ditreskrimsus Polda DIY dalam memberikan pelayanan optimal kepada masyarakat 

luas, salah satunya dengan mengajak masyarakat untuk dapat berpartisipasi dalam 

penyampaian keluhan pengaduan masyarakat tentang pelayanan kepolisian melalui 

aplikasi e-Dumas Presisi, yaitu aplikasi Dumas kependekan dari (Pengaduan 

Masyarakat) Presisi (Prediktif, Responsibilitas, Transparansi Berkeadilan). 

Penelitian bertujuan mengetahui dan menganalisis pengaruh kualitas layanan sistem 

informasi aplikasi e-Dumas Presisi terhadap kepuasan pengguna sistem informasi 

pada Ditreskrimsus Polda DIY. Pengumplan data menggunakan kuesioner, observasi 

dan studi pustaka. Populasi dalam penelitian yaitu seluruh pengguna layanan yang 

melakukan pengaduan melalui sistem informasi e-Dumas Presisi sebanyak 48 

pengguna. Teknik sampling menggunakan total sampling, jadi jumlah sampel 

penelitian sebanyak populasi yaitu 48 sampel. Uji instrumen menggunakan uji validitas 

dan uji reliabilitas. Analisa data menggunakan analisis regresi berganda, uji 

signifikansi secara parsial uji t, uji signifikansi simultan uji f dan uji koefisien 

determinasi (R2). Hasil penelitian menunjukkan terdapat pengaruh positif dan 

signifikan antara variabel reliability (X1) terhadap Kepuasan Pengguna (Y), namun 

tidak terdapat pengaruh signifikan antara variabel responsiveness (X2), assurance 

(X3), empathy (X4), dan tangible (X5) terhadap Kepuasan Pengguna Sistem 

Informasi. 

 

Kata Kunci: Kualitas Layanan, e-Dumas Presisi, Kepuasan Pengguna. 
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 ABSTRACT 
 

Heny Widayati (11207298) The Effect of Information System Service Quality on 

Information System User Satisfaction at the Ditreskrimsus Polda DIY. 

 
Ditreskrimsus Polda DIY provides optimal service to community, by inviting public to 

participate in submitting public complaints about police services through e-Dumas 

Presisi application, namely Dumas application which stands for (Community 

Complaints) Precision (Predictive, Responsibility, Transparency, Fair). This study 

aims to determine and analyze effect of the information system service quality on 

satisfaction of information system users. Collecting data using a questionnaire, 

observation and literature study. Population in this study are all service users who 

make complaints through information system as many as 48 users. Sampling technique 

used total sampling, so the number of research samples was 48 samples. Instrument 

test uses validity and reliability tests. Analysis of data using multiple regression 

analysis, partial significance test t test, simultaneous significance test f test and 

coefficient test of determination. Results showed that there was a positive and 

significant influence between reliability variable on user satisfaction, but there was no 

significant effect between responsiveness, assurance, empathy, and tangible variables 

on satisfaction users. 

 

Keywords: Service Quality, Presisi e-Dumas, User Satisfaction. 
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KUESIONER 

 
 

A. Karakteristik Responden 

Umur  : .............................Tahun 

Jenis Kelamin :   � Laki-laki  � Perempuan 

Pendidikan :   � SD           � SLTP    � SLTA   � DIPLOMA 

                  � SARJANA 

Pekerjaan  : .............................................................................................. 

 

 

B. Pertanyaan Tentang Kualitas Pelayanan Sistem e-Dumas Presisi 

Keterangan Menjawab 

Pilihlah salah satu jawaban dari setiap butir pernyataan yang paling sesuai 

dengan pendapat anda dengan memberikan tanda [] pada kolom yang tersedia: 

 

Keterangan: 

Sangat Setuju  (SS) :  5 

Setuju    (S) :  4 

Netral    (N) :  3 

Tidak Setuju   (TS) :  2 

Sangat Tidak  Setuju (STS) :  1 

 

NO PERTANYAAN 
STS TS N S SS 

1 2 3 4 5 

Keterhandalan (Reliability) 

1. 

Ketika mayarakat mempunyai keluhan, penyedia 

sistem informasi pengaduan masyarakat dapat 

menyelesaikan masalah masyarakat dengan cepat 
sesuai dengan telah yang dijanjikan. 

     

2. 

Penyedia sistem informasi aplikasi e-Dumas 

Presisi memberikan layanan pengaduan 

masyarakat dengan segera 

     

3. 

Penyedia sistem informasi aplikasi e-Dumas 

Presisi memberikan layanan pengaduan 

masyarakat, yang mampu memuaskan 

masyarakat pengguna  

     

4. 

Sistem informasi aplikasi e-Dumas Presisi dapat 

dihandalkan dalam menyediakan layanan 

pengaduan masyarakat 

     

5. 

Sistem informasi aplikasi e-Dumas Presisi 

menyediakan layanan jasa yang dijanjikan dengan 

akurat  

     

Responsivitas (Responsiveness) 
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NO PERTANYAAN 
STS TS N S SS 

1 2 3 4 5 

1. 
Sistem informasi aplikasi e-Dumas Presisi 

menyampaikan informasi dengan jelas 

     

2. 

Sistem informasi aplikasi e-Dumas Presisi, 

tanggap dalam merespon segala bentuk keluhan 

pengguna. 

     

3. 

Melalui sistem informasi aplikasi e-Dumas 

Presisi, apabila ada keluhan dari masyarakat akan 

direspon dengan baik 

     

4. 

Melalui sistem informasi aplikasi e-Dumas 

Presisi ini sangat membantu penyampaian 

keluhan dari masyarakat 

     

5. 

sistem informasi aplikasi e-Dumas Presisi, selalu 

memberikan prioritas untuk menanggapi semua 

keluhan masyarakat 

     

Jaminan (Assurance) 

1. 

Penggunaan sistem informasi aplikasi e-Dumas 

Presisi sangat menghemat waktu dan biaya dalam 

menyampaikan pengaduan. 

     

2. 

Melalui sistem informasi aplikasi e-Dumas 

Presisi, pengaduan darimasyarakat dapat 

tersalurkan secara tepat dan terhindar dari 

resiko ataupun keragu-raguan dalam 
menyampaikan pengaduan. 

     

3. 

Informasi yang ditampilkan sistem 

informasi aplikasi e-Dumas Presisi sangat relevan 

sehingga memudahkan pemahaman pengguna. 

     

4. 
Sistem informasi aplikasi e-Dumas Presisi dapat 

memiliki fitur yang mutakhir (up to date). 

     

5. 

Sistem informasi aplikasi e-Dumas Presisi 

menyajikan informasi secara akurat dan memiliki 

kemungkinan kesalahan/error sangat kecil. 

     

Empati (Empathy) 

1. 
Sistem informasi aplikasi e-Dumas Presisi 
memahami kebutuhan masyarakat 

     

2. 

Sistem informasi aplikasi e-Dumas Presisi 

mengutamakan kepentingan masyarakat 

pengguna jasa 

     

3. 
Sistem informasi aplikasi e-Dumas Presisi 
memberikan banyak kemudahan pada masyarakat 

     

4. 
Sistem informasi aplikasi e-Dumas Presisi 

merupakan wujud komunikasi yang efektif  

     

5. 
Sistem informasi aplikasi e-Dumas Presisi 
memberikan perhatian pada kebutuhan-kebutuhan 

masyarakat pengguna 

     

Bukti langsung (Tangible) 

1. 
Sistem informasi aplikasi e-Dumas Presisi 

menggunakan pencatatan secara terkomputerisasi. 
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NO PERTANYAAN 
STS TS N S SS 

1 2 3 4 5 

2. 

Sistem informasi aplikasi e-Dumas Presisi 

memiliki bentuk tampilan yang mudah 

dipahami dan digunakan pengguna. 

     

3. 

Penyajian informasi dalam sistem 

informasi  aplikasi e-Dumas Presisi tersedia 

secara ringkas dan jelas. 

     

4. 

Sistem informasi aplikasi e-Dumas Presisi 

menyediakan fitur pelayanan kepada masyarakat  

dengan cepat dan tepat. 

     

5. 

Sistem informasi aplikasi e-Dumas Presisi 

memberikan fasilitas dan pelayanan sesuai yang 

dijanjikan. 

     

 

C. Pertanyaan Tentang Kepuasan Pengguna Sistem Informasi Aplikasi e-

Dumas Presisi 

 

NO PERTANYAAN 
STS TS N S SS 

1 2 3 4 5 

1. 

Pengguna merasa puas dengan pelayanan yang 

ada pada sistem informasi aplikasi e-Dumas 

Presisi. 

     

2. 

Sistem informasi  aplikasi e-Dumas Presisi 

memenuhi harapan masyarakat pengguna sesuai 

dengan format yang dibutuhkan. 

     

3. 

Masyarakat pengguna sistem informasi aplikasi e-

Dumas Presisi akan merekomendasikan sistem 

informasi  kepada pengguna lainnya. 

     

4. 

Sistem informasi aplikasi e-Dumas Presisi sangat 

membantu penyampaian keluhan yang dirasakan 

oleh masyarakat pengguna 

     

5. 

Fitur pelayanan yang ada pada sistem informasi 

e-Dumas Presisi dapat memberikan kemudahan 

dan kepuasan bagi masyarakat pengguna. 

     

 
 
 

TERIMA KASIH 
----*****--- 
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HASIL OLAH DATA 

 

I. DESKRIPSI RESPONDEN 

 

Frequencies 

 

Frequency Table 
Umur 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid <25 tahun 4 8,3 8,3 8,3 

25-35 tahun 16 33,3 33,3 41,7 

36-45 tahun 13 27,1 27,1 68,8 

46-55 tahun 5 10,4 10,4 79,2 

> 55 tahun 10 20,8 20,8 100,0 

Total 48 100,0 100,0  

 

 

Pekerjaan 

 Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid PNS/POLRI/BUMN 8 16,7 16,7 16,7 

SWASTA 28 58,3 58,3 75,0 

Mahasiswa 5 10,4 10,4 85,4 

Dokter/Dosen/Profesi 

Lainnya 
4 8,3 8,3 93,8 

IRT 3 6,3 6,3 100,0 

Total 48 100,0 100,0  

 

Jenis Kelamin 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Laki-laki 33 68,8 68,8 68,8 

Perempuan 15 31,3 31,3 100,0 

Total 48 100,0 100,0  

 

 

Pendidikan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid SLTA 22 45,8 45,8 45,8 

DIPLOMA 1 2,1 2,1 47,9 

SARJANA 

S1/S2 
25 52,1 52,1 100,0 

Total 48 100,0 100,0  
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II. DESKRIPSI DATA PENELITIAN 

A. Variabel Keterhandalan (Reliability) 

 

Frequency Table 

 

Relia_1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 4 8,3 8,3 10,4 

4 25 52,1 52,1 62,5 

5 18 37,5 37,5 100,0 

Total 48 100,0 100,0  

 

Relia_2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 4 8,3 8,3 8,3 

4 26 54,2 54,2 62,5 

5 18 37,5 37,5 100,0 

Total 48 100,0 100,0  

 

Relia_3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 6 12,5 12,5 16,7 

4 25 52,1 52,1 68,8 

5 15 31,3 31,3 100,0 

Total 48 100,0 100,0  

 

Relia_4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 1 2,1 2,1 2,1 

3 10 20,8 20,8 22,9 

4 32 66,7 66,7 89,6 

5 5 10,4 10,4 100,0 

Total 48 100,0 100,0  
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Relia_5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 4 8,3 8,3 8,3 

3 7 14,6 14,6 22,9 

4 28 58,3 58,3 81,3 

5 9 18,8 18,8 100,0 

Total 48 100,0 100,0  

 

Keterhandalan (Reliability) 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 12 1 2,1 2,1 2,1 

14 1 2,1 2,1 4,2 

17 2 4,2 4,2 8,3 

18 4 8,3 8,3 16,7 

19 7 14,6 14,6 31,3 

20 5 10,4 10,4 41,7 

21 12 25,0 25,0 66,7 

22 9 18,8 18,8 85,4 

23 6 12,5 12,5 97,9 

24 1 2,1 2,1 100,0 

Total 48 100,0 100,0  

 

B. Variabel Responsivitas (Responsiveness) 

 

Frequency Table 

 

Res_1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 4 8,3 8,3 8,3 

4 21 43,8 43,8 52,1 

5 23 47,9 47,9 100,0 

Total 48 100,0 100,0  

 

 

Res_2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 1 2,1 2,1 2,1 

4 27 56,3 56,3 58,3 

5 20 41,7 41,7 100,0 

Total 48 100,0 100,0  
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Res_3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 3 6,3 6,3 8,3 

4 22 45,8 45,8 54,2 

5 22 45,8 45,8 100,0 

Total 48 100,0 100,0  

 

Res_4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 12 25,0 25,0 29,2 

4 20 41,7 41,7 70,8 

5 14 29,2 29,2 100,0 

Total 48 100,0 100,0  

 

 

Res_5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 1 2,1 2,1 4,2 

4 25 52,1 52,1 56,3 

5 21 43,8 43,8 100,0 

Total 48 100,0 100,0  

 

Responsivitas (Responsiveness) 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 17 4 8,3 8,3 8,3 

19 6 12,5 12,5 20,8 

20 8 16,7 16,7 37,5 

21 6 12,5 12,5 50,0 

22 6 12,5 12,5 62,5 

23 5 10,4 10,4 72,9 

24 9 18,8 18,8 91,7 

25 4 8,3 8,3 100,0 

Total 48 100,0 100,0  
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C. Variabel Jaminan (Assurance) 

Frequency Table 

Ass_1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 9 18,8 18,8 22,9 

4 22 45,8 45,8 68,8 

5 15 31,3 31,3 100,0 

Total 48 100,0 100,0  

 

Ass_2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 8 16,7 16,7 20,8 

4 16 33,3 33,3 54,2 

5 22 45,8 45,8 100,0 

Total 48 100,0 100,0  

 

Ass_3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 10 20,8 20,8 20,8 

4 17 35,4 35,4 56,3 

5 21 43,8 43,8 100,0 

Total 48 100,0 100,0  

 

Ass_4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 9 18,8 18,8 20,8 

4 21 43,8 43,8 64,6 

5 17 35,4 35,4 100,0 

Total 48 100,0 100,0  

 

Ass_5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 2 4,2 4,2 4,2 

4 25 52,1 52,1 56,3 

5 21 43,8 43,8 100,0 

Total 48 100,0 100,0  
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Jaminan (Assurance) 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 15 3 6,3 6,3 6,3 

16 1 2,1 2,1 8,3 

17 2 4,2 4,2 12,5 

19 4 8,3 8,3 20,8 

20 7 14,6 14,6 35,4 

21 10 20,8 20,8 56,3 

22 8 16,7 16,7 72,9 

23 4 8,3 8,3 81,3 

24 6 12,5 12,5 93,8 

25 3 6,3 6,3 100,0 

Total 48 100,0 100,0  

 

D. Variabel Empati (Empathy) 

Frequency Table 

Emph_1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 7 14,6 14,6 16,7 

4 17 35,4 35,4 52,1 

5 23 47,9 47,9 100,0 

Total 48 100,0 100,0  

 

Emph_2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 1 2,1 2,1 4,2 

4 26 54,2 54,2 58,3 

5 20 41,7 41,7 100,0 

Total 48 100,0 100,0  

 

Emph_3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 4 8,3 8,3 8,3 

4 21 43,8 43,8 52,1 

5 23 47,9 47,9 100,0 

Total 48 100,0 100,0  
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Emph_4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 1 2,1 2,1 2,1 

4 24 50,0 50,0 52,1 

5 23 47,9 47,9 100,0 

Total 48 100,0 100,0  

 

Emph_5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 3 6,3 6,3 8,3 

4 24 50,0 50,0 58,3 

5 20 41,7 41,7 100,0 

Total 48 100,0 100,0  

 

Empati (Empathy) 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 16 2 4,2 4,2 4,2 

18 3 6,3 6,3 10,4 

19 1 2,1 2,1 12,5 

20 8 16,7 16,7 29,2 

21 6 12,5 12,5 41,7 

22 5 10,4 10,4 52,1 

23 12 25,0 25,0 77,1 

24 5 10,4 10,4 87,5 

25 6 12,5 12,5 100,0 

Total 48 100,0 100,0  

 

 

 

E. Variabel Bukti Langsung (Tangible) 

 

Frequency Table 

Tang_1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 12 25,0 25,0 29,2 

4 20 41,7 41,7 70,8 

5 14 29,2 29,2 100,0 

Total 48 100,0 100,0  
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Tang_2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 2,1 2,1 2,1 

3 1 2,1 2,1 4,2 

4 28 58,3 58,3 62,5 

5 18 37,5 37,5 100,0 

Total 48 100,0 100,0  

 

 

Tang_3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 9 18,8 18,8 22,9 

4 22 45,8 45,8 68,8 

5 15 31,3 31,3 100,0 

Total 48 100,0 100,0  

 

 

Tang_4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 8 16,7 16,7 20,8 

4 19 39,6 39,6 60,4 

5 19 39,6 39,6 100,0 

Total 48 100,0 100,0  

 

 

Tang_5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 10 20,8 20,8 20,8 

4 14 29,2 29,2 50,0 

5 24 50,0 50,0 100,0 

Total 48 100,0 100,0  
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Bukti langsung (Tangible) 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 12 1 2,1 2,1 2,1 

15 2 4,2 4,2 6,3 

16 2 4,2 4,2 10,4 

17 1 2,1 2,1 12,5 

18 3 6,3 6,3 18,8 

19 4 8,3 8,3 27,1 

20 5 10,4 10,4 37,5 

21 12 25,0 25,0 62,5 

22 5 10,4 10,4 72,9 

23 3 6,3 6,3 79,2 

24 6 12,5 12,5 91,7 

25 4 8,3 8,3 100,0 

Total 48 100,0 100,0  

 

F. Variabel Kepuasan Pengguna 

Frequency Table 

Kep_1 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 1 2,1 2,1 2,1 

3 12 25,0 25,0 27,1 

4 30 62,5 62,5 89,6 

5 5 10,4 10,4 100,0 

Total 48 100,0 100,0  

 

Kep_2 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 2 4,2 4,2 4,2 

3 11 22,9 22,9 27,1 

4 27 56,3 56,3 83,3 

5 8 16,7 16,7 100,0 

Total 48 100,0 100,0  

 

Kep_3 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 5 10,4 10,4 10,4 

4 30 62,5 62,5 72,9 

5 13 27,1 27,1 100,0 

Total 48 100,0 100,0  
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Kep_4 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 1 2,1 2,1 2,1 

2 2 4,2 4,2 6,3 

3 5 10,4 10,4 16,7 

4 33 68,8 68,8 85,4 

5 7 14,6 14,6 100,0 

Total 48 100,0 100,0  

 

Kep_5 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 4 8,3 8,3 8,3 

4 30 62,5 62,5 70,8 

5 14 29,2 29,2 100,0 

Total 48 100,0 100,0  

 

Kepuasan Pengguna 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 12 1 2,1 2,1 2,1 

16 1 2,1 2,1 4,2 

17 4 8,3 8,3 12,5 

18 5 10,4 10,4 22,9 

19 7 14,6 14,6 37,5 

20 14 29,2 29,2 66,7 

21 7 14,6 14,6 81,3 

22 2 4,2 4,2 85,4 

23 3 6,3 6,3 91,7 

24 3 6,3 6,3 97,9 

25 1 2,1 2,1 100,0 

Total 48 100,0 100,0  
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III. UJI INSTRUMEN 

 

A. UJI VALIDITAS INSTRUMEN PENELITIAN 

 

1. Variabel Keterhandalan (Reliability) 

 

 

Correlations 

 

Keterha

ndalan 

(Reliabil

ity) 

Relia

_1 

Relia

_2 

Relia

_3 

Relia

_4 

Relia

_5 

Keterhandalan 

(Reliability) 

Pearson 

Correlation 
1 

,731*

* 

,535*

* 

,710*

* 

,737*

* 

,508*

* 

Sig. (2-

tailed) 
 ,000 ,000 ,000 ,000 ,000 

N 48 48 48 48 48 48 

Relia_1 Pearson 

Correlation 
,731** 1 

,468*

* 

,459*

* 

,438*

* 
,056 

Sig. (2-

tailed) 
,000  ,001 ,001 ,002 ,706 

N 48 48 48 48 48 48 

Relia_2 Pearson 

Correlation 
,535** 

,468*

* 
1 ,290* ,165 -,053 

Sig. (2-

tailed) 
,000 ,001  ,046 ,261 ,721 

N 48 48 48 48 48 48 

Relia_3 Pearson 

Correlation 
,710** 

,459*

* 
,290* 1 

,387*

* 
,122 

Sig. (2-

tailed) 
,000 ,001 ,046  ,007 ,411 

N 48 48 48 48 48 48 

Relia_4 Pearson 

Correlation 
,737** 

,438*

* 
,165 

,387*

* 
1 

,376*

* 

Sig. (2-

tailed) 
,000 ,002 ,261 ,007  ,008 

N 48 48 48 48 48 48 

Relia_5 Pearson 

Correlation 
,508** ,056 -,053 ,122 

,376*

* 
1 

Sig. (2-

tailed) 
,000 ,706 ,721 ,411 ,008  

N 48 48 48 48 48 48 

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

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

 

Correlations 

 

Responsi

vitas 

(Respon

siveness) 

Res_

1 

Res_

2 

Res_

3 

Res_

4 

Res_

5 

Responsivitas 

(Responsiveness) 

Pearson 

Correlation 
1 ,508** ,509** ,780** ,869** ,703** 

Sig. (2-

tailed) 
 ,000 ,000 ,000 ,000 ,000 

N 48 48 48 48 48 48 

Res_1 Pearson 

Correlation 
,508** 1 ,153 ,107 ,381** ,097 

Sig. (2-

tailed) 
,000  ,299 ,468 ,008 ,513 

N 48 48 48 48 48 48 

Res_2 Pearson 

Correlation 
,509** ,153 1 ,356* ,224 ,178 

Sig. (2-

tailed) 
,000 ,299  ,013 ,126 ,225 

N 48 48 48 48 48 48 

Res_3 Pearson 

Correlation 
,780** ,107 ,356* 1 ,634** ,505** 

Sig. (2-

tailed) 
,000 ,468 ,013  ,000 ,000 

N 48 48 48 48 48 48 

Res_4 Pearson 

Correlation 
,869** ,381** ,224 ,634** 1 ,577** 

Sig. (2-

tailed) 
,000 ,008 ,126 ,000  ,000 

N 48 48 48 48 48 48 

Res_5 Pearson 

Correlation 
,703** ,097 ,178 ,505** ,577** 1 

Sig. (2-

tailed) 
,000 ,513 ,225 ,000 ,000  

N 48 48 48 48 48 48 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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3. Variabel Jaminan (Assurance) 

 

Correlations 

 

Jaminan 

(Assuran

ce) Ass_1 Ass_2 Ass_3 Ass_4 Ass_5 

Jaminan 

(Assurance) 

Pearson 

Correlation 
1 ,729** ,800** ,571** ,647** ,574** 

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

N 48 48 48 48 48 48 

Ass_1 Pearson 

Correlation 
,729** 1 ,608** ,184 ,286* ,279 

Sig. (2-tailed) ,000  ,000 ,211 ,048 ,055 

N 48 48 48 48 48 48 

Ass_2 Pearson 

Correlation 
,800** ,608** 1 ,397** ,270 ,299* 

Sig. (2-tailed) ,000 ,000  ,005 ,064 ,039 

N 48 48 48 48 48 48 

Ass_3 Pearson 

Correlation 
,571** ,184 ,397** 1 ,195 ,078 

Sig. (2-tailed) ,000 ,211 ,005  ,184 ,596 

N 48 48 48 48 48 48 

Ass_4 Pearson 

Correlation 
,647** ,286* ,270 ,195 1 ,452** 

Sig. (2-tailed) ,000 ,048 ,064 ,184  ,001 

N 48 48 48 48 48 48 

Ass_5 Pearson 

Correlation 
,574** ,279 ,299* ,078 ,452** 1 

Sig. (2-tailed) ,000 ,055 ,039 ,596 ,001  

N 48 48 48 48 48 48 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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4. Variabel Empati (Empathy)  

Correlations 

 

Empati 

(Empathy) 

Emph

_1 

Emph

_2 

Emph

_3 

Emph

_4 

Emph

_5 

Empati 

(Empathy) 

Pearson 

Correlation 
1 ,849** ,727** ,494** ,628** ,745** 

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

N 48 48 48 48 48 48 

Emph_1 Pearson 

Correlation 
,849** 1 ,715** ,268 ,323* ,527** 

Sig. (2-tailed) ,000  ,000 ,066 ,025 ,000 

N 48 48 48 48 48 48 

Emph_2 Pearson 

Correlation 
,727** ,715** 1 ,118 ,197 ,422** 

Sig. (2-tailed) ,000 ,000  ,424 ,179 ,003 

N 48 48 48 48 48 48 

Emph_3 Pearson 

Correlation 
,494** ,268 ,118 1 ,261 ,099 

Sig. (2-tailed) ,000 ,066 ,424  ,074 ,503 

N 48 48 48 48 48 48 

Emph_4 Pearson 

Correlation 
,628** ,323* ,197 ,261 1 ,518** 

Sig. (2-tailed) ,000 ,025 ,179 ,074  ,000 

N 48 48 48 48 48 48 

Emph_5 Pearson 

Correlation 
,745** ,527** ,422** ,099 ,518** 1 

Sig. (2-tailed) ,000 ,000 ,003 ,503 ,000  

N 48 48 48 48 48 48 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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5. Variabel Bukti Langsung (Tangible) 

Correlations 

 

Bukti 

langsung 

(Tangible

) 

Tang_

1 

Tang_

2 

Tang_

3 

Tang_

4 

Tang_

5 

Bukti langsung 

(Tangible) 

Pearson 

Correlation 
1 ,821** ,652** ,758** ,745** ,691** 

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

N 48 48 48 48 48 48 

Tang_1 Pearson 

Correlation 
,821** 1 ,547** ,550** ,421** ,489** 

Sig. (2-tailed) ,000  ,000 ,000 ,003 ,000 

N 48 48 48 48 48 48 

Tang_2 Pearson 

Correlation 
,652** ,547** 1 ,346* ,273 ,368** 

Sig. (2-tailed) ,000 ,000  ,016 ,060 ,010 

N 48 48 48 48 48 48 

Tang_3 Pearson 

Correlation 
,758** ,550** ,346* 1 ,568** ,272 

Sig. (2-tailed) ,000 ,000 ,016  ,000 ,061 

N 48 48 48 48 48 48 

Tang_4 Pearson 

Correlation 
,745** ,421** ,273 ,568** 1 ,406** 

Sig. (2-tailed) ,000 ,003 ,060 ,000  ,004 

N 48 48 48 48 48 48 

Tang_5 Pearson 

Correlation 
,691** ,489** ,368** ,272 ,406** 1 

Sig. (2-tailed) ,000 ,000 ,010 ,061 ,004  

N 48 48 48 48 48 48 

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

*. Correlation is significant at the 0.05 level (2-tailed). 
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6. Variabel Kepuasan Pengguna 

Correlations 

 

Kepuasan 

Pengguna Kep_1 Kep_2 Kep_3 Kep_4 Kep_5 

Kepuasan 

Pengguna 

Pearson 

Correlation 
1 ,665** ,812** ,529** ,672** ,731** 

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

N 48 48 48 48 48 48 

Kep_1 Pearson 

Correlation 
,665** 1 ,503** ,083 ,305* ,312* 

Sig. (2-tailed) ,000  ,000 ,573 ,035 ,031 

N 48 48 48 48 48 48 

Kep_2 Pearson 

Correlation 
,812** ,503** 1 ,392** ,341* ,514** 

Sig. (2-tailed) ,000 ,000  ,006 ,018 ,000 

N 48 48 48 48 48 48 

Kep_3 Pearson 

Correlation 
,529** ,083 ,392** 1 ,130 ,327* 

Sig. (2-tailed) ,000 ,573 ,006  ,378 ,023 

N 48 48 48 48 48 48 

Kep_4 Pearson 

Correlation 
,672** ,305* ,341* ,130 1 ,425** 

Sig. (2-tailed) ,000 ,035 ,018 ,378  ,003 

N 48 48 48 48 48 48 

Kep_5 Pearson 

Correlation 
,731** ,312* ,514** ,327* ,425** 1 

Sig. (2-tailed) ,000 ,031 ,000 ,023 ,003  

N 48 48 48 48 48 48 

**. 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. UJI RELIABILITAS INSTRUMEN PENELITIAN 

 

1. Variabel Keterhandalan (Reliability) 

 

Reliability 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 48 100,0 

Excludeda 0 ,0 

Total 48 100,0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,641 5 

 

Item Statistics 

 Mean Std. Deviation N 

Relia_1 4,25 ,700 48 

Relia_2 4,29 ,617 48 

Relia_3 4,10 ,778 48 

Relia_4 3,83 ,694 48 

Relia_5 3,88 ,815 48 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Relia_1 16,10 3,500 ,532 ,520 

Relia_2 16,06 4,230 ,304 ,626 

Relia_3 16,25 3,426 ,469 ,548 

Relia_4 16,52 3,489 ,544 ,515 

Relia_5 16,48 4,127 ,178 ,701 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

20,35 5,383 2,320 5 
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2. Variabel Responsivitas (Responsiveness) 

 

Reliability 

Scale: ALL VARIABLES 

Case Processing Summary 

 N % 

Cases Valid 48 100,0 

Excludeda 0 ,0 

Total 48 100,0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,717 5 

 

Item Statistics 

 Mean Std. Deviation N 

Res_1 4,40 ,644 48 

Res_2 4,40 ,536 48 

Res_3 4,35 ,699 48 

Res_4 3,96 ,849 48 

Res_5 4,38 ,640 48 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Res_1 17,08 4,333 ,261 ,747 

Res_2 17,08 4,461 ,309 ,725 

Res_3 17,12 3,388 ,610 ,612 

Res_4 17,52 2,723 ,714 ,550 

Res_5 17,10 3,755 ,517 ,654 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21,48 5,446 2,334 5 
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3. Variabel Jaminan (Assurance) 

 

Reliability 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 48 100,0 

Excludeda 0 ,0 

Total 48 100,0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,689 5 

 

Item Statistics 

 Mean Std. Deviation N 

Ass_1 4,04 ,824 48 

Ass_2 4,21 ,874 48 

Ass_3 4,23 ,778 48 

Ass_4 4,13 ,789 48 

Ass_5 4,40 ,574 48 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Ass_1 16,96 4,254 ,514 ,606 

Ass_2 16,79 3,828 ,611 ,554 

Ass_3 16,77 4,989 ,312 ,693 

Ass_4 16,88 4,665 ,409 ,653 

Ass_5 16,60 5,308 ,395 ,662 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21,00 6,681 2,585 5 
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4. Variabel Empati (Empathy) 

 

Reliability 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 48 100,0 

Excludeda 0 ,0 

Total 48 100,0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,730 5 

 

Item Statistics 

 Mean Std. Deviation N 

Emph_1 4,29 ,798 48 

Emph_2 4,35 ,635 48 

Emph_3 4,40 ,644 48 

Emph_4 4,46 ,544 48 

Emph_5 4,31 ,689 48 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Emph_1 17,52 2,851 ,690 ,590 

Emph_2 17,46 3,615 ,550 ,661 

Emph_3 17,42 4,291 ,241 ,771 

Emph_4 17,35 4,063 ,450 ,700 

Emph_5 17,50 3,447 ,557 ,656 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

21,81 5,347 2,312 5 
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5. Variabel Bukti Langsung (Tangible) 

 

Reliability 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 48 100,0 

Excludeda 0 ,0 

Total 48 100,0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,712 5 

 

Item Statistics 

 Mean Std. Deviation N 

Kep_1 3,79 ,713 48 

Kep_2 3,85 ,743 48 

Kep_3 4,17 ,595 48 

Kep_4 3,90 ,778 48 

Kep_5 4,21 ,582 48 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Kep_1 16,13 3,771 ,434 ,679 

Kep_2 16,06 3,209 ,646 ,582 

Kep_3 15,75 4,362 ,308 ,720 

Kep_4 16,02 3,638 ,417 ,690 

Kep_5 15,71 3,828 ,578 ,629 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

19,92 5,482 2,341 5 
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6. Variabel Kepuasan Pengguna 

 

Reliability 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 48 100,0 

Excludeda 0 ,0 

Total 48 100,0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,712 5 

 

Item Statistics 

 Mean Std. Deviation N 

Kep_1 3,79 ,713 48 

Kep_2 3,85 ,743 48 

Kep_3 4,17 ,595 48 

Kep_4 3,90 ,778 48 

Kep_5 4,21 ,582 48 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Kep_1 16,13 3,771 ,434 ,679 

Kep_2 16,06 3,209 ,646 ,582 

Kep_3 15,75 4,362 ,308 ,720 

Kep_4 16,02 3,638 ,417 ,690 

Kep_5 15,71 3,828 ,578 ,629 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

19,92 5,482 2,341 5 
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IV. UJI REGRESI 

 

Regression 

Descriptive Statistics 

 Mean Std. Deviation N 

Kepuasan Pengguna 19,92 2,341 48 

Keterhandalan 

(Reliability) 
20,35 2,320 48 

Responsivitas 

(Responsiveness) 
21,48 2,334 48 

Jaminan (Assurance) 21,00 2,585 48 

Empati (Empathy) 21,81 2,312 48 

Bukti langsung (Tangible) 20,75 2,914 48 

 

Variables Entered/Removeda 

Model Variables Entered Variables Removed Method 

1 Bukti langsung 

(Tangible), 

Keterhandalan 

(Reliability), Jaminan 

(Assurance), 

Responsivitas 

(Responsiveness), 

Empati (Empathy)b 

. Enter 

a. Dependent Variable: Kepuasan Pengguna 

b. All requested variables entered. 

 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate Durbin-Watson 

1 ,532a ,283 ,197 2,098 1,901 

a. Predictors: (Constant), Bukti langsung (Tangible), Keterhandalan (Reliability), Jaminan 

(Assurance), Responsivitas (Responsiveness), Empati (Empathy) 

b. Dependent Variable: Kepuasan Pengguna 

 

ANOVAa 

Model 

Sum of 

Squares df Mean Square F Sig. 

1 Regression 72,796 5 14,559 3,308 ,013b 

Residual 184,870 42 4,402   

Total 257,667 47    

a. Dependent Variable: Kepuasan Pengguna 

b. Predictors: (Constant), Bukti langsung (Tangible), Keterhandalan (Reliability), Jaminan 

(Assurance), Responsivitas (Responsiveness), Empati (Empathy) 
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Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standard

ized 

Coefficie

nts 

t Sig. 

Collinearity 

Statistics 

B 

Std. 

Error Beta 

Tolera

nce VIF 

1 (Constant) 8,724 3,692  2,363 ,023   

Keterhandalan 

(Reliability) 
,374 ,151 ,371 2,476 ,017 ,761 1,314 

Responsivitas 

(Responsiveness

) 

-,095 ,186 -,095 -,513 ,611 ,498 2,010 

Jaminan 

(Assurance) 
,081 ,165 ,089 ,490 ,627 ,513 1,949 

Empati 

(Empathy) 
,351 ,204 ,347 1,726 ,092 ,423 2,366 

Bukti langsung 

(Tangible) 
-,180 ,150 -,225 

-

1,204 
,235 ,491 2,035 

a. Dependent Variable: Kepuasan Pengguna 

 

Collinearity Diagnosticsa 

Mo

del 

Dime

nsion 

Eigen

value 

Conditi

on 

Index 

Variance Proportions 

(Cons

tant) 

Keterha

ndalan 

(Reliabi

lity) 

Respon

sivitas 

(Respo

nsivene

ss) 

Jamina

n 

(Assura

nce) 

Empat

i 

(Empa

thy) 

Bukti 

langsun

g 

(Tangib

le) 

1 1 5,961 1,000 ,00 ,00 ,00 ,00 ,00 ,00 

2 ,015 19,759 ,01 ,20 ,01 ,00 ,01 ,35 

3 ,011 23,692 ,02 ,21 ,10 ,32 ,03 ,02 

4 ,005 33,011 ,88 ,34 ,01 ,06 ,02 ,02 

5 ,004 38,377 ,09 ,02 ,81 ,57 ,05 ,03 

6 ,003 42,122 ,00 ,23 ,08 ,04 ,88 ,59 

a. Dependent Variable: Kepuasan Pengguna 
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Residuals Statisticsa 

 Minimum Maximum Mean 

Std. 

Deviation N 

Predicted Value 15,35 22,76 19,92 1,245 48 

Std. Predicted Value -3,673 2,288 ,000 1,000 48 

Standard Error of 

Predicted Value 
,410 1,214 ,715 ,200 48 

Adjusted Predicted 

Value 
15,50 22,80 19,92 1,295 48 

Residual -4,090 4,007 ,000 1,983 48 

Std. Residual -1,949 1,910 ,000 ,945 48 

Stud. Residual -2,112 2,027 ,000 1,028 48 

Deleted Residual -5,031 4,512 ,000 2,359 48 

Stud. Deleted Residual -2,207 2,108 ,000 1,050 48 

Mahal. Distance ,814 14,761 4,896 3,309 48 

Cook's Distance ,000 ,321 ,034 ,061 48 

Centered Leverage 

Value 
,017 ,314 ,104 ,070 48 

a. Dependent Variable: Kepuasan Pengguna 

 

Charts 
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40 
 

 
 
 
 


	FILE 1_LEMBAR JUDUL SKRIPSI.pdf (p.1)
	FILE 2_LEMBAR PERSEMBAHAN.pdf (p.2)
	FILE 3 _LEMBAR PERNYATAAN KEASLIAN SKRIPSI.pdf (p.3)
	FILE 4 _LEMBAR PERNYATAAN PERSETUJUAN PUBLIS.pdf (p.4)
	FILE 5 _LEMBAR PERSETUJUAN DAN PENGESAHAN SKRIPSI.pdf (p.5)
	FILE 6_PEDOMAN PENGGUNAAN HAK CIPTA.pdf (p.6)
	FILE 7 _KATA PENGANTAR.pdf (p.7)
	FILE 8 _ABSTRAK.pdf (p.8-9)
	FILE 9 _DAFTAR ISI.pdf (p.10)
	FILE 18_DAFTAR PUSTAKA.pdf (p.11-50)

