LAMPIRAN

Lampiran 1: Uji Validitas

Correlations
Correlations

P1 P2 P3 Tangible
P1 Pearson Correlation 1 865 856 953"
Sig. (2-tailed) 000 000 000
N 83 83 83 83
P2 Pearson Correlation 865 1 861" 955"
Sig. (2-tailed) .000 .000 .000
> N 83 83 83 83
P3 Pearson Correlation 856 861" 1 949"
Sig. (2-tailed) 000 000 000
N ] 83 83 83 83
Tangible Pearson Correlation 9537 955 049" B

Sig. (2-tailed) 000 .000 000
N 83 83 83 83

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

Correlations
Correlations
P4 P5 P6  Reliability
P4 Pearson Correlation 1 194 036 5747
Sig. (2-tailed) o079 747 000
N 83 83 83 83
P5 Pearson Correlation 194 1 702" 854"
Sig. (2-tailed) 079 000 000
N 83 83 83 83
P& Pearson Correlation 036 702" 1 776"
Sig. (2-tailed) 747 000 000
N 83 83 83 83
Reliabilty Pearson Corelation 574" 854 776" "
sig. (2ailed) 000 000 000
N [ 83 83 83 83

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

Correlations
Resposivenes
P7 P8 Pg s
P7 Pearson Correlation 1 842" -071 863"
Sig. (2-tailed) 000 522 | .000
N 83 83 83 83
P8 Pearson Correlation 842" 1 -.024 882"
Sig. (2-tailed) 000 828 .000
N 83 83 83 83
P9 Pearson Correlation -071 -024 1 an”
_Sig. (2-tailed) 522 828 001
N 83 83 83 83
Resposiveness  Pearson Correlation 863" 882" an” 1
Sig. (2-tailed) 000 000 001
N 83 83 83 83
** Correlation is significant atthe 0.01 level (2-tailed).
Correlations
Correlations
P10 P11 P12 Assurance
P10 Pearson Correlation 1 081 457" 768"
Sig. (2-tailed) | 465 000 .000
N 83 83 83 83
P11 Pearson Correlation 081 1 097 499"
Sig. (2-tailed) 465 381 000
N 83 83 83 83
P12 Pearson Correlation 457" 097 1 792"
_Sig. (2-tailed) -000 -381 .000
N 83 83 83 83
A Pearson C 768" 499" 792" 1
Sig. (2-tailed) 000 000 000
N 83 83 83 83
** Correlation is significant atthe 0.01 level (2-tailed).
Correlations
Correlations
P13 P14 P15 Emphaty
P13 Pearson Correlation 1 861" -112 807"
Sig. (2-tailed) 000 315 000
N 83 83 83 83
P14 Pearson Correlation 861" 1 -124 799"
Sig. (2-tailed) 000 263 000
N 83 83 83 83
P15 Pearson Correlation 112 -124 1 4487
Sig. (2-tailed) 315 263 .000
N 83 83 83 83
Pearson C 807" 799" 448" 1
Sig. (2-tailed) 000 000 000
N 83 83 83 83

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



Correlations

[DataSet3]
Correlations
P1 P2 P3 Tangible
P1 Pearson Correlation 1 743" 803" 915"
Sig. (2-tailed) 000 000 .000
N 83| 83 83 83
P2 Pearson Correlation 743" 1 822" 921"
Sig. (2-tailed) 000 000 000
N 83 83 83 83
P3 Pearson Correlation 803" 822" 1 945"
Sig. (2-tailed) .000 .000 .000
N 83 83 83 83
Tangible Pearson Correlation 915" 91" 945" 1
Sig. (2-tailed) 000 000 000
N 83 83 83 83
** Correlation is significant atthe 0.01 level (2-tailed).
Correlations
Correlations
P4 P5 P& Reliability
P4 Pearson Correlation 1 15 -152 505"
Sig. (2-tailed) 299 A7 .000
N 83 83 83 83
P5 Pearson Correlation 15 1 658" 853"
Sig. (2-tailed) 299 000 000
N 83 83 83 83
P Pearson Correlation -152 658" 1 7007
Sig. (2-tailed) AT .000 .000
N 83 83 83 83
Reliability Pearson Correlation 505" 853" 700" 1
Sig. (2-tailed) .000 .000 .000
N 83 83 83 83
** Correlation is significant atthe 0.01 level (2-tailed).
Correlations
Correlations
Resposivenes
P7 P8 P9 s
P7 Pearson Correlation 1 875" 187 882"
Sig. (2-talled) 000 091 000
N 83 83 83 83
P8 Pearson Correlation 875" 1 162 873"
Sig. (2-tailed) 000 142 000
N 83 83 83 83
P9 Pearson Carrelation 87 162 1 579"
Sig. (2-tailed) 091 142 000
N 83 83 83 83
Resposiveness Pearson Correlation 882 873 579 1
Sig. (2-tailed) 000 000 000
N 83 83 83 83

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



Correlations

Correlations
P10 P11 P12 Assurance
P10 Pearson Correlation 1 3807 3017 792"
Sig. (2-tailed) . 000 006 .000
N 83 83 83 83
P11 Pearson Correlation 380" 1 012 605"
Sig. (2-tailed) .000 916 .000
N 83 83 83 83
P12 Pearson Correlation 3017 012 1 689"
Sig. (2-ailed) o6 916 )
N 83 83 83 83
e Pearson C 792”7 605" 689" 1
Sig. (2-tailed) .000 .000 .000
N 83 83 83 83
** Correlation is significant atthe 0.01 level (2-tailed).
Correlations
Correlations
P13 P14 P15 Emphaty
P13 Pearson Correlation 1 735" -012 773"
Sig. (2-tailed) 000 913 000
N 83 83 83 83
P14 Pearson Correlation 738" 1 -.089 731"
Sig. (2-tailed) .000 422 000
N 83 83 83 83
P15 Pearson Correlation -012 -.089 1 5417
Sig. (2-tailed) 913 422 000
N 83 83 83 83
Emphaty Pearson Correlation 713" 731" 5417 1
Sig. (2-tailed) .000 .000 000
N 83 83 83 83

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



Lampiran 2 : Uji Reabilitas

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 83 100.0
Excluded® 0 .0
Total 83 100.0

a. Listwise deletion hased on all
variables in the procedure.

Reliability Statistics

Cronbach's
Alpha N of tems

.866 15

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 83 100.0
Excluded?® 0 0
Total 83 100.0

a. Listwise deletion based on all
variables in the procedure.

Reliability Statistics
Cronbach's
Alpha N of ltems

.845 15




Lampiran 3: R tabel

Tingkat slgnifikans] untuk uji sty arab

oos | omzs| om] ooos]|  oooos

=) Tinghat signifikansl anbak ujl dua arah
p1]  oes]|  oer| em|  esm
s omse| oons| coms| pame|  p4am
52| oz2e2| ezes1| eals| owm| o4
53| oo | eoess| cape| paws|  oaann

921 02632 0310 03413 04280

22201 02600 | 03074| 03385 D434

032181 Q25B6 ] 03ME 03357 04210

02163 [ 0358 | 0.30¥ 03328 04175

0214 025482 02057 03301 04043

02126 [ 02521 02072 03XH 04110

02108 0.2500 02043 03248 04070

02081 02480 | 02025 0333 04048

02075 0.2461 02800 03158 04016

Q2058 | 0244) 0.2EE0 03173 03588

0202 024753 0.2E38 03030 03550

02027 [ 028M| 02E7 03126 03331

02012 021567 0.2B16 0300+ 03503

01887 [ 02389 03081 03576

o

01982 02353 0 30650 03550

[ R el o o

Q1968 [ 02333 03038 03833

0| 9183 | 021318 034017 03708
T 01840 | 0230 02587 0373
72| 01827 022E7 0357 03748
73| 01%4| exm 02557 03724
4] 0180 0257 03538 037
75) 01888 | 0224 02518 03578
76| 01876 | 02237 0 03555
77| elEs| 0l 0282 0353
78| 0181 | 01m 02864 03511
T8 0l 02183 L 03me
80) 018 | oM™ 03530 03568
B1) QI81E| 0215 02EL3 D3H7
82) 01807] 02145 02788 0337
83| 91796 | 0213 02780 03307
B4) 01788 | 021X 02764 03487
85| 01775 | 02108 02748 03468
BS) 01765 ] 023008 023732 03440
87) Q1735 | 02084 02717 03430
BE) 01745] 07 0370 03412
89| 01735 | 02061 024833 02587 03383
9| 01726 | 02| 01 03 03375
91| 01716 | 0203 | 02480 02550 03338
92| Q1707 | 0202E| 0230 025 01331
93| 01656 ) WODIF] 02384 | 02531 03323
94) 01680 ) 02006] 02371 03517 03307
95| 01630 | aQlohs| (23 02504 0330
9| 0l16m QL19BS | 0IHT 0231 0314
97| 013 | 01073 02333 02378 03X58
98| 0163 | 01966] 023 | 0235 32
99) 0lé4s| QI1056) 03312 03352 03X5

100

Q1636 [ Qlbaf)| 02300 0L1H0 03211




Lampiran 4 Persepsi dan Ekspektasi

Emphaty

P15

P14

P13

[Assurance

P11

Resposiveness [P10

P8

Reliability [P7

10
10)

10

10)

[Tangible [P4

P2

[Simbol [P1

R11
R12
R13
R14

Ri8
R19
R20
R21
R25
R26
R27
R28
R32
R33
R34
R35
R37
R38
R39
Ra0
Rad
Ras
Ras
Ra7

Rs1
R52
R53
Rsa

E
=
Re0
R61
Re5
3
R70
R71
R72
k73

k77
R78
R79
Re0

2807228916 4.048192771

2879518072

2819277108 3.50602409

3.662650602

4 4.036144578 2.674698795

2.638550217 2.614457831 2.686746988

2.807228916 2.674698795

28313

28072 4.0482

2.8795

3.5060

28193

3.6627

40361 2.6747

4.0000

26145 2.6867

26386

26747

2.8072

28313
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272

281
3.3855 3.2771 4.1205

281 2%

323
3.8916 3.3855 3.5663

350 271

4.2048 4.2169 3.2651

349

276

236
2.8434 3.2289 3.3253

290 278

289
3.4819 3.4940 3.3494



Lampiran 5 Index Performance Analisis (IPA)

Graph

[DataSet€]

Ekspetasi (E)

2.5000 3.0000 3.5000 4.0000 4.5000

Persepsi (P)

Lampiran 6 Bukti Pengiriman Email Kepada Prodi Sl
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