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Lampiran 1. Lembar Bimbingan  
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Lampiran 2. Rekapan Atribut Kepentingan 

 

 

Rekapan Atribut Kepentingan 

Scale: ALL VARIABLES 

Case Processing Summary 

 N % 

Cases Valid 40 100.0 

Exclude

d
a
 

0 .0 

Total 40 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.703 15 
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Lampiran 3.   Item-Total Statistics 

 

 

 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance 

if Item 

Deleted 

Correcte

d Item-

Total 

Correlati

on 

Cronbach's 

Alpha if 

Item Deleted 

X1.1 50.18 28.353 .350 .685 

X1.2 50.33 28.328 .330 .687 

X1.3 50.00 30.359 .083 .710 

X2.1 50.88 27.753 .275 .693 

X2.2 49.98 30.384 .140 .704 

X2.3 49.88 30.881 .013 .716 

X3.1 51.53 24.307 .434 .672 

X3.2 51.10 27.221 .334 .686 

X3.3 50.65 27.823 .414 .679 

X4.1 50.63 29.010 .252 .695 

X4.2 50.50 27.949 .330 .686 

X4.3 50.68 29.866 .149 .704 

X5.1 51.18 25.892 .431 .672 

X5.2 50.75 28.397 .288 .691 

X5.3 51.28 22.769 .639 .633 
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Lampiran 4. Distribusi nilai r tabel signifikan 5% 
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Lampiran 5. Reliability 

 

Scale:ALL 

 

VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 40 100.0 

Excluded
a
 0 .0 

Total 40 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.648 15 
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Lampiran 6. Item total statistic 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

X1.1 61.55 12.715 .235 .636 

X1.2 61.83 13.533 -.022 .672 

X1.3 61.58 11.994 .393 .614 

X2.1 61.38 12.394 .336 .624 

X2.2 61.45 12.305 .383 .619 

X2.3 61.65 11.413 .458 .601 

X3.1 61.28 13.076 .228 .638 

X3.2 61.68 11.558 .466 .602 

X3.3 61.98 11.666 .376 .614 

X4.1 61.90 12.400 .209 .641 

X4.2 61.90 11.836 .309 .625 

X4.3 61.98 12.281 .234 .637 

X5.1 61.93 12.276 .198 .644 

X5.2 62.10 12.451 .176 .647 

X5.3 61.60 13.015 .100 .655 
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Lampiran 7. Dokumentasi penelitian 

 

 

Gambar : Proses pelayanan 

PT ETSA saat   

penyemprotan disinfeksi area 

pelanggan. 

 

 

 

 

 

 

 

 

Gambar : Proses pelayanan 

PT ETSA pengendalian hama 

serangga. 
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Lampiran 8. Kuesioner Penelitian 

 

 

No. 

 

AtributKeingi

nanPelanggan 

 

TingkatKepentin

gan 

 

Tingkatkepu

asan 

  

  

Tangible (Wujud) 

TP KP CP P SP TB KB CB B SB 

1. 
Kelengkapan atribut 

safety operator 

memadai (minimal : 

penggunaan masker 

saat spraying) 

          

2. Kelengkapan kerja 

(peralatan & bahan 

kimia) sudah 

memadai 

          

3. Kerapihan dan 

kebersihan diri 

petugas ETSA 

(seragam, bau 

badan, bau mulut, 

kerapian rambut dll) 

          

  

Empathy (Empati) 

          

4. Ketepatan waktu 

saat pelaksanaan 

pekerjaan sesuai 

dengan kesepakatan 

          

5. Pemahaman operator 

analisa dilapangan 

dan keluhan 

pelanggan 

          



x 
 

6. Perilaku (attitude) 

petugas ETSA 

terhadap pelanggan 

          

  

Reliability 

(Kehandalan) 

          

7. Kecepatan 

pelayanan keluhan / 

komplain 1 x 24 jam 

          

8. Kesesuaian 

pelaksanaan 

pelayanan dengan 

prosedur sesuai 

dengan waktu yang 

ditentukan 

          

9. Kualitas laporan 

hasil kerja sesuai 

yang diharapkan 

(bila diperlukan) 

          

  

Responsiveness 

(Daya tanggap) 

          

10. 
Kejelasan 

penyampaian 

informasi operator 

ETSA dengan 

pelanggan. 

          

11. 
Operator melakukan 

pekerjaan sesuai 

SOP saat dilapangan 

          

12. Monitoring dan 

treatment hama 

sudah tepat sasaran 

          



xi 
 

  

Assurance 

(Jaminan) 

          

13. Inspeksi dari 

TeamQuality 

Assurance untuk 

memantau hasil 

pelayanan petugas 

ETSA 

          

14. 
Kualitas laporan 

hasil Inspeksi dari 

Team Quality 

Assurance 

          

15. Hasil pengendalian 

hama 
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Lampiran 9. Rekap Kuesioner Kepentingan  

 

 

 

 

 

CUSTOMER X1.1 X1.2 X1.3 TOTAL_X1 X2.1 X2.2 X2.3 TOTAL_X2 X3.1 X3.2 X3.3 TOTAL_X3 X4.1 X4.2 X4.3 TOTAL_X4 X5.1 X5.2 X5.3 TOTAL_X5

1  MAXONE HOTEL 5 5 5 15 5 5 5 15 5 5 4 14 4 3 4 11 5 4 5 14

2 ASCENT PREMIERE 4 5 4 13 5 4 4 13 5 4 5 12 5 5 5 15 5 4 4 13

3 GLORIA RESTO 5 4 4 13 4 5 4 13 5 4 5 14 5 5 4 14 5 4 5 14

4 PT SINAR KENCANA 5 3 4 11 5 4 5 13 5 5 4 12 5 5 4 12 5 4 4 13

5 PT INDOFLORA 4 5 4 13 5 5 4 14 5 4 5 14 4 5 4 13 4 3 5 12

6 PT SNKYO NASIONAL 5 5 4 13 5 4 5 14 5 3 4 12 4 5 4 13 5 4 4 13

7 THE LIBRARY CAFE 4 4 5 13 5 4 5 14 5 4 4 13 4 4 3 11 5 4 4 13

8 63 RESTO 5 4 4 13 5 4 5 14 5 4 4 13 5 5 4 14 4 3 5 12

9 PT SUMBER MEKAR 5 3 5 13 5 5 5 13 5 5 4 13 5 4 3 10 5 4 4 13

10 KOTASK CAFE 5 4 5 14 5 5 5 15 5 5 5 15 4 5 3 11 4 5 5 14

11 HILL HOUSE 4 4 5 13 5 5 4 14 5 4 4 13 4 4 5 13 4 4 4 12

12 WONDERLAND 4 4 5 13 5 5 4 14 5 5 4 14 5 4 5 13 4 4 5 13

13 PT AGRINESIA  SOEHAT 5 4 5 14 5 5 5 15 5 4 4 13 3 4 4 11 5 5 5 15

14 PT AGRINESIA KARANGLO 4 4 5 11 5 5 5 15 5 5 5 15 5 4 5 14 3 4 5 12

15 PT PSI MALANG 5 4 5 13 5 5 5 15 5 5 5 15 4 5 5 12 4 4 5 13

16 PT KOSMETIKA INDUSTRI 5 5 4 14 5 5 5 15 5 5 4 14 4 4 5 13 4 3 4 11

17 INSPIRED 27 4 4 5 13 4 4 3 11 5 5 4 14 4 4 3 11 4 5 5 14

18 BAKSO DAMAS 5 3 4 12 3 4 5 12 5 4 4 13 5 4 4 13 5 5 5 15

19 SHAOKAO 4 4 3 11 4 5 3 12 5 4 4 13 4 3 4 11 4 3 5 12

20 PT KELAPA BIRU 4 4 5 13 4 5 5 14 5 4 3 12 4 4 3 11 5 5 5 15

21 PT IMPACT INDONESIA 4 4 5 13 5 5 5 15 5 5 5 15 5 3 4 12 5 4 3 12

22 PT ETIRA 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15 5 5 5 15

23 BNI KANWIL 5 4 4 13 5 5 4 14 5 4 4 13 3 3 4 10 4 3 5 12

24 XIBOBA 5 4 5 14 5 5 4 14 5 5 4 14 5 4 5 14 4 5 4 13

25 DFRESH GUEST HOUSE 5 4 5 14 5 5 5 15 5 5 5 15 4 5 4 13 3 5 5 13

26 AW TRANSMART 5 5 5 15 5 5 5 15 5 5 3 13 3 5 5 13 5 3 5 13

27 AW MOG 5 4 5 14 5 5 5 15 4 5 4 13 4 3 5 12 4 5 4 13

28 DAPUR COKELAT 4 4 5 13 5 5 5 15 4 5 3 12 5 4 5 14 5 4 5 14

29 DEPOT 21 5 5 5 15 5 5 5 15 5 5 4 14 4 5 4 13 4 4 4 12

30 TOKO KUE SARA 4 5 4 13 5 5 4 14 5 5 5 15 5 4 4 13 5 5 5 15

31 RATA SPACE 5 4 4 13 5 5 4 14 5 4 4 13 4 4 4 12 3 4 4 11

32 WARUNG SIJI 4 5 5 14 5 5 4 14 5 3 3 11 4 5 5 14 4 3 5 12

33 PT SEGAR MAS 5 5 5 15 4 4 5 13 4 4 3 11 4 3 4 11 3 3 4 10

34 KOSMETIKA SIMPAMNG 4 5 4 13 5 5 4 14 4 4 4 12 3 4 4 11 3 4 5 12

35 BEKVAM COFE 4 4 4 12 5 4 3 12 5 4 3 12 4 4 3 11 3 4 3 10

36 RUMAH 0RTU 5 5 4 14 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12

37 52 RESTO 4 4 4 12 4 4 4 12 5 4 4 13 4 4 4 12 4 4 4 12

38 RM MESIR 5 5 5 15 5 4 4 13 5 5 5 15 3 5 4 12 3 3 5 11

39 ARBANAT RESTO 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 4 4 5 13

40 PT KELAPA BIRU 5 5 5 15 5 5 5 15 5 5 5 15 5 5 4 14 4 4 4 12

R hitung 0.5103 0.62 0.558 0.687619 0.690831 0.671953 1 0.467201 0.681684 0.77186 0.543175 0.541673 0.664717 0.711275 0.68786 0.50405

SUM 183 172 182 190 187 179 194 178 166 169 169 166 168 161 181

AVERAGE 4.575 4.3 4.55 4.75 4.675 4.475 4.85 4.45 4.15 4.225 4.225 4.15 4.2 4.025 4.525
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Lampiran 10. Rekap Kuesioner Kepuasan  

 

 

 

CUSTOMER X1.1 X1.2 X1.3 TOTAL_X1 X2.1 X2.2 X2.3 TOTAL_X2 X3.1 X3.2 X3.3 TOTAL_X3 X4.1 X4.2 X4.3 TOTAL_X4 X5.1 X5.2 X5.3 TOTAL_X5

1  MAXONE HOTEL 3 2 4 9 2 5 5 12 3 2 4 9 4 3 4 11 3 4 2 9

2 ASCENT PREMIERE 3 2 4 9 5 4 4 13 5 2 3 10 2 3 2 7 2 2 1 5

3 GLORIA RESTO 5 4 4 13 4 5 4 13 1 2 2 5 3 3 4 10 2 4 2 8

4 PT SINAR KENCANA 4 3 4 11 1 4 4 9 1 3 4 8 3 5 4 12 2 4 2 8

5 PT INDOFLORA 4 4 4 12 2 5 4 11 2 4 4 10 4 5 4 13 2 3 2 7

6 PT SNKYO NASIONAL 4 4 4 12 5 4 5 14 2 2 4 8 4 5 4 13 2 4 4 10

7 THE LIBRARY CAFE 4 4 3 11 3 4 5 12 2 4 4 10 4 4 3 11 5 4 4 13

8 63 RESTO 5 4 4 13 3 4 5 12 2 2 4 8 4 3 4 11 4 3 5 12

9 PT SUMBER MEKAR 5 3 4 12 3 4 3 10 2 4 4 10 3 4 3 10 2 4 2 8

10 KOTASK CAFE 3 4 5 12 3 4 5 12 1 2 3 6 4 4 3 11 4 5 3 12

11 HILL HOUSE 4 4 5 13 3 4 4 11 1 4 4 9 3 4 3 10 2 4 1 7

12 WONDERLAND 4 4 5 13 2 4 4 10 2 2 4 8 3 4 5 12 2 4 3 9

13 PT AGRINESIA  SOEHAT 3 4 5 12 4 4 5 13 3 3 4 10 3 4 4 11 5 5 5 15

14 PT AGRINESIA KARANGLO 4 4 3 11 3 4 5 12 3 3 3 9 3 4 3 10 3 4 3 10

15 PT PSI MALANG 4 4 5 13 4 4 5 13 2 3 3 8 3 4 3 10 4 4 2 10

16 PT KOSMETIKA INDUSTRI 3 3 4 10 4 5 5 14 2 3 4 9 4 4 3 11 4 3 3 10

17 INSPIRED 27 4 4 5 13 4 4 3 11 4 3 4 11 4 4 3 11 4 4 5 13

18 BAKSO DAMAS 3 3 4 10 3 4 5 12 2 2 3 7 5 4 4 13 2 2 3 7

19 SHAOKAO 4 4 3 11 4 4 3 11 1 2 3 6 4 3 4 11 2 3 3 8

20 PT KELAPA BIRU 4 4 5 13 4 5 5 14 2 2 3 7 4 4 3 11 2 3 2 7

21 PT IMPACT INDONESIA 4 4 5 13 2 4 5 11 2 4 2 8 3 3 4 10 2 4 3 9

22 PT ETIRA 4 5 5 14 2 4 4 10 2 4 3 9 4 2 3 9 2 3 1 6

23 BNI KANWIL 5 4 4 13 3 4 4 11 1 4 4 9 3 3 4 10 4 3 4 11

24 XIBOBA 3 4 3 10 4 4 4 12 3 3 4 10 3 4 2 9 4 2 2 8

25 DFRESH GUEST HOUSE 3 4 5 12 4 4 5 13 2 3 3 8 4 2 4 10 3 2 1 6

26 AW TRANSMART 4 4 5 13 2 4 5 11 1 3 3 7 3 2 4 9 2 3 1 6

27 AW MOG 5 4 4 13 3 5 5 13 4 3 3 10 4 3 2 9 4 2 4 10

28 DAPUR COKELAT 4 4 3 11 4 3 5 12 4 1 3 8 2 4 4 10 5 4 3 12

29 DEPOT 21 5 3 5 13 4 5 5 14 5 3 4 12 4 5 4 13 4 4 5 13

30 TOKO KUE SARA 4 3 4 11 2 5 4 11 2 3 5 10 5 4 4 13 2 3 2 7

31 RATA SPACE 5 4 4 13 4 5 4 13 3 4 4 11 4 4 4 12 3 4 4 11

32 WARUNG SIJI 4 5 4 13 3 5 4 12 3 3 3 9 4 5 3 12 2 3 4 9

33 PT SEGAR MAS 5 5 5 15 4 4 5 13 4 4 3 11 4 3 4 11 3 3 3 9

34 KOSMETIKA SIMPAMNG 4 5 4 13 4 5 4 13 4 4 4 12 3 4 4 11 3 4 3 10

35 BEKVAM COFE 4 4 4 12 4 4 3 11 4 4 3 11 4 4 3 11 3 4 3 10

36 RUMAH 0RTU 5 5 4 14 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12

37 52 RESTO 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12

38 RM MESIR 5 5 5 15 3 4 4 11 5 5 5 15 3 3 4 10 3 3 3 9

39 ARBANAT RESTO 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12 4 4 4 12

40 PT KELAPA BIRU 5 5 5 15 5 5 5 15 5 5 5 15 5 5 4 14 4 4 4 12

0.71349 0.78632 0.5886 0.74308 0.42128 0.55432 0.79967 0.73211 0.6559 0.67568 0.68432 0.56838 0.82061 0.62227 0.87301

SUM 163 157 170 135 171 175 109 126 144 145 150 143 123 140 119

AVERAGE 4.075 3.925 4.25 3.375 4.275 4.375 2.725 3.15 3.6 3.625 3.75 3.575 3.075 3.5 2.975
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Lampiran 11. Riwayat Hidup 

DaftarRiwayatHidup 

 

 
Nama   : Roy Hartono 
Tempat, tanggallahir  : Pasuruan, 12 Juni1996 

JenisKelamin  : Lakilaki 

Kebangsaan  : Indonesia 
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Status    : Nikah 

PerguruanTinggi  : UniversitasYudhartaPasuruan 
Fakultas   : Teknik 

Jurusan   : TeknikIndustri 
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No. Telp   : 089672335320 

E-mial   : roykashfanur@gmail,com 
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 SDN 1 Sudimulyo   : 2002 – 2008 (Berijazah) 

 Paket C    : 2014 – 2016 (Berijazah) 

 

 

 

 
Memilikikecakapandalamberkomunikasidanbersosial, 
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