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LAMPIRAN KUSIONER PENELITIAN

PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN KONSUMEN

PADA PELAYANAN SLIK DI OJK MALANG

I.  Identitas Responden

Jenis Kelamin e
Usia e

Il.  Petunjuk Pengisian
Pilihlah jawaban dengan memberi tanda ( vV ) pada salah satu

jawaban yang paling sesuai menurut Bapak/Ibu.
Keterangan jawaban :

STS = Sangat Tidak Setuju
TS  =Tidak Setuju

RG = Ragu-ragu

S = Setuju

SS = Sangat Setuju

I11.  Kuisioner
A. Bukti Fisik
JAWABAN
No PERTANYAAN s S TRG | TS TsTS
1 | Petugas berpakaian bersih dan rapi
2 | Petugas menjaga kebersihan lingkungan kerja
B. Daya Tanggap
JAWABAN
No PERTANYAAN S S [RG | TS [STS
1 | Petugas mampu menjawab sesuai pertanyaan konsumen
2 | Petugas siap membantu konsumen saat mengalami kesulitan
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C. Jaminan

No PERTANYAAN JAWABAN
SS S | RG | TS | STS
1 | Petugas keamanan selalu melakukan tugas pengamanan
2 | Petugas melakukan pekerjaan sesuai dengan prosedur
D. Keandalan
JAWABAN
No PERTANYAAN s S TRG | TS TsTS
1 | Petugas mampu memberikan penjelasan secara terperinci
tentang pelayanan SLIK
2 | Petugas melakukan pekerjaan dengan cepat dan benar dalam
waktu kurang dari 30 menit
E. Empati
JAWABAN
No PERTANYAAN S S TRG | TS TsTs
1 | Petugas selalu menyambut konsumen dengan salam
2 | Petugas selalu melakukan pelayanan dengan sikap sopan
F. Kepuasan Konsumen
JAWABAN
No PERTANYAAN 3S S RG | TS [ STS
1 | Anda tidak akan ragu datang kembali jika membutuhkan
layanan dari OJK Malang di masa depan
2 | Menurut Anda penanganan petugas terhadap masalah sudah
baik
3 | Menurut Anda petugas di OJK Malang sudah memberikan

pelayanan dengan baik




LAMPIRAN DATA NILAI KUISONER
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Sumber: Diolah oleh Peneliti, 2021




LAMPIRAN HASIL UJI VALIDITAS VARIABEL X

Warning # 849 in column 23. Text: in_ID
The LOCALE subcommand of the SET command has an invalid parameter. It could
not be mapped to a valid backend locale.
CORRELATIONS
/VARIABLES=x1.1 x1.2 x2.1 x2.2 x3.1 x3.2 x4.1 x4.2 x5.1 x5.2 total
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations

Notes
Output Created 30-Agu-2021 19:09:23
Comments
Input Active Dataset DataSet0
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data File 112
Missing Value Handling Definition of Missing User-defined missing values are treated as
missing.
Cases Used Statistics for each pair of variables are based on
all the cases with valid data for that pair.
Syntax CORRELATIONS
IVARIABLES=x1.1 x1.2 x2.1 x2.2 x3.1 x3.2
x4.1 x4.2 x5.1 x5.2 total
/PRINT=TWOTAIL NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00,079
Elapsed Time 00:00:00,127
[DataSet0]
Correlations
X2.
x1.1 | x1.2 x2.1 2 | x3.1 x3.2 x4.1 x4.2 x5.1 x5.2 total
x1.1  Pearson 11,6587 | ,4287| 38,5037 | ,477 | 4847 | 4497|564 | 469 | 757
Correlation 2" *
Sig. (2-tailed) ,000 ,000( ,00| ,000 ,000 ,000 ,000( ,000 ,000| ,000
0
N 112| 112 112 112| 112 112 112 112 112 112 112
x1.2  Pearson 658 1| 2187| ,28],476 | 5017 | 426 | 367|449 | 4737 | 677
Correlation : 2" *
Sig. (2-tailed) ,000 ,021( ,00| ,000 ,000 ,000 ,000( ,000 ,000| ,000
3
N 112| 112 112 112| 112 112 112 112 112 112 112
x2.1  Pearson 428" | 218 1| 49(,3107| 3947 | 361 | 4097 [,3757| 369 | ,610°
Correlation : 2" *
Sig. (2-tailed) ,000| ,021 ,00 ,001 ,000 ,000 ,000( ,000 ,000| ,000
0
N 112| 112 112 112| 112 112 112 112 112 112 112
x2.2  Pearson 3827 (2827 [ 4927 | 1|,4427| 367 | ,3887| ,359° [,456 | ,4397 | 641"
Correlation * *




Sig. (2-tailed) ,000| ,003 ,000 ,000 ,000 ,000 ,000| ,000 ,000| ,000
N 112 112 112|112 112 112 112 112| 112 112| 112
x3.1  Pearson ,5o3i 4767 310 44 1| 5957 | 4107 | 4517|475 | 634 ,739:
Correlation 2
Sig. (2-tailed) ,000| ,000 ,001| ,00 ,000 ,000 ,000| ,000 ,000| ,000
0
N 112 112 112|112 112 112 112 112| 112 112| 112
x3.2  Pearson ,477j 5017 | 3947 36 595" 1| 4447 4237|5637 | ,666 ,757:
Correlation 7
Sig. (2-tailed) ,000| ,000 ,000| ,00| ,000 ,000 ,000| ,000 ,000| ,000
0
N 112 112 112|112 112 112 112 112| 112 112| 112
x4.1  Pearson ,484: 4267 | 3617 38 4107 | 4447 1| 8247 |,4987| 478" ,739:
Correlation 8
Sig. (2-tailed) ,000| ,000 ,000| ,00| ,000 ,000 ,000| ,000 ,000| ,000
0
N 112 112 112|112 112 112 112 112| 112 112| 112
x4.2 Pearson 44973677 | ,4097| ,35],4517 | 4237 | 824" 1,478 4147 720
Correlation " 9~ "
Sig. (2-tailed) ,000| ,000 ,000| ,00| ,000 ,000 ,000 ,000 ,000| ,000
0
N 112 112 112|112 112 112 112 112| 112 112| 112
x5.1  Pearson 564|449 | 375 | ,45],475 | 5637 | ,498 | ,478" 1| 6137 762"
Correlation * 6" *
Sig. (2-tailed) ,000| ,000 ,000| ,00| ,000 ,000 ,000 ,000 ,000| ,000
0
N 112 112 112|112 112 112 112 112| 112 112| 112
x5.2  Pearson ,469: 4737 3697 43 6347 666 | ,4787| 4147|6137 1 ,773:
Correlation 9
Sig. (2-tailed) ,000| ,000 ,000| ,00| ,000 ,000 ,000 ,000| ,000 ,000
0
N 112 112 112|112 112 112 112 112| 112 112| 112
total  Pearson 757 [ 6777 6107 ,64|,7397 | 757 | ,7397| 7207|7627 | 773" 1
Correlation - 1™
Sig. (2-tailed) ,000| ,000 ,000| ,00| ,000 ,000 ,000 ,000| ,000 ,000
0
N 112 112 112|112 112 112 112 112| 112 112| 112

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

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

Sumber: Diolah oleh Peneliti, 2021




LAMPIRAN OUTPUT HASIL UJI VALIDITAS VARIABEL Y

CORRELATIONS
/VARIABLES=Y1 Y2 Y3 total
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations

Notes

Output Created

Comments

Input Active Dataset
Filter
Weight
Split File

N of Rows in Working Data

File
Missing Value Handling

Cases Used

Definition of Missing

30-Agu-2021 19:26:38

DataSet0
<none>
<none>
<none>
112

User-defined missing values are treated as
missing.

Statistics for each pair of variables are
based on all the cases with valid data for
that pair.

Syntax CORRELATIONS
IVARIABLES=Y1 Y2 Y3 total
/PRINT=TWOTAIL NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00,000
Elapsed Time 00:00:00,016
[DataSet0]
Correlations
Y1 Y2 Y3 total
Y1 Pearson Correlation 1 ATT 390" 765"
Sig. (2-tailed) ,000 ,000 ,000
N 112 112 112 112
Y2 Pearson Correlation ATT 1 647" 865
Sig. (2-tailed) ,000 ,000 ,000
N 112 112 112 112
Y3 Pearson Correlation 390" 647" 1 825"
Sig. (2-tailed) ,000 ,000 ,000
N 112 112 112 112
total Pearson Correlation 765 865 825" 1
Sig. (2-tailed) ,000 ,000 ,000
N 112 112 112 112

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

Sumber: Diolah oleh Peneliti, 2021







LAMPIRAN OUTPUT HASIL UJI RELIABILITAS VARIABEL X

RELIABILITY

/VARIABLES=x1.1 x1.2 x2.1 x2.2 x3.1 x3.2 x4.1 x4.2 x5.1 x5.2
/SCALE ('ALL VARIABLES') ALL

/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability
Notes
Output Created 30-Agu-2021 19:44:32
Comments
Input Active Dataset DataSet0
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data File 112
Matrix Input
Missing Value Handling Definition of Missing User-defined missing values are treated as missing.
Cases Used Statistics are based on all cases with valid data for
all variables in the procedure.
Syntax RELIABILITY
/VARIABLES=x1.1 x1.2 x2.1 x2.2 x3.1 x3.2 x4.1
x4.2 x5.1 x5.2
/SCALE('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.
Resources Processor Time 00:00:00,016
Elapsed Time 00:00:00,016

[DataSet0]

Scale: ALL VARIABLES

Case Processing Summary

N

%

Cases Valid
Excluded?
Total

112 100,0
0 0
112 100,0

a. Listwise deletion based on all variables in the

procedure.

Sumber: Diolah oleh Peneliti, 2021
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Reliability Statistics

Cronbach's
Alpha N of Items

,895 10

Item-Total Statistics

Cronbach's

Scale Mean if | Scale Variance if | Corrected Item- Alpha if Item

Item Deleted Item Deleted Total Correlation Deleted
x1.1 39,88 10,734 ,685 ,881
x1.2 39,96 11,062 ,589 ,888
x2.1 39,99 11,270 ,507 ,894
x2.2 39,94 11,248 ,549 ,890
x3.1 39,94 10,816 ,663 ,883
x3.2 39,99 10,784 ,687 ,881
x4.1 39,92 10,885 ,666 ,883
x4.2 39,88 10,950 ,642 ,884
x5.1 40,00 10,775 ,693 ,881
x5.2 39,95 10,772 ,709 ,880

Sumber: Diolah oleh Peneliti, 2021

LAMPIRAN OUTPUT HASIL UJI RELIABILITAS VARIABEL Y




RELIABILITY
/VARIABLES=Y1Y2Y3
/SCALE('ALL VARIABLES') ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.

Reliability
Notes
Output Created 30-Agu-2021 19:38:04
Comments
Input Active Dataset DataSet0
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data File 112
Matrix Input
Missing Value Handling Definition of Missing User-defined missing values are treated as missing.
Cases Used Statistics are based on all cases with valid data for
all variables in the procedure.
Syntax RELIABILITY
/VARIABLES=Y1Y2Y3
/SCALE('ALL VARIABLES") ALL
/MODEL=ALPHA
/SUMMARY=TOTAL.
Resources Processor Time 00:00:00,000
Elapsed Time 00:00:00,008
[DataSet0]

Scale: ALL VARIABLES

Case Processing Summary

N %

Cases Valid 112 100,0
Excluded® 0 0

Total 112 100,0

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

Reliability Statistics




Cronbach's Alpha

N of Items

,753

Item-Total Statistics

Scale Mean if Item

Scale Variance if Item

Corrected Item-Total

Cronbach's Alpha if Item

Deleted Deleted Correlation Deleted
Y1 8,84 ,839 479 ,786
Y2 8,88 ,716 672 ,561
Y3 8,87 ,784 ,602 ,646




Expected Cum Prob

LAMPIRAN OUTPUT HASIL P-P PLOT

Mormal P-P Plot of Regression Standardized Residual

Dependent Variable: VarY

1,0

0,67

0,45

0,24

0o = T T T
0,0 0,2 0,4 0,6 08 1.0

Observed Cum Prob



LAMPIRAN OUTPUT HASIL PRODUCT MOMENT CORRELATIONS

CORRELATIONS
/VARIABLES=x1 x2 x3 x4 x5 y
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations
Notes

Output Created
Comments
Input

Missing Value Handling

Active Dataset

Filter

Weight

Split File

N of Rows in Working Data File
Definition of Missing

Cases Used

30-Agu-2021 21:19:52

DataSet0
<none>
<none>
<none>
112
User-defined missing values are treated as missing.

Statistics for each pair of variables are based on all
the cases with valid data for that pair.

Syntax CORRELATIONS
IVARIABLES=x1 x2 x3 x4 x5y
/PRINT=TWOTAIL NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00,016
Elapsed Time 00:00:00,016
[DataSet0]
Correlations
Var X1 var x2 var.x3 varx4 var x5 var'Y
Var X1  Pearson Correlation 1 417 6027 4977 598" 534"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 112 112 112 112 112 112
varx2  Pearson Correlation 417 1 490 460 527 361"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 112 112 112 112 112 112
varx3  Pearson Correlation 602" 490" 1 507" 728" 546"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 112 112 112 112 112 112
varx4  Pearson Correlation 497" 460" 507" 1 545" 596
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 112 112 112 112 112 112
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var x5  Pearson Correlation 598" 527" 728" 545 1 622"
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 112 112 112 112 112 112
var'Y Pearson Correlation 534" 361" 546" 596 622" 1
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 112 112 112 112 112 112

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

LAMPIRAN OUTPUT HASIL REGRESI UJI T DAN UJI F

REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN

/DEPENDENT y

/METHOD=ENTER x1 x2 x3 x4 x5.

Regression
Notes

Output Created 30-Agu-2021 21:31:28
Comments
Input Active Dataset DataSet0

Filter <none>

Weight <none>

Split File <none>

Missing Value Handling

Syntax

Resources

N of Rows in Working Data File
Definition of Missing

Cases Used

Processor Time
Elapsed Time
Memory Required

Additional Memory Required for
Residual Plots

112
User-defined missing values are treated as missing.

Statistics are based on cases with no missing values
for any variable used.
REGRESSION
IMISSING LISTWISE
/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN
/DEPENDENT y
/METHOD=ENTER x1 x2 x3 x4 x5.

00:00:00,031
00:00:00,312
2668 bytes

0 bytes




[DataSet0]

Variables Entered/Removed”

varx4, Var X1,
var.x3?

Model Variables Variables
Entered Removed Method
var x5, var x2, Enter

Model Summary

a. All requested variables entered.
b. Dependent Variable: var Y

Model

R Square | Adjusted

R Square

Std. Error of the
Estimate

;709

,503

479

,902

a. Predictors: (Constant), var x5, var x2, varx4, Var X1, var.x3

ANOVA®
Model
Sum of Squares df Mean Square F Sig.
1 Regression 87,089 5 17,418 21,422 ,000°
Residual 86,188 106 ,813
Total 173,277 111

a. Predictors: (Constant), var x5, var x2, varx4, Var X1, var.x3

b. Dependent Variable: var Y




Coefficients?

Model Standardized
Unstandardized Coefficients Coefficients
B Std. Error Beta t Sig.

1 (Constant) 3,480 1,057 3,293 ,001

Var X1 ,203 122 ,153 1,666 ,099

var x2 -,096 ,119 -,068 -,807 422

var.x3 ,110 ,145 ,080 ,755 ,452

varx4 434 113 ,332 3,826 ,000

var x5 ,452 ,152 ,327 2,978 ,004

a. Dependent Variable

tvarY




Lamiran 1.Gambar penelitian

Dokumentasi Peneliti: Otoritas Jasa Keuangan

TT=mimE |
|

Dokumentasi wawancara dengan petugas security Otoritas Jasa Keuangan

92
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Lampiran 2.

| B

Nomor : S-556/K0.0401/2021 13 Oktober 2021
Sifat : Biasa

Lampiran : -

Hal : Keterangan Selesai Penelitian

Yth. Dekan Fakultas Ilmu Sosial dan Politik Universitas
Yudharta Jl. Univ. Yudharta No.07, Purwosari
Pasuruan

Menunjuk surat Saudara nomor 0111/S9/FISIP.UYP/II/06/2021
tanggal 24 Juni 2021 hal Riset/Survey, dapat kami sampaikan bahwa
mahasiswa atas nama :

Nama : M. Ziya'ul Hagqi

NIM : 201769080027
Angkatan/Semester : 2017 /VIII

Program Studi : Administrasi Publik

telah selesai melakukan penelitian di Kantor Otoritas Jasa Keuangan
Malang dalam rangka penyusunan skripsi berjudul : “Kualitas Pelayanan
Publik Bidang Sistem Layanan Informasi Keuangan (SLIK) di Otoritas Jasa
Keuangan (OJK)”. Penelitian dimaksud telah dilaksanakan terhitung sejak
tanggal 16 s.d. 28 Agustus 2021.

Demikian surat keterangan ini dibuat dan diberikan untuk dipergunakan
sebagaimana mestinya.

Kepala OJK Malang

Sugiarto Kasmuri

Dokumen Ini Ditandatangani secara Elektronik.
Validasi dapat dilihat melalui scan QR-Code.

-

Kantor OJK Malang 5
KP D.03/KO.0401010 JL. Letj No. 109-111 M OJK-131021-079910
Telepon : 0341-4381100, 0341-4381101; Situs : www.ojk.go.id
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