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LAMPIRAN 

 

 
 

 

 



 

Lampiran 1 Kuesioner Penelitian 

 

KUESIONER 

PENGARUH INOVASI LAYANAN TERHADAP KEPUASAN 

PENGGUNA PADA WEBSITE AHU ONLINE DIREKTORAT JENDERAL 

ADMINISTRASI HUKUM UMUM  

Jakarta, 10 Juli 2023 

Kepada Yth.  

Responden/Pengguna Website AHU Online  

Di Tempat  

 

Dalam rangka menyelesaikan Tugas Akhir/Skripsi di Universitas Nasional, maka 

saya ingin melakukan penelitian mengenai Kepuasan Pengguna Pada Layanan 

Website AHU Online dengan judul “Pengaruh Inovasi Layanan Terhadap Kepuasan 

Pengguna Pada Website Administrasi Hukum Umum Online (AHU Online) 

Direktorat Jenderal Administrasi  Hukum Umum”. Sehubungan dengan itu, saya 

membutuhkan sejumlah data untuk diolah dan kemudian dijadikan sebagai bahan 

penelitian melalui kerja sama dan kesediaan Bapak/Ibu/Saudara/i dalam mengisi 

kuisioner ini. Harapan saya Bapak/Ibu/Saudara/i dapat mengisi kuisioner ini 

dengan sungguh-sungguh agar didapatkannya data yang valid. Atas perhatian dan 

kesediaan Bapak/Ibu/Saudara/i sekalian, saya ucapkan terima kasih. 

 Hormat Saya, 

  

 Fadila Septi Damayanti 

NPM. 193515516069 

 



 

A. Petunjuk pengisian:  

- Bacalah dengan teliti setiap pernyataan dan seluruh alternatif 

jawabannya.  

- Jawablah pernyataan tersebut dengan cara memberikan tanda hitam (   ) 

pada pilihan jawaban yang tersedia.  

- Peneliti sangat mengharapkan semua pernyataan dijawab dengan jujur, 

benar, dan jelas. 

B. Identitas Responden  

Email   :……………………………….. 

Nama   : ..................................................  

Jenis Kelamin : 

     Laki-laki              Perempuan 

- Silahkan Bapak/Ibu/Saudara/i pilih jawaban yang paling sesuai dengan 

kondisi yang ada dengan memberikan memberikan tanda hitam (   ) pada 

pilihan jawaban yang tersedia.  

Keterangan skor jawaban: 

Keterangan Bobot Nilai 

Sangat Setuju (SS) 5 

Setuju (S) 4 

Ragu-ragu (RR) 3 

Tidak Setuju (TS) 2 

Sangat Tidak Setuju (STS) 1 

 



 

No Pernyataan 

Jawaban 

SS S RR TS STS 

5 4 3 2 1 

Variabel Inovasi Layanan (X) 

a) Keunggulan Relatif 

1. Standar Operasional Prosedur permohonan 

administrasi hukum menjadi lebih praktis 

digunakan karena memiliki banyak kegunaan 

hanya dalam satu Website 

     

2. Pemohon tidak perlu melakukan kegiatan 

administrasi hukum secara langsung atau tatap 

muka 

     

b) Kompatibilitas      

3. Fitur panduan dalam Website AHU Online dapat 

memudahkan pengguna dalam mencari informasi 

seputar kepengurusan administrasi hukum 

     

4. Pelayanan administrasi hukum dalam Website 

AHU Online dengan cepat melayani masyarakat 

karena dinilai untuk dapat digunakan kapan saja 

dan dimana saja 

     

c) Kerumitan      

5. Website  AHU Online mudah digunakan untuk 

kepengurusan administrasi hukum.  

     

d) Kemampuan Di UjiCobakan 

6. Website  AHU Online telah layak digunakan oleh 

pengguna layanan 

     

7. Tidak ada kesalahan yang signfikan dalam 

pelayanan administrasi hukum di Website AHU 

Online 

     

e) Kemampuan Untuk Di Amati 



 

8. Website AHU Online mampu menjawab 

kebutuhan pengguna layanan 

     

9. Website AHU Online dapat diterima oleh 

pengguna layanan   

     

Variabel Kepuasan Pengguna (Y) 

a) Isi 

1. Fitur – fitur pelayanan administrasi hukum dalam 

Website AHU Online memberikan informasi tepat 

yang pengguna layanan butuhkan 

     

2. Website AHU Online memberikan informasi yang 

sangat jelas bagi pengguna layanan 

     

b) Keakuratan 

3. Pelayanan dalam Website AHU Online 

memberikan data dan informasi yang benar dan 

akurat contohnya fitur pembelian voucher dalam 

pembuatan biling 

     

4. Fitur Website AHU Online menampilkan halaman 

yang sesuai dengan apa yang diperintahkan pada 

fitur sebelumnya. 

     

c) Bentuk 

5. Terdapat  logo yang menunjukkan masing masing 

fungsi pelayanan 

     

6. Tata letak tampilan Website AHU Online secara 

umum memudahkan dalam kepengurusan 

administrasi hukum 

     

d) Kemudahan Penggunaan 

7. Website AHU Online dapat dengan  mudah 

dipahami dan digunakan terkait kepengurusan 

administrasi hukum  

     



 

8. Tersedia panduan yang dapat dilihat dengan jelas 

dalam Website AHU Online 

     

e) Ketepatan Waktu 

9. Pelayanan administrasi sesuai dengan waktu yg 

dijanjikan maksimal 14 hari kerja 

     

 

 

 

 

 

 

 

 

 

 

 

 

 Jakarta, 7 Juli 2023 

Dosen Pembimbing 

  

  

 Dr. Heru Dian Setiawan, M.Si 

 

 

 

 



 

Lampiran 2 Tabulasi Data Uji Coba Variabel Inovasi Layanan 
 

 

 

 

 

Responden X1 X2 X3 X4 X5 X6 X7 X8 X9 
TOTAL 

X  
1 4 5 4 5 5 5 5 4 5 42  

2 5 5 5 5 5 5 5 4 4 43  

3 4 4 4 4 4 3 3 3 3 32  

4 5 5 5 5 5 5 5 5 5 45  

5 5 5 4 4 5 4 5 4 4 40  

6 3 5 5 5 5 4 3 5 5 40  

7 5 5 4 4 5 4 5 4 5 41  

8 3 4 2 5 4 5 5 4 5 37  

9 5 5 5 4 4 5 5 4 5 42  

10 5 5 4 5 4 4 4 4 5 40  

11 4 5 5 5 4 4 5 4 3 39  

12 3 3 3 2 2 2 3 3 3 24  

13 4 5 5 4 4 4 5 4 5 40  

14 5 5 4 5 4 4 5 4 5 41  

15 4 5 4 4 5 5 5 5 5 42  

16 5 4 5 5 4 3 4 5 4 39  

17 5 5 5 5 4 4 5 5 5 43  

18 5 5 4 5 5 5 5 5 5 44  

19 5 5 4 5 4 5 5 5 4 42  

20 5 5 5 5 5 4 5 5 5 44  

21 5 5 4 5 5 5 5 4 5 43  

22 5 5 5 5 5 5 3 5 5 43  

23 5 5 5 4 5 5 5 4 5 43  

24 5 5 5 5 5 4 4 4 5 42  

25 5 5 4 4 4 4 5 5 5 41  

26 5 5 5 4 5 5 5 4 5 43  

27 5 5 4 2 3 3 3 3 4 32  

28 5 5 5 5 4 5 5 5 5 44  

29 5 5 5 5 5 5 5 5 5 45  

30 5 5 5 5 5 5 5 5 5 45  



 

Lampiran 3 Tabulasi Data Uji Coba Variabel Kepuasan Pengguna 

 

 

 

 

 

 

Responden Y1 Y2 Y3 Y4 Y5 Y6 Y7 Y8 Y9 TOTAL Y 
 

1 3 3 3 3 3 3 3 3 3 27  

2 3 3 3 3 3 3 3 3 3 27  

3 5 5 5 4 5 5 4 5 5 43  

4 4 5 4 5 4 5 4 5 4 40  

5 5 4 4 5 5 4 5 4 4 40  

6 5 4 5 5 4 5 4 5 4 41  

7 5 4 4 4 5 4 4 4 4 38  

8 4 5 4 4 4 4 5 4 4 38  

9 4 4 5 5 4 4 4 5 4 39  

10 4 4 4 4 3 4 4 4 4 35  

11 5 2 5 4 5 4 4 4 5 38  

12 4 4 5 4 5 4 4 5 4 39  

13 4 5 5 4 5 5 5 5 4 42  

14 4 5 4 5 4 5 4 5 4 40  

15 4 5 5 4 5 4 4 4 5 40  

16 4 5 5 5 5 5 5 5 5 44  

17 4 4 5 5 4 4 4 4 5 39  

18 5 5 5 5 5 5 5 5 5 45  

19 5 4 5 5 4 5 4 5 5 42  

20 5 5 5 5 5 5 5 4 5 44  

21 5 4 5 5 4 5 5 5 5 43  

22 5 4 4 5 5 5 5 4 4 41  

23 3 3 3 3 3 3 3 3 3 27  

24 5 4 4 5 5 4 4 4 4 39  

25 3 3 3 3 3 3 3 3 3 27  

26 5 4 4 4 5 4 4 4 4 38  

27 4 5 4 5 5 5 5 5 4 42  

28 5 5 5 5 5 5 5 5 5 45  

29 5 5 4 5 5 4 5 4 4 41  

30 3 3 3 3 3 3 3 3 3 27  



 

Lampiran 4 Hasil Uji Coba Validitas Variabel Inovasi Layanan 

 

Correlations 

 X1 X2 X3 X4 X5 X6 X7 X8 X9 XTOTAL 

X1 Pearson 

Correlation 

1 .578*

* 

.479** .220 .338 .300 .349 .286 .306 .584** 

Sig. (2-

tailed) 
 

.001 .007 .243 .068 .107 .059 .125 .100 .001 

N 30 30 30 30 30 30 30 30 30 30 

X2 Pearson 

Correlation 

.578*

* 

1 .531** .410

* 

.633** .621** .467** .415* .578** .794** 

Sig. (2-

tailed) 

.001 
 

.003 .024 .000 .000 .009 .023 .001 .000 

N 30 30 30 30 30 30 30 30 30 30 

X3 Pearson 

Correlation 

.479*

* 

.531*

* 

1 .318 .414* .216 .100 .406* .196 .560** 

Sig. (2-

tailed) 

.007 .003 
 

.087 .023 .251 .599 .026 .299 .001 

N 30 30 30 30 30 30 30 30 30 30 

X4 Pearson 

Correlation 

.220 .410* .318 1 .607** .577** .408* .636** .409* .738** 

Sig. (2-

tailed) 

.243 .024 .087 
 

.000 .001 .025 .000 .025 .000 

N 30 30 30 30 30 30 30 30 30 30 

X5 Pearson 

Correlation 

.338 .633*

* 

.414* .607

** 

1 .689** .406* .478** .550** .804** 

Sig. (2-

tailed) 

.068 .000 .023 .000 
 

.000 .026 .008 .002 .000 

N 30 30 30 30 30 30 30 30 30 30 

X6 Pearson 

Correlation 

.300 .621*

* 

.216 .577

** 

.689** 1 .629** .499** .621** .817** 

Sig. (2-

tailed) 

.107 .000 .251 .001 .000 
 

.000 .005 .000 .000 

N 30 30 30 30 30 30 30 30 30 30 

X7 Pearson 

Correlation 

.349 .467*

* 

.100 .408

* 

.406* .629** 1 .360 .415* .658** 

Sig. (2-

tailed) 

.059 .009 .599 .025 .026 .000 
 

.051 .022 .000 



 

N 30 30 30 30 30 30 30 30 30 30 

X8 Pearson 

Correlation 

.286 .415* .406* .636

** 

.478** .499** .360 1 .520** .723** 

Sig. (2-

tailed) 

.125 .023 .026 .000 .008 .005 .051 
 

.003 .000 

N 30 30 30 30 30 30 30 30 30 30 

X9 Pearson 

Correlation 

.306 .578*

* 

.196 .409

* 

.550** .621** .415* .520** 1 .711** 

Sig. (2-

tailed) 

.100 .001 .299 .025 .002 .000 .022 .003 
 

.000 

N 30 30 30 30 30 30 30 30 30 30 

XTOTAL Pearson 

Correlation 

.584*

* 

.794*

* 

.560** .738

** 

.804** .817** .658** .723** .711** 1 

Sig. (2-

tailed) 

.001 .000 .001 .000 .000 .000 .000 .000 .000 
 

N 30 30 30 30 30 30 30 30 30 30 

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

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

 

  



 

Lampiran 5 Hasil Uji Coba Validitas Kepuasan Pengguna 

 

Correlations 

 Y1 Y2 Y3 Y4 Y5 Y6 Y7 Y8 Y9 YTOTAL 

Y1 Pearson 

Correlation 

1 .359 .632** .704** .745** .659** .657** .535** .691** .796** 

Sig. (2-tailed)  .052 .000 .000 .000 .000 .000 .002 .000 .000 

N 30 30 30 30 30 30 30 30 30 30 

Y2 Pearson 

Correlation 

.359 1 .469** .604** .533** .708** .695** .652** .483** .741** 

Sig. (2-tailed) .052  .009 .000 .002 .000 .000 .000 .007 .000 

N 30 30 30 30 30 30 30 30 30 30 

Y3 Pearson 

Correlation 

.632** .469** 1 .643** .631** .721** .592** .783** .888** .845** 

Sig. (2-tailed) .000 .009  .000 .000 .000 .001 .000 .000 .000 

N 30 30 30 30 30 30 30 30 30 30 

Y4 Pearson 

Correlation 

.704** .604** .643** 1 .581** .796** .745** .735** .656** .862** 

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

N 30 30 30 30 30 30 30 30 30 30 

Y5 Pearson 

Correlation 

.745** .533** .631** .581** 1 .600** .722** .542** .635** .802** 

Sig. (2-tailed) .000 .002 .000 .001  .000 .000 .002 .000 .000 

N 30 30 30 30 30 30 30 30 30 30 

Y6 Pearson 

Correlation 

.659** .708** .721** .796** .600** 1 .744** .874** .711** .909** 

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

N 30 30 30 30 30 30 30 30 30 30 

Y7 Pearson 

Correlation 

.657** .695** .592** .745** .722** .744** 1 .613** .622** .853** 

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

N 30 30 30 30 30 30 30 30 30 30 

Y8 Pearson 

Correlation 

.535** .652** .783** .735** .542** .874** .613** 1 .645** .851** 

Sig. (2-tailed) .002 .000 .000 .000 .002 .000 .000  .000 .000 

N 30 30 30 30 30 30 30 30 30 30 



 

 

Y9 Pearson 

Correlation 

.691** .483** .888** .656** .635** .711** .622** .645** 1 .840** 

Sig. (2-tailed) .000 .007 .000 .000 .000 .000 .000 .000  .000 

N 30 30 30 30 30 30 30 30 30 30 

YTOTAL Pearson 

Correlation 

.796** .741** .845** .862** .802** .909** .853** .851** .840** 1 

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

N 30 30 30 30 30 30 30 30 30 30 

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

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

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 6 Hasil Uji Coba Reliabilitas Variabel Inovasi Layanan (X) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.871 9 

 

Case Processing Summary 

 N % 

Cases Valid 30 100.0 

Excludeda 0 .0 

Total 30 100.0 

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



 

Lampiran 7 Hasil Uji Coba Reliabilitas Variabel Kepuasan Pengguna (Y) 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.944 9 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Case Processing Summary 

 N % 

Cases Valid 30 100.0 

Excludeda 0 .0 

Total 30 100.0 

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



 

Lampiran 8 Tabulasi Data Variabel Inovasi Layanan (X) 

 

1 4 4 4 4 4 4 4 4 4 36

2 5 4 5 4 5 5 5 4 5 42

3 5 4 4 4 4 4 4 5 4 38

4 4 4 5 5 5 4 4 4 5 40

5 5 5 5 5 5 5 5 5 5 45

6 2 4 2 2 5 1 1 1 1 19

7 5 5 5 5 4 4 4 3 3 38

8 3 3 4 5 4 5 5 5 4 38

9 3 5 5 5 5 5 5 5 5 43

10 4 4 4 4 4 4 4 3 3 34

11 4 4 4 5 5 5 5 5 5 42

12 5 5 5 5 5 5 5 4 4 43

13 3 3 3 3 3 3 3 3 3 27

14 4 4 4 4 4 4 4 4 4 36

15 4 4 5 5 4 4 3 3 3 35

16 5 4 4 4 4 4 4 4 4 37

17 4 4 4 4 4 4 4 4 5 37

18 4 4 4 3 4 4 4 4 3 34

19 4 4 5 4 4 4 4 4 4 37

20 2 2 2 2 3 2 2 2 3 20

21 5 5 5 5 4 5 5 5 5 44

22 5 5 5 4 4 4 4 4 4 39

23 2 2 2 2 2 2 2 3 3 20

24 4 4 5 4 5 4 4 4 4 38

25 4 3 3 2 2 2 2 2 3 23

26 2 2 2 2 2 2 5 1 1 19

27 3 2 2 2 3 2 2 2 2 20

28 3 4 4 4 4 4 4 4 4 35

29 2 3 2 3 2 2 2 3 3 22

30 4 4 3 3 3 3 3 3 3 29

31 4 2 2 2 2 3 5 5 5 30

32 3 3 2 2 2 2 2 3 3 22

33 2 2 2 4 3 2 2 3 2 22

34 4 4 4 4 3 4 4 4 4 35

35 3 2 3 3 2 2 2 2 2 21

X5 X6 X7 X8 X9 TOTAL XResponden X1 X2 X3 X4

 



 

36 5 2 3 2 2 2 2 5 2 25

37 5 5 5 5 5 5 5 5 5 45

38 2 2 2 2 2 2 3 2 3 20

39 4 4 4 4 4 4 4 4 4 36

40 3 3 3 3 3 3 4 4 4 30

41 3 3 4 4 3 4 4 4 4 33

42 3 3 3 4 4 4 4 4 4 33

43 3 3 3 3 3 3 3 3 3 27

44 3 3 4 3 4 5 4 3 3 32

45 3 3 3 3 2 3 3 3 3 26

46 2 2 2 2 2 5 2 2 2 21

47 3 3 3 3 3 3 5 4 3 30

48 4 4 4 4 4 4 4 3 3 34

49 3 3 5 3 4 3 3 4 4 32

50 5 5 5 2 2 4 2 3 3 31

51 3 3 3 3 2 5 2 2 2 25

52 2 3 4 4 4 3 4 3 3 30

53 4 3 3 3 3 3 4 4 4 31

54 4 4 4 3 3 4 4 3 3 32

55 3 4 3 3 3 3 3 3 3 28

56 3 3 3 3 3 3 3 3 2 26

57 5 3 3 3 5 3 5 3 3 33

58 2 2 2 2 2 2 2 3 3 20

59 3 3 2 2 2 2 2 3 2 21

60 3 3 4 3 3 3 3 3 3 28

61 3 3 3 3 3 3 3 3 3 27

62 4 5 3 5 5 5 4 4 4 39

63 3 3 4 4 4 4 4 4 3 33

64 4 4 4 4 4 4 4 4 4 36

65 4 4 5 5 5 4 4 4 4 39

66 3 3 3 2 2 3 3 3 3 25

67 3 3 3 3 3 3 3 3 3 27

68 3 3 3 2 3 3 3 3 3 26

69 4 4 3 3 3 3 4 4 4 32

70 4 3 3 3 3 3 3 3 3 28

71 3 2 2 2 2 3 3 3 3 23

72 2 2 2 3 3 3 2 3 3 23

73 2 2 2 4 4 4 5 5 5 33

74 3 3 3 4 3 4 3 3 5 31

75 4 4 4 5 5 5 5 4 4 40  



 

76 2 2 3 2 3 3 3 3 3 24

77 5 5 5 5 4 5 4 5 5 43

78 5 5 4 5 5 5 5 4 5 43

79 3 2 3 3 3 3 3 3 3 26

80 3 3 4 4 4 4 4 3 3 32

81 4 3 3 3 3 3 3 3 3 28

82 5 5 5 5 5 5 4 4 4 42

83 5 5 4 4 5 5 5 5 4 42

84 5 5 5 5 4 5 5 5 5 44

85 3 2 2 2 2 3 2 4 2 22

86 3 3 3 3 4 5 4 5 4 34

87 4 3 3 3 4 5 4 4 4 34

88 3 3 3 3 4 3 3 3 4 29

89 4 5 5 5 4 4 4 4 4 39

90 4 4 3 4 4 4 4 4 4 35

91 3 3 3 3 3 2 2 2 3 24

92 4 4 4 4 4 4 4 3 3 34

93 5 2 2 2 3 3 3 3 3 26

94 3 4 4 5 5 4 4 4 4 37

95 3 3 3 3 3 3 3 4 4 29

96 3 3 3 3 4 3 4 3 4 30

97 4 5 5 5 5 5 5 5 4 43

98 4 4 4 4 4 4 5 4 4 37

99 3 3 2 2 2 2 3 2 4 23

100 1 1 2 2 2 5 2 2 2 19

101 3 3 3 3 3 4 4 4 4 31

102 5 5 5 5 5 5 5 5 5 45

103 3 4 4 3 3 3 3 3 3 29

104 5 5 5 5 5 4 5 5 5 44

105 3 3 2 2 2 2 2 2 3 21

106 5 5 5 5 3 3 3 3 3 35

107 4 4 4 5 5 5 4 4 4 39

108 5 5 4 4 5 4 5 4 4 40

109 3 3 4 4 4 4 3 3 3 31

110 5 5 4 5 4 4 5 4 5 41

111 5 4 4 4 5 5 5 5 5 42

112 5 4 5 5 5 4 5 5 3 41

113 5 4 5 4 5 4 5 5 5 42

114 2 2 2 3 3 3 3 3 3 24

115 5 5 5 5 5 5 5 5 5 45

116 5 5 5 5 5 5 5 5 5 45  



 

117 4 4 4 4 5 4 4 4 4 37

118 3 2 2 2 2 2 2 2 2 19

119 4 4 5 5 5 5 5 4 4 41

120 4 4 4 5 5 5 5 4 4 40

121 3 2 2 3 3 3 3 3 3 25

122 3 3 2 2 3 2 3 3 3 24

123 4 4 5 5 5 5 5 4 4 41

124 5 5 5 5 1 5 5 5 5 41

125 4 4 5 4 5 5 5 4 4 40

126 5 5 5 5 5 5 5 5 5 45

127 5 5 5 5 4 5 5 5 5 44

128 5 5 5 4 5 5 5 5 5 44

129 3 2 2 2 2 2 2 2 2 19

130 4 4 4 4 4 4 4 4 4 36  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 9 Tabulasi Data Variabel Kepuasan Pengguna (Y) 

 

1 5 4 5 5 4 4 4 5 5 41

2 3 5 4 5 4 5 5 4 5 40

3 4 3 4 5 4 3 4 5 5 37

4 5 4 4 4 4 4 4 4 4 37

5 5 5 4 4 5 4 5 5 4 41

6 5 5 4 5 5 4 4 4 5 41

7 3 4 3 4 4 5 4 4 4 35

8 5 5 5 4 5 5 4 5 4 42

9 5 5 4 3 4 3 3 3 3 33

10 4 5 4 4 4 4 4 4 4 37

11 4 5 5 4 5 4 4 4 5 40

12 4 4 4 4 4 4 4 4 4 36

13 3 3 3 3 3 3 3 3 3 27

14 5 5 4 4 4 4 4 4 4 38

15 5 4 5 4 3 4 4 4 4 37

16 5 5 4 3 4 4 4 3 4 36

17 5 4 3 5 4 4 4 5 4 38

18 5 4 4 5 4 4 4 5 4 39

19 3 2 2 2 2 2 3 2 2 20

20 3 2 2 2 2 2 3 2 2 20

21 2 4 5 5 5 5 5 5 5 41

22 4 4 5 4 5 4 4 4 4 38

23 2 2 4 2 2 2 2 2 2 20

24 2 2 2 2 2 2 3 3 3 21

25 2 2 2 2 2 2 3 2 3 20

26 2 2 3 3 2 2 2 3 3 22

27 3 2 2 2 2 2 2 2 3 20

28 5 4 4 4 4 4 5 4 4 38

29 2 2 2 2 2 2 2 3 3 20

30 2 3 2 2 5 2 2 2 3 23

31 4 4 4 4 3 3 3 4 4 33

32 4 3 3 3 3 3 3 3 3 28

33 2 2 3 2 2 2 2 3 3 21

34 5 4 4 4 4 4 4 4 4 37

35 3 3 3 3 3 3 3 3 4 28

Y6 Y7 Y8 Y9 TOTAL YResponden Y1 Y2 Y3 Y4 Y5

 



 

36 2 2 2 4 3 2 2 2 4 23

37 5 5 5 5 5 5 5 5 5 45

38 3 3 3 3 3 3 3 3 3 27

39 4 5 4 4 4 4 5 3 3 36

40 4 3 5 3 3 3 3 3 3 30

41 3 4 4 4 3 3 4 4 5 34

42 5 4 4 3 3 3 3 3 3 31

43 3 3 2 3 3 2 3 2 3 24

44 4 3 3 3 4 3 3 3 3 29

45 2 2 2 2 3 3 3 3 4 24

46 2 3 2 2 2 2 2 3 3 21

47 4 4 3 3 3 5 4 4 4 34

48 3 4 4 3 3 3 4 3 4 31

49 3 4 3 4 3 5 4 3 4 33

50 4 4 3 3 3 3 4 4 3 31

51 3 3 4 3 4 4 3 3 3 30

52 4 4 4 4 3 3 3 3 3 31

53 4 4 4 4 3 3 3 3 3 31

54 4 4 3 4 4 5 3 3 5 35

55 3 4 3 3 3 3 3 3 3 28

56 4 4 3 4 4 4 3 3 3 32

57 4 4 3 3 4 4 5 3 4 34

58 2 3 3 3 3 3 3 3 3 26

59 4 3 3 3 3 3 3 3 3 28

60 3 3 3 3 3 3 2 2 2 24

61 4 3 3 4 4 4 4 4 5 35

62 4 4 3 4 3 4 4 4 4 34

63 4 4 4 3 4 3 4 4 4 34

64 5 4 4 5 4 4 4 5 4 39

65 5 5 5 5 5 5 3 3 3 39

66 4 3 3 4 3 3 4 3 3 30

67 3 2 2 3 3 3 3 3 3 25

68 3 2 2 2 2 2 2 2 3 20

69 4 3 3 4 4 4 3 4 3 32

70 3 3 3 3 3 3 3 3 3 27

71 3 3 3 4 3 4 3 4 3 30

72 4 3 3 3 3 3 3 3 4 29

73 4 4 4 4 4 4 4 4 3 35

74 3 3 3 4 4 4 4 3 4 32

75 4 4 4 4 4 4 4 4 4 36  



 

76 3 3 3 3 3 3 3 3 3 27

77 4 5 4 4 5 4 5 4 4 39

78 5 5 5 5 5 5 5 5 5 45

79 3 3 4 2 2 2 2 2 2 22

80 3 3 4 3 4 3 3 3 3 29

81 3 3 2 2 2 2 2 2 2 20

82 5 5 4 4 4 4 5 5 4 40

83 5 5 5 4 4 4 4 4 5 40

84 5 5 5 5 4 3 5 5 5 42

85 3 3 3 3 3 3 3 3 3 27

86 5 4 4 3 4 3 3 3 3 32

87 3 3 4 3 3 4 3 4 3 30

88 3 3 3 3 3 2 2 2 4 25

89 4 4 4 4 4 4 4 3 4 35

90 3 3 2 3 2 3 2 3 3 24

91 3 3 3 2 3 3 2 2 3 24

92 4 3 3 4 4 3 4 3 4 32

93 5 4 4 5 5 5 4 5 5 42

94 4 4 4 5 3 4 4 4 4 36

95 5 3 3 2 2 2 2 2 2 23

96 3 3 2 2 2 2 2 2 3 21

97 3 3 3 3 2 2 2 2 2 22

98 4 4 4 4 4 4 4 5 5 38

99 3 3 2 2 2 2 3 3 3 23

100 2 3 5 2 3 2 2 2 2 23

101 3 3 2 2 2 2 2 3 3 22

102 5 4 5 5 5 5 4 5 5 43

103 3 3 3 2 2 2 2 2 2 21

104 5 5 4 4 4 5 4 4 5 40

105 3 2 2 2 2 2 2 3 3 21

106 3 3 3 2 3 3 2 3 3 25

107 4 4 4 4 4 4 4 4 4 36

108 5 4 5 4 4 4 4 4 5 39

109 2 2 2 2 3 5 3 3 3 25

110 3 3 3 3 3 3 3 3 4 28

111 5 4 5 5 5 5 4 5 5 43

112 4 4 5 5 4 5 5 5 5 42

113 2 2 2 3 2 3 3 2 3 22

114 4 3 4 3 3 3 3 3 3 29

115 5 4 5 5 4 5 5 5 5 43

116 3 3 3 3 3 2 2 3 3 25  



 

117 3 3 3 2 3 3 3 3 3 26

118 3 3 3 3 3 3 3 3 2 26

119 5 5 5 5 5 5 5 5 5 45

120 5 5 4 4 4 5 5 4 5 41

121 5 5 5 5 4 5 5 5 5 44

122 3 5 3 3 3 3 3 3 3 29

123 5 4 5 5 5 5 5 5 5 44

124 5 5 5 5 5 5 5 5 5 45

125 5 5 5 5 5 5 5 5 5 45

126 5 5 5 5 4 5 5 5 5 44

127 4 4 5 5 5 5 5 5 5 43

128 5 4 5 5 5 5 4 5 5 43

129 3 3 2 2 2 2 2 3 3 22

130 3 2 3 3 3 3 3 3 3 26  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 10 Uji Validitas Variabel Inovasi Layanan (X) 

 

 

Correlations 

 X1 X2 X3 X4 X5 X6 X7 X8 X9 XTOTAL 

X1 Pearson 

Correlation 

1 .773** .710** .592** .524** .540** .605** .622** .577** .781** 

Sig. (2-

tailed) 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X2 Pearson 

Correlation 

.773** 1 .829** .769** .659** .630** .628** .584** .625** .858** 

Sig. (2-

tailed) 

.000 
 

.000 .000 .000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X3 Pearson 

Correlation 

.710** .829** 1 .812** .685** .711** .666** .629** .610** .880** 

Sig. (2-

tailed) 

.000 .000 
 

.000 .000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X4 Pearson 

Correlation 

.592** .769** .812** 1 .762** .749** .731** .670** .674** .895** 

Sig. (2-

tailed) 

.000 .000 .000 
 

.000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X5 Pearson 

Correlation 

.524** .659** .685** .762** 1 .650** .700** .580** .583** .815** 

Sig. (2-

tailed) 

.000 .000 .000 .000 
 

.000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X6 Pearson 

Correlation 

.540** .630** .711** .749** .650** 1 .727** .677** .652** .837** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 
 

.000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X7 Pearson 

Correlation 

.605** .628** .666** .731** .700** .727** 1 .750** .741** .864** 



 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 
 

.000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X8 Pearson 

Correlation 

.622** .584** .629** .670** .580** .677** .750** 1 .799** .828** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 
 

.000 .000 

N 130 130 130 130 130 130 130 130 130 130 

X9 Pearson 

Correlation 

.577** .625** .610** .674** .583** .652** .741** .799** 1 .821** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 
 

.000 

N 130 130 130 130 130 130 130 130 130 130 

XTOTAL Pearson 

Correlation 

.781** .858** .880** .895** .815** .837** .864** .828** .821** 1 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 
 

N 130 130 130 130 130 130 130 130 130 130 

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

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 11 Uji Validitas Variabel Kepuasan Pengguna (Y) 

 

 

Correlations 

 Y1 Y2 Y3 Y4 Y5 Y6 Y7 Y8 Y9 

YTOT

AL 

Y1 Pearson 

Correlation 

1 .751** .677** .683** .650** .618** .646** .664** .561** .804** 

Sig. (2-

tailed) 
 

.000 .000 .000 .000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y2 Pearson 

Correlation 

.751** 1 .723** .701** .726** .699** .736** .660** .620** .849** 

Sig. (2-

tailed) 

.000 
 

.000 .000 .000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y3 Pearson 

Correlation 

.677** .723** 1 .725** .720** .662** .664** .697** .604** .832** 

Sig. (2-

tailed) 

.000 .000 
 

.000 .000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y4 Pearson 

Correlation 

.683** .701** .725** 1 .779** .797** .791** .825** .782** .911** 

Sig. (2-

tailed) 

.000 .000 .000 
 

.000 .000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y5 Pearson 

Correlation 

.650** .726** .720** .779** 1 .788** .745** .725** .712** .879** 

Sig. (2-

tailed) 

.000 .000 .000 .000 
 

.000 .000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y6 Pearson 

Correlation 

.618** .699** .662** .797** .788** 1 .800** .773** .734** .884** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 
 

.000 .000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y7 Pearson 

Correlation 

.646** .736** .664** .791** .745** .800** 1 .804** .766** .893** 



 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 
 

.000 .000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y8 Pearson 

Correlation 

.664** .660** .697** .825** .725** .773** .804** 1 .797** .892** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 
 

.000 .000 

N 130 130 130 130 130 130 130 130 130 130 

Y9 Pearson 

Correlation 

.561** .620** .604** .782** .712** .734** .766** .797** 1 .843** 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 
 

.000 

N 130 130 130 130 130 130 130 130 130 130 

YTOTAL Pearson 

Correlation 

.804** .849** .832** .911** .879** .884** .893** .892** .843** 1 

Sig. (2-

tailed) 

.000 .000 .000 .000 .000 .000 .000 .000 .000 
 

N 130 130 130 130 130 130 130 130 130 130 

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

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 12 Uji Reliabilitas Variabel Inovasi Layanan (X) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.949 9 

Case Processing Summary 

 N % 

Cases Valid 130 100.0 

Excludeda 0 .0 

Total 130 100.0 

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



 

Lampiran 13 Uji Reliabilitas Variabel Kepuasan Pengguna (Y) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.958 9 

Case Processing Summary 

 N % 

Cases Valid 130 100.0 

Excludeda 0 .0 

Total 130 100.0 

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



 

Lampiran 14 Hasil Statistik Deskriptif Variabel Inovasi Layanan (X) 

                     

Statistics 

INOVASI LAYANAN   

N Valid 130 

Missing 0 

Mean 32.62 

Std. Error of Mean .688 

Median 33.00 

Mode 34a 

Std. Deviation 7.844 

Variance 61.523 

Skewness -.124 

Std. Error of Skewness .212 

Kurtosis -1.156 

Std. Error of Kurtosis .422 

Range 26 

Minimum 19 

Maximum 45 

Sum 4241 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 15 Hasil Statistik Deskriptif Variabel Kepuasan Pengguna (Y) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Statistics 

KEPUASAN PENGGUNA   

N Valid 130 

Missing 0 

Mean 31.86 

Std. Error of Mean .673 

Median 32.00 

Mode 20 

Std. Deviation 7.668 

Variance 58.802 

Skewness .043 

Std. Error of Skewness .212 

Kurtosis -1.228 

Std. Error of Kurtosis .422 

Range 25 

Minimum 20 

Maximum 45 

Sum 4142 



 

Lampiran 16 Hasil Uji Normalitas 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardized 

Residual 

N 130 

Normal Parametersa,b Mean .0000000 

Std. Deviation 5.72571459 

Most Extreme Differences Absolute .095 

Positive .095 

Negative -.086 

Test Statistic .095 

Asymp. Sig. (2-tailed) .006c 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 



 

Lampiran 17 Hasil Uji Linearitas 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ANOVA Table 

 

Sum of 

Squares df 

Mean 

Square F Sig. 

KEPUASAN 

PENGGUNA * 

INOVASI LAYANAN 

Between 

Groups 

(Combined) 4097.791 26 157.607 4.654 .000 

Linearity 3356.397 1 3356.397 99.122 .000 

Deviation from 

Linearity 

741.395 25 29.656 .876 .636 

Within Groups 3487.717 103 33.861   

Total 7585.508 129 
   



 

Lampiran 18 Hasil Uji Heteroskedastisitas 

 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 2.492 2.323  1.073 .285 

INOVASI LAYANAN .006 .057 .009 .098 .922 

a. Dependent Variable: Abs_Res 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 19 Hasil Analisis Koefisien Korelasi 

 

 

Correlations 

 

INOVASI 

LAYANAN 

KEPUASAN 

PENGGUNA 

INOVASI LAYANAN Pearson Correlation 1 .665** 

Sig. (2-tailed)  .000 

N 130 130 

KEPUASAN PENGGUNA Pearson Correlation .665** 1 

Sig. (2-tailed) .000  

N 130 130 

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

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 20 Hasil Analisis Koefisien Determinasi 

 

 

Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .665a .442 .438 5.748 

a. Predictors: (Constant), INOVASI LAYANAN 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 21 Hasil Analisis Regresi Linear Sederhana 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 10.646 2.164 
 

4.919 .000 

INOVASI 

LAYANAN 

.650 .065 .665 10.079 .000 

a. Dependent Variable: KEPUASAN PENGGUNA 



 

Lampiran 22 Hasil Uji Parsial (t Test) 

 

 

Coefficientsa 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 10.646 2.164  4.919 .000 

INOVASI LAYANAN .650 .065 .665 10.079 .000 

a. Dependent Variable: KEPUASAN PENGGUNA 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Lampiran 23 Surat Permohonan Penelitian 

 

 

 



 

Lampiran 24 Hasil Uji Turnitin 
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