
LAMPIRAN 

Lampiran 1 Kuisioner 

A. Profil Responden 

1. Nama : 

2. Jenis Kelamin : 

 Perempuan 

 Laki-laki 

3. Usia : 

4. Pekerjaan 

 PNS 

 Guru/Dosen 

 Karyawan 

 Wiraswasta 

 Mahasiswa/Pelajar 

 Ibu Rumah Tangga 

 Lainnya : 

5. Berapa Lama Menjadi Nasabah Bank Muamalat 

 < 1 Tahun 

 1-3 Tahun 

 > 3 Tahun 

 

B. Panduan Pengisian Kuesioner 

Berilah tanda checklist ( ) untuk setiap pernyataan sesuai dengan fakta dalam kolom yang 

tersedia. Apabila terjadi kesalahan dalam pemilihan jawaban berilah tanda sama dengan (=) 

pada kolom yang salah. Berikut terdapat 4 pilihan untuk mengisi kuesioner pada setiap 

pertanyaan yaitu : 

Keterangan 

1 = Sangat Setuju (SS) 2 

= Setuju (S) 

3 = Tidak Setuju (TS) 

4 = Sangat Tidak Setuju (STS) 

 

Terima kasih atas kesediaan anda untuk mengisi kuesioner ini. 

 

  



VARIABEL KUALITAS PELAYANAN 

 

A. Bukti Fisik (Tangible) 
No Pertanyaan SS S TS STS 

1 Bank Muamalat memiliki bangunan yang menarik, 

nyaman dan bersih serta aman untuk digunakan. 

    

2 Bank Muamalat menyediakan fasilitas ruang tunggu, 

tempat parkir, musholla dan lain-lainnya. 

    

3 Bank Muamalat menggunakan peralatan yang canggih 
dan modern (Digital Banking, M-Banking, ATM). 

    

 

B. Empati (Empathy) 
No Pertanyaan SS S TS STS 

1 Karyawan Bank Muamalat bersikap sangat peduli 

terhadap nasabahnya. 

    

2 Karyawan Bank Muamalat penuh perhatian dalam 
melayani nasabah. 

    

3 Karyawan Bank Muamalat bersikap ramah dan sopan 

dalam melayani nasabah. 

    

 

VARIABEL KEPUASAN NASABAH 

 

No Pertanyaan SS S TS STS 

1 Bank Muamalat mempunyai tempat dan lingkungan 

yang bersih, rapi, serta memadai untuk melakukan 

aktivitas bertransaksi. 

    

2 Saya merasa nyaman dengan pelayanan yang diberikan 
oleh karyawan Bank Muamalat. 

    

3 Saya merasa bahwa Bank Muamalat telah memberikan 
kemudahan dalam pelayanan sesuai dengan prosedur. 

    

4 Saya merasa bahwa spesifikasi yang disampaikan oleh 
Bank Muamalat telah sesuai dengan pelayanan yang 
diberikan dalam penggunaan produk layanan Bank 
Muamalat syariah berupa : 
a) Produk Funding   : Tabungan, Deposito, dan lain- 

lainnya. 
b) Produk Financing : KPR, Pembiayaan Haji Plus. 

    

5 Bank Muamalat mampu memberikan kelengkapan 
sesuai dengan kewajiban berupa pelayanan yang cepat, 
kompetensi, kenyamanan dan kebersihan dalam 
melakukan transaksi. 

    

 



Lampiran 2 Tabulasi Data 

 

  Tangible (X1)   Emphaty (X2)   Kepuasan Nasabah (Y)   

No X1.1 X1.2 X1.3 X1 X2.1 X2.2 X2.3 X2 Y.1 Y.2 Y.3 Y.4 Y.5 Y 

1 4 4 4 12 3 3 4 10 4 3 3 3 3 16 

2 4 4 3 11 4 4 3 11 4 3 4 3 3 17 

3 3 3 3 9 3 4 3 10 4 3 3 3 4 17 

4 4 4 3 11 3 4 4 11 3 3 4 4 3 17 

5 4 3 4 11 4 3 3 10 4 4 3 3 4 18 

6 4 3 3 10 4 3 3 10 4 4 3 4 4 19 

7 3 3 4 10 4 3 3 10 3 3 4 4 3 17 

8 3 3 3 9 3 4 3 10 4 3 3 4 3 17 

9 3 3 3 9 3 3 3 9 3 4 3 4 3 17 

10 4 3 3 10 4 4 4 12 3 4 4 3 4 18 

11 3 3 3 9 3 4 4 11 4 4 4 3 4 19 

12 2 1 2 5 2 2 2 6 1 1 2 2 1 7 

13 4 3 3 10 4 3 3 10 4 4 4 3 3 18 

14 3 3 4 10 3 3 3 9 4 3 4 3 4 18 

15 3 4 4 11 3 3 4 10 4 4 4 3 4 19 

16 3 4 4 11 4 3 4 11 3 3 4 3 3 16 

17 4 4 3 11 4 3 4 11 3 3 4 4 4 18 

18 4 4 4 12 4 3 3 10 3 3 3 4 4 17 

19 3 4 4 11 4 3 4 11 3 4 4 4 3 18 

20 4 4 3 11 4 4 4 12 3 4 4 4 3 18 

21 4 3 4 11 3 3 4 10 3 4 3 3 3 16 

22 4 3 3 10 3 3 3 9 3 3 3 4 3 16 

23 4 3 3 10 4 3 3 10 3 4 4 4 3 18 

24 3 3 4 10 4 4 3 11 4 3 3 4 4 18 



25 3 3 4 10 4 3 4 11 3 3 3 3 3 15 

26 3 3 4 10 3 3 3 9 3 3 4 4 4 18 

27 3 3 4 10 4 3 4 11 4 3 3 3 4 17 

28 4 4 4 12 4 3 4 11 3 4 4 4 4 19 

29 4 3 3 10 4 4 3 11 3 4 3 3 4 17 

30 4 4 4 12 4 4 3 11 3 4 4 4 3 18 

31 4 4 3 11 3 4 3 10 4 3 4 3 3 17 

32 2 1 1 4 1 1 1 3 2 2 2 1 1 8 

33 1 1 1 3 2 2 2 6 2 1 2 1 1 7 

34 3 4 3 10 3 4 3 10 3 3 4 3 4 17 

35 3 4 4 11 4 4 3 11 3 3 3 4 4 17 

36 4 3 3 10 4 4 3 11 3 4 4 4 4 19 

37 3 4 4 11 4 4 3 11 3 3 3 3 3 15 

38 4 4 3 11 4 4 4 12 3 3 3 3 4 16 

39 3 3 3 9 3 4 3 10 4 4 4 4 4 20 

40 3 3 3 9 4 3 4 11 3 4 3 4 3 17 

41 3 4 3 10 4 3 3 10 4 4 4 4 3 19 

42 4 3 3 10 3 3 4 10 4 3 3 4 4 18 

43 4 3 4 11 4 3 4 11 4 4 4 3 4 19 

44 4 4 3 11 4 4 4 12 3 4 3 4 4 18 

45 3 4 4 11 3 4 4 11 3 3 3 3 4 16 

46 3 3 4 10 4 4 4 12 4 4 3 4 3 18 

47 3 3 4 10 4 3 3 10 3 4 4 3 4 18 

48 3 3 3 9 3 3 3 9 4 4 3 3 4 18 

49 3 4 3 10 4 4 4 12 3 4 3 3 3 16 

50 4 4 3 11 3 3 4 10 3 4 4 3 3 17 

51 3 4 3 10 4 3 3 10 4 3 3 3 4 17 

52 3 4 4 11 3 3 3 9 4 3 4 4 4 19 

53 2 2 1 5 2 1 1 4 2 2 1 1 2 8 



54 4 3 4 11 4 3 4 11 3 4 3 4 4 18 

55 3 4 3 10 4 3 4 11 3 3 3 3 4 16 

56 3 4 3 10 4 3 4 11 4 4 4 4 3 19 

57 3 3 4 10 4 3 3 10 4 4 3 4 3 18 

58 3 3 4 10 4 3 3 10 3 3 3 3 4 16 

59 4 3 4 11 4 3 4 11 3 3 3 3 4 16 

60 4 4 3 11 4 4 4 12 4 3 4 4 3 18 

61 3 3 4 10 4 3 3 10 3 3 3 3 4 16 

62 4 3 3 10 4 3 3 10 3 4 4 4 4 19 

63 3 3 4 10 4 3 4 11 3 3 3 4 3 16 

64 3 3 4 10 4 4 3 11 3 4 3 4 4 18 

65 4 4 4 12 3 4 3 10 4 4 4 3 4 19 

66 4 4 3 11 4 3 3 10 4 3 3 4 4 18 

67 3 4 3 10 3 3 3 9 4 3 4 4 3 18 

68 3 4 4 11 3 4 3 10 4 4 3 4 4 19 

69 4 4 3 11 4 4 3 11 3 3 4 4 4 18 

70 3 3 3 9 4 3 4 11 4 4 3 4 3 18 

71 3 4 4 11 3 3 4 10 3 3 3 4 4 17 

72 3 4 3 10 4 4 3 11 4 4 3 4 3 18 

73 1 1 2 4 2 2 1 5 1 2 1 2 1 7 

74 2 2 2 6 1 2 2 5 2 1 2 1 1 7 

75 3 3 3 9 3 4 3 10 4 4 4 4 4 20 

76 1 2 2 5 1 1 1 3 1 1 1 2 2 7 

77 3 4 4 11 4 4 3 11 4 4 3 3 3 17 

78 4 3 4 11 3 4 3 10 4 3 4 3 3 17 

79 3 4 4 11 3 4 3 10 4 3 4 3 3 17 

80 3 3 3 9 3 4 3 10 4 4 4 4 3 19 

81 4 3 3 10 4 4 3 11 3 3 3 4 4 17 

82 4 3 3 10 4 3 4 11 3 3 4 4 3 17 



83 3 3 3 9 4 4 4 12 4 3 4 4 4 19 

84 4 4 4 12 3 3 3 9 4 3 4 3 4 18 

85 4 4 3 11 4 4 3 11 4 3 3 3 4 17 

86 4 4 3 11 3 3 4 10 3 4 3 4 3 17 

87 4 3 4 11 4 4 4 12 4 3 4 4 3 18 

88 3 4 3 10 4 4 4 12 3 4 3 3 3 16 

89 3 4 3 10 3 4 3 10 4 4 4 3 4 19 

90 4 3 3 10 4 4 4 12 3 4 3 3 3 16 

91 3 4 3 10 4 3 4 11 4 4 4 3 3 18 

92 4 3 3 10 3 4 4 11 3 3 4 4 3 17 

93 3 3 3 9 4 3 3 10 3 3 4 4 4 18 

94 3 3 4 10 3 3 3 9 4 3 4 3 3 17 

95 3 3 4 10 3 4 4 11 4 4 4 4 4 20 

96 3 3 3 9 4 4 4 12 4 4 4 3 3 18 

97 3 3 3 9 4 4 4 12 3 3 4 3 3 16 

98 1 1 2 4 1 2 2 5 1 1 1 1 1 5 

99 3 3 4 10 3 3 3 9 4 4 3 4 4 19 

100 3 3 4 10 4 3 3 10 3 3 4 4 4 18 

r Hitung 0,81559 0,550806 0,413135  0,85885 0,548088 0,557386  0,805005 0,8208301 0,801729 0,807286 0,807283  

r Tabel 0,165 0,165 0,165  0,165 0,165 0,165  0,165 0,165 0,165 0,165 0,165  

valid/tidak 

valid 
valid valid valid  valid valid valid  valid valid valid valid valid  
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Lampiran 3 Hasil Cek Plagiarisme Melalui Turnitin 
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Lampiran 4 Surat Balasan Penelitian 
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Lampiran 5 Dokumentasi Izin Penelitian 
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Lampiran 6 Lembar Saran Dan Perbaikan 
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Lampiran 7 Hasil Olah Data SPSS 

Uji Statistik Deskriptif 

Descriptive Statistics 

 N Minimum Maximum Mean Std. Deviation 

Tangible 100 3 12 9.85 1.783 

Emphaty 100 3 12 10.07 1.844 

Kepuasan Nasabah 100 5 20 16.73 3.087 

Valid N (listwise) 100     

 

Uji Instrument 

Variabel 
N0. 

Item 
R 

Hitung 
R Tabel Keterangan 

Tangible (X1) 

X1.1 0.816 0.165 valid 

X1.2 0.551 0.165 valid 

X1.3 0.413 0.165 valid 

Emphaty (X2) 

X2.1 0.859 0.165 valid 

X2.2 0.548 0.165 valid 

X2.3 0.557 0.165 valid 

Kepuasan Nasabah (Y) 

Y.1 0.805 0.165 valid 

Y.2 0.821 0.165 valid 

Y.3 0.802 0.165 valid 

Y.4 0.807 0.165 valid 

Y.5 0.807 0.165 valid 

 

Uji Reliabilitas Variabel Tangible (X1) 
 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.752 3 

 

Uji Reliabilitas Variabel Emphaty (X2) 
 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.790 3 
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Uji Reliabilitas Variabel Kepuasan Nasabah (Y) 
 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.867 5 

 

Plot Normalitas 

 
 

Histogram Normalitas 
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Output SPSS Uji Normalitas 

One-Sample Kolmogorov-Smirnov Test 

 

Unstandardized 

Residual 

N 100 

Normal Parametersa,b Mean .0000000 

Std. Deviation 1.63580455 

Most Extreme Differences Absolute .075 

Positive .075 

Negative -.055 

Test Statistic .075 

Asymp. Sig. (2-tailed) .190c 

a. Test distribution is Normal. 

b. Calculated from data. 

c. Lilliefors Significance Correction. 

 
Output SPSS Uji Heteroskedastisitas 

Coefficientsa 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

2.243 .542  4.140 .000 

-.139 .082 -.268 -1.687 .095 

.047 .080 .093 .585 .560 

a. Dependent Variable: ABS_Res 

 
 

Output SPSS Uji Multikolinearitas 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 1.492 .981  1.520 .132   

Tangible .883 .149 .510 5.926 .000 .391 2.560 

Emphaty .649 .144 .388 4.505 .000 .391 2.560 

a. Dependent Variable: Kepuasan Nasabah 
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Uji Linieritas (X1) 

 

ANOVA Table 

 

Sum of 

Squares df 

Mean 

Square F Sig. 

Kepuasan Nasabah 

* Tangible 

Between 

Groups 

(Combined) 829.323 7 118.475 95.288 .000 

Linearity 623.367 1 623.367 501.365 .000 

Deviation from 

Linearity 

205.956 6 34.326 27.608 .000 

Within Groups 114.387 92 1.243   

Total 943.710 99    

 

Uji Linieritas (X2) 

 
 

ANOVA Table 

 

Sum of 

Squares df 

Mean 

Square F Sig. 

Kepuasan Nasabah 

* Emphaty 

Between 

Groups 

(Combined) 829.767 7 118.538 95.711 .000 

Linearity 582.900 1 582.900 470.647 .000 

Deviation from 

Linearity 

246.868 6 41.145 33.221 .000 

Within Groups 113.943 92 1.239   

Total 943.710 99    

 
 

 

Uji Regresi 

Output SPSS Regresi Linear Berganda 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 1.492 .981  1.520 .132   

Tangible .883 .149 .510 5.926 .000 .391 2.560 

Emphaty .649 .144 .388 4.505 .000 .391 2.560 

a. Dependent Variable: Kepuasan Nasabah 
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Output SPSS Uji T Partial 
 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B Std. Error Beta Tolerance VIF 

1 (Constant) 1.492 .981  1.520 .132   

Tangible .883 .149 .510 5.926 .000 .391 2.560 

Emphaty .649 .144 .388 4.505 .000 .391 2.560 

a. Dependent Variable: Kepuasan Nasabah 

 
Hasil Output Uji Koefisien Kolerasi 

 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .848a .719 .714 1.653 

a. Predictors: (Constant), Emphaty, Tangible 

b. Dependent Variable: Kepuasan Nasabah 

 

 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .848a .719 .714 1.653 

a. Predictors: (Constant), Emphaty, Tangible 

b. Dependent Variable: Kepuasan Nasabah 

 

Model Summaryb 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .848a .719 .714 1.653 

a. Predictors: (Constant), Emphaty, Tangible 

b. Dependent Variable: Kepuasan Nasabah 

 

 

Correlations 

 X1.1 X1.2 X1.3 Tangible 

X1.1 Pearson Correlation 1 .583** .415** .816** 

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

N 100 100 100 100 
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X1.2 Pearson Correlation .583** 1 .507** .859** 

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

N 100 100 100 100 

X1.3 Pearson Correlation .415** .507** 1 .777** 

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

N 100 100 100 100 

Tangible Pearson Correlation .816** .859** .777** 1 

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

N 100 100 100 100 

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

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.752 3 

 

 

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 6.58 1.600 .578 .672 

X1.2 6.57 1.439 .649 .587 

X1.3 6.55 1.725 .519 .737 

 

 

Correlations 

 X2.1 X2.2 X2.3 Emphaty 

X2.1 Pearson Correlation 1 .532** .616** .859** 

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

N 100 100 100 100 

X2.2 Pearson Correlation .532** 1 .522** .810** 

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

N 100 100 100 100 

X2.3 Pearson Correlation .616** .522** 1 .849** 

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

N 100 100 100 100 

Emphaty Pearson Correlation .859** .810** .849** 1 

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

N 100 100 100 100 
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**. Correlation is significant at the 0.01 level (2-tailed). 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.790 3 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

X2.1 6.61 1.574 .658 .686 

X2.2 6.75 1.785 .586 .762 

X2.3 6.78 1.648 .652 .693 

 

 

Correlations 

 Y.1 Y.2 Y.3 Y.4 Y.5 

Kepuasan 

Nasabah 

Y.1 Pearson 

Correlation 

1 .598** .607** .491** .574** .805** 

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

N 100 100 100 100 100 100 

Y.2 Pearson 

Correlation 

.598** 1 .558** .601** .561** .821** 

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

N 100 100 100 100 100 100 

Y.3 Pearson 

Correlation 

.607** .558** 1 .572** .517** .802** 

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

N 100 100 100 100 100 100 

Y.4 Pearson 

Correlation 

.491** .601** .572** 1 .591** .807** 

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

N 100 100 100 100 100 100 

Y.5 Pearson 

Correlation 

.574** .561** .517** .591** 1 .807** 

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

N 100 100 100 100 100 100 
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Kepuasan Nasabah Pearson 

Correlation 

.805** .821** .802** .807** .807** 1 

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

N 100 100 100 100 100 100 

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

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.867 5 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Y.1 13.40 6.404 .690 .839 

Y.2 13.41 6.244 .709 .835 

Y.3 13.37 6.397 .684 .841 

Y.4 13.36 6.273 .686 .840 

Y.5 13.38 6.198 .681 .842 

 
 

 

 

 


