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Lampiran 1 

Kuesioner Penelitian 

Pengaruh Persepsi kualitas pelayanan, Persepsi 

komunikasi interpersonal dokter Dan Persepsi customer 

relationship management Terhadap Loyalitas Pasien 

Dengan Kepuasan Pasien Sebagai Pemediasi pada RSU 

Budi Rahayu Pekalongan  
 

 

 

Bapak/Ibu/Sdr/i terhormat,  

Saya adalah mahasiswa Program Studi Magister Manajemen Universitas 

Pancasakti Tegal yang sedang melakukan penelitian untuk menyelesaikan tugas 

akhir Tesis tentang “Pengaruh Persepsi kualitas pelayanan, Persepsi komunikasi 

interpersonal dokter Dan Persepsi customer relationship management Terhadap 

Loyalitas Pasien Dengan Kepuasan Pasien Sebagai Pemediasi pada RSU Budi 

Rahayu Pekalongan”.  

Berkaitan dengan pengumpulan data penelitian, saya memohon kesediaan 

dan bantuan Bapak/Ibu/Sdr/i meluangkan waktu untuk mengisi kuesioner ini. 

Hasil dari kuesioner ini sepenuhnya akan digunakan untuk kepentingan penelitian 

sehingga jawaban kuesioner ini akan terjamin kerahasiannya. Kejujuran serta 

kesungguhan Bpk/Ibu/Sdr/i dalam mengisi kuesioner ini akan sangat berarti dan 

sangat saya hargai. Atas kesediaan serta kerjasama Bapak/Ibu/Sdr/i, saya ucapkan 

banyak terima kasih.  

 

 

 

Hormat Saya,  

 

 

 

Jefly Mandala Putra 
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IDENTITAS RESPONDEN 

1. Frekuensi kunjungan di Rumah Sakit ini: 

(    ) 1-5 kali    (    )  6-10 kali  

(    )  Lebih dari 10 kali  

2. Jenis Kelamin : 

(    ) Laki-laki    (     ) Perempuan  

3. Usia anda Bapak/Ibu/Sdr/i ini: 

(    ) 17 - 24 tahun   (    ) 25 - 34 tahun  

(    ) 35 - 49 tahun    (    ) ≥ 50 tahun  

4. Pekerjaan anda Bapak/Ibu/Sdr/i ini  

(    ) Pelajar/Mahasiswa  (    ) Pegawai Negeri  

(    ) Pegawai Swasta  (    ) TNI/Polri 

(    ) Wiraswasta    (    ) Lain-lain sebutkan  .....................................  

5. Pendidikan Terakhir Bapak/Ibu/Sdr/i: 

(    ) SLTA sederajat  (    ) Diploma  

(    ) Strata 1   (    ) Strata 2  

(    ) Strata 3  
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PETUNJUK PENGISIAN 

Pertanyaan dalam angket menggunakan skala interval 1-7 untuk memperoleh data, 

dengan jawaban sangat tidak setuju atau sangat setuju.  Bapak/Ibu/Sdr/i dimohon 

memberi skor atau nilai atas pernyataan yang diajukan sesuai dengan realita atau 

kondisi yang ada. 

Sangat tidak setuju  Sangat setuju  

 

Contoh pengisian angket :  

Saya memilih berobat ke rumah sakit ini karena dekat dengan rumah 

Jawaban 7 menandakan responden sangat setuju dengan pernyataan yang 

disampaikan 

 

Pernyataan Untuk Variabel Loyalitas Pasien 

1. RSU Budi Rahayu Pekalongan menjadi pilihan utama jika pasien 

membutuhkan jasa kesehatan. 

2. Pasien menghubungi RSU Budi Rahayu Pekalongan untuk 

berkonsultasi mengenai kesehatan 

3.  Pasien mereferensikan RSU Budi Rahayu Pekalongan kepada orang 

lain. 

4. Pasien tidak terpengaruh dengan bujukan (promosi/iklan) yang 

dilakukan oleh Rumah Sakit lain. 

7 1 7 

 

 

 

7 
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Pernyataan Untuk Variabel Kepuasan Pasien 

1.  Pasien puas dengan alternatif pilihan perawatan dan kelengkapan 

obat yang disediakan RSU Budi Rahayu Pekalongan. 

2.  Pasien puas dengan kualitas obat yang disediakan RSU Budi 

Rahayu Pekalongan 

3.  Pasien puas karena pelayanan kesehatan yang diberikan RSU Budi 

Rahayu Pekalongan sesuai dengan diharapkan. 

4.  Pasien puas dengan kecepatan dan ketepatan pelayanan yang 

sesuai dengan yang dijanjikan RSU Budi Rahayu Pekalongan. 

5.  Pasien puas dengan jasa kesehatan yang diberikan RSU Budi 

Rahayu Pekalongan secara keseluruhan  

Pasien merasa bahwa : 

 Merasa puas menggunakan produk/jasa pelayanan kesehatan di RSU Budi 

Rahayu Pekalongan    

 Merasa tidak puas menggunakan produk/jasa pelayanan kesehatan di RSU 

Budi Rahayu Pekalongan 

Alasan: 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………… 
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Pernyataan Untuk Variabel Persepsi kualitas pelayanan 

1.  RSU Budi Rahayu Pekalongan menggunakan peralatan yang 

modern dan terkini 

2.  RSU Budi Rahayu Pekalongan menyediakan jasa kesehatan sesuai 

dengan yang dijanjikan 

3.  RSU Budi Rahayu Pekalongan selalu siap untuk merespon setiap 

kebutuhan pasien 

4.  RSU Budi Rahayu Pekalongan membuat pasien merasa aman 

sewaktu berobat 

5.  RSU Budi Rahayu Pekalongan memperlakukan pasien dengan 

penuh perhatian. 

Pasien merasa bahwa : 

 Persepsi kualitas pelayanan  di RSU Budi Rahayu Pekalongan sudah baik    

 Persepsi kualitas pelayanan  di RSU Budi Rahayu Pekalongan belum baik 

Alasan: 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………… 
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Pernyataan Untuk Variabel Persepsi komunikasi interpersonal dokter 

1. Dokter RSU Budi Rahayu Pekalongan  berusaha mengenal pasien 

secara dekat 

2. Dokter RSU Budi Rahayu Pekalongan memberikan tanggapan yang 

baik atas pertanyaan atau ketidakjelasan yang disampaikan pasien  

3.  Dokter RSU Budi Rahayu Pekalongan membuat pasien percaya 

diri untuk bisa mengatasi penyakitnya 

4. Dokter RSU Budi Rahayu Pekalongan menanyakan kepada pasien 

apakah ada informasi yang kurang dipahami pasien 

Pasien merasa bahwa : 

 Persepsi komunikasi interpersonal dokter RSU Budi Rahayu Pekalongan 

sudah baik    

 Persepsi komunikasi interpersonal dokter RSU Budi Rahayu Pekalongan 

belum baik 

Alasan: 

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………
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Pernyataan Untuk Variabel Persepsi customer relationship management 

1. Pengurusan administrasi di RSU Budi Rahayu Pekalongan 

menggunakan sistem yang bagus 

2. Dokter dan perawat RSU Budi Rahayu Pekalongan menjalin 

hubungan yang baik dengan pasien atau keluarganya. 

3.  RSU Budi Rahayu Pekalongan memberikan fasilitas khusus yang 

menarik minat pelanggan untuk senantiasa mengunjungi rumah 

sakit jika memerlukan pelayanan kesehatan 

4. Dokter dan perawat RSU Budi Rahayu Pekalongan mampu dengan 

cepat dan tepat dalam melayani kebutuhan pasien secara 

individual 

 

Pasien merasa bahwa : 

 Persepsi customer relationship management di RSU Budi Rahayu Pekalongan 

sudah baik    

 Persepsi customer relationship management di RSU Budi Rahayu Pekalongan 

belum baik 

Alasan: 

……………………………………………………………………………

……………………………………………………………………………

……………………………………………………………………………

……………………… 
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Lampiran 2 

Tabulasi Data Untuk Pengujian Instrument Dan Hasil Pengujian Instrumen 

Variabel Persepsi kualitas pelayanan 

 
Resp KP_1 KP_2 KP_3 KP_4 KP_5 KP 

Resp_1 7 7 7 7 7 35 

Resp_2 7 7 7 7 7 35 

Resp_3 7 7 5 7 6 32 

Resp_4 7 7 7 7 7 35 

Resp_5 7 7 7 7 7 35 

Resp_6 7 7 6 6 7 33 

Resp_7 6 6 7 6 7 32 

Resp_8 7 7 6 7 7 34 

Resp_9 7 7 6 5 6 31 

Resp_10 7 7 6 6 5 31 

Resp_11 7 7 7 7 7 35 

Resp_12 7 7 6 6 7 33 

Resp_13 7 7 7 6 6 33 

Resp_14 7 7 7 7 7 35 

Resp_15 7 7 6 7 6 33 

Resp_16 6 6 5 6 6 29 

Resp_17 7 7 5 7 7 33 

Resp_18 6 6 5 6 6 29 

Resp_19 6 6 7 7 6 32 

Resp_20 6 7 7 7 7 34 

Resp_21 3 7 6 6 6 28 

Resp_22 6 6 7 7 7 33 

Resp_23 6 6 6 6 6 30 

Resp_24 6 6 6 6 6 30 

Resp_25 6 6 6 6 6 30 

Resp_26 7 6 7 7 7 34 

Resp_27 6 6 7 6 6 31 

Resp_28 2 3 2 3 3 13 

Resp_29 6 6 5 6 6 29 

Resp_30 6 6 6 6 6 30 
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Correlations 

 

Correlations 

 KP_1 KP_2 KP_3 KP_4 KP_5 KP 

KP_1 Pearson Correlation 1 .725** .581** .675** .675** .854** 

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

N 30 30 30 30 30 30 

KP_2 Pearson Correlation .725** 1 .632** .715** .715** .861** 

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

N 30 30 30 30 30 30 

KP_3 Pearson Correlation .581** .632** 1 .710** .748** .850** 

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

N 30 30 30 30 30 30 

KP_4 Pearson Correlation .675** .715** .710** 1 .806** .888** 

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

N 30 30 30 30 30 30 

KP_5 Pearson Correlation .675** .715** .748** .806** 1 .898** 

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

N 30 30 30 30 30 30 

KP Pearson Correlation .854** .861** .850** .888** .898** 1 

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

N 30 30 30 30 30 30 

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

 

 

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. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.911 5 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

KP_1 25.2667 10.133 .741 .906 

KP_2 25.1000 11.748 .793 .891 

KP_3 25.4333 10.530 .745 .901 

KP_4 25.2333 11.426 .830 .883 

KP_5 25.2333 11.357 .844 .880 
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Lampiran 3 

Tabulasi Data Untuk Pengujian Instrument Dan Hasil Pengujian Instrumen 

Variabel Persepsi komunikasi interpersonal dokter 

 
Resp KID_1 KID_2 KID_3 KID_4 KID 

Resp_1 7 7 7 7 28 

Resp_2 7 7 7 7 28 

Resp_3 6 6 6 6 24 

Resp_4 7 7 7 7 28 

Resp_5 7 7 7 7 28 

Resp_6 5 5 6 6 22 

Resp_7 7 7 6 6 26 

Resp_8 7 7 7 7 28 

Resp_9 7 6 6 7 26 

Resp_10 6 6 5 7 24 

Resp_11 7 7 7 6 27 

Resp_12 7 7 7 6 27 

Resp_13 7 7 6 5 25 

Resp_14 7 7 7 7 28 

Resp_15 7 6 7 7 27 

Resp_16 6 6 7 7 26 

Resp_17 6 6 7 7 26 

Resp_18 6 5 6 6 23 

Resp_19 6 6 7 6 25 

Resp_20 6 6 6 7 25 

Resp_21 6 3 6 6 21 

Resp_22 6 6 6 6 24 

Resp_23 6 6 6 6 24 

Resp_24 6 6 6 6 24 

Resp_25 6 6 6 6 24 

Resp_26 7 6 6 6 25 

Resp_27 6 6 6 6 24 

Resp_28 3 4 4 7 18 

Resp_29 6 7 6 6 25 

Resp_30 6 7 6 6 25 
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Correlations 

 

Correlations 

 KID_1 KID_2 KID_3 KID_4 KID 

KID_1 Pearson Correlation 1 .673** .722** .029 .867** 

Sig. (2-tailed)  .000 .000 .878 .000 

N 30 30 30 30 30 

KID_2 Pearson Correlation .673** 1 .543** .064 .837** 

Sig. (2-tailed) .000  .002 .735 .000 

N 30 30 30 30 30 

KID_3 Pearson Correlation .722** .543** 1 .209 .841** 

Sig. (2-tailed) .000 .002  .267 .000 

N 30 30 30 30 30 

KID_4 Pearson Correlation .029 .064 .209 1 .345 

Sig. (2-tailed) .878 .735 .267  .062 

N 30 30 30 30 30 

KID Pearson Correlation .867** .837** .841** .345 1 

Sig. (2-tailed) .000 .000 .000 .062  

N 30 30 30 30 30 

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

 

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. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.728 4 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

KID_1 18.8667 2.671 .711 .538 

KID_2 19.0000 2.552 .614 .612 

KID_3 18.8667 3.085 .705 .567 

KID_4 18.7667 4.737 .107 .836 
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Lampiran 4 

Tabulasi Data Untuk Pengujian Instrument Dan Hasil Pengujian Instrumen 

Variabel Persepsi customer relationship management 

 
Resp CRM_1 CRM_2 CRM_3 CRM_4 CRM 

Resp_1 7 7 7 7 28 

Resp_2 7 6 7 7 27 

Resp_3 6 6 6 6 24 

Resp_4 7 7 7 7 28 

Resp_5 7 7 7 7 28 

Resp_6 6 6 6 5 23 

Resp_7 7 7 6 6 26 

Resp_8 7 7 7 7 28 

Resp_9 5 6 6 7 24 

Resp_10 7 7 6 6 26 

Resp_11 7 7 7 7 28 

Resp_12 7 7 6 6 26 

Resp_13 7 7 7 7 28 

Resp_14 7 7 6 6 26 

Resp_15 6 6 6 5 23 

Resp_16 6 6 5 5 22 

Resp_17 6 6 5 5 22 

Resp_18 6 6 6 6 24 

Resp_19 6 7 7 6 26 

Resp_20 6 4 6 4 20 

Resp_21 4 6 7 6 23 

Resp_22 7 7 6 6 26 

Resp_23 6 6 6 6 24 

Resp_24 6 6 6 6 24 

Resp_25 6 6 6 6 24 

Resp_26 7 6 6 6 25 

Resp_27 6 5 6 6 23 

Resp_28 6 7 6 7 26 

Resp_29 6 2 5 6 19 

Resp_30 2 1 5 4 12 
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Correlations 

 

Correlations 

 CRM_1 CRM_2 CRM_3 CRM_4 CRM 

CRM_1 Pearson Correlation 1 .700** .400* .526** .827** 

Sig. (2-tailed)  .000 .028 .003 .000 

N 30 30 30 30 30 

CRM_2 Pearson Correlation .700** 1 .591** .596** .914** 

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

N 30 30 30 30 30 

CRM_3 Pearson Correlation .400* .591** 1 .678** .744** 

Sig. (2-tailed) .028 .001  .000 .000 

N 30 30 30 30 30 

CRM_4 Pearson Correlation .526** .596** .678** 1 .806** 

Sig. (2-tailed) .003 .001 .000  .000 

N 30 30 30 30 30 

CRM Pearson Correlation .827** .914** .744** .806** 1 

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

N 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). 
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Reliability 

 

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. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.822 4 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

CRM_1 18.2333 6.461 .671 .763 

CRM_2 18.4000 4.524 .769 .746 

CRM_3 18.2667 8.409 .636 .807 

CRM_4 18.4000 7.352 .682 .769 
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Lampiran 5 

Tabulasi Data Untuk Pengujian Instrument Dan Hasil Pengujian Instrumen 

Variabel Kepuasan Pasien 

 
Resp KPP_1 KPP_2 KPP_3 KPP_4 KPP_5 KPP 

Resp_1 7 7 7 7 7 35 

Resp_2 7 7 7 7 7 35 

Resp_3 6 6 7 7 7 33 

Resp_4 6 7 6 6 5 30 

Resp_5 7 7 7 4 5 30 

Resp_6 6 6 7 6 5 30 

Resp_7 6 6 5 5 5 27 

Resp_8 6 6 6 6 6 30 

Resp_9 7 6 6 5 6 30 

Resp_10 6 6 5 7 7 31 

Resp_11 5 5 6 6 5 27 

Resp_12 6 6 6 6 6 30 

Resp_13 6 6 7 6 5 30 

Resp_14 7 6 6 6 6 31 

Resp_15 7 7 7 6 6 33 

Resp_16 7 6 6 5 6 30 

Resp_17 7 6 6 5 6 30 

Resp_18 6 6 6 6 6 30 

Resp_19 6 6 7 6 6 31 

Resp_20 6 6 6 6 6 30 

Resp_21 6 6 6 6 6 30 

Resp_22 6 6 6 6 6 30 

Resp_23 6 6 6 6 6 30 

Resp_24 6 6 6 6 6 30 

Resp_25 6 6 6 6 6 30 

Resp_26 7 7 7 7 6 34 

Resp_27 5 6 6 5 6 28 

Resp_28 7 7 7 7 7 35 

Resp_29 5 4 4 4 5 22 

Resp_30 4 4 6 5 4 23 
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Correlations 

 

Correlations 

 KPP_1 KPP_2 KPP_3 KPP_4 KPP_5 KPP 

KPP_1 Pearson Correlation 1 .791** .453* .263 .548** .779** 

Sig. (2-tailed)  .000 .012 .160 .002 .000 

N 30 30 30 30 30 30 

KPP_2 Pearson Correlation .791** 1 .626** .470** .528** .875** 

Sig. (2-tailed) .000  .000 .009 .003 .000 

N 30 30 30 30 30 30 

KPP_3 Pearson Correlation .453* .626** 1 .460* .251 .712** 

Sig. (2-tailed) .012 .000  .011 .181 .000 

N 30 30 30 30 30 30 

KPP_4 Pearson Correlation .263 .470** .460* 1 .661** .746** 

Sig. (2-tailed) .160 .009 .011  .000 .000 

N 30 30 30 30 30 30 

KPP_5 Pearson Correlation .548** .528** .251 .661** 1 .773** 

Sig. (2-tailed) .002 .003 .181 .000  .000 

N 30 30 30 30 30 30 

KPP Pearson Correlation .779** .875** .712** .746** .773** 1 

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

N 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). 
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Reliability 

 

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. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.835 5 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

KPP_1 24.0000 5.655 .641 .800 

KPP_2 24.1000 5.266 .788 .758 

KPP_3 23.9667 6.033 .554 .823 

KPP_4 24.3000 5.597 .573 .822 

KPP_5 24.3000 5.734 .635 .802 
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Lampiran 6 

Tabulasi Data Untuk Pengujian Instrument Dan Hasil Pengujian Instrumen 

Variabel Loyalitas Pasien 

 
Resp LYP1 LYP2 LYP3 LYP4 LYP 

Resp_1 4 7 7 4 22 

Resp_2 7 7 7 7 28 

Resp_3 7 7 7 7 28 

Resp_4 6 7 7 7 27 

Resp_5 5 6 5 4 20 

Resp_6 5 6 6 7 24 

Resp_7 6 6 5 6 23 

Resp_8 5 6 6 7 24 

Resp_9 7 7 6 6 26 

Resp_10 6 6 7 7 26 

Resp_11 5 4 5 4 18 

Resp_12 7 7 6 5 25 

Resp_13 6 6 7 7 26 

Resp_14 3 3 3 3 12 

Resp_15 6 5 6 5 22 

Resp_16 6 5 6 5 22 

Resp_17 6 5 6 5 22 

Resp_18 6 6 6 6 24 

Resp_19 6 7 6 6 25 

Resp_20 6 6 6 6 24 

Resp_21 6 6 6 6 24 

Resp_22 7 7 7 7 28 

Resp_23 6 6 6 6 24 

Resp_24 6 6 6 6 24 

Resp_25 6 6 6 6 24 

Resp_26 7 7 6 6 26 

Resp_27 6 6 5 5 22 

Resp_28 6 5 5 5 21 

Resp_29 5 5 6 4 20 

Resp_30 5 6 6 5 22 
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Correlations 

 

Correlations 

 LYP1 LYP2 LYP3 LYP4 LYP 

LYP1 Pearson Correlation 1 .620** .526** .616** .809** 

Sig. (2-tailed)  .000 .003 .000 .000 

N 30 30 30 30 30 

LYP2 Pearson Correlation .620** 1 .714** .625** .867** 

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

N 30 30 30 30 30 

LYP3 Pearson Correlation .526** .714** 1 .673** .847** 

Sig. (2-tailed) .003 .000  .000 .000 

N 30 30 30 30 30 

LYP4 Pearson Correlation .616** .625** .673** 1 .874** 

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

N 30 30 30 30 30 

LYP Pearson Correlation .809** .867** .847** .874** 1 

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

N 30 30 30 30 30 

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

 

 

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. 

 

 

Reliability Statistics 

Cronbach's Alpha N of Items 

.868 4 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Cronbach's Alpha 

if Item Deleted 

LYP1 17.6000 6.731 .670 .850 

LYP2 17.4667 6.189 .754 .816 

LYP3 17.4667 6.740 .741 .826 

LYP4 17.7667 5.564 .737 .830 
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Lampiran 7 

Tabulasi Data Penelitian Variabel Persepsi kualitas pelayanan 

 
Resp KP_1 KP_2 KP_3 KP_4 KP_5 

Resp_1 7 7 6 6 6 

Resp_2 7 6 7 6 6 

Resp_3 7 6 7 7 6 

Resp_4 1 2 2 1 2 

Resp_5 7 7 7 7 7 

Resp_6 6 6 6 6 5 

Resp_7 7 7 7 7 7 

Resp_8 7 7 7 7 7 

Resp_9 7 7 7 7 6 

Resp_10 7 7 7 7 7 

Resp_11 7 7 7 7 7 

Resp_12 7 7 5 7 6 

Resp_13 7 7 7 7 7 

Resp_14 7 7 7 7 7 

Resp_15 7 7 6 6 7 

Resp_16 6 6 7 6 7 

Resp_17 7 7 6 7 7 

Resp_18 7 7 6 5 6 

Resp_19 7 7 6 6 5 

Resp_20 7 7 7 7 7 

Resp_21 7 7 6 6 7 

Resp_22 7 7 7 6 6 

Resp_23 7 7 7 7 7 

Resp_24 7 7 6 7 6 

Resp_25 6 6 5 6 6 

Resp_26 7 7 5 7 7 

Resp_27 6 6 5 6 6 

Resp_28 6 6 7 7 6 

Resp_29 6 7 7 7 7 

Resp_30 3 7 6 6 6 

Resp_31 6 6 7 7 7 

Resp_32 6 6 6 6 6 

Resp_33 6 6 6 6 6 

Resp_34 6 6 6 6 6 

Resp_35 7 6 7 7 7 

Resp_36 6 6 7 6 6 

Resp_37 2 3 2 3 3 

Resp_38 6 6 5 6 6 

Resp_39 6 6 6 6 6 

Resp_40 6 6 6 6 6 

Resp_41 5 6 6 7 7 

Resp_42 7 6 7 7 7 

Resp_43 6 7 7 7 6 
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Resp KP_1 KP_2 KP_3 KP_4 KP_5 

Resp_44 7 5 6 5 7 

Resp_45 2 1 2 1 2 

Resp_46 3 5 5 5 5 

Resp_47 7 5 6 6 5 

Resp_48 7 7 7 7 7 

Resp_49 6 6 6 6 5 

Resp_50 6 6 7 6 6 

Resp_51 7 7 7 7 7 

Resp_52 7 7 7 7 7 

Resp_53 7 7 7 7 7 

Resp_54 6 7 7 7 7 

Resp_55 5 6 5 4 7 

Resp_56 5 6 6 7 6 

Resp_57 6 6 5 6 7 

Resp_58 5 6 6 7 6 

Resp_59 6 6 7 7 7 

Resp_60 6 6 7 7 7 

Resp_61 6 6 5 7 7 

Resp_62 7 7 6 5 6 

Resp_63 6 6 7 7 6 

Resp_64 6 6 6 6 5 

Resp_65 6 5 6 5 6 

Resp_66 6 5 6 5 6 

Resp_67 6 5 6 5 6 

Resp_68 6 6 6 6 6 

Resp_69 6 7 6 6 6 

Resp_70 6 6 5 5 5 

Resp_71 6 6 6 6 6 

Resp_72 7 7 7 7 7 

Resp_73 6 6 6 6 6 

Resp_74 6 6 6 6 6 

Resp_75 6 6 6 6 6 

Resp_76 7 7 6 6 6 

Resp_77 6 6 5 5 5 

Resp_78 3 2 2 1 1 

Resp_79 3 3 3 2 2 

Resp_80 6 6 6 7 7 

Resp_81 6 7 6 6 6 

Resp_82 7 7 7 7 7 

Resp_83 6 6 5 7 7 

Resp_84 7 7 6 5 6 

Resp_85 7 5 7 7 6 

Resp_86 6 6 6 6 5 

Resp_87 4 5 4 5 4 

Resp_88 4 4 4 5 4 

Resp_89 6 5 6 5 6 

Resp_90 6 6 6 6 6 
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Resp KP_1 KP_2 KP_3 KP_4 KP_5 

Resp_91 6 7 6 6 6 

Resp_92 6 6 6 6 6 

Resp_93 6 6 6 6 5 

Resp_94 7 7 7 7 7 

Resp_95 6 6 6 6 6 

Resp_96 6 6 6 6 6 

Resp_97 6 6 6 6 6 

Resp_98 7 7 6 6 6 

Resp_99 2 2 2 2 2 

Resp_100 6 5 5 5 5 

Resp_101 5 5 6 7 7 

Resp_102 7 7 6 7 7 

Resp_103 6 6 6 6 6 

Resp_104 6 6 6 6 6 

Resp_105 7 7 6 6 7 

Resp_106 5 6 6 7 7 

Resp_107 7 6 7 7 7 

Resp_108 5 6 6 7 7 

Resp_109 6 6 5 7 7 

Resp_110 7 7 6 5 6 

Resp_111 6 6 7 7 6 

Resp_112 6 6 6 6 6 

Resp_113 7 7 7 7 7 

Resp_114 7 7 7 7 7 

Resp_115 5 6 6 5 5 

Resp_116 5 7 5 6 6 

Resp_117 7 5 7 7 6 

Resp_118 5 6 5 4 7 

Resp_119 2 1 2 1 2 

Resp_120 1 2 2 1 2 

Resp_121 2 3 2 3 3 

Resp_122 5 5 6 7 7 

Resp_123 7 7 7 7 7 

Resp_124 7 7 5 7 6 

Resp_125 3 7 6 6 6 

Resp_126 6 6 5 6 6 

Resp_127 7 5 6 5 7 

Resp_128 7 7 7 7 7 

Resp_129 3 2 2 1 1 

Resp_130 3 3 3 2 2 

Resp_131 4 4 4 5 4 

Resp_132 7 7 7 7 7 

Resp_133 7 7 6 6 7 

Resp_134 1 2 2 1 2 

Resp_135 3 7 6 6 6 

Resp_136 2 3 2 3 3 

Resp_137 2 1 2 1 2 
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Resp KP_1 KP_2 KP_3 KP_4 KP_5 

Resp_138 5 6 5 4 7 

Resp_139 6 6 6 7 7 

Resp_140 7 5 7 7 6 

Resp_141 7 7 7 7 7 

Resp_142 5 5 6 7 7 

Resp_143 7 7 6 7 7 

Resp_144 6 6 6 6 6 

Resp_145 7 7 6 6 7 

Resp_146 7 5 7 7 6 

Resp_147 5 6 5 4 7 

Resp_148 2 1 2 1 2 

Resp_149 1 2 2 1 2 

Resp_150 2 3 2 3 3 

Resp_151 5 5 6 7 7 

Resp_152 3 7 6 6 6 

Resp_153 7 7 7 7 7 

Resp_154 7 7 6 6 7 
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Lampiran 8 

Tabulasi Data Penelitian Variabel Persepsi komunikasi interpersonal dokter 

 
Resp KID_1 KID_2 KID_3 KID_4 

Resp_1 7 7 7 7 

Resp_2 6 6 7 7 

Resp_3 7 7 7 7 

Resp_4 3 2 3 2 

Resp_5 7 7 7 7 

Resp_6 6 5 6 6 

Resp_7 7 7 7 7 

Resp_8 5 5 5 6 

Resp_9 6 6 6 6 

Resp_10 7 7 7 7 

Resp_11 7 7 7 7 

Resp_12 6 6 6 6 

Resp_13 7 7 7 7 

Resp_14 7 7 7 7 

Resp_15 5 5 6 6 

Resp_16 7 7 6 6 

Resp_17 7 7 7 7 

Resp_18 7 6 6 7 

Resp_19 6 6 5 7 

Resp_20 7 7 7 6 

Resp_21 7 7 7 6 

Resp_22 7 7 6 5 

Resp_23 7 7 7 7 

Resp_24 7 6 7 7 

Resp_25 6 6 7 7 

Resp_26 6 6 7 7 

Resp_27 6 5 6 6 

Resp_28 6 6 7 6 

Resp_29 6 6 6 7 

Resp_30 6 3 6 6 

Resp_31 6 6 6 6 

Resp_32 6 6 6 6 

Resp_33 6 6 6 6 

Resp_34 6 6 6 6 

Resp_35 7 6 6 6 

Resp_36 6 6 6 6 

Resp_37 3 4 4 7 

Resp_38 6 7 6 6 

Resp_39 6 7 6 6 

Resp_40 6 6 6 6 

Resp_41 7 6 7 7 

Resp_42 7 7 7 7 

Resp_43 6 6 7 7 
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Resp KID_1 KID_2 KID_3 KID_4 

Resp_44 7 7 7 7 

Resp_45 3 2 3 2 

Resp_46 7 7 7 7 

Resp_47 6 5 6 6 

Resp_48 7 7 7 7 

Resp_49 5 5 5 6 

Resp_50 6 6 6 6 

Resp_51 7 7 7 7 

Resp_52 7 7 7 6 

Resp_53 7 7 5 4 

Resp_54 7 7 7 7 

Resp_55 7 7 7 7 

Resp_56 7 7 7 7 

Resp_57 7 7 6 6 

Resp_58 7 7 7 7 

Resp_59 7 6 6 7 

Resp_60 6 6 5 7 

Resp_61 7 7 7 6 

Resp_62 7 7 7 6 

Resp_63 7 7 6 5 

Resp_64 7 7 7 7 

Resp_65 7 6 7 7 

Resp_66 6 6 7 7 

Resp_67 6 6 7 7 

Resp_68 6 5 6 6 

Resp_69 6 6 7 6 

Resp_70 6 6 6 7 

Resp_71 6 3 6 6 

Resp_72 6 6 6 6 

Resp_73 6 6 6 6 

Resp_74 6 6 6 6 

Resp_75 6 6 6 6 

Resp_76 7 6 6 6 

Resp_77 6 6 6 6 

Resp_78 6 5 5 6 

Resp_79 3 2 3 2 

Resp_80 6 7 6 6 

Resp_81 7 6 7 6 

Resp_82 7 6 7 7 

Resp_83 7 7 7 6 

Resp_84 7 7 7 6 

Resp_85 7 7 2 7 

Resp_86 7 7 7 7 

Resp_87 7 6 7 7 

Resp_88 6 6 7 7 

Resp_89 6 6 7 7 

Resp_90 6 5 6 6 
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Resp KID_1 KID_2 KID_3 KID_4 

Resp_91 6 6 7 6 

Resp_92 6 6 6 7 

Resp_93 6 5 6 6 

Resp_94 7 7 7 7 

Resp_95 6 6 6 6 

Resp_96 6 6 6 6 

Resp_97 6 6 6 6 

Resp_98 7 6 6 6 

Resp_99 6 6 6 6 

Resp_100 6 5 5 6 

Resp_101 6 2 6 6 

Resp_102 6 4 6 6 

Resp_103 6 6 6 6 

Resp_104 6 4 6 6 

Resp_105 6 6 6 6 

Resp_106 7 6 7 7 

Resp_107 7 7 7 7 

Resp_108 7 6 7 7 

Resp_109 7 7 7 6 

Resp_110 7 7 7 6 

Resp_111 7 7 6 5 

Resp_112 6 6 6 6 

Resp_113 7 7 7 7 

Resp_114 7 7 7 7 

Resp_115 7 6 7 7 

Resp_116 7 7 7 7 

Resp_117 7 7 2 7 

Resp_118 7 7 7 7 

Resp_119 3 2 3 2 

Resp_120 3 2 3 2 

Resp_121 3 4 4 7 

Resp_122 6 2 6 6 

Resp_123 7 7 7 7 

Resp_124 6 6 6 6 

Resp_125 6 3 6 6 

Resp_126 6 7 6 6 

Resp_127 7 7 7 7 

Resp_128 7 7 5 4 

Resp_129 6 5 5 6 

Resp_130 3 2 3 2 

Resp_131 6 6 7 7 

Resp_132 7 7 7 7 

Resp_133 6 6 6 6 

Resp_134 3 2 3 2 

Resp_135 6 3 6 6 

Resp_136 3 4 4 7 

Resp_137 3 2 3 2 
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Resp KID_1 KID_2 KID_3 KID_4 

Resp_138 7 7 7 7 

Resp_139 6 7 6 6 

Resp_140 7 7 2 7 

Resp_141 7 7 7 7 

Resp_142 6 2 6 6 

Resp_143 6 4 6 6 

Resp_144 6 4 6 6 

Resp_145 6 6 6 6 

Resp_146 7 7 2 7 

Resp_147 7 7 7 7 

Resp_148 3 2 3 2 

Resp_149 3 2 3 2 

Resp_150 3 4 4 7 

Resp_151 6 2 6 6 

Resp_152 6 3 6 6 

Resp_153 7 7 7 7 

Resp_154 6 6 6 6 
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Lampiran 9 

Tabulasi Data Penelitian Variabel Persepsi customer relationship management 

 
Resp CRM_1 CRM_2 CRM_3 CRM_4 

Resp_1 7 7 7 6 

Resp_2 7 6 7 6 

Resp_3 6 5 6 4 

Resp_4 1 2 2 2 

Resp_5 7 7 7 7 

Resp_6 7 6 6 6 

Resp_7 5 5 5 6 

Resp_8 5 5 5 5 

Resp_9 6 6 6 6 

Resp_10 7 7 7 7 

Resp_11 7 6 7 7 

Resp_12 6 6 6 6 

Resp_13 7 7 7 7 

Resp_14 7 7 7 7 

Resp_15 6 6 6 5 

Resp_16 7 7 6 6 

Resp_17 7 7 7 7 

Resp_18 5 6 6 7 

Resp_19 7 7 6 6 

Resp_20 7 7 7 7 

Resp_21 7 7 6 6 

Resp_22 7 7 7 7 

Resp_23 7 7 6 6 

Resp_24 6 6 6 5 

Resp_25 6 6 5 5 

Resp_26 6 6 5 5 

Resp_27 6 6 6 6 

Resp_28 6 7 7 6 

Resp_29 6 4 6 4 

Resp_30 4 6 7 6 

Resp_31 7 7 6 6 

Resp_32 6 6 6 6 

Resp_33 6 6 6 6 

Resp_34 6 6 6 6 

Resp_35 7 6 6 6 

Resp_36 6 5 6 6 

Resp_37 6 7 6 7 

Resp_38 6 2 5 6 

Resp_39 6 1 5 4 

Resp_40 6 6 6 6 

Resp_41 7 6 7 6 

Resp_42 7 7 7 6 

Resp_43 7 6 7 6 
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Resp CRM_1 CRM_2 CRM_3 CRM_4 

Resp_44 6 5 6 4 

Resp_45 6 2 6 6 

Resp_46 7 7 7 7 

Resp_47 7 6 6 6 

Resp_48 7 7 7 7 

Resp_49 5 5 5 5 

Resp_50 6 6 6 6 

Resp_51 7 7 7 7 

Resp_52 6 6 7 7 

Resp_53 6 6 6 6 

Resp_54 7 7 7 7 

Resp_55 4 4 4 4 

Resp_56 6 6 6 7 

Resp_57 7 7 6 6 

Resp_58 7 7 7 7 

Resp_59 5 6 6 7 

Resp_60 7 7 6 6 

Resp_61 7 7 7 7 

Resp_62 7 7 6 6 

Resp_63 7 7 7 7 

Resp_64 7 7 6 6 

Resp_65 6 6 6 5 

Resp_66 6 6 5 5 

Resp_67 6 6 5 5 

Resp_68 6 6 6 6 

Resp_69 6 7 7 6 

Resp_70 3 4 3 4 

Resp_71 4 6 7 6 

Resp_72 7 7 6 6 

Resp_73 6 6 6 6 

Resp_74 6 6 6 6 

Resp_75 6 6 6 6 

Resp_76 7 6 6 6 

Resp_77 6 5 6 6 

Resp_78 6 5 6 5 

Resp_79 3 2 3 3 

Resp_80 6 7 7 7 

Resp_81 6 6 6 6 

Resp_82 7 6 7 6 

Resp_83 7 7 7 7 

Resp_84 7 7 6 6 

Resp_85 7 7 7 7 

Resp_86 7 7 6 6 

Resp_87 6 6 6 5 

Resp_88 6 6 5 5 

Resp_89 6 6 5 5 

Resp_90 6 6 6 6 
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Resp CRM_1 CRM_2 CRM_3 CRM_4 

Resp_91 6 7 7 6 

Resp_92 6 4 6 4 

Resp_93 4 6 7 6 

Resp_94 3 3 6 6 

Resp_95 6 6 6 6 

Resp_96 6 6 6 6 

Resp_97 6 6 6 6 

Resp_98 7 6 6 6 

Resp_99 6 5 6 6 

Resp_100 6 5 6 5 

Resp_101 6 2 5 6 

Resp_102 6 1 5 4 

Resp_103 6 6 6 6 

Resp_104 6 1 5 4 

Resp_105 6 6 6 6 

Resp_106 7 6 7 6 

Resp_107 7 7 7 6 

Resp_108 7 6 7 6 

Resp_109 7 7 7 7 

Resp_110 7 7 6 6 

Resp_111 7 7 7 7 

Resp_112 6 6 6 6 

Resp_113 7 7 7 7 

Resp_114 7 6 7 7 

Resp_115 7 6 7 6 

Resp_116 7 7 7 6 

Resp_117 7 7 7 7 

Resp_118 4 4 4 4 

Resp_119 6 2 6 6 

Resp_120 1 2 2 2 

Resp_121 6 7 6 7 

Resp_122 6 2 5 6 

Resp_123 7 7 7 7 

Resp_124 6 6 6 6 

Resp_125 4 6 7 6 

Resp_126 6 2 5 6 

Resp_127 6 5 6 4 

Resp_128 6 6 6 6 

Resp_129 6 5 6 5 

Resp_130 3 2 3 3 

Resp_131 6 6 5 5 

Resp_132 3 3 6 6 

Resp_133 6 6 6 6 

Resp_134 1 2 2 2 

Resp_135 4 6 7 6 

Resp_136 6 7 6 7 

Resp_137 6 2 6 6 
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Resp CRM_1 CRM_2 CRM_3 CRM_4 

Resp_138 4 4 4 4 

Resp_139 6 7 7 7 

Resp_140 7 7 7 7 

Resp_141 3 3 6 6 

Resp_142 6 2 5 6 

Resp_143 6 1 5 4 

Resp_144 6 1 5 4 

Resp_145 6 6 6 6 

Resp_146 7 7 7 7 

Resp_147 4 4 4 4 

Resp_148 6 2 6 6 

Resp_149 1 2 2 2 

Resp_150 6 7 6 7 

Resp_151 6 2 5 6 

Resp_152 4 6 7 6 

Resp_153 3 3 6 6 

Resp_154 6 6 6 6 
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Lampiran 10 

Tabulasi Data Penelitian Variabel Kepuasan Pasien 

 
Resp KPP_1 KPP_2 KPP_3 KPP_4 KPP_5 

Resp_1 7 7 7 6 7 

Resp_2 6 7 7 7 6 

Resp_3 7 6 6 6 7 

Resp_4 2 4 4 4 3 

Resp_5 7 7 7 7 7 

Resp_6 6 7 6 7 6 

Resp_7 7 7 7 7 7 

Resp_8 4 5 6 7 6 

Resp_9 7 6 6 6 6 

Resp_10 7 7 7 7 7 

Resp_11 7 7 7 7 7 

Resp_12 6 6 7 4 1 

Resp_13 6 7 6 6 5 

Resp_14 7 7 7 4 5 

Resp_15 6 6 7 6 5 

Resp_16 6 6 5 5 5 

Resp_17 6 6 6 6 6 

Resp_18 7 6 6 5 6 

Resp_19 6 6 5 7 7 

Resp_20 5 5 6 6 5 

Resp_21 6 6 6 6 6 

Resp_22 6 6 7 6 5 

Resp_23 7 6 6 6 6 

Resp_24 7 7 7 6 6 

Resp_25 7 6 6 5 6 

Resp_26 7 6 6 5 6 

Resp_27 6 6 6 6 6 

Resp_28 6 6 7 6 6 

Resp_29 6 6 6 6 6 

Resp_30 6 6 6 6 6 

Resp_31 6 6 6 6 6 

Resp_32 6 6 6 6 6 

Resp_33 6 6 6 6 6 

Resp_34 6 6 6 6 6 

Resp_35 7 7 7 7 6 

Resp_36 5 6 6 5 6 

Resp_37 7 7 7 7 7 

Resp_38 5 4 4 4 2 

Resp_39 4 4 6 5 4 

Resp_40 6 6 6 2 2 

Resp_41 7 7 7 6 5 

Resp_42 7 7 7 6 7 

Resp_43 6 7 7 7 6 
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Resp KPP_1 KPP_2 KPP_3 KPP_4 KPP_5 

Resp_44 7 6 6 6 7 

Resp_45 7 7 7 7 6 

Resp_46 7 7 7 7 7 

Resp_47 6 7 6 7 7 

Resp_48 7 7 7 7 7 

Resp_49 4 5 6 7 5 

Resp_50 7 6 6 6 6 

Resp_51 7 7 7 7 7 

Resp_52 7 7 7 7 7 

Resp_53 6 6 7 4 6 

Resp_54 6 7 6 6 7 

Resp_55 4 7 7 4 7 

Resp_56 6 6 7 6 6 

Resp_57 6 6 5 5 6 

Resp_58 6 6 6 6 6 

Resp_59 5 6 6 5 5 

Resp_60 6 6 5 7 6 

Resp_61 5 5 6 6 5 

Resp_62 6 6 6 6 6 

Resp_63 6 6 7 6 6 

Resp_64 7 6 6 6 6 

Resp_65 7 7 7 6 7 

Resp_66 7 6 6 5 6 

Resp_67 7 6 6 5 6 

Resp_68 6 6 6 6 6 

Resp_69 6 6 7 6 6 

Resp_70 6 6 6 6 6 

Resp_71 6 6 6 6 6 

Resp_72 6 6 6 6 6 

Resp_73 6 6 6 6 6 

Resp_74 6 6 6 6 6 

Resp_75 6 6 6 6 6 

Resp_76 7 7 7 7 7 

Resp_77 5 6 6 5 5 

Resp_78 6 6 6 5 6 

Resp_79 5 6 6 6 5 

Resp_80 4 4 6 5 4 

Resp_81 6 6 6 7 6 

Resp_82 7 7 7 6 7 

Resp_83 5 5 6 6 5 

Resp_84 6 6 6 6 6 

Resp_85 6 6 7 6 6 

Resp_86 7 6 6 6 7 

Resp_87 7 7 7 7 7 

Resp_88 7 7 7 7 3 

Resp_89 7 6 6 5 6 

Resp_90 6 6 6 6 6 
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Resp KPP_1 KPP_2 KPP_3 KPP_4 KPP_5 

Resp_91 6 6 7 6 6 

Resp_92 6 6 6 6 6 

Resp_93 6 6 6 6 6 

Resp_94 6 6 6 6 6 

Resp_95 6 6 6 6 6 

Resp_96 6 6 6 6 6 

Resp_97 6 6 6 6 6 

Resp_98 7 7 7 7 6 

Resp_99 7 6 6 7 7 

Resp_100 6 6 6 6 5 

Resp_101 5 6 6 5 2 

Resp_102 4 4 6 4 4 

Resp_103 6 6 6 6 2 

Resp_104 4 4 6 4 4 

Resp_105 3 3 2 2 2 

Resp_106 7 7 7 7 5 

Resp_107 7 7 7 7 7 

Resp_108 7 7 7 7 5 

Resp_109 5 5 6 5 5 

Resp_110 6 6 6 6 6 

Resp_111 6 6 7 6 5 

Resp_112 7 6 6 7 6 

Resp_113 6 6 6 6 6 

Resp_114 6 5 6 5 6 

Resp_115 7 7 7 7 5 

Resp_116 7 7 7 7 7 

Resp_117 6 6 7 6 6 

Resp_118 4 7 7 4 7 

Resp_119 7 7 7 7 6 

Resp_120 2 4 4 4 3 

Resp_121 7 7 7 7 7 

Resp_122 5 6 6 5 2 

Resp_123 7 7 7 7 7 

Resp_124 6 6 7 4 1 

Resp_125 6 6 6 6 6 

Resp_126 5 4 4 4 2 

Resp_127 7 6 6 6 7 

Resp_128 6 6 7 4 6 

Resp_129 6 6 6 5 6 

Resp_130 5 6 6 6 5 

Resp_131 7 7 7 7 3 

Resp_132 6 6 6 6 6 

Resp_133 3 3 2 2 2 

Resp_134 2 4 4 4 3 

Resp_135 6 6 6 6 6 

Resp_136 7 7 7 7 7 

Resp_137 7 7 7 7 6 
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Resp KPP_1 KPP_2 KPP_3 KPP_4 KPP_5 

Resp_138 4 7 7 4 7 

Resp_139 4 4 6 5 4 

Resp_140 6 6 7 6 6 

Resp_141 6 6 6 6 6 

Resp_142 5 6 6 5 2 

Resp_143 4 4 6 4 4 

Resp_144 4 4 6 4 4 

Resp_145 3 3 2 2 2 

Resp_146 6 6 7 6 6 

Resp_147 4 7 7 4 7 

Resp_148 7 7 7 7 6 

Resp_149 2 4 4 4 3 

Resp_150 7 7 7 7 7 

Resp_151 5 6 6 5 2 

Resp_152 6 6 6 6 6 

Resp_153 6 6 6 6 6 

Resp_154 3 3 2 2 2 
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Lampiran 11 

Tabulasi Data Penelitian Variabel Loyalitas Pasien 

 
Resp LYP_1 LYP_2 LYP_3 LYP_4 

Resp_1 7 6 7 7 

Resp_2 6 7 7 7 

Resp_3 7 5 6 5 

Resp_4 2 2 2 3 

Resp_5 7 7 7 7 

Resp_6 7 5 6 6 

Resp_7 5 5 7 7 

Resp_8 6 6 6 6 

Resp_9 6 6 7 6 

Resp_10 4 7 7 4 

Resp_11 7 7 7 7 

Resp_12 7 7 7 7 

Resp_13 6 7 7 7 

Resp_14 5 6 5 4 

Resp_15 5 6 6 7 

Resp_16 6 6 5 6 

Resp_17 5 6 6 7 

Resp_18 7 7 6 6 

Resp_19 6 6 7 7 

Resp_20 5 4 5 4 

Resp_21 7 7 6 5 

Resp_22 6 6 7 7 

Resp_23 3 3 3 3 

Resp_24 6 5 6 5 

Resp_25 6 5 6 5 

Resp_26 6 5 6 5 

Resp_27 6 6 6 6 

Resp_28 6 7 6 6 

Resp_29 6 6 6 6 

Resp_30 6 6 6 6 

Resp_31 7 7 7 7 

Resp_32 6 6 6 6 

Resp_33 6 6 6 6 

Resp_34 6 6 6 6 

Resp_35 7 7 6 6 

Resp_36 6 6 5 5 

Resp_37 6 5 5 5 

Resp_38 5 5 6 4 

Resp_39 5 6 6 5 

Resp_40 6 6 6 6 

Resp_41 5 6 6 7 

Resp_42 5 4 5 4 

Resp_43 6 7 7 7 
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Resp LYP_1 LYP_2 LYP_3 LYP_4 

Resp_44 7 5 6 5 

Resp_45 6 7 6 6 

Resp_46 7 7 7 7 

Resp_47 6 5 6 6 

Resp_48 7 7 7 7 

Resp_49 6 6 6 6 

Resp_50 6 6 7 6 

Resp_51 6 6 5 5 

Resp_52 5 5 5 5 

Resp_53 7 7 7 7 

Resp_54 7 7 7 7 

Resp_55 7 6 5 4 

Resp_56 7 6 6 7 

Resp_57 6 6 5 6 

Resp_58 7 6 6 7 

Resp_59 6 7 6 7 

Resp_60 7 6 7 7 

Resp_61 7 6 5 7 

Resp_62 5 7 6 5 

Resp_63 7 6 7 7 

Resp_64 6 6 6 6 

Resp_65 7 5 6 5 

Resp_66 7 5 6 5 

Resp_67 7 5 6 5 

Resp_68 6 6 6 6 

Resp_69 7 7 6 6 

Resp_70 6 6 6 6 

Resp_71 6 6 6 6 

Resp_72 5 5 5 5 

Resp_73 6 6 6 6 

Resp_74 6 6 6 6 

Resp_75 6 6 6 6 

Resp_76 5 5 4 4 

Resp_77 6 6 5 5 

Resp_78 6 5 5 5 

Resp_79 6 6 7 5 

Resp_80 7 6 6 5 

Resp_81 6 6 6 6 

Resp_82 7 6 6 7 

Resp_83 6 6 5 7 

Resp_84 4 3 3 5 

Resp_85 7 7 7 7 

Resp_86 6 6 6 6 

Resp_87 4 5 6 5 

Resp_88 4 4 3 4 

Resp_89 6 5 6 5 

Resp_90 6 6 6 6 
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Resp LYP_1 LYP_2 LYP_3 LYP_4 

Resp_91 6 7 6 6 

Resp_92 6 6 6 6 

Resp_93 6 6 6 6 

Resp_94 4 3 3 3 

Resp_95 4 6 6 6 

Resp_96 6 6 6 6 

Resp_97 6 6 6 6 

Resp_98 7 7 6 6 

Resp_99 6 6 5 5 

Resp_100 4 5 5 5 

Resp_101 5 5 6 4 

Resp_102 5 6 6 5 

Resp_103 6 6 6 6 

Resp_104 5 6 6 5 

Resp_105 3 4 3 3 

Resp_106 5 6 6 7 

Resp_107 7 6 7 7 

Resp_108 5 6 6 7 

Resp_109 6 6 5 7 

Resp_110 7 7 6 5 

Resp_111 6 6 7 7 

Resp_112 3 2 3 2 

Resp_113 3 4 3 4 

Resp_114 5 5 5 5 

Resp_115 7 6 6 7 

Resp_116 7 6 7 7 

Resp_117 7 7 7 7 

Resp_118 7 6 5 4 

Resp_119 6 7 6 6 

Resp_120 2 2 2 3 

Resp_121 6 5 5 5 

Resp_122 5 5 6 4 

Resp_123 4 7 7 4 

Resp_124 7 7 7 7 

Resp_125 6 6 6 6 

Resp_126 5 5 6 4 

Resp_127 7 5 6 5 

Resp_128 7 7 7 7 

Resp_129 6 5 5 5 

Resp_130 6 6 7 5 

Resp_131 4 4 3 4 

Resp_132 4 3 3 3 

Resp_133 3 4 3 3 

Resp_134 2 2 2 3 

Resp_135 6 6 6 6 

Resp_136 6 5 5 5 

Resp_137 6 7 6 6 
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Resp LYP_1 LYP_2 LYP_3 LYP_4 

Resp_138 7 6 5 4 

Resp_139 7 6 6 5 

Resp_140 7 7 7 7 

Resp_141 4 3 3 3 

Resp_142 5 5 6 4 

Resp_143 5 6 6 5 

Resp_144 5 6 6 5 

Resp_145 3 4 3 3 

Resp_146 7 7 7 7 

Resp_147 7 6 5 4 

Resp_148 6 7 6 6 

Resp_149 2 2 2 3 

Resp_150 6 5 5 5 

Resp_151 5 5 6 4 

Resp_152 6 6 6 6 

Resp_153 4 3 3 3 

Resp_154 3 4 3 3 
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Lampiran 12 

Hasil Perhitungan SEM 

Model Penelitian 

 

Persepsi

Persepsi

Persepsi
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Hasil Analisis SEM AMOS 

Persepsi

Persepsi

Persepsi
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Persepsi

Persepsi

Persepsi
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Observations farthest from the centroid (Mahalanobis distance) (Group number 1) 

Observation number Mahalanobis d-squared p1 p2 

18 35,791 ,032 ,993 

12 35,615 ,033 ,966 

124 35,615 ,033 ,891 

88 35,574 ,034 ,766 

131 35,574 ,034 ,596 

10 35,569 ,034 ,419 

123 35,569 ,034 ,265 

84 35,324 ,036 ,189 

70 35,305 ,036 ,105 

38 35,085 ,038 ,070 

126 35,085 ,038 ,034 

78 34,959 ,039 ,018 

129 34,959 ,039 ,008 

40 34,558 ,043 ,007 

7 33,431 ,056 ,027 

99 32,431 ,070 ,076 

39 32,042 ,077 ,083 

44 31,852 ,080 ,067 

127 31,852 ,080 ,039 

15 31,543 ,086 ,040 

85 31,480 ,087 ,026 

117 31,480 ,087 ,014 

140 31,480 ,087 ,007 

146 31,480 ,087 ,004 

87 31,119 ,094 ,005 

80 30,595 ,105 ,010 

139 30,595 ,105 ,005 

71 30,201 ,114 ,008 

55 30,000 ,118 ,008 

118 30,000 ,118 ,004 

138 30,000 ,118 ,002 

147 30,000 ,118 ,001 

47 29,766 ,124 ,001 

37 28,940 ,147 ,009 

121 28,940 ,147 ,005 

136 28,940 ,147 ,003 

150 28,940 ,147 ,001 

45 28,758 ,152 ,001 

119 28,758 ,152 ,001 
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Observation number Mahalanobis d-squared p1 p2 

137 28,758 ,152 ,000 

148 28,758 ,152 ,000 

101 28,682 ,154 ,000 

122 28,682 ,154 ,000 

142 28,682 ,154 ,000 

151 28,682 ,154 ,000 

3 28,482 ,160 ,000 

4 27,407 ,196 ,001 

120 27,407 ,196 ,000 

134 27,407 ,196 ,000 

149 27,407 ,196 ,000 

30 27,204 ,204 ,000 

125 27,204 ,204 ,000 

135 27,204 ,204 ,000 

152 27,204 ,204 ,000 

53 27,141 ,206 ,000 

128 27,141 ,206 ,000 

94 26,876 ,216 ,000 

132 26,876 ,216 ,000 

141 26,876 ,216 ,000 

153 26,876 ,216 ,000 

6 26,532 ,230 ,000 

22 26,507 ,231 ,000 

61 26,451 ,233 ,000 

102 26,332 ,238 ,000 

143 26,332 ,238 ,000 

26 26,255 ,241 ,000 

115 25,970 ,253 ,000 

79 25,907 ,256 ,000 

130 25,907 ,256 ,000 

112 25,882 ,257 ,000 

19 25,686 ,265 ,000 

29 25,625 ,268 ,000 

105 25,396 ,279 ,000 

133 25,396 ,279 ,000 

145 25,396 ,279 ,000 

154 25,396 ,279 ,000 

104 25,167 ,289 ,000 

144 25,167 ,289 ,000 

76 24,676 ,313 ,000 

2 24,581 ,318 ,000 

28 24,570 ,318 ,000 
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Observation number Mahalanobis d-squared p1 p2 

83 24,031 ,346 ,000 

14 23,756 ,360 ,000 

59 23,678 ,364 ,000 

8 23,168 ,392 ,000 

20 23,091 ,397 ,000 

109 23,058 ,398 ,000 

57 22,693 ,419 ,000 

60 22,488 ,431 ,000 

103 22,201 ,448 ,000 

116 21,425 ,495 ,010 

49 21,135 ,512 ,021 

93 20,459 ,554 ,123 

66 20,378 ,559 ,116 

67 20,378 ,559 ,087 

23 20,329 ,562 ,074 

56 19,959 ,586 ,151 

46 19,898 ,589 ,135 

62 19,793 ,596 ,135 

89 19,669 ,604 ,141 
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Persepsi

Persepsi

Persepsi
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Assessment of normality (Group number 1) 

Variable min max skew c.r. kurtosis c.r. 

KPL5 2,000 7,000 -1,745 -8,431 2,185 5,277 

KPL4 1,000 7,000 -1,817 -8,777 2,563 6,189 

KPL3 2,000 7,000 -1,688 -8,154 2,070 5,000 

CRM4 2,000 7,000 -1,464 -7,070 2,262 5,464 

KPP5 2,000 7,000 -1,458 -7,045 1,669 4,030 

KPL1 1,000 7,000 -1,530 -7,392 1,374 3,319 

CRM2 1,000 7,000 -1,305 -6,305 ,469 1,133 

CRM3 2,000 7,000 -1,793 -8,661 4,044 9,768 

CRM1 1,000 7,000 -1,927 -9,306 3,803 9,184 

LYP1 2,000 7,000 -1,282 -6,194 1,365 3,296 

LYP4 2,000 7,000 -,627 -3,028 -,425 -1,028 

LYP3 2,000 7,000 -1,417 -6,846 1,671 4,035 

LYP2 2,000 7,000 -1,372 -6,626 1,936 4,675 

KPP1 2,000 7,000 -1,346 -6,504 1,479 3,573 

KPP4 2,000 7,000 -1,307 -6,316 2,030 4,902 

KPP3 2,000 7,000 -2,411 -11,646 7,756 18,733 

KPP2 3,000 7,000 -1,324 -6,394 1,683 4,064 

KID3 2,000 7,000 -1,619 -7,819 1,866 4,507 

KID4 2,000 7,000 -2,252 -10,880 4,661 11,256 

KPL2 1,000 7,000 -1,808 -8,734 2,835 6,848 

KID1 3,000 7,000 -1,778 -8,589 2,383 5,756 

KID2 2,000 7,000 -1,296 -6,261 ,499 1,204 

Multivariate  
    

48,664 8,860 
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Regression Weights: (Group number 1 - Default model) 

   
Estimate S.E. C.R. P Label 

KPPZ <--- KPLX1 -,681 ,154 -4,416 *** 
 

KPPZ <--- KIDX2 ,714 ,210 3,405 *** 
 

KPPZ <--- CRMX3 ,587 ,114 5,138 *** 
 

LYPY <--- KPLX1 ,376 ,164 2,291 ,022 
 

LYPY <--- KIDX2 -,474 ,214 -2,215 ,027 
 

LYPY <--- KPPZ ,538 ,110 4,907 *** 
 

LYPY <--- CRMX3 ,261 ,114 2,278 ,023 
 

KID2 <--- KIDX2 1,173 ,084 13,923 *** 
 

KID1 <--- KIDX2 1,000 
    

KPP3 <--- KPPZ ,752 ,062 12,175 *** 
 

LYP2 <--- LYPY 1,029 ,077 13,453 *** 
 

LYP3 <--- LYPY 1,102 ,077 14,296 *** 
 

LYP4 <--- LYPY 1,083 ,085 12,805 *** 
 

KPP1 <--- KPPZ 1,000 
    

KPP4 <--- KPPZ ,839 ,072 11,677 *** 
 

KPP2 <--- KPPZ ,821 ,057 14,506 *** 
 

LYP1 <--- LYPY 1,000 
    

KID4 <--- KIDX2 ,900 ,072 12,487 *** 
 

KID3 <--- KIDX2 ,868 ,076 11,369 *** 
 

CRM3 <--- CRMX3 1,004 ,085 11,834 *** 
 

CRM2 <--- CRMX3 1,282 ,143 8,994 *** 
 

KPL2 <--- KPLX1 ,931 ,057 16,338 *** 
 

CRM1 <--- CRMX3 1,000 
    

KPL1 <--- KPLX1 1,000 
    

KPP5 <--- KPPZ ,981 ,086 11,437 *** 
 

CRM4 <--- CRMX3 ,971 ,088 10,976 *** 
 

KPL3 <--- KPLX1 ,936 ,053 17,767 *** 
 

KPL4 <--- KPLX1 1,069 ,060 17,953 *** 
 

KPL5 <--- KPLX1 ,930 ,054 17,242 *** 
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Standardized Regression Weights: (Group number 1 - Default model) 

   
Estimate 

KPPZ <--- KPLX1 -,923 

KPPZ <--- KIDX2 ,747 

KPPZ <--- CRMX3 ,563 

LYPY <--- KPLX1 ,527 

LYPY <--- KIDX2 -,512 

LYPY <--- KPPZ ,556 

LYPY <--- CRMX3 ,259 

KID2 <--- KIDX2 ,813 

KID1 <--- KIDX2 ,942 

KPP3 <--- KPPZ ,817 

LYP2 <--- LYPY ,894 

LYP3 <--- LYPY ,929 

LYP4 <--- LYPY ,868 

KPP1 <--- KPPZ ,863 

KPP4 <--- KPPZ ,797 

KPP2 <--- KPPZ ,902 

LYP1 <--- LYPY ,830 

KID4 <--- KIDX2 ,772 

KID3 <--- KIDX2 ,734 

CRM3 <--- CRMX3 ,943 

CRM2 <--- CRMX3 ,736 

KPL2 <--- KPLX1 ,908 

CRM1 <--- CRMX3 ,757 

KPL1 <--- KPLX1 ,881 

KPP5 <--- KPPZ ,787 

CRM4 <--- CRMX3 ,873 

KPL3 <--- KPLX1 ,938 

KPL4 <--- KPLX1 ,942 

KPL5 <--- KPLX1 ,928 

Correlations: (Group number 1 - Default model) 

   
Estimate 

KPLX1 <--> KIDX2 ,890 

KIDX2 <--> CRMX3 ,597 

KPLX1 <--> CRMX3 ,553 
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Model Fit Summary 

CMIN 

Model NPAR CMIN DF P CMIN/DF 

Default model 54 902,731 199 ,000 4,536 

Saturated model 253 ,000 0 
  

Independence model 22 3738,137 231 ,000 16,182 

RMR, GFI 

Model RMR GFI AGFI PGFI 

Default model ,137 ,650 ,556 ,512 

Saturated model ,000 1,000 
  

Independence model ,792 ,183 ,106 ,167 

Baseline Comparisons 

Model 
NFI 

Delta1 

RFI 

rho1 

IFI 

Delta2 

TLI 

rho2 
CFI 

Default model ,759 ,720 ,801 ,767 ,799 

Saturated model 1,000 
 

1,000 
 

1,000 

Independence model ,000 ,000 ,000 ,000 ,000 

Parsimony-Adjusted Measures 

Model PRATIO PNFI PCFI 

Default model ,861 ,653 ,689 

Saturated model ,000 ,000 ,000 

Independence model 1,000 ,000 ,000 

NCP 

Model NCP LO 90 HI 90 

Default model 703,731 614,225 800,767 

Saturated model ,000 ,000 ,000 

Independence model 3507,137 3312,718 3708,867 

FMIN 

Model FMIN F0 LO 90 HI 90 

Default model 6,494 5,063 4,419 5,761 

Saturated model ,000 ,000 ,000 ,000 

Independence model 26,893 25,231 23,833 26,682 
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RMSEA 

Model RMSEA LO 90 HI 90 PCLOSE 

Default model ,160 ,149 ,170 ,000 

Independence model ,330 ,321 ,340 ,000 

AIC 

Model AIC BCC BIC CAIC 

Default model 1010,731 1032,145 1169,580 1223,580 

Saturated model 506,000 606,328 1250,236 1503,236 

Independence model 3782,137 3790,861 3846,853 3868,853 

ECVI 

Model ECVI LO 90 HI 90 MECVI 

Default model 7,271 6,628 7,970 7,426 

Saturated model 3,640 3,640 3,640 4,362 

Independence model 27,210 25,811 28,661 27,272 

HOELTER 

Model 
HOELTER 

.05 

HOELTER 

.01 

Default model 36 39 

Independence model 10 11 

 


