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TS  =Tidak Setuju (2)
RG  =Ragu- Ragu (3)
S = Setuju (4)

SS = Sangat Setuju (5)

INSTRUMEN PENELITIAN

A. KUALITAS PELAYANAN

diberikan

Kualitas Pelayanan 5 3 | 2 1
No
(X) SS|S|RG|TS|STS
Reabilitas
1. | Pengiriman paket selalu tepat waktu sesuai estimasi yang

2. | Paket selalu sampai dalam kondisi baik tanpa kerusakan
3. | Informasi pelacakan paket selalu akurat dan mudah diakses
Daya Tanggap
4. | Pertanyaan atau keluhan saya terkait pengiriman selalu
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terlihat profesional dan aman
11. | Fitur Shopee Express mudah digunakan dan tampilannya
menarik
12. | Fitur-fitur yang tersedia di aplikasi Shopee Express sangat

membantu




B. KEPUASAN PELANGGAN

dengan harapan saya

No Kepuasan Pelanggan 5 3121
(¥)
SS|S|RG| TS |STS
Kesesuaian Harapan
1. | Layanan yang saya terima di Shopee Express sesuai

Fitur-fitur yang disediakan Shopee Express memenuhi
kebutuhan saya sebagai pelanggan

Minat Berkunjung Kembali

Saya sangat mungkin untuk menggunakan layanan Shopee
Express kembali di masa mendatang

Saya berencana untuk tetap menjadi pelanggan setia
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kepada teman atau keluarga saya

Saya sangat mungkin untuk memberikan ulasan positif
tentang Shopee Express kepada orang lain
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2 [ 2 | 4 2] a4 a3 4] a 4 4 4 41
2 | 4 |5 | 3 [ 3|33 ] a]a 4 4 4 43
4 | 4| a5 | 52141 3]3 4 4 4 46
4 |5 | 4| a| a4 5 | 5|14 4 4 4 51
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40
24
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32
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24
24
24
30

28
32
34
35
36
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B. Kepuasan Pelanggan (Y)

Total

18
18
22
15
13
11
24
19
24

20
27

24
19
30
18
16
22
18
30

19
24
22
15
24
30

24
24
11

15
24
19
24
24
24
14
24
24
30

Y6

Y5

Y4

Y3

Y2

Y1l




24
24
21

12
30

12
12
10
24
12
12
14

12
12
12
12
12
12
12
14
17
15
12
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Kualitas Pelayanan (X)

Hasil Uji Validitas SPSS Versi 30

Correlations

X0 X0 X0 X0 X0 X0 X0 X0 X0 X1 X1 X1 TOT

1 2 3 4 5 6 7 8 9 0 1 2 AL

X01 Pearso 1 .54 .72 .65 .77 .80 .79 .75 .65 .46 .46 .51 .852

n 7** 3** 6** 3** 6** 4** 8** 3** 4** 4** O** *%
Correl
ation

Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,00

tailed) 01 01 01 01 01 01 01 01 01 01 O01 1

N 62 62 62 62 62 62 62 62 62 62 62 62 62

X02 Pearso .54 1 .50 .64 .68 .50 .55 .57 .43 .59 .50 .53 .722

n 7** 9** O** 4** O** 1** 6** 7** 6** 2** 6** *%
Correl
ation

Sig. (2- <,0 <0 <0 <0 <0 <0 <0 <,0 <0 <0 <,0 <00

tailed) 01 01 01 01 01 01 01 01 01 01 01 1

N 62 62 62 62 62 62 62 62 62 62 62 62 62

X03 Pearso .72 50 1 .61 .69 .75 .80 .82 .68 .47 .48 .56 .847

n 3** 9** O** O** 1** 2** 5** 9** 3** 8** 4** *%
Correl

ation




Sig. (2- <,0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,00
tailed) 01 01 01 01 01 01 01 01 01 01 01 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X04 Pearso .65 64 61 1 .64 51 55 63 52 52 47 .44 749
n 6** 0** 0** 9** 1** 8** 1** 1** 7** 6** 5** *%
Correl
ation
Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,00
tailed) 01 01 O1 01 01 01 01 01 01 01 0 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X05 Pearso .77 .68 69 64 1 .73 .74 69 .62 .63 .57 .65 .870
n 3** 4** O** 9** 1** 9** 9** 5** O** 5** 8** *%
Correl
ation
Sig. (2- <0 <0 <0 <,0 <0 <0 <0 <0 <0 <0 <0 <,00
tailed) 01 01 01 O1 01 01 01 01 01 01 01 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X06 Pearso .80 50 .75 51 73 1 .82 .76 .75 50 .42 51 .842
n 6** 0** 1** 1** 1** O** 2** 1** 1** 8** O** *%
Correl
ation
Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,0 <,00
tailed) 01 01 01 01 01 01 01 01 01 01 01 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X07 Pearso .79 55 80 55 74 82 1 84 .79 57 .49 57 .890
n 4** 1** 2** 8** 9** O** 2** 6** 9** 5** 3** *%
Correl

ation




Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,0 <,00
tailed) 01 01 01 01 01 01 01 01 01 01 01 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X08 Pearso .75 57 82 63 69 .76 84 1 .78 .60 .57 .61 .898
n 8** 6** 5** 1** 9** 2** 2** 7** 4** 2** 2** *%
Correl
ation
Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,00
tailed) 01 01 01 01 01 01 01 01 01 01 01 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X09 Pearso .65 43 68 52 62 .75 79 78 1 .65 .54 58 .828
n 3** 7** 9** 1** 5** 1** 6** 7** 3** 6** 7** *%
Correl
ation
Sig. (2- <0 <0 <0 <0 <0 <0 <0 <,0 <0 <0 <0 <,00
tailed) 01 01 01 01 01 01 01 01 01 01 01 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X10 Pearso .46 59 47 52 63 50 57 60 65 1 .79 .80 .757
n 4** 6** 3** 7** 0** 1** 9** 4** 3** 7** 4** *%
Correl
ation
Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,0 <,00
tailed) 01 01 01 01 01 01 01 01 01 01 01 1
N 62 62 62 62 62 62 62 62 62 62 62 62 62
X11 Pearso .46 50 .48 47 57 42 49 57 54 79 1 92 .715
n 4** 2** 8** 6** 5** 8** 5** 2** 6** 7** 3** *%
Correl

ation




Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,0 <,00

taled) 01 01 01 01 01 01 01 01 01 01 01 1

N 62 62 62 62 62 62 62 62 62 62 62 62 62
X12 Pearso .51 53 56 44 65 51 57 61 58 80 92 1 .765

n 0** 6** 4** 5** 8** O** 3** 2** 7** 4** 3** *%

Correl

ation

Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <,00

taled) 01 01 01 01 01 01 01 01 01 01 01 1

N 62 62 62 62 62 62 62 62 62 62 62 62 62
TOT Pearso .85 .72 84 .74 87 .84 89 .89 82 .75 .71 .76 1
AL n 2** 2** 7** 9** O** 2** O** 8** 8** 7** 5** 5**

Correl

ation

Sig. (2- <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <0 <0
taled) 01 01 01 01 01 01 01 01 01 01 01 01

N 62 62 62 62 62 62 62 62 62 62 62 62 62

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




Correlations

Y1 Y2 Y3 VY4 Y5 Y6 Total
Y1 Pearson Correlation 1 .6947 767 .700° .830° .885 914
Sig. (2-tailed) <001 <,001 <,001 <,001 <,001 <,001
N 62 62 62 62 62 62 62
Y2 Pearson Correlation .694" 1 .7437 6427 7007 689" 832"
Sig. (2-tailed) <,001 <001 <001 <001 <,001 <,001
N 62 62 62 62 62 62 62
Y3  Pearson Correlation .767" .743" 1.785° 7397 715" 890"
Sig. (2-tailed) <,001 <,001 <001 <001 <,001 <,001
N 62 62 62 62 62 62 62
Y4 Pearson Correlation .700" .642" .785 1 .809° .7327 876"
Sig. (2-tailed) <,001 <,001 <,001 <001 <,001 <,001
N 62 62 62 62 62 62 62
Y5  Pearson Correlation .830~ .700™ .739" .809" 1 .838" 920"
Sig. (2-tailed) <,001 <,001 <,001 <,001 <,001 <,001
N 62 62 62 62 62 62 62
Y6  Pearson Correlation .885~ .689" .715 .7327  .838" 1 909
Sig. (2-tailed) <,001 <,001 <,001 <001 <,001 <,001
N 62 62 62 62 62 62 62
Total Pearson Correlation .914" .832" .890  .876  .920° .909" 1
Sig. (2-tailed) <,001 <,001 <,001 <001 <,001 <,001
N 62 62 62 62 62 62 62

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