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LAMPIRAN 

Surat Tugas Izin Penelitian di BPJS Kesehatan KCU Serang 
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Surat Tanggapan Permohonan Izin Penelitian & Data 
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Kuesioner Penelitian  

KUESIONER PENELITIAN 

“ANALISIS KUALITAS PELAYANAN PUBLIK PROGRAM BPJS 

KELILING TERHADAP TINGKAT KEPUASAN PESERTA JKN DENGAN 

METODE CUSTOMER SATISFACTION INDEKS DAN SERVICE 

QUALITY” 

Assalamu’alaikum Wr.Wb 

Bapak/Ibu yang saya hormati, 

Saya selaku mahasiswa akhir Fakultas Ekonomi dan Bisnis Islam UIN Sultan 

Maulana Hasanuddin Banten ingin mengadakan penelitian dengan judul “Analisis 

Kualitas Pelayanan Publik Program BPJS Keliling Terhadap Tingkat Kepuasan 

Peserta JKN dengan Metode Customer Satisfaction Indeks Dan Service Quality”. 

Mengharapkan kesediaan Bapak/Ibu untuk mengisi kuesioner ini seagai alat 

pengambilan data dalam tugas akhir saya. Pertanyaan dalam kuesioner di ajukan 

hanya untuk memperoleh data yang valid, bukan untuk kepentingan lain sehingga 

Bapak/Ibu tidak perlu ragu untuk memberikan jawaban yang sebenarnya.  

 

Petunjuk Pengisian :  

Berilah tanda (√) atau (x) untuk setiap jawaban yang dianggap sesuai dengan yang 

anda alami atau sesuai saat pelayanan BPJS Keliling berlangsung. 

 

Skor SkalaTingkatKepentingan Skor Skala Tingkat Kepuasan 

5 Sangat penting (SP) 5 Sangat Puas (SP) 

4 Penting (P) 4 Puas (P) 

3 Cukup Penting (CP) 3 Cukup Puas(CP) 

2 Tidak Penting (TP) 2 Tidak Puas (TP) 

1 Sangat Tidak Penting (STP) 1 Sangat Tidak Puas (STP) 

 

Profil Responden : 

1. Nama  : 

2. Jenis Kelamin : 

a) Pria 

b) Wanita 

3.  Umur  : 
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No. ATRIBUT/PERTANYAAN KEPENTINGAN   KEPUASAN 

1 2 3 4 5  1 2 3 4 5 

Bukti Fisik (Tangibles)              

1 Lokasi pelayanan strategis                     

2 Tempat pelayanan 

bersih,nyaman,dan luas 

                    

3 Lahan parkir memadai                     

4 Penampilan karyawan 

(rapi,sopan,seragam,formal) 

                    

Kehandalan (Reliability)     

5 Pelayanan cepat                     

6 Karyawan memiliki 

pengetahuan yang luas 

                    

7 Jam pelayanan tepat waktu 

atau sesuai jadwal 

                    

8 Pegawai bertanggung jawab 

penuh selama pelayanan 

                    

Daya Tanggap (Responsiveness)      

9 Lama waktu untuk mengantri                     

10 Cepat merespon peserta                     

11 Kemampuan untuk 

berkomunikasi 

                    

12 Kesiapan membantu peserta                     

Jaminan (Assurance)     

13 Kerahasiaan data peserta 

terjaga dengan baik  

                    

14 Mampu memberikan 

kepercayaan 

                    

15 Perusahaan memiliki citra 

yang positif 

                    

16 Peserta merasa aman saat 

melakukan pelayanan 

berlangsung 

                    

Empati (Emphaty)     

17 Kemudahan memperoleh 

informasi 

                    

18 Tanggap terhadap saran dan 

keluhan 

                    

19 Pelayanan tidak 

membedakan status 

                    

20 Pegawai dapat 

berkomunikasi dengan baik 
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Data Kepesertaan JKN (30 Desember 2023) 

 

Data Kepesertaan JKN  yang aktif (30 Desember 2023) 

 

 

APBD APBN BP PN BP SWASTA PBPU PPU BU PPU PN Grand Total

KAB. LEBAK 1,478,666               231,877         859,295      15,297        1,800          110,967      132,587      62,683        1,414,506   95.66%

KAB. PANDEGLANG 1,386,498               247,626         716,267      16,980        843             82,707        127,607      68,409        1,260,439   90.91%

KAB. SERANG 1,711,653               280,249         428,043      11,934        3,242          208,116      474,474      46,631        1,452,689   84.87%

KAB. TANGERANG 3,273,321               510,819         1,086,286   23,395        5,932          547,288      1,026,821   103,747      3,304,288   100.95%

KOTA CILEGON 461,013                  101,789         74,729        3,246          6,621          78,020        168,921      29,331        462,657      100.36%

KOTA SERANG 724,552                  162,577         195,690      13,221        2,356          97,598        169,750      74,034        715,226      98.71%

KOTA TANGERANG 1,891,942               414,546         436,277      38,729        3,832          260,091      644,020      115,543      1,913,038   101.12%

KOTA TANGERANG SELATAN 1,394,015               341,439         141,714      30,673        4,511          343,511      452,900      88,071        1,402,819   100.63%

Grand Total 12,321,660                    2,290,922           3,938,301      153,475          29,137            1,728,298      3,197,080      588,449          11,925,662    96.79%

KC SERANG 9,742,080                      1,685,117           3,526,168      106,335          15,649            1,209,169      2,405,509      397,013          9,344,960      95.92%

DATI II JUMLAH PENDUDUK
JUMLAH PESERTA

%

APBD APBN BP PN BP SWASTA PBPU PPU BU PPU PN Grand Total

KAB. LEBAK 1,478,666   202,232      683,969      13,791        1,394          41,466        97,781        59,302        1,099,935   74.39%

KAB. PANDEGLANG 1,386,498   189,662      522,810      15,033        637             29,419        85,387        63,618        906,566      65.39%

KAB. SERANG 1,711,653   226,886      338,530      10,620        2,695          79,665        349,995      44,198        1,052,589   61.50%

KAB. TANGERANG 3,273,321   474,837      812,494      20,994        2,714          272,985      855,591      96,728        2,536,343   77.49%

KOTA CILEGON 461,013      88,591        59,632        2,971          5,916          40,389        142,736      28,505        368,740      79.98%

KOTA SERANG 724,552      85,958        163,642      11,995        2,069          43,821        130,512      71,248        509,245      70.28%

KOTA TANGERANG 1,891,942   393,821      391,923      35,720        3,046          167,145      547,773      110,471      1,649,899   87.21%

KOTA TANGERANG SELATAN 1,394,015   270,884      131,932      28,545        3,629          197,015      380,755      83,528        1,096,288   78.64%

Grand Total 12,321,660    1,932,871      3,104,932      139,669          22,100            871,905          2,590,530      557,598          9,219,605      74.82%

KC SERANG 7,193,311      1,098,559      2,100,874      87,159            9,841              361,516          1,211,448      348,837          5,218,234      72.54%

DATI II JUMLAH PENDUDUK
JUMLAH PESERTA

%
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Laporan Survey Kepuasan Pelayanan BPJS Keliling 2023 

Sangat 

Tidak 

Puas

Tidak 

Puas

Kurang 

Puas

Cukup 

Puas
Puas

Sangat 

Puas

Narasi/k

alimat
Jumlah

Narasi/k

alimat
Jumlah

Narasi/k

alimat
Jumlah

Narasi/k

alimat
Jumlah

Narasi/k

alimat
Jumlah

1 12/1/2023 8 3 5

Sangar 

Bermanfa

at 3 Cukup 2

2 12/12/2023 12 2 10 Memuas

kan 7

Sangat 

Memban

tu 3

3 12/12/2023 14 5 9

4 12/13/2023 4 1 3

5 12/13/2023 7 3 4

6 12/14/2023 21 5 16

Pelayan

an 

Sangat 

Ramah 5

Pelayan

an Cepat 3

7 12/15/2023 25 4 21

8 12/18/2023 18 1 7 10

9 12/18/2023 38 2 16 20

10 12/19/2023 13 13

11 12/19/2023 12 12

12 12/20/2023 10 1 9 Pelayan

an Cepat 3

13 12/20/2023 11 6 5

14 12/21/2023 12 9 3

15 12/21/2023 33 6 27 BAIK 7 Cukup 1

16 12/22/2023 13 13

17 12/22/2023 15 1 14

18 12/27/2023 29 2 27

19 12/27/2023 22 4 18

Mantab 3

Sangat 

memban

tu 2

20 12/28/2023 16 3 13

21 12/28/2023 14 2 12

22 12/28/2023 3 3

23 12/29/2023 21 6 15

24 12/29/2023 4 4

TOTAL 375 0 0 0 4 85 286 28 11 0 0 0

Prosentase 0% 0% 0% 1% 23% 76%

No
TANGGAL 

PELAKSANAAN

JUMLA

H 

RESPO

NDEN

Pelayanan BPJS Keliling Saran/Masukkan Peserta Terhadap Pelayanan BPJS Keliling

Jumlah 1 2 3 4 5, dst
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Tabulasi Data Kuesioner Tingkat Kepentingan 

 

1 3 4 4 3 4 4 5 4 4 4 5 5 4 4 4 4 4 4 4 4 81

2 4 4 4 4 3 4 4 3 3 4 4 3 4 4 4 4 4 4 3 3 74

3 5 5 5 5 5 5 4 4 4 3 4 3 5 5 4 5 5 5 5 4 90

4 4 5 5 4 4 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 96

5 4 4 4 4 4 4 4 4 3 5 4 3 5 5 4 5 4 4 4 5 83

6 4 4 4 4 4 4 4 4 2 3 4 2 4 4 4 4 4 4 5 4 76

7 4 4 4 4 4 4 5 4 4 4 4 4 4 4 5 4 5 5 5 5 86

8 5 5 5 5 5 5 4 4 3 3 3 3 5 5 4 5 5 5 5 4 88

9 5 5 5 4 4 4 5 5 3 4 4 3 5 5 5 5 5 5 5 5 91

10 5 4 4 4 4 5 4 4 3 4 4 3 4 4 5 4 4 4 5 5 83

11 5 4 5 4 4 4 5 5 2 3 4 2 5 5 4 5 4 4 4 4 82

12 5 5 5 4 5 5 4 4 3 4 4 3 4 4 4 4 4 5 4 5 85

13 5 5 5 5 5 5 4 4 3 4 4 3 5 5 5 5 4 5 5 5 91

14 5 4 4 5 5 5 5 5 4 4 4 4 5 5 5 5 5 5 5 5 94

15 4 3 4 3 3 3 5 5 2 4 4 2 4 4 4 4 4 4 4 4 74

16 5 5 5 5 4 5 5 4 3 4 4 3 5 5 3 5 4 4 4 3 85

17 5 5 5 5 5 5 4 4 5 4 4 5 5 5 5 5 5 5 5 5 96

18 4 4 4 3 4 4 4 4 4 4 4 4 4 4 5 4 5 5 5 5 84

19 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 5 4 4 4 4 95

20 5 3 4 4 4 4 5 5 4 4 4 4 4 4 4 4 5 4 5 5 85

21 5 5 5 5 5 5 4 5 4 5 5 4 5 5 3 5 3 3 3 3 87

22 5 5 5 5 5 5 5 5 4 5 5 4 5 5 3 5 3 4 4 4 91

23 5 5 5 5 5 4 4 5 4 4 3 3 5 4 4 5 4 5 4 4 87

24 5 5 5 5 4 5 5 5 5 5 5 5 5 5 3 5 3 3 3 3 89

25 5 3 4 3 4 4 4 4 2 4 4 2 5 4 4 5 5 4 5 5 80

26 5 5 5 5 5 5 5 5 4 5 5 4 5 5 4 5 4 4 4 4 93

27 5 2 5 2 5 5 5 4 3 4 4 3 4 4 5 4 5 5 5 5 84

28 4 4 4 4 4 4 5 4 5 4 4 5 3 3 5 3 5 5 5 5 85

29 5 4 5 4 4 5 3 3 5 5 4 4 4 4 5 4 5 5 5 5 88

30 5 5 5 4 4 4 4 4 5 5 4 4 4 4 5 4 5 5 5 5 90

31 5 4 5 5 4 5 5 4 4 4 5 4 4 4 4 4 4 4 4 4 86

32 4 5 5 5 5 5 4 4 3 4 4 3 3 3 5 3 5 5 5 5 85

33 5 2 5 4 4 3 4 3 4 3 4 3 3 4 4 3 4 4 4 4 74

34 5 5 5 5 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 96

35 5 5 5 5 5 5 4 4 5 5 4 4 4 4 5 4 4 5 5 5 92

36 5 5 5 5 4 4 4 4 3 3 4 4 3 4 4 3 4 3 3 3 77

37 4 5 5 5 4 5 5 4 4 4 4 4 5 4 4 5 5 5 5 5 91

38 5 4 5 4 4 4 4 4 3 3 3 3 5 5 4 5 3 3 3 3 77

39 5 5 5 4 4 4 5 5 5 4 5 4 4 5 5 4 4 5 4 5 91

40 5 4 4 4 4 4 4 4 3 4 4 3 4 5 4 4 4 5 5 5 83

41 5 5 5 5 5 5 5 5 3 3 4 4 5 5 5 5 5 5 4 5 93

42 4 5 5 4 3 3 4 3 3 4 4 3 5 5 5 5 5 5 5 5 85

43 5 5 5 5 4 5 4 5 4 4 5 5 5 5 5 5 5 5 5 5 96

44 4 4 4 3 4 4 5 5 4 4 3 3 5 5 5 5 5 5 5 5 87

45 4 4 4 4 4 4 5 5 2 4 4 2 4 4 5 4 5 5 5 5 83

46 5 4 4 4 4 4 5 5 4 4 4 4 5 5 5 5 5 5 5 5 91

47 4 3 4 4 4 4 4 4 5 4 4 5 4 4 5 4 5 5 5 5 86

48 4 3 4 1 4 3 4 4 4 4 4 4 4 4 5 4 5 5 5 5 80

49 4 3 4 3 3 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 91

50 5 5 5 4 4 4 5 5 4 4 4 4 4 4 5 4 5 5 5 5 90

51 4 5 5 5 5 5 4 4 3 4 4 3 5 4 5 5 4 4 5 5 88

52 5 2 5 4 4 3 4 3 4 3 4 3 5 5 5 5 5 5 5 5 84

53 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 96

54 5 5 5 5 5 5 4 4 3 4 4 3 4 5 4 4 5 5 5 5 89

55 5 5 5 5 4 4 4 4 4 3 4 3 4 4 5 4 5 5 5 5 87

56 4 5 5 5 4 5 5 4 4 4 4 4 4 4 5 4 5 5 5 5 90

57 5 4 5 4 4 4 4 4 3 3 3 3 5 5 5 5 5 5 5 5 86

58 5 5 5 4 4 4 5 5 3 4 5 3 4 5 5 4 5 5 5 5 90

59 5 4 4 4 4 4 4 4 3 4 4 3 4 4 5 4 5 5 5 5 84

60 5 5 5 5 5 5 5 5 2 3 4 2 4 5 4 4 5 5 5 5 88

61 4 5 5 4 3 3 4 3 3 4 4 3 4 5 4 4 5 5 5 5 82

62 5 5 5 5 4 5 4 5 3 4 5 3 5 5 5 5 5 5 5 5 93

63 4 4 4 3 4 4 5 5 4 4 3 4 4 5 5 4 5 5 5 5 86

64 4 4 4 4 4 4 5 5 2 4 4 2 4 4 5 4 5 5 5 5 83

65 5 4 4 4 4 4 4 4 3 5 4 3 5 5 5 5 5 5 5 5 88

66 4 3 4 4 4 4 4 4 5 4 4 5 4 5 4 4 5 5 5 5 86

67 4 3 4 1 3 3 3 3 4 4 4 4 4 4 5 4 5 5 5 5 77

68 4 3 4 3 3 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 91

69 5 5 5 4 4 4 5 5 4 4 4 4 4 4 5 4 5 5 5 5 90

70 5 5 5 5 3 3 4 4 3 5 5 3 5 5 5 5 5 5 5 5 90

71 5 3 5 5 5 5 5 5 3 5 5 3 5 5 5 5 5 5 5 5 94

72 5 5 5 4 4 5 4 5 2 4 3 2 4 4 5 4 5 5 5 5 85

73 5 5 5 5 5 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 99

74 5 4 4 4 4 4 4 4 2 4 4 2 4 4 5 4 4 4 5 5 80

75 5 4 5 4 4 4 4 4 4 5 5 4 5 5 5 5 5 5 5 5 92

76 4 4 4 4 4 4 4 4 3 4 4 3 4 4 5 4 5 5 5 5 83

77 5 4 5 5 4 5 5 4 5 4 4 5 4 4 4 4 4 4 4 4 87

78 4 4 4 4 4 4 3 3 5 4 3 5 4 4 5 4 5 5 5 5 84

79 5 5 5 4 4 4 4 4 3 5 4 3 4 4 5 4 5 5 5 5 87

80 3 3 3 3 3 3 3 3 5 5 3 5 4 4 5 4 5 5 5 5 79

81 4 4 5 4 4 4 5 5 3 4 3 3 5 5 5 5 5 5 5 5 88

82 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 5 5 5 5 85

83 4 4 4 4 4 4 4 4 4 4 4 4 4 4 5 4 5 5 5 5 85

84 5 5 5 5 5 5 5 5 4 5 5 4 5 5 5 5 5 5 5 5 98

85 4 4 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 5 5 94

86 5 5 5 5 5 4 4 4 3 4 4 3 4 5 5 4 5 5 5 5 89

87 5 4 5 4 3 4 4 3 2 4 4 2 5 5 5 5 5 5 5 5 84

88 5 4 5 5 5 4 5 4 4 5 5 4 5 5 5 5 5 5 5 5 95

89 5 5 5 5 5 5 3 3 4 4 5 5 5 5 5 5 5 5 5 5 94

90 4 3 4 4 3 3 4 4 3 4 4 3 4 4 4 4 5 5 5 5 79

91 5 3 4 3 4 4 4 4 3 4 4 3 4 4 5 4 5 5 5 5 82

92 4 4 4 3 4 4 4 4 3 3 4 3 4 4 4 4 5 5 5 5 80

93 5 4 4 4 5 4 5 4 4 5 5 4 5 5 5 5 5 5 5 5 93

94 4 4 4 4 4 4 4 4 3 4 4 3 4 4 5 4 5 5 5 5 83

95 5 3 5 5 3 3 5 5 5 5 4 5 5 5 5 5 5 5 5 5 93

96 5 5 4 5 4 4 5 5 5 5 4 4 5 5 5 5 5 5 5 5 95

97 5 5 5 5 5 5 5 5 5 5 5 5 4 4 4 4 5 5 5 5 96

98 4 4 5 4 4 4 4 4 4 4 4 4 5 5 5 5 5 5 5 5 89

99 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4 4 4 4 96

100 4 4 4 3 2 4 4 2 3 3 4 4 4 4 4 4 5 5 4 5 76

Responden 

TINGKAT KEPENTINGAN/ HARAPAN (IMPORTANCE)

TOTAL (X)T1 T2 T3 T4 RL1 RL2 RL3 RL4 E4R1 R2 R3 R4 A1 A2 A3 A4 E1 E2 E3
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Tabulasi Data Kuesioner Tingkat Harapan 

1 5 3 4 3 3 4 3 4 4 5 4 4 4 5 5 4 4 4 4 4 80

2 5 4 5 4 5 5 5 5 4 3 4 4 4 3 4 4 3 4 3 3 81

3 4 4 4 4 4 4 4 4 3 3 3 4 5 3 3 3 4 3 3 4 73

4 5 5 5 5 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 86

5 4 3 3 4 3 3 4 4 5 4 4 4 5 5 5 5 4 4 4 5 82

6 5 5 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 88

7 4 4 5 4 4 4 4 4 5 5 5 5 5 5 5 5 5 5 5 5 93

8 5 5 4 5 5 5 5 5 4 4 4 4 4 3 4 4 4 4 4 4 86

9 4 5 4 5 5 5 2 5 4 4 4 4 4 4 5 4 4 4 4 4 84

10 4 4 3 4 3 5 5 5 4 4 4 3 4 4 4 4 4 4 4 4 80

11 4 4 4 3 1 3 4 4 5 4 4 4 4 4 4 5 4 4 4 4 77

12 4 2 3 4 4 2 5 2 4 3 3 3 4 3 4 4 3 3 3 4 67

13 5 4 4 5 5 5 4 5 4 5 3 4 5 5 5 4 5 4 3 4 88

14 4 4 5 3 3 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 82

15 3 5 4 3 4 3 4 3 4 3 4 4 4 4 4 4 4 4 4 4 76

16 5 5 3 5 5 5 5 5 4 3 3 4 4 3 3 4 4 3 3 3 79

17 5 5 5 5 5 5 5 5 4 5 5 5 4 4 5 4 4 3 3 4 90

18 4 4 4 4 4 4 4 4 5 5 4 5 5 5 5 5 4 5 5 5 90

19 4 3 5 4 5 4 5 3 4 4 4 4 4 4 4 4 4 4 4 4 81

20 4 4 3 3 5 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 93

21 3 3 3 3 5 3 5 4 3 4 4 4 4 4 4 3 4 4 4 3 74

22 3 5 3 5 5 3 3 5 4 4 3 4 4 4 4 4 3 4 3 3 76

23 5 5 3 5 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 83

24 5 4 4 3 5 5 3 3 3 4 3 4 4 4 3 3 3 3 3 3 72

25 4 4 4 4 5 5 5 5 4 4 4 4 5 5 4 4 4 4 5 4 87

26 5 5 5 3 3 5 3 5 4 5 4 5 5 4 4 4 4 4 4 4 85

27 5 5 5 5 4 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 87

28 3 3 3 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 72

29 5 3 4 4 5 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 83

30 5 5 5 5 5 5 5 5 5 3 5 4 5 5 5 5 4 4 4 5 94

31 4 4 5 4 5 5 4 4 4 3 4 4 3 4 4 4 3 3 4 4 79

32 4 5 5 4 3 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5 96

33 5 5 5 4 4 4 4 4 4 4 3 3 4 4 4 4 3 3 3 4 78

34 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 5 87

35 5 4 5 4 5 5 5 3 5 4 5 4 5 5 5 5 4 5 5 5 93

36 5 5 5 5 1 4 5 5 4 4 4 4 3 4 4 4 3 4 3 3 79

37 5 4 4 4 5 5 5 4 4 5 5 5 5 4 4 4 4 4 5 5 90

38 4 4 4 4 4 4 4 4 4 4 2 5 3 4 4 4 4 1 4 4 75

39 5 5 5 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 84

40 3 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 78

41 5 5 5 5 5 5 5 5 4 3 3 3 4 4 4 4 3 3 4 4 83

42 5 4 3 4 5 5 4 3 5 5 5 5 5 5 4 5 4 5 5 5 91

43 5 5 5 5 4 5 5 5 5 4 5 5 5 5 5 5 5 5 5 5 98

44 4 5 5 5 5 5 5 5 5 4 5 5 4 5 4 5 5 4 5 4 94

45 4 4 4 4 4 4 4 4 5 5 5 4 5 5 5 5 5 5 5 5 91

46 5 4 4 4 3 4 5 4 4 4 3 4 4 4 4 4 3 3 3 4 77

47 3 3 5 3 3 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 74

48 5 5 5 5 5 5 5 5 5 4 4 5 4 4 4 5 4 4 5 4 92

49 4 4 3 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 77

50 4 4 5 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 83

51 4 5 5 4 3 5 5 5 4 4 4 5 5 5 5 4 4 4 5 5 90

52 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 83

53 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 4 86

54 5 4 5 4 5 5 5 3 4 4 4 4 4 4 4 4 4 4 4 4 84

55 5 5 5 5 1 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 83

56 5 4 4 4 5 5 5 4 5 4 4 4 4 4 5 5 4 4 4 4 87

57 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 80

58 5 5 5 4 4 4 5 4 4 4 4 4 4 4 4 4 4 3 4 5 84

59 3 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 3 3 4 4 76

60 5 5 5 5 5 5 5 5 5 4 4 4 5 5 5 5 4 4 4 4 93

61 5 4 3 4 5 5 4 3 5 4 4 4 5 5 5 5 4 4 4 4 86

62 5 5 5 5 4 5 5 5 4 5 5 5 4 4 4 4 5 5 5 5 94

63 4 5 5 5 5 5 5 5 5 4 4 4 5 5 5 5 4 4 4 4 92

64 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 80

65 5 4 4 4 3 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 81

66 3 3 5 3 3 3 3 3 5 5 5 5 5 5 5 5 4 4 4 5 83

67 5 5 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 88

68 4 4 3 3 3 4 4 4 5 4 4 4 5 5 5 5 4 4 5 5 84

69 4 3 4 4 4 4 4 4 5 4 4 4 5 5 5 5 4 4 5 5 86

70 5 4 5 5 2 2 3 3 5 5 5 5 5 5 5 5 4 4 5 4 86

71 5 5 3 3 3 5 5 5 5 4 4 4 5 5 5 5 5 4 5 5 90

72 5 5 5 4 4 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 86

73 5 3 3 5 3 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 81

74 5 4 4 4 4 3 3 4 4 5 4 4 4 4 4 4 5 5 4 5 83

75 5 4 4 4 3 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5 94

76 4 5 5 5 5 5 5 5 4 4 4 4 5 5 4 4 4 4 4 4 89

77 5 4 3 4 4 3 4 4 4 4 4 4 4 4 4 4 5 5 5 5 83

78 4 4 4 4 4 3 3 4 4 4 4 4 4 4 4 4 4 4 4 4 78

79 4 5 4 4 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 82

80 3 3 3 3 3 3 4 2 4 4 4 4 4 4 4 4 4 4 4 4 72

81 4 4 3 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 78

82 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 4 80

83 4 4 4 4 4 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 82

84 5 5 5 5 3 5 3 5 4 4 4 4 4 4 4 4 4 4 4 4 84

85 4 5 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 87

86 4 4 4 4 3 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 78

87 4 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 79

88 5 4 4 5 4 4 5 5 4 4 4 4 4 4 4 4 4 4 4 4 84

89 5 5 5 4 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 87

90 5 4 5 3 5 4 5 5 5 4 4 4 5 5 5 5 4 4 4 4 89

91 2 5 4 3 4 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 79

92 4 4 3 4 1 3 5 5 4 4 4 4 4 4 4 4 4 4 4 4 77

93 4 4 2 3 2 3 5 4 5 5 5 5 5 5 5 5 5 5 5 5 87

94 4 4 4 4 4 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 79

95 5 5 5 5 4 4 5 4 4 4 4 4 4 4 4 4 4 4 4 4 85

96 5 5 5 4 5 5 4 5 4 4 4 4 4 4 4 4 4 4 4 4 86

97 2 3 3 5 3 4 3 4 3 4 4 3 4 4 5 3 4 4 4 5 74

98 5 5 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 88

99 5 5 5 5 5 5 5 4 4 4 4 4 4 4 4 4 4 4 4 4 87

100 2 4 3 2 3 4 3 4 4 4 4 4 4 4 4 4 4 4 4 4 73

A1Responden 

KENYATAAN/KEPUASAN (PERFORMANCE)

TOTAL (Y)T1 T2 T3 T4 RL1 RL2 RL3 RL4 R1 R2 R3 R4 E4A2 A3 A4 E1 E2 E3
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Hasil Pengolahan Data Menggunakan SPSS  

Uji Validitas Tingkat Kepentingan 

1. Dimensi Bukti Fisik (Tangibles) 

 

2. Dimensi Kehandalan (Reliability) 
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3. Dimensi Daya Tanggap (Responsiveness) 

 

4. Dimensi Jaminan (Assurance) 

 

5. Dimensi Empati (Emphaty) 
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Uji Validitas Tingkat Harapan  

1. Dimensi Bukti Fisik (Tangibles) 

 

2. Dimensi Kehandalan (Reliability) 
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3. Dimensi Daya Tanggap (Responsiveness) 

 

4. Dimensi Jaminan (Assurance) 

 

5. Dimensi Empati (Emphaty) 
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Uji Reabilitas  Tingkat Kepentingan/Persepsi 

1. Dimensi Bukti Fisik (Tangibles) 

 

 

 

2. Dimensi Kehandalan (Reliability) 
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3. Dimensi Daya Tanggap (Responsiveness) 

 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

R1 11.96 2.968 .772 .679 

R2 11.52 4.515 .544 .796 

R3 11.49 4.879 .449 .830 

R4 12.01 2.939 .802 .659 
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4. Dimensi Jaminan (Assurance) 

 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.736 4 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

A1 13.57 1.379 .838 .476 

A2 13.50 1.626 .666 .598 

A3 13.39 2.564 -.024 .943 

A4 13.57 1.379 .838 .476 

 

 

5. Dimensi Empati (Emphaty) 

 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's 

Alpha N of Items 

.944 4 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

E1 14.20 2.364 .847 .932 

E2 14.16 2.378 .871 .924 

E3 14.16 2.318 .876 .922 

E4 14.15 2.290 .866 .926 

 

Uji Reliabilitas Tingkat Kepuasan/ Harapan 

1. Bukti Fisik (Tangibles) 

 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.744 4 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

T1 12.63 3.205 .506 .703 

T2 12.71 3.218 .578 .664 

T3 12.77 3.068 .519 .697 

T4 12.86 3.213 .552 .678 
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2. Kehandalan (Reliability) 

 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.648 4 

 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

RL1 12.86 3.273 .332 .673 

RL2 12.57 3.096 .671 .413 

RL3 12.52 3.787 .381 .611 

RL4 12.63 3.811 .390 .605 

 

3. Daya tanggap (Responsiveness) 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.795 4 
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Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

R1 12.27 1.573 .522 .785 

R2 12.39 1.513 .590 .752 

R3 12.43 1.359 .657 .718 

R4 12.35 1.503 .665 .718 

 

4. Jaminan (Assurance) 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.896 4 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

A1 12.67 1.880 .711 .888 

A2 12.70 1.687 .840 .839 

A3 12.68 1.816 .783 .862 

A4 12.71 1.844 .748 .874 

 

 

 

 

 



125 

 

 

5. Empati (Emphaty) 

Case Processing Summary 

 N % 

Cases Valid 100 100.0 

Excluded
a
 0 .0 

Total 100 100.0 

a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

.855 4 

 

Item-Total Statistics 

 

Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

E1 12.27 1.997 .716 .811 

E2 12.31 1.852 .647 .840 

E3 12.20 1.758 .762 .787 

E4 12.12 1.945 .680 .823 

 

Uji Normalitas  

 Uji Normalitas P-P Plot 
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 Uji Kolmogrov-Smirnov  

 

Uji Multikolinearitas 

 

 

 

Hasil Koefisien Regresi Sederhana 

Coefficientsa 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

59.133 9.161  6.455 .000 

.280 .105 .261 2.671 .009 

a. Dependent Variable: Kepuasan 

 

Uji T 

 

 

One-Sample Kolmogorov-Smirnov Test 

 Unstandardized 

Resid  ual 

N Mean  100 
Normal Parametersa,b Std. Deviation  .0000000 
Most Extreme Differences Absolute  6.03852193 
 Positive  .081 

 Negative  -.067 

Test Statistic   .081 

Asymp. Sig. (2-tailed)c   .102 

Monte Carlo Sig. (2-tailed)d Sig.  .102 

 99% Confidence Interval Lower Bound .094 
  Upper Bound .110 

 

Coefficientsa 

Model 

Collinearity Statistics 

Tolerance VIF 

1 Kepentingan 1.000 1.000 
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Koefisien Determinasi (R
2
) 
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Tabel r  
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Bukti Foto Kegiatan BPJS Keliling di Bulan April-Mei 2024 

 Kelurahan Curug Manis, Kec. Curug Kota Serang -Banten 

 

 

 Kel. Cilaku, Kec. Curug Kota Serang-Banten 
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 Kelurahan Sukajaya, Kec. Curug Kota Serang-Banten 
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 Kelurahan Sukalaksana, Kec.Curug Kota Serang-Banten 

 

 

 

 


