LAMPIRAN

Lampiran 1: Kuesioner Penelitian

Yth. Pelanggan Data XL Prabayar
di Tempat,

Dengan Hormat,

studi S1 Manajemen Alih Program, konsentrasi Pemasaran, bermaksud meminta ketersediaan
Bapak/lIbu untuk mengisi kuesioner penelitian guna mendapatkan informasi terkait judul skripsi

“Pengaruh Kepuasan, Hambatan Berpindah, dan Kepercayaan terhadap Retensi Pelanggan Data XL

Saya Fajar Riswantoro (NIM: 8215145272), mahasiswa Universitas Negeri Jakarta program

Prabayar di Jakarta”.

Kuesioner ini digunakan hanya untuk keperluan penelitian, segala informasi dalam kuesioner ini

akan dijamin kerahasiaannya.

IDENTITAS RESPONDEN

1.
2.

No. Kuesioner :__ (diisi oleh peneliti)
Jenis Kelamin

[ Laki-laki ] Perempuan
Pekerjaan

] Pegawai Negeri ] Pegawai Swasta [] Pelajar/Mahasiswa
[ wiraswasta [ Lain-lain:

Usia :

[ < 14 Tahun [ 15-21 Tahun [ 22-28 Tahun
[ 29-35 Tahun [136-42 Tahun ~ [J>43 Tahun
Domisili :

[ Jakarta [ Luar Jakarta:

Menggunakan layanan data XL prabayar selama:

H <2 Bulan []3-11 Bulan [ 1-3 Tahun
[14-7 Tahun [18-12 Tahun [1> 12 Tahun
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PETUNJUK PENGISIAN

Berilah tanda centang (V) atau tanda silang (X) pada bobot alternatif jawaban yang disediakan sesuai
dengan pengalaman yang dirasakan selama ini sejujur-jujurnya.

Keterangan:
ST = Sangat Tidak Setuju; T = Tidak Setuju; R = Ragu-ragu; S = Setuju; SS = Sangat Setuju

A. DAFTAR PERNYATAAN VARIABEL RETENSI PELANGGAN
NO DAFTAR PERTANYAAN

ST, T| R | S |SS

1. | Saya sering menggunakan data (paket data/ internet) XL Prabayar.
2. | Saya akan melakukan isi ulang data XL Prabayar untuk beberapa
waktu ke depan.

3. | Untuk layanan data, saya lebih memilih menggunakan data XL
Prabayar.

Saya tidak pernah mengeluh tentang layanan data XL Prabayar.

4,
5. | Saya mengakui layanan data XL Prabayar sangat baik.
6
7

Saya akan mengenalkan data XL Prabayar kepada orang lain.
Saya akan berbagi informasi tentang data XL Prabayar kepada

orang lain.

8. | Saya lebih suka menyarankan orang lain untuk memakai data XL
Prabayar.

9 | Saya bersedia membayar untuk bisa menggunakan data XL
Prabayar.

10. | Tarif data XL Prabayar adalah wajar.

B. DAFTAR PERNYATAAN VARIABEL KEPUASAN PELANGGAN

NO DAFTAR PERTANYAAN

ST, T| R|S|SS

Layanan data XL Prabayar dinilai sangat bagus.

Layanan data XL Prabayar dinilai sangat kompeten.
Customer Service XL Prabayar melayani dengan sangat baik.
Saya merasa nyaman ketika menggunakan data XL Prabayar.

Layanan data yang disediakan XL Prabayar memenuhi kebutuhan
saya.

6. | Menurut saya, XL Prabayar berhasil menyediakan layanan data
yang baik.

7. | Layanan data XL Prabayar lebih baik dari yang diharapkan.

g lwN e




C. DAFTAR PERNYATAAN VARIABEL HAMBATAN BERPINDAH
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NO DAFTAR PERTANYAAN
ST| T|R SS
1. | Biasanya, beralih ke penyedia layanan data lain akan merepotkan.
2. | Untuk beralih ke penyedia layanan data lain akan mengeluarkan
banyak uang.
3. | Untuk beralih ke penyedia layanan data lain akan membuang
banyak waktu.
4. | Untuk beralih ke penyedia layanan data lain memerlukan banyak
usaha.
5. | Saya merasa layanan data XL Prabayar lebih baik dari penyedia
layanan data lainnya.
6. | Saya benci meluangkan waktu untuk mencari info layanan data
yang lain.
7. | Saya benci register ulang ke penyedia layanan data lain.
8. | Saya merasa ada ikatan dengan layanan data XL Prabayar.
9. | Saya akan merindukan layanan data XL Prabayar jika saya beralih.
10. | Saya akan kehilangan hubungan yang ramah jika saya pindah
operator data.
D. DAFTAR PERNYATAAN VARIABEL KEPERCAYAAN PELANGGAN
NO DAFTAR PERTANYAAN
ST| T|R SS
1. | XL Prabayar memiliki reputasi sebagai operator data yang dapat
dipertanggungjawabkan.
2. | XL Prabayar memiliki reputasi sebagai operator data yang jujur.
3. | XL Prabayar memiliki reputasi sebagai operator data yang dapat
diandalkan.
4. | XL Prabayar akan menjaga informasi pribadi saya sebagai
pelanggan.
5. | XL Prabayar melakukan setiap usaha untuk memenuhi kebutuhan
data saya.
6. | XL Prabayar peduli dengan kepentingan saya.

*Terimakasih*
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Lampiran 2: Hasil Jawaban 30 Responden

KA T

Kepercayaan

HP T | KK

Hambatan Berpindah
DT

BB

Kepuasan
HA T

Kl

Retensi

PT KM KH T

PU

No

1 5554455444348 4455544313455523444394444452725
2 445224432423644324222124223442322843344422
3413333334423344334442654553553334144423320
4 444323323233332444332333433333333133333419
5544334434434134333432333323233232734444322
6 3331232125126022423221735441443243433343319
7443233333433 3333323208343322233328833343319
8P 442444445242 44544432832544344433644444424
9555244444444544555443142444355523844433321
103443444443 4244444442844344333443643344422
115542424244137444444428024442222229444444°24
12344443333343844444432733333553333444454324

135442211122226224222216R2222222211922222111

14333342323333244444332644434233423344434423
15p321225225231224232217111111222315833333318

164543344443240833443442533342333333044434423
17555244444424344444442842224234433044444424
184 443444445242 445444420443 44444443944454425
19554444443 4445444444428B33444334443644444424
205 55224435414022444422224242124422741444421

211522532241128p4342232321113224252343454323
225554454445449445454430p54544554444454555529
2384 444444444440 44444442805 4444444444144444424

24 A 4 44444444440 A444444428044444444444044444424

254 44243332423544333332333333333433144333320
26 4553444444243 44444442844424554433944444424
274 443344324237T44545543144543543554254344424
2814 34333333333833333332122333223332633333318

295543455354447555445432p555443444442444544725
304441444424237334343222424234235332443554725
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Lampiran 3: Hasil Uji Validitas 30 Responden
A. Variabel Retensi Pelanggan

Total Nilai Batas Keterangan
PU1 | Pearson Correlation 532" > 0,361 Valid
Sig. (2-tailed) .002 <0,05
N 30
PU2 Pearson Correlation 505" > 0,361 Valid
Sig. (2-tailed) .004 <0,05
N 30
PU3 | Pearson Correlation 670" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30
PT1 Pearson Correlation 585" > 0,361 Valid
Sig. (2-tailed) .001 <0,05
N 30
PT2 Pearson Correlation 4737 > 0,361 Valid
Sig. (2-tailed) .008 <0,05
N 30
KM1 | Pearson Correlation .832™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30
KM2 | Pearson Correlation 756 > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30
KM3 | Pearson Correlation 853" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30
KH1 | Pearson Correlation 623" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30
KH2 | Pearson Correlation 439" > 0,361 Valid
Sig. (2-tailed) .015 <0,05
N 30
KH3 | Pearson Correlation 575" > 0,361 Valid
Sig. (2-tailed) .001 <0,05
N 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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B. Variabel Kepuasan Pelanggan

Total  Nilai Batas Keterangan

Kl1 Pearson Correlation T727 > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

KI2 Pearson Correlation 7917 > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

KI3 Pearson Correlation .614™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

Kl4 Pearson Correlation .849™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

HA1 | Pearson Correlation 765" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

HA2 | Pearson Correlation .862™" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

HA3 | Pearson Correlation .860™" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).

C. Variabel Hambatan Berpindah

Total  Nilai Batas Keterangan

BB1 | Pearson Correlation 7917 > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

BB2 | Pearson Correlation 644 > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

BB3 | Pearson Correlation .830™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

BB4 | Pearson Correlation 716™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

DT1 | Pearson Correlation 641" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

Berlanjut...
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...Lanjutan
Total Nilai Batas Keterangan

DT2 | Pearson Correlation 710™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

DT3 | Pearson Correlation 757 > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

HP1 | Pearson Correlation 584" > 0,361 Valid
Sig. (2-tailed) .001 <0,05
N 30

HP2 | Pearson Correlation 665" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

HP3 | Pearson Correlation A74™ > 0,361 Valid
Sig. (2-tailed) .008 <0,05
N 30

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

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

D. Variabel Kepercayaan Pelanggan

Total Nilai Batas Keterangan

KK1 | Pearson Correlation .846™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

KK2 | Pearson Correlation .629™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

KK3 | Pearson Correlation T727 > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

KA1 | Pearson Correlation .730™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

KA2 | Pearson Correlation 913" > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

KA3 | Pearson Correlation .840™ > 0,361 Valid
Sig. (2-tailed) .000 <0,05
N 30

**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).



Lampiran 4: Hasil Uji Reliabilitas 30 Responden
A. Variabel Retensi Pelanggan

Reliability Statistics

Cronbach's

Alpha N of Items

841 11

B. Variabel Kepuasan Pelanggan

Reliability Statistics

Cronbach's

Alpha N of ltems

.900 7

C. Variabel Hambatan Berpindah

Reliability Statistics

Cronbach's

Alpha N of ltems

874 10

D. Variabel Kepuasan Pelanggan

Reliability Statistics

Cronbach's
Alpha N of Items

870 6
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Lampiran 5: Hasil Jawaban 200 Responden

KA T

Kepercayaan

HP T | KK

Hambatan Berpindah
DT

BB

Kepuasan
HA T

Kl

Retensi

PT KM KH T

PU

No

1 5554455444348 4455544313455523444394444452725
2 445224432423644324222124223442322843344422
3413333334423344334442654553553334144423320
4 444323323233332444332333433333333133333419
5544334434434134333432333323233232734444322
6 3331232125126022423221735441443243433343319
7443233333433 3333323208343322233328833343319
8P 442444445242 44544432832544344433644444424
9555244444444544555443142444355523844433321
103443444443 4244444442844344333443643344422
115542424244137444444428024442222229444444°24
12344443333343844444432733333553333444454324

135442211122226224222216R2222222211922222111

14333342323333244444332644434233423344434423
15p321225225231224232217111111222315833333318

164543344443240833443442533342333333044434423
17555244444424344444442842224234433044444424
184 443444445242 445444420443 44444443944454425
19554444443 4445444444428B33444334443644444424
205 55224435414022444422224242124422741444421

211522532241128p4342232321113224252343454323
225554454445449445454430p54544554444454555529
2384 444444444440 44444442805 4444444444144444424

24 A 4 44444444440 A444444428044444444444044444424

254 44243332423544333332333333333433144333320
26 4553444444243 44444442844424554433944444424
274 443344324237T44545543144543543554254344424
2814 34333333333833333332122333223332633333318

295543455354447555445432p555443444442444544725
304441444424237334343222424234235332443554725

3155533334323393333333213833333541453454343423
32555222225323555535432525545534442545444726

334442344444239333343322444435544441 444444724

34454333333333733334322145553533333933312315

H4442233433436232323318B833343333333133234419

6443444444444 444444428333343343332444441424

37 5534343323408333444324333333333330833333217

38pb444444444445444444428444444434338444444724

Berlanjut...
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...Lanjutan

KA T

Kepercayaan

HP T | KK

Hambatan Berpindah
DT

BB

Kepuasan
HA T

Kl

Retensi

PT KM KH T

PU

No

3944424344444 41 4444444284 44444444440048 44441424
40p554244442424044544442022223224222354444425

41 4444333334237334443324534235423233B33344421

42 443334434243844454442923443444333444445425

43 6554445555552 44444442843423344443544444424
44p512232222222533322221732242452222834322216
454 44223344433744334432524444442323342244319

46 342232423423132433322022323232232433343420
4783221223224326224233319222212211217832332215

48455344341423944344432633433443333333333318

4965 55344444444644555543234434334443644444424
50242123332332833333332144343333333343343320
51454222222423132533222022222223422344444323
5254433324444400444444428434343233332444441424
53544234444233934444452844444344443044444424
54 5554331445342 443444427234434544336pH5544427

556442444434444144344432644414414143114441418

56 4443344445544 34434542743433343343444444424
57555554242424355544443134444334443755554529
58 543334335423944433432531223233332544343422

50 4322333234433444224222222224422224444422720

605553333434442344444427323233433228834334421

61553233224433624245422332223122222144444323

6214443444443341444443326323332232326B832342317

63555122234443744232221922242223422533333318
64441123333412933533332311112223111533333318

6565 444444444445555554433444444444440H55555530
6634443233234344333332344443444333733333318

67 5444444444344 44443332534433344443643434422

6814222444444438U444444428433343223330833344421

692222444244232444344427 4444444444404 44441424
70444233434433843334442533344443443644343422

71554233324413633434322253443443233544354424
72544454434324243443432543324123342943433219

734443333542237334444426444442444438B33444422
74534233433423633334332243333442233133333318

75433455542444344444432/14222224322254434442723

76 44413444444400444444428444434444439433444722

Berlanjut...



132

...Lanjutan

KA T

Kepercayaan

HP T | KK

Hambatan Berpindah
DT

BB

T
c
5 T
>
o
[¢B)
X _

Y

T

I

¥
k%)
c >
[¢B}
o X
(ad

T

o

)

o
o
Z

77 6544444444 44604444444283244422444334444414724

78 433334443433834444432633443443543744444424
79 344124412413044432222111111121111144141115

80 4443434344441 4434443264344344344374443442723

81 444344334344044444442844444444444043343320
82 4454444345344 43445432733323323332844444323

83 4452323243133334433222222323223223832233417

84 5534222244384 4444442824534552223424444142722

85 5513423251435 434334223454354545342H54454527
86 544333334323733344442554434454434043344523
87 553343444141 444444428222243433328¥44444424
88 5552344344241 33434432442443442223133333318

80 b442344444240B8334344425444444444440444441424
90 4424444444442 4444444284222422422260444441424

91 422223333333043433332322333222222344444424

92 4544444434444 44544442944324244553755555530

93 443233332333333333332133333444333333333318

94 4553344445344 34344432543544243433643444423

5 4443334344440B833444432543444444343844444323

96 4443444444342 44444442844554454444344445526

97 4444444444444 4434444213343443344354444414724

98 553222323433423432221832223432232643253320
99 443333333423533433432322223223332433433319

1004 344444444443 4444444284 4444443443944444424

1015554444443244444344326p3543552223655554226

10214 44233222223022222221442442442223022242214
103544555555545244555543245444454444255544528

104424122221442822433211724342422222734343320
1054433434332235B833323422044433232243143344422

106 454445444444060443444427443444545441 44445526

1074 424444444442 444444428243 44444443744242420

1084 44222434323423234332042242444443444444424

1094 444434344442 435444428B33444335543844444424

110444224433333633333332133333333333033333318

1114 244444444240444444529042224522222744444424
11244 44434344442 444444428444443333335833333318

113555555555555H55555535111143255528p5555530
114 5453434445445 444444428B34444553343944444424

Berlanjut...
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...Lanjutan

KA T

Kepercayaan

HP T | KK

Hambatan Berpindah
DT

BB

Kepuasan
HA T

Kl

Retensi

PT KM KH T

PU

No

1155555444444246433434425434334333333844444424

116 2244 42222222844442222211111111111044442220

1174 443444444342 44444442843434334443644444424

118 4442233343335833333332132233332222543344422

119544433334423944444442842224444343344443322

120 34444445444544454442954554155554455445528

121554344334444344334442633434344333454534324

1224 442444444442 444444428R2224224222444444424

1235553444444345444455430444443344438b4444425

1244 4454544444464 44444428B55425444544244445425

1255 5444444444464 4444442844444444444044444424

126 5444444444445 44444442843444444443944444424

12754 444444444454 44444428R2224444443244444424

1285241444444238434345326044444444444044444424

1294 4 4444444544545 4444420P22224444443244444424

1305543344345141444444428R4223124332644444424

131535234443444133444442643533444433743343421

1324344322244335833444432543423442323143444322

1335553455543246H5544433042114323332654545427

1344 454443444444 44544442043424444433644454425

135545244444424244544553134334224423144444424

136 4 4443222334358344343324323232333226443441423

1375552411114534p55555243154344551113344434120

1384 44234434444044444332643333244433344444424

13904411122231122115211213535313311126B8333333918
1405551433455141H55555533311115111111453534323

141 4442134443437223342319111123122216p23244318

1424411155533537p5555553pH15511111122833353320

14334323333443352353433235255355215355553326

14454 44 444444243 444444428R22224442422844432320

14544 4233334343723434332242222224342754353424

146 555344444434555435443054534454444255555429

147 5555544344145 44545443023424254223044455426

1484 4333333334363443333235353355222358B833333318

1494 443434444442 4444444284443 4444443944444424

1504 444444443443 444444428R23324344333144444424

151 4443443445443 55555443353445445554444444424

1525 543444455447 44444442853444444433944444424

Berlanjut...
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...Lanjutan

KA T

Kepercayaan

HP T | KK

Hambatan Berpindah
DT

BB

Kepuasan
HA T

Kl

Retensi

PT KM KH T

PU

No

1535 55255455534944545443042545554334044445526

154 5554444445347 4445444295443 54444441444555 27

155545455555555355555443344445545554544455426

156 5351551155339p54555543333335134413055454528

157545244444524344555443122224224542955555530

1585553443344343444443326333344333433B33444422

159545443333444244444432753333434343544444424

160 55344555545044555443134324341333043455425

161434334233433633443332342223222222333233317

1624 443444434341 444444428434444434438H5555530

16344422422422322344434244444422223313833333318

1645 55334444444533444332423334454333444433321

165444334444434144443442733333443333244334422

166 2544445554547 445545431244545344540455455 28

167 44444444444545554443155554445554755555530

168254445434444344443342655554434444345444425
169454343445414144445432843554234443844554426

1704 43122424223024222241811122122221622224214

171555553434434644444442842344233343244444424

1725543 44445444643554442954454454334144453424

1732 223334225533252434323333333333330B833333318

1744 43223333423344234324451142253330B833344421

17583412333332229234333321234335533334B33344421

176 4 4 423 11134229334443324222233322223443441423

1775551344353139334344324115543424332B33444422

178 4 4 4 4 4 4 4 4 44343 44444442844444334443844444424

1795 55444445555044545453145554554544644555427
180233333333333233433432343234323433123432317

1814 443434444442 4434444274433 4334443644554426

182542433334443944533342622213221232044343321

1834422325555239p555555342232234443044434423

1844 44234434433944444442842244422243044444424

185555553345444844444442854444444333944444424

186 4 443444543241 44444442833433344343455554428

187234444424443943544442844324253333344343321

18814 434434344441 444444428B33343343433344454425

1804 442222413432444444428B33223444333143444423

1904 44333344433934444442744434343333544444323

Berlanjut...
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...Lanjutan

KA T

Kepercayaan

HP T | KK

Hambatan Berpindah
DT

BB

Kepuasan
HA T

Kl

Retensi

PT KM KH T

PU

No

191454444444534544545443022223234442855454528

192 5554444444144 44554443043143521443144444424

193 4443333344338334444426222223232424443441423

194 4434433333337444443326332231333326B834444322

19565 444434444242 44444432744432222222744444424

196 555444444544845445543142334343433355554428

1974 4443334443404 4444432744443334443754443424

198 455334434313933344432433234323312744333320

199544244343323843443442643333444333433333318

2005655552223444244444442842223333332833333318




Lampiran 6: Hasil Uji Structural Equation Modeling
A. Tabel Regression Weight & Standardized Model_2 Konstruk Model
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Penuh

Regression Standardized

Egtimate SE CR. P Label Estimate
KI2 <--—-  KI 0.914 0.066 13.831 *** 0.725
HAl1 <--- HA 1 0.751
HA2 <--- HA 1.084 0.096 11.31 *** 0.803
HA3 <--- HA 1.032 0.096 10.737 *** 0.765
BB1 <--- BB 1 0.655
BB2 <--- BB 0.946 0.12 7.896 *** 0.654
BB3 <--- BB 1.406 0.147 9.544 *** 0.882
BB4 <--- BB 1.162 0.13 8.975 *** 0.765
HP1 <-- HP 1 0.786
HP2 <--- HP 1.121 0.098 11.485 *** 0.837
HP3 <--- HP 0.917 0.092 10.004 =*** 0.720
KIl <-- KiI 1 0.746
Kl4 <-- KIi 1.016 0.098 10.414 *** 0.793
PUL <--- PU 1 0.588
PU2 <-- PU 1.122 0.185 6.074 *** 0.619
PU3 <--- PU 1.577 0.253 6.225 *** 0.763
PT1 <-- PT 1 0.684
PT2 <--- PT 1.033 0.122 8.495 *** 0.868
KM1 <--- KM 1 0.791
KM2 <--- KM 0.933 0.091 10.28 *** 0.731
KM3 <--- KM 1.109 0.097 11.46 *** 0.821
KKl <--- KK 1 0.772
KK2 <--- KK 1.044 0.092 11.298 *** 0.815
KK3 <--- KK 1.09 0.098 11.081 *** 0.791
KAl <--- KA 1 0.633
KA2 <--- KA 1.396 0.156 8.939 *** 0.817
KA3 <--- KA 1.396 0.155 8.996 *** 0.813
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B. Tabel Goodness of Fit Index Model 2 Konstruk Model Penuh

Goodness of Cut off . .

No Eit Index Value Hasil Kriteria
1. df >0 297 over-identified

chi-square <340.3 454.080 .
2 probabilitas > 0,05 0.000 bad fit
3. CMIN/df <2 1.529 good fit
4, GFlI > 0,90 0.863 marginal fit
5. AGFI >0,90 0.825 marginal fit
6. CFlI > 0,90 0.943 good fit
7. TLlatau NNFI ~ >0,90 0.933 good fit
8. NFI > 0,90 0.855 marginal fit
9. IFI > 0,90 0.944 good fit
10. RMSEA <0,08 0.052 good fit
11. RMR <0,05 0.045 good fit

C. Tabel Reliabilitas Konstruk Model_2 Konstruk Model Penuh

No Dimensi (2std.loading)’ Reliabilitas
2.8]
1. BB f;gg 0.831
2. HP iigg 0.825
3. KI i;;g 0.799
4. HA iggg 0.817
5. PU igg; 0.697
6. PT 5‘71(7)3 0.756
7. KM 15.f696 0.825
8. KK i?ii 0.835
9. KA 5121 0.801

1.271




D. Tabel Ekstrak Varian Model_2 Konstruk Model Penuh

Y'std.loading?

No Dimensi S Reliabilitas
1 e 22 o
2. HP 1?2; 0.612
3. Kl 1;;; 0.571
4, HA 1;82 0.598
S. PU 12;; 0.437
6. PT é?% 0.611
1. KM 1222 0.611
8. KK 1222 0.629
9. KA 1;?2 0.576

E. Tabel Regression Weight Model 2 Konstruk Model Penuh
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Estimate S.E. C.R. P
ELANGGAN <~ PELANGGAN 0194 0086 aau1 =
EEI'_I' EH?;IG AN EIQRI}/ILI?NA gﬁﬂ 0.045 0.025 1.806 0.071
EEI-_FEEEIGAN PKEEEEEIE?EXQAN 0.012 0.078 0.157 0.875

F. Hasil Output Calculator for the Sobel Test

Input:
a |0.405

b |0.012
Sz |0.045

Sk|0.078

Sobel test: |D.15382368
Aroian test: |D.15288313
Goodman test: |D.154?8181

Reset all

Test statistic:

Std. Error:

p-value:

| 003159462

|| 0.87774876

| 0.03178899

| 0.87849044

| 0.03139904

| 0.87699333

Calculate




Lampiran 7: Hasil Pengaruh Langsung dan Tidak Langsung

A. Tabel Standardized Direct Effect Model 2 Konstruk Model Penuh
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Kepuasan Hambatan Kepercayaan | Retensi
Pelanggan Berpindah Pelanggan Pelanggan
Kepercayaan | 0.842 0 0 0
Pelanggan
Retensi 0.827 0.194 0.025 0
Pelanggan

B. Tabel Standardized Indirect Effect Model 2 Konstruk Model Penuh

Kepuasan Hambatan Kepercayaan | Retensi
Pelanggan Berpindah Pelanggan Pelanggan
Kepercayaan |0 0 0 0
Pelanggan
Retensi 0.021 0 0 0
Pelanggan

C. Tabel Standardized Total Effect Model 2 Konstruk Model Penuh

Pelanggan

Kepuasan Hambatan Kepercayaan | Retensi
Pelanggan Berpindah Pelanggan Pelanggan
Kepercayaan | 0.842 0 0 0
Pelanggan
Retensi 0.848 0.194 0.025 0
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Lampiran 8: Surat Permohonan Izin Mengadakan Penelitian
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