6.1.

Kesimpulan

BAB 6
KESIMPULAN DAN SARAN

Kesimpulan yang dapat diambil dari hasil analisa dan pembahasan yang telah

diperoleh antara lain:

a.

Berdasarkan penelitian di Stasiun Besar Yogyakarta, didapatkan 26 atribut

pelayanan, berdasarkan 5 dimensi kualitas. Terdapat 7 atribut pada dimensi

tangibles, Terdapat 5 atribut pada dimensi reliability, Terdapat 3 atribut pada

dimensi responsiveness, Terdapat 7 atribut pada dimensi assurance dan

Terdapat 4 atribut pada dimensi empathy.

Kualitas pelayanan yang terdapat di Stasiun Besar Yogyakarta masih belum

memuaskan calon penumpang, hal ini terlihat dari nilai gap antara persepsi

dan harapan seluruh atribut yang bernilai negatif.

Atribut yang menjadi prioritas dalam perbaikan kualitas berdasarkan hasil

Servqual dan Importance Performance Analysis. adalah sebagai berikut:

Prioritas Utama

Petugas stasiun sigap dalam membantu calon penumpang

1 Res 3
ketika mengalami permasalahan di area stasiun

2 T3 Kapasitas kursi ruang tunggu memadai

3 £ Pihak stasiun'. memberikan kemudahan kepada calon
penumpang dalam menyampaikan kritik dan saran

) o Letak papan petunjuk informasi mengenai denah/layout
stasiun strategis (dekat loket, pintu masuk dan ruang tunggu)

5 T4 Area toilet bersih

Prioritas Rendah

5 Al Fasilitas kesehatan mudah dilihat dan dijangkau
(perlengkapan P3K, kursi roda, tandu)
Informasi mengenai ketersediaan tempat duduk untuk seluruh

7 A3 kelas kereta api dapat diketahui dengan mudah oleh calon
penumpang

8 AL Petugas stasiun bersikap ramah dan sopan dalam

memberikan pelayanan kepada calon penumpang
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Vi.

Vii.

6.2.

Dengan menggunakan metode TRIZ maka masing-masing atribut yang
menjadi prioritas dilakukan analisis, sehingga didapatkan perbaikan sebagai
berikut:

Penambahan petugas customer service pada area ruang tunggu.
Penambahan jumlah tempat duduk pada area ruang tunggu.

Menambah dan mengubah tata letak papan petunjuk informasi mengenai
denah/layout stasiun ke titik yang dianggap strategis.

Pihak stasiun harus menugaskan dan menekankan petugas kebersihan untuk
selalu memperhatikan kebersihan area toilet, dan petugas harus selalu
mengecek keadaan toilet demi kenyamanan calon penumpang.
Menempatkan perlengkapan P3K, kursi roda, tandu pada area ruang tunggu.
Mengubah tata letak LCD yang memuat ketersediaan kursi pada seluruh kelas
kereta api.

Pihak stasiun harus memberikan pelatihan-pelatihan dasar kepada petugas
stasiun tentang bagaimana cara melayani calon penumpang dengan baik dan

sopan dalam kondisi apapun.

Saran

Saran untuk penelitian selanjutnya adalah penelitian menggunakan metode

Servqual dengan pembahasan gap yang berbeda seperti meneliti harapan

pelanggan dan persepsi dari pihak manajemen, karena pada penelitian ini metode

Servqual hanya berfokus pada persepsi dan harapan responden.
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Lampiran 1: Tabulasi Kuesioner Pendahuluan (Persepsi)
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Lampiran 2: Tabulasi Kuesioner Pendahuluan (Harapan)
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Lampiran 3: Tabulasi Kuesioner Pendahuluan (Kepentingan)
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Lampiran 4: Tabulasi Kuesioner Lanjutan (Persepsi)
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Lampiran 5: Tabulasi Kuesioner Lanjutan (Harapan)
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Lampiran 6: Tabulasi Kuesioner Lanjutan (Kepentingan)
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Lampiran 7: Data Responden
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Lampiran 8: Uji Validitas Kuesioner Pendahuluan

(Persepsi)
T1 Pearson Correlation 707"
Sig. (2-tailed) ,000
N 30
T2 Pearson Correlation ,598"
Sig. (2-tailed) ,000
N 30
T3 Pearson Correlation , 700"
Sig. (2-tailed) ,000
N 30
T4 Pearson Correlation ,687"
Sig. (2-tailed) ,000
N 30
T5 Pearson Correlation ,812”
Sig. (2-tailed) ,000
N 30
T6 Pearson Correlation ,699”
Sig. (2-tailed) ,000
N 30
T7 Pearson Correlation ,364"
Sig. (2-tailed) ,048
N 30
R1 Pearson Correlation 762"
Sig. (2-tailed) ,000
N 30
R2 Pearson Correlation ,823"
Sig. (2-tailed) ,000
N 30
R3 Pearson Correlation ,706™
Sig. (2-tailed) ,000
N 30
R4 Pearson Correlation ,663"
Sig. (2-tailed) ,000
N 30
R5 Pearson Correlation 551"
Sig. (2-tailed) ,002
N 30
Res1 Pearson Correlation 871"
Sig. (2-tailed) ,000
N 30
Res2 Pearson Correlation 771"
Sig. (2-tailed) ,000
N 30
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Res3 Pearson Correlation , 739"
Sig. (2-tailed) ,000
N 30
Al Pearson Correlation ,844™
Sig. (2-tailed) ,000
N 30
A2 Pearson Correlation ,584"
Sig. (2-tailed) ,001
N 30
A3 Pearson Correlation ,600™
Sig. (2-tailed) ,000
N 30
Ad Pearson Correlation 564
Sig. (2-tailed) ,001
N 30
A5 Pearson Correlation ,668"
Sig. (2-tailed) ,000
N 30
A6 Pearson Correlation ,692"
Sig. (2-tailed) ,000
N 30
A7 Pearson Correlation ,584™
Sig. (2-tailed) ,001
N 30
El Pearson Correlation ,709™
Sig. (2-tailed) ,000
N 30
E2 Pearson Correlation ,835"
Sig. (2-tailed) ,000
N 30
E3 Pearson Correlation 74T
Sig. (2-tailed) ,000
N 30
E4 Pearson Correlation ,702™
Sig. (2-tailed) ,000
N 30




Lampiran 9: Uji Validitas Kuesioner Pendahuluan

(Harapan)
H T1 Pearson Correlation ,633"
Sig. (2-tailed) ,000
N 30
H T2 Pearson Correlation 617"
Sig. (2-tailed) ,000
N 30
H T3 Pearson Correlation 673
Sig. (2-tailed) ,000
N 30
H_ T4 Pearson Correlation ,808™
Sig. (2-tailed) ,000
N 30
H_T5 Pearson Correlation ,759"
Sig. (2-tailed) ,000
N 30
H T6 Pearson Correlation 707
Sig. (2-tailed) ,000
N 30
H_T7 Pearson Correlation 521"
Sig. (2-tailed) ,003
N 30
H R1 Pearson Correlation 734"
Sig. (2-tailed) ,000
N 30
H R2 Pearson Correlation ,561"
Sig. (2-tailed) ,001
N 30
H R3 Pearson Correlation ,710™
Sig. (2-tailed) ,000
N 30
H R4 Pearson Correlation 729"
Sig. (2-tailed) ,000
N 30
H_R5 Pearson Correlation 787"
Sig. (2-tailed) ,000
N 30
H_Resl | Pearson Correlation ,829"
Sig. (2-tailed) ,000
N 30
H_Res2 | Pearson Correlation 796"
Sig. (2-tailed) ,000
N 30
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H_Res3 Pearson Correlation ,895™
Sig. (2-tailed) ,000
N 30
H_Al Pearson Correlation ,510™
Sig. (2-tailed) ,004
N 30
H_A2 Pearson Correlation ,704™
Sig. (2-tailed) ,000
N 30
H_A3 Pearson Correlation ,516™
Sig. (2-tailed) ,003
N 30
H_A4 Pearson Correlation 7727
Sig. (2-tailed) ,000
N 30
H_A5 Pearson Correlation ,582™
Sig. (2-tailed) ,001
N 30
H A6 Pearson Correlation 721"
Sig. (2-tailed) ,000
N 30
H A7 Pearson Correlation ,507"
Sig. (2-tailed) ,004
N 30
H_E1 Pearson Correlation ,655™
Sig. (2-tailed) ,000
N 30
H_E2 Pearson Correlation ,807"
Sig. (2-tailed) ,000
N 30
H_E3 Pearson Correlation 757"
Sig. (2-tailed) ,000
N 30
H E4 Pearson Correlation 767"
Sig. (2-tailed) ,000
N 30




Lampiran 10: Uji Validitas Kuesioner

Pendahuluan (Kepentingan)

T1 Pearson Correlation 505"
Sig. (2-tailed) ,004
N 30
T2 Pearson Correlation ,720™
Sig. (2-tailed) ,000
N 30
T3 Pearson Correlation ,698™
Sig. (2-tailed) ,000
N 30
T4 Pearson Correlation N
Sig. (2-tailed) ,000
N 30
T5 Pearson Correlation ,693"
Sig. (2-tailed) ,000
N 30
T6 Pearson Correlation ,821*
Sig. (2-tailed) ,000
N 30
T7 Pearson Correlation 426"
Sig. (2-tailed) ,019
N 30
R1 Pearson Correlation 676"
Sig. (2-tailed) ,000
N 30
R2 Pearson Correlation ,836™
Sig. (2-tailed) ,000
N 30
R3 Pearson Correlation 525"
Sig. (2-tailed) ,003
N 30
R4 Pearson Correlation ,789™
Sig. (2-tailed) ,000
N 30
R5 Pearson Correlation 744"
Sig. (2-tailed) ,000
N 30
Resl Pearson Correlation ,905™
Sig. (2-tailed) ,000
N 30
Res2 Pearson Correlation 847"
Sig. (2-tailed) ,000
N 30

107

Res3 Pearson Correlation 862"
Sig. (2-tailed) ,000
N 30
Al Pearson Correlation 579"
Sig. (2-tailed) 001
N 30
A2 Pearson Correlation 487"
Sig. (2-tailed) ,006
N 30
A3 Pearson Correlation 826"
Sig. (2-tailed) ,000
N 30
A4 Pearson Correlation 811"
Sig. (2-tailed) ,000
N 30
A5 Pearson Correlation 681"
Sig. (2-tailed) ,000
N 30
A6 Pearson Correlation 693"
Sig. (2-tailed) ,000
N 30
A7 Pearson Correlation ,683"
Sig. (2-tailed) ,000
N 30
El Pearson Correlation 756"
Sig. (2-tailed) ,000
N 30
E2 Pearson Correlation 739"
Sig. (2-tailed) ,000
N 30
E3 Pearson Correlation 752"
Sig. (2-tailed) ,000
N 30
E4 Pearson Correlation 707"
Sig. (2-tailed) 000
N 30




Lampiran 11: Uji Reliabilitas Kuesioner Pendahuluan (Persepsi - Dimensi Tangible)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Valid 30 100,0
Excluded® 0 0
Total ao 100,0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha [tems M of tems
N N [
Item-Total Statistics
Scale Corrected Squared Cronbach's
Scale Mean if Variance if Itern-Total Multiple Alpha if Item
ltemn Deleted Itern Deleted Correlation Correlation Deleted
T1 2213 7164 547 ATD 734
T2 22,07 7,168 420 517 765
T3 22,30 6,760 554 388 737
T4 22,23 6,461 ,499 485 k)
Ta 22,07 8,271 708 887 703
T6 2217 8,971 A70 604 736
T 21,83 8,282 190 386 ,799
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Lampiran 12: Uji Reliabilitas Kuesioner Pendahuluan (Persepsi - Dimensi Reliability)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Valid 30 1000
Excluded® 0 0
Total 30 1000

a. Listwise deletion based on all variahles in

the procedure.

Reliahility Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha ltems M of ltems
748 743 5
Item-Total Statistics
Corrected Squared Cronbach's
Scale Mean it | Scale variance Item-Total Multiple Alpha if Item
Item Deleted if Item Deleted Correlation Correlation Deleted
R1 154000 3,007 584 581 G676
R2 15,5333 2671 656 625 644
R3 154333 3,220 G116 481 703
R4 15,5333 3430 480 346 T16
R3S 154333 3,702 337 67 760
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Lampiran 13: Uji Reliabilitas Kuesioner Pendahuluan (Persepsi - Dimensi Responsiveness)

Case Processing Summary

M %
Cases  Valid 30 100,0
Excluded?® 0 0
Total an 1000

a. Listwise deletion based on all variahles in
the procedure.

Reliahility Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems M of tems

708 707 3

tem-Total Statistics

Scale Carrected Squared Cronbach's
Scale Mean if Variance if [temm-Total Multiple Alpha if ltem
Item Deleted Item Deleted Caorrelation Caorrelation Deleted
Res1 7,2000 648 632 A0 4758
Res2 71,2667 .ga2 518 31 6
Res3 7,3333 920 452 ,225
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Lampiran 14: Uji Reliabilitas Kuesioner Pendahuluan (Persepsi - Dimensi Assurance)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Valid 30 100,0
Excluded?® 0 0
Total an 100,0

a. Listwise deletion based an all variables in
the procedure.

Reliahility Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems M oof ltems

766 77l 7

ltern-Total Statistics

Scale Corrected Squared Cronbach's

Scale Mean if wariance if Iterm-Total Muttiple Alpha if ltem

Itemn Deleted Itemn Deleted Carrelation Correlation Deleted
Al 22,3667 4,102 769 705 683
A2 22,3667 4,585 403 546 755
A3 22,4000 4,524 420 206 752
Ad 22,4000 4,731 401 255 754
A5 22,3000 47286 497 73 736
7B 22,3000 1217 530 563 728
AT 22,0667 4685 425 583 750
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Lampiran 15: Uji Reliabilitas Kuesioner Pendahuluan (Persepsi - Dimensi Empathy)

Scale: ALL VARIABLES

Case Processing Summary

I %
Cases  Walid 30 100,0
Excluded® 0 0
Total 30 100,0

a. Listwise deletion bhased on all variables in
the procedure.

Reliability Statistics

Cronbach's
Alpha Based
an
Cronhach's Standardized

Alpha [tems M of ltems

739 739 4

ltem-Total Statistics

Scale Corrected Squared Cronbach's
Scale Mean if Wariance if Item-Total Multiple Alpha if ltemn
Itern Delsted Item Deleted Correlation Correlation Deleted
E1 10,9667 217 499 385 699
E2? 11,1000 1,679 640 481 612
E3 10,9000 1,955 509 357 695
E4 10,0333 2,202 495 279 701
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Lampiran 16: Uji Reliabilitas Kuesioner Pendahuluan (Harapan - Dimensi Tangible)

Scale: ALL VARIABLES

Case Processing Summary

I %
Cases  Walid 30 100,0
Excluded?® 0 0
Total 30 100,0

a. Listwise deletion based on all variahles
inthe procedure.

Reliahility Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems [ of ltems

800 801 7

ltem-Total Statistics

Scale Carrected Squared Cronhach's

Scale Mean if Variance if Item-Total Multiple Alpha if ltem

Item Deleted Item Deleted Correlation Correlation Deleted
H_T1 2720 5476 511 791 778
H_T2 27,37 5137 432 B4 785
H_T3 2727 5,306 552 473 772
H_T4 2737 4516 694 831 740
H_TS 27,43 4,668 G621 578 756
H_T8 27 50 5155 588 AT 765
H_T7? 27 47 5,637 357 352 803
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Lampiran 17: Uji Reliabilitas Kuesioner Pendahuluan (Harapan - Dimensi Reliability)

Case Processing Summary

M %
Cases  Walid 30 1000
Excluded?® 0 0
Total 30 100,0

a. Listwise deletion based on all variahles in
the procedure.

Reliability Statistics

Cronbach's
Alpha Based
an
Cronbach's Standardized

Alpha [tems M of tems

747 746 ]

ltem-Total Statistics

Scale Carrected Squared Cronhach's

Scale Mean if Wariance if [tem-Total Multiple Alpha if ltem

Item Deleted ltem Deleted Correlation Correlation Deleted
H_R1 19,07 1,513 552 437 687
H_R2 19,03 1,757 332 227 762
H_R3 16,13 1,489 498 383 710
H_R4 19,03 1,551 558 867 Gl
H_RS 18,07 1,444 632 656 656
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Lampiran 18: Uji Reliabilitas Kuesioner Pendahuluan (Harapan - Dimensi Responsiveness)

Case Processing Summary

M %
Cases  Walid an 100,0
Excluded? 0 0
Total 30 1000

a. Listwise deletion hased on all variables in
the procedure.

Reliability Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems M of tems

792 792 3

ltem-Total Statistics

Scale Corrected Siuared Cranbach's
Scale Mean if Variance if ltem-Total Multiple Alphaif ltem
ltem Deleted Item Deleted Correlation Correlation Deleted
H_RES1 9,30 838 628 421 724
H_RES2 9,27 892 580 349 73
H_RES3 9,37 64 712 509 633
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Lampiran 19: Uji Reliabilitas Kuesioner Pendahuluan (Harapan - Dimensi Assurance)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Walid 30 100,0
Excluded?® 0 0
Total an 100,0

a. Listwise deletion based on all variahles in
the procedure.

Reliability Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems M of tems

729 728 7

ltem-Total Statistics

Scale Corrected Squared Cronbach's

Scale Mean if Variance if ltem-Total Multiple Alphaif ltem

ltern Deleted Itern Deleted Caorrelation Correlation Deleted
H_A1 27,27 4,202 316 380 725
H_A2 27,23 3,833 540 555 672
H_A3 27,37 4102 ,294 320 735
H_A4 27,50 3,500 641 454 G646
H_AS 27,23 4,047 406 278 705
H_AG 27,27 3,720 584 521 664
H_AT 2713 4,257 1330 428 7
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Lampiran 20: Uji Reliabilitas Kuesioner Pendahuluan (Harapan - Dimensi Empathy)

Case Processing Summary

M %
Cases  Walid a0 100,0
Excluded?® 0 0
Total a0 1000

a. Listwise deletion based on all variahles in
the procedure.

Reliability Statistics
Cronkbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems [ of tems

733 735 4

ltem-Total Statistics

Scale Corrected Squared Cronbach's
Scale Mean if Variance if Itern-Total Multiple Alphaif tem
Item Deleted ltem Deleted Correlation Correlation Deleted
H_E1 13,07 1,413 378 203 TET
H_E2 13,87 1,223 629 440 612
H_E3 13,87 1,292 548 423 659
H_E4 13,90 1,266 557 483 654
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Lampiran 21: Uji Reliabilitas Kuesioner Pendahuluan (Kepentingan - Dimensi Tangible)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Malid 30 100,0
Excluded?® i 0
Total an 1000

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics

Cronbach's

Alpha Based
an

Cronbach's Standardized
Alpha ltems M of ltems

781 788 7

ltem-Total Statistics

Scale Corrected Squared Cronbach's

Scale Mean if Wariance if Item-Total Multiple Alpha if ltem

Item Deleted Item Deleted Correlation Correlation Deleted
T1 26,3333 6,089 1335 291 783
T2 26,4333 6,116 587 472 J37
T3 26,1667 6,282 566 585 742
T4 26,2667 5,926 666 629 T
TS 26,5333 6,120 541 415 T4
Th 26,7000 5872 733 T34 708
T7 26,7667 7,082 195 498 819

118



Lampiran 22: Uji Reliabilitas Kuesioner Pendahuluan (Kepentingan - Dimensi Reliability)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Walid 30 1000
Excluded?® 0 0
Total an 100,0

a. Listwise deletion based on all variahles in
the procedure.

Reliahility Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems M of tems

L 60 ]

lem-Total Statistics

Scale Corrected Squared Cronbach's

Scale Mean if Wariance if Item-Total Multiple Alpha if tem

Itern Deleted ltem Deleted Correlation Correlation Deleted
R1 18,5000 2,603 488 310 724
R2 18,5333 2,257 7 646 641
R3 18,8333 2,833 1258 127 8086
R4 18,5667 2,323 639 526 (BED
R& 18,6333 2,378 562 384 687
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Lampiran 23: Uji Reliabilitas Kuesioner Pendahuluan (Kepentingan - Dimensi Responsiveness)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Valid 30 100,0
Excluded?® 0 0
Tatal 30 100,0

a. Listwise deletion hased on all variahles in
the procedure.

Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha [tems M of tems
830 843 3
tem-Total Statistics
Scale Caorrected Squared Cronbach's
Scale Mean if Wariance if ltem-Total Multiple Alpha if ltem
lterm Deleted Item Deleted Correlation Correlation Deleted
Resi 8,9000 1128 REE 560 7286
Res2 87333 1,651 717 525 74
Res3 8,7000 1,321 669 448 787
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Lampiran 24: Uji Reliabilitas Kuesioner Pendahuluan (Kepentingan - Dimensi Assurance)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Walid 30 100,0
Excluded® 0 0
Total 30 100,0

a. Listwise deletion based on all variables in
the procedure,

Reliability Statistics
Cronbach's
Alpha Based
an
Cronbach's Standardized
Alpha terms M of ltems

810 807 7

ltem-Total Statistics

Scale Corrected Squared Cronbach's

Scale Mean if Variance if Item-Tatal Multiple Alpha if ltem

ltem Deleted Item Deleted Correlation Correlation Deleted
Al 26,0000 7172 428 5449 805
A2 26,1333 7,488 322 507 a0
A3 26,3000 5,041 727 604 750
a4 26,4333 6,254 720 T4 755
A5 26,2333 6,599 534 528 788
AB 26,0667 6,616 556 T 784
AT 26,0333 6,654 A4 690 786
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Lampiran 25: Uji Reliabilitas Kuesioner Pendahuluan (Kepentingan - Dimensi Empathy)

Scale: ALL VARIABLES

Case Processing Summary

M %
Cases  Walid 30 1000
Excluded?® 0 0
Total 30 100,0

a. Listwise deletion based on all variahles in
the procedure.

Reliability Statistics

Cronbach's
Alpha Based
an
Cronbach's Standardized

Alpha [tems M of tems

723 723 4

ltem-Total Statistics

Scale Corrected Squared Cronbach's
Scale Mean if Variance if Item-Total Multiple Alphaif ltem
Item Deleted Item Deleted Correlation Correlation Deleted
E1 13,5000 1,362 525 308 653
E2 13,2333 1,426 517 313 658
E3 13,3333 1,402 536 310 647
E4 13,3333 1,471 AB7 2587 687
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Lampiran 26: Matriks Kontradiksi

Left -
Down + 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16
1 PhC 15.8. 29,17, 29.2, 2.8 8. 10. |10.36. |10.14. | 1.35 [28.27. | 5.34.
29.34 38.34 40. 28 15.38 | 18.37 |37.40 |[3540 |19.39 |18.40 |3135
2 PhC 10.1. 35.30. 5.35. 8.10. |13.29. |13.10. |[26.39. | 28.2 2.27
29.35 13.2 14.2 19.35 | 10.18 | 29.14 1. 40 10. 27 19.6
3 15.8. PhC 15.17. 7.17. 13.4.8 17.10. 1.8.35 1.8 1.8 8. 35. 19
29. 34 4 4.35 4 10.29 | 15.34 | 29.34
4 35.28. PhC 17.7. 35.8. 28.1 1.14. |13.14. 30.37. | 15.14. 1.40.
40. 29 10. 40 2.14 35 15.7 35 28. 26 35
5 2.17. 14.15. PhC 7.14. 29. 30. 19. 30. 10. 15. 5.34. 11. 2. 3. 15. 6.3
29.4 18. 4 17.4 4.34 35.2 36. 28 29.4 13.39 | 40. 14
6 30.2. 26.7. PhC 1,18 | 10.15. 2.38 40 2. 10.
14.18 9.39 35.36 | 36.37 19. 30
7 2.26. 17 1.7.4. PhC 29.4. [15.35 | 6.35 1,15 [28.10. | 9 14, 6.35.4
29. 40 35.4 17 38.34 [36.37 |36.37 29.4 1.39 15.7
8 35.10. 19.14 | 35.8. PhC 2.18. | 24.35 7.2.35|34.28. | 9.14 35.34.
19. 14 2.14 37 35.40 | 17.15 38
9 2.28, 13.14. 29, 30. 7.29. phc |1328 [6.18 [3515 [28.33 8.3 3.19.
13.38 8 34 34 15.19 | 38.40 | 18.34 1.18 26. 14 35.5
10 8 1 18.13. | 17.19. 28.1 | 19.10. | 1.18. 15.9. 2.36. | 13.28 PhC 18.21. | 10.35. 35.10. | 35.10. 19.2
37.18 1.28 9. 36 15 36. 37 12.37 18.37 15.12 11 40. 34 21 14. 27
1 10.36. | 13.29. 35.10. | 351, | 10.15. | 10.15. 6. 35. 35.34 | 635 | 3635 | ppc 35.4. 3533 | 9.18 19.3.
37.40 10. 18 36 14. 16 36. 28 36. 37 10 36 21 15. 10 2.40 3.40 27
12 8.10. 15. 10. 29.34. 13.14. 5.34. 14. 4. 7.2 35.15. 35.10. 34.15. PhC 18318 30. 14. 14. 26.
29. 40 26.3 5.4 10.7 4.10 15.22 35 34.18 | 37.40 | 10.14 18.4 10. 40 9.25
13 21.35. 26. 39. 13.15. 37 2.11. 39 28.10. 34.28. 33.15. 10. 35. 2.35. 22. 1. PhC 17.9. 13.27. 39. 3.
2.39 1. 40 1.28 13 19. 39 35. 40 28.18 21.16 40 18.4 il 10. 35 35.23
14 1.8 40.26. | 1.15. |15.14 | 3.34. 9.40. [10.15. | 9.14. 8. 13 | 10.18. 10.3. | 10.30. 13.17. PhC 27.3.
40. 15 27.1 8.35 28. 26 40. 29 28 14.7 17.15 26. 14 3.14 18. 40 35. 40 35 26
15 19.5. 2.19. 3.17. 10. 2. 3.35.5 19. 2. 19.3. 14. 26. 13.3. b/, 3 PhC
34.31 9 19 19.30 16 27 | 28.25 35 10
6.27. 1.40. 35. 34, 39. 3.
it 19.16 35 38 35.23 PhC
17 36.22. 22.35. | 15.19. | 15.19. | 3.35. 35.38 | 34.39. 35.6. | 2.28. [35.10. |3539. |14.22. 1.35. [ 10.30. 19.13. | 19.18.
6.38 32 9 9 39.18 40. 18 4 36. 30 3.21 19.2 19.32 2 22. 40 39 | 36.40
18 oY 18 2.35. 19.32. 19. 32. 2.13. 10.13. 26.19. 32.30 32.3. 35.19 2.19.6
32 32 16 26 10 19 6 27
19 12.18, 12.28 15.19. 35.13. 8.15. | 16.26. 2314 | 12.2. [19.13 | 5.19. |28.35.
28.31 25 18 35 21.2 25 29 17. 24 9. 35! 6. 18
19.9. 36.37 27. 4. 35
20 6.27 20,18
21 8. 36. 19. 26. 1.10. 19.38 17.32. 35. 6. 30. 6. 15. 35. 26. 2. 22.10. 29.14. 35.32. 26. 10. 19. 35. 16
38.31 17. 27 35.37 13.38 38 25 2 36. 35 35 2. 40 15. 31 28 10. 38
2 15.6. 19.6. 7.26. | 6.38 |15.26. | 17.7. 7.18. 7 16.35. | 36.38 14.2, 26
19. 28 18.9 13 7 17.30 | 30.18 23 38 39.6
23 35.6. 35. 6. 14.29. 10. 28. 35. 2. 10.18. 1.29. 3.39. 10.13. 14.15. 3. 36. 29.35. 2.14. 35.28. 28.27. 27.16.
23.40 | 22.32 | 10.39 24 10.31 [ 39.31 [30.36 |[1831 |28.38 |[1840 |[37.10 3.5 30.40 | 31.40 3.18 18. 38
2 10.24. | 10.35. 1.26 26 30.26 30.16 2.22 26.32 10 10
35 5
25 10.20. | 10.20. 15.2. [30.24. | 26.4. | 10.35. 2.5, 35. 16. 10.37. 37.36. | 4.10. 35. 3. 20.3. | 20.10. |28.20.
37.35 26.5 29 14.5 5.16 17.4 | 3410 |32.18 36.5 4 34,17 2.5 28.18 | 28.18 | 10.16
26 35.6. 27.26. 29.14. 15.14. 2.18. 15. 20. 35.29. 35.14. 10. 36. 35.14 | 15. 2. 14. 35, 3. 35. 3.35.
18.31 |18.35 |35.18 29 40. 4 29 34. 28 3 14.3 17.40 | 34.10 | 10.40 31
27 3.8 3.10. 15.9. 15.29. 17.10. 32.35. 3.10. 2.35. 21.35. 8. 28. 10. 24. 35. 1. 11.28 2.35. 34.27.
10. 40 8.28 14.4 28.11 | 14.16 40. 4 14.24 24 | 1128 10.3 35.19 | 16.11 3.25 6. 40
28 32,35 | 28.35. | 28.26. |32.28 |26.28. | 26.28. 32.13. 28.13. 32.2 6. 28. 6.28. | 32.35. | 28.6. 28.6. | 10.26.
26.28 25. 26 5. 16 3.16 32.3 32.3 6 32.24 32 32 13 32 32 24
29 28.32. |[28.35. |10.28 2.32. (2833 | 2.29. 32.28. | 25.10. | 10.28. | 28.19. 3.3 32.30. | 30.18 3.27 3.21.
13.18 27.9 | 29.37 10 (29,32 |18.36 2 35 32 | 3436 40 40
30 22.21. 2.22. 17.1. 1.18 | 22.1. 27. 2. 22.23. 34.39. 21.22. 13.35. 22.2. 22.1. 35. 24, 18. 35. 22.15. 17. 1.
27.39 | 13.24 39.4 33.28 |30.35 [37.35 [19.27 (3528 |39.18 37 3.35 | 3018 37.1 33.28 | 40.33
31 19.22. | 35.22. | 17.15. 17.2, 2.1 17.2. |30.18 |[35.28. 3528 | 233 35.1 | 35.40. |15.35 |[1522. | 2130
15. 39 1.39 16. 22 18. 39 40 40 35.4 572 1.40 27.18 27.39 22.2 33.31 16. 22
89) 28.29. 1.27. 1.29. 15.17. 13. 1. 16.4 | 13.29. 35 35.13. 35.12 35.19. 1.28. 11.13, 1.3 27.1. 35.16
15.16 | 36.13 | 13.17 27 26. 12 1. 40 8.1 1.37 13.27 1 10. 32 4
33 25.2. 6.13. 1.17. 117, |18.16. | 1 16, 4,18 18.13. | 28.13. | 2.32. | 1534 32,35 |32.40. | 29.3. 1.16.
13.15 1.25 13.12 13.16 | 15.39 [3515 |31.39 34 35 12 |20.28 30 3.28 8.25 25
2 2.27. 2.27. 1.28. 3.18. | 15.32. 16.25 | 25.2, 1 34.9 111 13 113 2.3 | 111 11.29. 1
3.11 [35.11 |10.25 31 13 35.11 10 2.4 2.9 28.27
35 1.6. 19.15. 35.1. 1.35. 35. 30. 15.16 15. 35. 35. 10. 15.17. 35.16 15.37. 35. 30. 35. 3. 13.1. 2.16
15.8 29.16 29.2 16 29.7 29 14 20 1.8 14 32.6 35
6 26.30. | 2.26. 1.19. 26 | 14.1. 6.36 | 34.26. 1.16 | 34.10. | 26.16 19.1. 2013 | 2.22. 213 | 10,4,
34. 36 35. 39 26.24 13. 16 6 28 35 28.15 17.19 28 28.15
37 27.26. 6.13. 16.17. 26 2.13. 2.39. 29. 1. 2.18. 3.4 36. 28. 35. 36. 27.13. 11.22. 27. 3. 19. 29. 25. 34,
28.13 28.1 26. 24 18.17 | 30.16 4.16 26.31 | 16.35 |40.19 |[37.32 1.39 39.30 |[15.28 | 25.39 6.35
38 28.26. 28. 26. 14.13. 23 17.14. 35.13. 28.10 2.35 13.35 15.32. 18.1 25.13 6.9
18. 35 35. 10 28.17 13 16 1.13
29 35.26. | 28.27. | 18.4. 30.7. | 10.26. | 10.35. 2.6. 35.37. 28, 15. 10.37. | 14.10. | 35.3. |29.28. |35.10. |20.10
24.37 15.3 28.38 14. 26 34.31 17.7 34. 10 10. 2 10. 36 14 34. 40 22.39 10. 18 2.18 16. 38
40 3118 27 28 7 15 8 3 10.34
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17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33
6. 29. 19. 1 35.12. 12.36. 6.2 5. 35. 10. 24, 10. 35. 3. 26. 3.1L 28.27. 28.35. 22.21. 22.35. 27.28. 35. 3.
4.38 32 34.31 18.31 34.19 3.31 35 20. 28 18.31 127 35.26 26.18 18. 27 31.39 1.36 2.24
28.19. 35.19. 18.19. 15.19. 18.19. 5.8 10.15. 10. 20. 19. 6. 10.28. 18. 26. 10. 1. 2.19. 35.22. 28.1.9 6.13.
32.22 32 28.1 18. 22 28.15 13.30 35 35. 26 18. 26 8.3 28 35. 17 22.37 1.39 1.32

10. 15, 32 8.35. 1.35 7.2 4.29. 1.24 15.2. 29.35 10.14. 28.32. 10.28. 1.15, 17.15 1.29. 15.29.

19 24 35. 39 23.10 29 29.40 4 29. 37 17. 24 17 35.4
3. 35. 3.25 12.8 6.28 | 10.28. 24.26 30.29. 15.29. 32.28. 2.32. 1.18 15.17, 2.25
38.18 24.35 14 28 3 10 27
2.15. 15.32. 19.32 19.10. 15.17. 10.35. 30. 26 26.4 29. 30. 29.9 26.28. 2.32 22.33. 17. 2. 13. 1. 15.17.
16 19.13 32.18 30. 26 2.39 6.13 32.3 28.1 18. 39 26.24 1316
35. 39, 17.32 17.7. 10.14. 30. 16 10. 35. 2.18. 32.35. 26.28. 2.29. 27. 2. 22.1. 40. 16 16.4
38 30 18. 39 4.18 40. 4 40. 4 32.3 18. 36 39.35 40
34.39. 10.13. 35 35. 6. 7.15, 36.39. 2.22 2.6. 29. 30. 14. 1. 25. 26. 25.28. 22.21. 17. 2. 29.1 15.13.
10. 18 2 13.18 13.16 34.10 34.10 7 40. 11 28 2.16 27.35 40. 1 40 30. 12
35.6.4 30.6 10. 39. 35.16. 35.3 2.35. 35. 10. 34.39. 30.18. 35
35. 34 32.18 16 25 19. 27 35.4
28. 30. 10.13. 8. 15. 19. 35. 14.20. 10.13. 13.26 10.19. 11.35. 28.32. 10.28. 1.28 2.24. 35.13. 32.28.
36.2 19 35. 38 38.2 19. 35 28.38 29.38 27.28 1.24 32.25 35.23 32.21 8.1 13.12
35. 10. 19.17. 1. 16. 19. 35. 14.15 | 8.35. 10. 37. 14.29. 3. 35. 35.10. 28.29. 1.35. 13.3. 15.37. 1.28
21 10 36. 37 18. 37 40.5 36 18. 36 13.21 23.24 37.36 40. 18 36. 24 18.1 3.25
35.39. 14.24. 10. 35. 2.36. 10. 36. 37.36. 10.14. 10.13. 6.28. 3.3 2% 2. 33 1.35. 1
19.2 10. 37 14 25 37 4 36 19. 35 25 37 27.18 16
22.14. 13.15. 2.6. 4.6.2 14 | 35.29. 14.10. 36.22 10. 40. 28.32. 32.30. 22, 1, 35.1 1.32. 32.15.
19. 32 32 34.14 3.5 34.17 16 1 40 2.35 17.28 26
35. 1. 32.3. 13.19 27. 4. 32.35. 14. 2. 2. 14. 35.27 15, 32. 13 18 35.23. 35. 40. 35.19 32.35.
32 27.15 29,18 27.31 39.6 30. 40 35 18. 30 27.39 30
30. 10. 35.19 | 19.35. 35 10. 26. 35 35.28. 29. 3. 29. 10. 11.3 3.27. 3.27 18.35. 15. 35. 11.3. 32.40.
40 10 35. 28 31. 40 28.10 27 16 37.1 22.2 10. 32 28.2
19. 35, 2:19. 28. 6. 19.10. 28.27. 10 20.10. 3. 35. ililgrek 3 3.21. 22.15. 21.39. 27.1.4 12.27
39 4.35 35.18 35. 38 3.18 28.18 10. 40 13 16. 40 33.28 16. 22
19.18. 16 27.16. 10 28.20. 3.35. 34.27. 10. 26. 17. 1. 22 35.10 1
36. 40 18. 38 10. 16 31 6. 40 24 40. 33
PhC 32.30. 19.15. 2. 14. 21.17. 21.36. 35.28. 3.17. 19. 35 32.19. 24 22.33. 22.35. 26.27 26.27
21.16 3.17 17.25 35. 38 29.31 21.18 30. 39 3.10 24 35.2 2.24
32.35. PhC 32.1. 32.35. 32 19.16. 3.1 1.6 19. 1. 119 11.15. 3.32 15.19 35.19. 19.35. 28.26.
19 19 1.15 16 26.17 32 32.39 28.26 19
19.24. 2. 158 PhC 6. 19. 12.22. 35.24. 35.38. 34.23. 19.21. 3.1.32 1. 35! 2.35.6 28.26. 19.35
3.14 19 37.18 15. 24 18.5 19.18 16. 18 11.27 6. 27 30
1912 PhC 28.27. 3.35. 10. 36. 10. 2. 19.22; 1.4
35. 32 18.31 31 23 22.37 18
2. 14. 16. 6. 16. 6. PhC 10. 35. 28.27. 10.19 35. 20. 4.34. 19.24. 32.15. 32.2 19.22. 2.35. 26. 10. 26. 35.
17.25 19 19. 37 38 18. 38 10.6 19 26. 31 2 31.2 18 34 10
19. 38. 1.13. 3.38 PhC 35. 27. 19.10 10. 18. 7.18. 11. 10. 32 21.22. 21.35. 35.32
7 32.15 2.37 32.7 25 35 35.2 2.22 1
21.36. 1.6.13( 35.18. 28.27. 28.27. 35.27. PhC 15.18. 6. 3. 10.29. 16.34. 35.10. 33.22. 10. 1. 15. 34, 32.28.
39.31 24.5 12.31 18. 38 2.31 35. 10 10. 24 39. 35 31.28 24.31 30. 10 34.29 33 2.24
19 10. 19 19.10 PhC 24.26. 24.28. 10. 28. 22.10. 10. 21, 32 27.22
28.32 35 23 1 22
35. 29, 1.19. 35.38. 1 35. 20. 10. 5. 35.18. 24.26. PhC 35. 38. 10. 30. 24.34. 24.26. 35.18. 35.22. 35. 28, 4.28.
21.18 21.17 19.18 10. 6 18. 32 10. 39 28.32 18. 16 4 28. 32 28.18 34 18.39 34.4 10. 34
3.17. 34.29. 3.35. 35 7.18. 6. 3. 24.28. | 35.38. PhC 18. 3. 3.2.28| 33.30 35.33. 3.35. 29. 1. 35.29.
39 16. 18 31 25 10. 24 35 18316 28. 40 29.31 40. 39 35.27 10. 25
3.35. 11.32. [ 2111 36.23 21.11. 10. 11. 10. 35. 10. 28 10. 30. 21.28. PhC 32.3. 11.32. 27.35. 35.2. 27.17
10 13 27.19 26. 31 35 29. 39 4 40.3 11.23 1 2. 40 40. 26 40
6. 19. 6.1.32| 3.6.32 3.6.32 26.32. 10. 16. 24.34. 2.6.32 5 11 PhC. 28.24. 3.33. 6. 35. 1.13.
28.24 27 31.28 28. 32 1.23 22.26 39. 10 25.18 17. 34
19.26 3.32 | 32.2 32.2 13.32. | 35.3L 32.26. 32.30 11.32. PhC 26.28. 4.17. 1.32.
2 10. 24 28.18 48 10. 36 34.26 35.23
22.33. 1.19. 1.24. 10. 2. 19.22. 21.22. 33.22. 22.10. 35.18. 35.33. 27.24. 28.33. 26.28. PhC 24. 35, 2.25.
35.2 32.13 6.27 22.37 312 35.2 19. 40 2 34 29.31 2.40 23.26 10.18 2 28.39
22.35. 19. 24. 2.35.6 19.22. 2.35. 21.35. 10. 1. 10. 21. 1.22 3.24. 24.2. 3.33. 4.17. PhC
2.24 39.32 18 18 22.2 34 29 39.1 40. 39 26 34.26
27.26. 28.24. 28. 26. 1.4 27. 1. 19.35( 15.34. | 32.24. 35.28. 35.23. 1.35. 24.2 PhC 2.5.
18 27.1 27.1 12. 24 33 18.16 34.4 1.24 12.18 13.16
26327. | 13.17. 1.13. 35. 34. 2.19. 28.32. 4. 10. 4.28. 12.35 17.27. 25.13. 1.32. 2.25. 2.5.12 PhC
13 1.24 24 2.10 13 2.24 27.22 10. 34 8. 40 2.34 35.23 28.39
4.10 15. 1. 15. 1. 15. 10. 15. 1. 2. 35, 32,1 2.28. 11.10. 10. 2. 25.10 35. 1. 35 1.12.
13 28.16 32.2 32.19 34. 27 10. 25 10. 25 1.16 13 102. 16 11. 10 26. 15
27. 2. 6. 22. 19.35. 19.1. 18.15. 15.10. 35.28 3.35. 35.13. 35. 5. 35.11. 1.13. 15.34.
3.35 26.1 29.13 29 1 2.13 15 8.24 1.10 32.31 31 1.16
2.17. 24.17. 27.2. 20.19. 10. 35. 35. 10. 6.29 13. 3. 13. 35. 2.26. 26.24. 22.19. 19.1 27. 26. 27.9.
13 13 29. 28 30. 34 13.2 28.29 27.10 1 10. 34 32 29.40 1.13 26. 24
3.27. 2.24, 35.38 19.35. 19. 1. 35. 3. 1.18. 35.33. 18.28. 3.27. 27.40. 26.24. 22.19. 2.21 5. 28. 2.5
35. 16 26 16 16. 10 15. 19 10. 24 27.22 32.9 29.18 28.8 32.28 29.28 11.29
26.2. 8.32. 2.32. 28.2. 23.28 | 35.10. 35.33 24.28. 35.13 11.27. 28.26. 28.26. 2.33 2 1.26. 1.12.
19 19 13 27 18.5 35.30 32 10. 34 18.23 13 34.3
35.21. 26.17. 35.10. 1 35. 20. 28.10. 28. 10. 13.15. 35.38 1. 35. 1. 10. 32. 1. 22.35. 35.22. 35.28. 1.28.
28.10 19.1 38.19 10 29.35 35.23 23 10. 38 34.28 18. 10 13.24 18. 39 2.24 7.19
36 32 32 28.19 22 11.3. 22 22 2.3 35.9.
35 35. 22 28
17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33
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34 35 36 37 38 39 40 GSA SDS
2.217. 29.5. 26. 30. 28.29. 26.35. 35. 3. 1
28.11 15.8 36. 34 26. 32 18.19 24. 37
2.27. 19.15, 1.10. 25.28. 2.26. 1.28 31 D)
28.11 29 26. 39 17.15 35 15.35

1.28. | 14.15. 1.19. 35. 1 17.24. 14. 4. 28 3

10 1.16 26. 24 26. 24 26. 16 28.29

3 1.35 1.26 26 30. 14. 7 4
7.26

15.13. 15. 30 14. 1, 2. 36. 14.30. 10. 26. 5
10.1 13 26.18 28.23 34.2

16 15.16 L, k. 2.35, 23 10. 156. 6
36 30. 18 17.7

10 15.29 26.1 29.26. | 35.34. 10.6.2. 7
4 16. 24 34

1 131 2, il 35. 37. 8
26 10.2

34.2. 15.10. | 10.28. 3. 34. 10.18 15.21 9

28.27 26 4.34 27.16

15.1. | 15.17. 26.35. 36.37, 2.35 3.28. 3.17 10
11 18.20 10. 18 10. 19 35. 37

2 35 19.1. 2.36. 35.24 | 10. 14. 11
35 37 35.37

2.13.1 1.15. | 16.29. 15.13. 1Snls 17.26. 7 12
29 1.28 39 32 34.10

2. 35. 35.30. 2. 35. 35.22. 1.8.35( 23.35. 13
10. 16 34.2 22.26 39.23 40. 3

275115 15.3. 2.13. 27.3. 15 29. 35. 40 14
3 32 28 15. 40 10. 14

29.10. 1.35. 10. 4. 19.29. 6.10 | 35.17. 15
27 13 29.15 39.35 14.19
1 2 25.34, 1 20. 10.

6.35 16. 38 16

4.10. 2.18. 7, il 3.27. 23.2. 15.28. 17

16 27 16 35.31 19. 16 35
15.17. 15.1. 6.32. 32.15| 2.26. 2.25.16 32 18
13.16 19 13 10
1.15. 15.17. 2.29. 35.38 32.2 12.28. 19
17.28 13.16 27.28 35

19. 35. 1.6

16. 25 20

35. 2. 19.17. | 20.19. 19.35. 28.2. 28.35. 21
10. 34 34 30. 34 16 17 34

2.19 7.23 35.3. 2 28. 10. 22
15.23 29. 35

2. 35. 15.10. | 35.10. 35.18. 35.10. | 28.35. 23
34,27 2 28.24 10. 13 18 10. 23

35.33 35 13.23. 32

15 24

2 35.28 6.29 18. 28. 24.28. 19 25

10 32.10 35. 30
2.32. 15.3. 3.13. 3. 27. 8.35 | 13.29. 22 2
10. 25 29 27.10 29.18 3.27

111 13.35. 13.35. 27.40. 11.13. 1.35. 11 27

8.24 1 28 27 29. 38
1.32. 13.35. | 27.35. 26.24. 28. 2. 10. 34. 22 28
13.11 2 10. 34 32.28 10. 34 28.32
25.10 26.2. 26.28. 10. 18. 29
18 18. 23 32. 39
35.10. | 35.11. 22.19. 22.19. 33.3. 22, 35. 22 30
2 22.31 29.40 29. 40 34 13.24
19.1. 2.21 2 22. 35. 3.22 31
31 27.1 18.39
35. 1. 2.13. 27.26. | 6.28. 8.28.1| 35. 1 32
1.9 15 1 1.1 10. 28
12.26. 15.34, 32.25. 1.34. 15.1.28 | 11.28.9 33
1.32 1.16 12.17 12.3
7.1.4. | 35.1 34.35, 1.32.10 13

PhC 16 13.11 7.13 34
1.16. 15. 29. 1 27.34. | 35.28.

7.4 PhC 37.28 35 6. 37 35

1.13 29.15. 15.10. 15.1. 12.17.

28.37 PhC 37.28 24 28 36
12.26 1.15 15.10. 34.21 35.18
37,28 PhC 37

1.35. 27. 4. 15.24. 34.27. 5.12.

13 1.35 10 25 PhC 35. 26 38
1.32. 1.35. 12.17. 35.18. 5.12. 10. 14.

10. 25 28.37 28.24 27.2 35. 26 PhC 25.35.38 39

13 15 28 14.15.

28 35 PhC 40

34 35 36 37 38 39 40 Right -Up +
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Lampiran 27: Kuesioner Penelitian
KUESIONER

Dengan Hormat,
Sehubungan dengan dilakukannya tugas akhir yang berjudul "Analisis Peningkatan Kualitas
Pelayanan dengan Metode Servqual dan TRIZ di Stasiun Besar Yogyakarta” maka

perkenankan saya:

Nama : Cesarius Yediko Korengkeng
Program Studi : Teknik Industri
Institusi : Universitas Atma Jaya Yogyakarta

Untuk melakukan pengumpulan data-data yang dibutuhkan dalam tugas akhir ini. Mohon
kesediaan para calon penumpang Stasiun Tugu Yogyakarta untuk mengisi kuesioner yang

terdiri atas dua bagian:

Bagian | : Data Responden
(silakan memberi tanda centang (\) pada pilihan jawaban yang sesuai dengan data pribadi

anda)

Jenis Kelamin:
O Pria @) Wanita

Usia:
0] 17 — 25 tahun
o 26 — 35 tahun
O  36-45tahun
@) > 45 tahun

Pekerjaan:
0] Pelajar
o Mahasiswa
0] PNS
O Pegawai Swasta

(@] Lain-lain

Frekuensi anda melakukan keberangkatan dari Stasiun Tugu Yogyakarta:
@) 1 kali

O] 2 — 5 kali
O] 6 — 10 kali
0] > 10 kali
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Bagian ke II: Persepsi, Harapan dan Kepentingan

(silakan memberi tanda centang (V) pada pilihan jawaban yang sesuai)

Persepsi Responden
Pada bagian ini anda diminta untuk memberikan penilaian terhadap atribut pelayanan jasa di
Stasiun Tugu Yogyakarta yang anda rasakan sendiri setelah menggunakan jasa Stasiun Tugu

Yogyakarta. Anda dipersilakan untuk memilih salah satu jawaban dari lima alternatif jawaban.

Keterangan:
: Sangat Tidak Setuju

: Tidak Setuju

: Kurang Setuju
: Setuju

: Sangat Setuju

a b~ wnN B

Harapan Responden

Pada bagian ini anda diminta untuk memberikan penilaian terhadap atribut pelayanan jasa
yang seharusnya diberikan oleh Stasiun Tugu Yogyakarta sesuai dengan apa yang menjadi
harapan anda. Anda dipersilakan untuk memilih salah satu jawaban dari lima alternatif

jawaban.

Keterangan:
: Sangat Tidak Setuju

: Tidak Setuju

: Kurang Setuju
: Setuju

. Sangat Setuju

a b wpN Pk

Tingkat Kepentingan
Pada bagian ini anda diminta untuk memberikan penilaian terhadap tingkat kepentingan
atribut pelayanan jasa yang diberikan oleh Stasiun Tugu Yogyakarta. Anda dipersilakan untuk

memilih salah satu jawaban dari lima alternatif jawaban.

Keterangan:
: Sangat Tidak Penting

1
2 : Tidak Penting
3 : Kurang Penting
4 : Penting

5 : Sangat Penting

Contoh Pengisian:

Persepsi Harapan Kepentingan

No. | Atribut Pelayanan 11213 a 21 3] 4 2 1314

(63}
=
(63}
=

1 | Area stasiun bersih ~ N
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Persepsi

Harapan

Kepentingan

No. Atribut Pelayanan 1‘2L3‘4L5 1‘2‘3‘4‘5 1|2|3|4|5

Tangibles ( Bukti Fisik)

1 | Area stasiun bersih

5 Jumlah loket  penjualan dan
penukaran tiket sesuai

3 Kapasitas kursi pada ruang tunggu
memadai

4 | Area toilet bersih
Fasilitas umum di ruang tunggu

5 | lengkap (mushola, gerai makanan,
ATM dan smoking area)
Letak papan petunjuk informasi

6 mengenai  denah/layout  stasiun
strategis (dekat loket, pintu masuk dan
ruang tunggu)

7 | Petugas stasiun berpenampilan rapi

Reliability (Keandalan)

Proses pembelian tiket dapat

8 dilakukan dengan mudah
9 Proses penukaran dan pencetakan
tiket dapat dilakukan dengan cepat
Proses verifikasi boarding pass dapat
10 | .
dilakukan dengan cepat
11 Ketepatan jadwal keberangkatan dan
jadwal kedatangan kereta
Pihak stasiun memberikan Informasi
12 terbaru mengenai jadwal

keberangkatan, jadwal kedatangan,
maupun perubahan jadwal kereta
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No.

Atribut Pelayanan

Persepsi

Harapan

Kepentingan

1 | 2] 3] 4] s

1 ] 2] 3]4]-s

1| 2] 3] 4a4]cs

Responsiveness (Daya Tanggap)

13

Pihak  stasiun  tanggap dalam
menanggapi keluhan yang diberikan
oleh calon penumpang

14

Petugas stasiun bersedia untuk
membantu calon penumpang ketika
mengalami permasalahan pada area
stasiun

15

Petugas stasiun sigap  dalam
membantu calon penumpang ketika
mengalami permasalahan pada area
stasiun

Assurance (Jaminan)

16

Petugas stasiun bersikap ramah dan
sopan dalam memberikan pelayanan
kepada calon penumpang

17

Petugas stasiun dapat menyampaikan
informasi secara jelas kepada calon
penumpang

18

Informasi mengenai  ketersediaan
tempat duduk untuk seluruh kelas
kereta api dapat diketahui dengan
mudah oleh calon penumpang

19

Fasilitas kesehatan mudah dilihat dan
dijangkau (Perlengkapan P3K, kursi
roda, tandu)
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No.

Atribut Pelayanan

Persepsi

Harapan

Kepentingan

3

4

2

3

4

2

3

4

20

Informasi dan fasilitas keselamatan
mudah dilihat dan dijangkau (alat
pemadam kebakaran, petunjuk jalur
evakuasi, titik kumpul)

21

Keamanan calon penumpang beserta
barang bawaan terjamin selama
berada di area stasiun

22

Informasi yang diberikan oleh pihak
stasiun  melalui speaker = dapat
terdengar dengan jelas

Emp

athy (Empati)

23

Pihak stasiun memberikan
kemudahan akses terhadap calon
penumpang yang memiliki kebutuhan
Khusus/difabel

24

Petugas stasiun memberikan
tanggapan yang baik pada saat calon
penumpang menyampaikan keluhan

25

Petugas stasiun memberikan
pelayanan kepada calon penumpang
tanpa memandang status sosial

26

Pihak stasiun memberikan
kemudahan kepada calon penumpang
dalam menyampaikan kritik dan saran
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Lampiran 28: Dokumentasi
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System https://rdsv2 kereta-api.co.id/index.php?r=notadinas/surat/print&refi...

e

=

lai Utama

KEnrianr

Yogyakarta, 5 Januari 2018

Nomor . KE.105/1/6/D0.6-2018

Sifat : Terbatas

Lampiran Do

Perihal : ljin Penelitian Mahasiswa Universitas Atma Jaya Yogyakarta

IHHllll1|I1||l||l|l!l|!Illlll!illlll!llllllﬂilllllllllllllilllil!l

Kepada Yth

Dekan Fakultas Teknologi Industri Universitas Atma Jaya Yogyakarta

di

Tempat

1. Menindaklanjuti surat dari Dekan Fakultas Teknologi Industri Universitas Atma Jaya Yogyakarta Nomor

114/1A6 tanggal 12 Desember 2017 perihal permohonan penelitian diberitahukan bahwa mahasiswa dari
Fakultas Teknologi Industri dibawah ini:

[No{ Nama Mahasiswa l NIiM | Tanggal Pelaksanaan
| 1. [Cesarius Yediko Korengkeng [07708/T1|01-02-2018 s.d 31-07-2018

diberikan ijin untuk melaksanakan penelitian di Unit Fasilitas Penumpang dan Unit Operasi (UPT
Stasiun Besar Yogyakarta) Daerah Operasi 6 Yogyakarta PT. Kereta Api Indonesia (Persero) sesuai
jadwal tersebut di atas.

2. Mengenai syarat-syarat yang harus dipenuhi dalam pelaksanaan survey, sebagai berikut :
a. Membawa rekaman surat ini;
b. Tertib tidak mengganggu dinas PT. Kereta Api Indonesia (Persero);
¢. Mematuhi peraturan yang berlakuy;
d. Memakai kartu tanda pengenal.

3. Demikian untuk menjadikan periksa dan terima kasih.

N\
mg Manager Suhfier\Daya Manusia Dan Umum
’ls.umor Manager Sum Daya Manusia,

Tembusan Internal:

1 dari 2 05/01/18 15 07
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Manager Fasilitas Penumpang | HERU HARTANTO
Manager Operasi | DWI SULISTIYONO
Kepala UPT Stasiun Besar A Yogyakarta | ARKANSYAH

2 dari 2 OSINT/IR 15 07



