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APPENDIX A: QUESTIONNAIRE 

The following are the list of the question that was used to conduct the research 
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Service quality (X1) Questionnaire 
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Brand Reputation (X2) Questionnaire  
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Customer Satisfaction (Y) Questionnaire  
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APPENDIX B: PRE-TEST: RESPONDENT ANSWER FOR 

VARIABLE X1 (SERVICE QUALITY) 

Service Quality (X1) 

NO X1.1 X1.2 X1.3 X1.4 X1.5 Total 

1 4 3 4 4 4 19 

2 5 5 5 5 4 24 

3 4 4 5 3 4 20 

4 4 4 5 5 5 23 

5 4 4 4 4 4 20 

6 4 4 4 4 4 20 

7 3 4 4 3 4 18 

8 5 5 5 5 5 25 

9 5 5 5 5 5 25 

10 4 4 4 4 4 20 

11 5 5 5 5 5 25 

12 5 5 5 5 5 25 

13 4 4 3 3 4 18 

14 4 4 4 5 4 21 

15 4 4 5 3 4 20 

16 3 3 4 2 2 14 

17 3 4 4 4 4 19 

18 3 4 4 3 4 18 

19 3 3 2 3 4 15 

20 5 5 5 5 5 25 

21 4 4 4 4 4 20 

22 4 4 3 5 5 21 

23 3 4 5 2 4 18 

24 4 3 5 4 3 19 

25 3 4 3 4 3 17 

26 4 4 4 4 4 20 

27 4 4 4 4 4 20 

28 4 4 4 4 4 20 

29 1 2 1 1 2 7 

30 4 4 4 4 4 20 
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APPENDIX C : PRE – TEST : RESPONDENT ANSWER FOR 

VARIABLE X2 (BRAND REPUTATION) 

NO X2.1 X2.2 X2.3 X2.4 Total 

1 4 4 5 4 17 

2 5 4 5 2 16 

3 4 4 4 5 17 

4 5 5 4 4 18 

5 4 4 4 4 16 

6 4 4 4 4 16 

7 2 3 4 4 13 

8 5 5 5 5 20 

9 5 5 5 5 20 

10 4 4 4 4 16 

11 5 5 5 5 20 

12 5 5 5 5 20 

13 4 4 3 4 15 

14 4 4 5 5 18 

15 5 5 4 5 19 

16 3 4 3 4 14 

17 5 4 4 5 18 

18 4 3 4 5 16 

19 4 4 3 5 16 

20 5 5 5 5 20 

21 4 4 4 4 16 

22 4 4 4 4 16 

23 4 3 4 5 16 

24 4 4 5 5 18 

25 4 4 5 4 17 

26 4 4 4 4 16 

27 4 4 4 4 16 

28 4 4 4 4 16 

29 1 2 1 2 6 

30 4 4 4 4 16 
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APPENDIX D : PRE – TEST : RESPONDENT ANSWER FOR 

VARIABLE Y (CUSTOMER SATISFACTION) 

Respondent Y.1 Y.2 Y.3 TOTAL 

1 4 4 5 13 

2 5 5 5 15 

3 4 5 5 14 

4 4 5 4 13 

5 4 4 4 12 

6 4 4 4 12 

7 3 4 4 11 

8 5 5 5 15 

9 5 5 5 15 

10 4 4 4 12 

11 5 5 5 15 

12 5 5 5 15 

13 4 3 4 11 

14 4 5 5 14 

15 4 5 5 14 

16 3 2 3 8 

17 4 4 4 12 

18 4 3 4 11 

19 3 2 3 8 

20 5 4 4 13 

21 4 3 3 10 

22 4 5 5 14 

23 2 4 4 10 

24 5 4 5 14 

25 4 4 5 13 

26 4 4 4 12 

27 4 4 4 12 

28 4 4 4 12 

29 2 1 1 4 

30 4 4 4 12 
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APPENDIX E : MAIN – TEST : RESPONDENT ANSWER FOR 

VARIABLE X1 (COMMUNICATION) 

No X1.1 X1.2 X1.3 X1.4 X1.5 Total 

1 4 4 4 3 3 18 

2 5 5 5 5 5 25 

3 4 4 4 4 4 20 

4 3 3 3 3 3 15 

5 3 3 3 3 4 16 

6 4 4 4 4 4 20 

7 5 5 5 5 5 25 

8 3 3 3 3 3 15 

9 3 3 3 4 3 16 

10 4 4 4 4 4 20 

11 4 4 5 5 4 22 

12 5 5 5 5 4 24 

13 4 4 4 4 4 20 

14 4 4 4 4 5 21 

15 4 4 4 4 3 19 

16 4 4 3 4 4 19 

17 4 3 3 3 3 16 

18 3 3 3 5 5 19 

19 4 4 4 3 2 17 

20 4 4 4 5 3 20 

21 5 5 5 3 3 21 

22 3 4 3 2 1 13 

23 4 4 3 3 3 17 

24 4 4 2 3 2 15 

25 4 3 4 3 2 16 

26 3 3 3 5 3 17 

27 4 4 4 5 2 19 

28 4 4 4 4 3 19 

29 4 3 4 3 2 16 

30 5 4 5 5 4 23 

31 3 4 3 3 2 15 

32 4 4 5 3 3 19 

33 2 4 2 2 3 13 

34 5 5 5 5 5 25 



E-2 

 

 
 

35 5 5 5 4 3 22 

36 5 4 5 5 3 22 

37 4 4 4 3 4 19 

38 4 5 4 4 5 22 

39 5 4 5 3 5 22 

40 4 5 3 5 4 21 

41 5 5 4 3 4 21 

42 4 5 3 5 4 21 

43 3 5 4 5 3 20 

44 5 4 5 3 5 22 

45 3 3 3 5 4 19 

46 4 2 4 3 5 18 

47 4 3 4 2 4 17 

48 5 4 3 5 4 21 

49 5 4 5 3 2 19 

50 4 3 3 4 4 18 

51 3 4 4 4 3 18 

52 4 4 4 4 4 20 

53 4 5 4 4 4 21 

54 4 5 5 3 3 20 

55 4 4 4 4 3 19 

56 5 3 3 4 5 20 

57 4 5 4 5 4 22 

58 4 5 4 5 3 21 

59 3 2 4 5 5 19 

60 3 4 3 4 3 17 

61 4 5 4 3 5 21 

62 4 4 4 5 4 21 

63 3 4 2 3 5 17 

64 3 4 3 5 4 19 

65 4 5 3 5 5 22 

66 3 4 5 4 3 19 

67 4 5 4 3 4 20 

68 5 4 2 3 3 17 

69 3 5 4 5 3 20 

70 4 4 4 4 4 20 

71 4 4 4 4 4 20 

72 4 4 4 4 4 20 
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73 4 4 5 4 4 21 

74 4 5 4 5 3 21 

75 2 2 2 4 2 12 

76 3 4 5 4 3 19 

77 3 2 4 3 4 16 

78 4 4 4 4 4 20 

79 5 5 5 5 5 25 

80 3 3 3 3 5 17 

81 5 5 3 5 4 22 

82 4 4 4 5 4 21 

83 5 4 3 5 4 21 

84 5 4 4 3 5 21 

85 5 3 3 4 5 20 

86 5 4 4 5 3 21 

87 4 5 5 3 5 22 

88 5 4 5 5 5 24 

89 5 3 5 4 5 22 

90 5 4 5 3 5 22 

91 4 4 3 5 4 20 

92 5 3 5 4 5 22 

93 4 5 3 5 5 22 

94 5 4 5 3 5 22 

95 4 5 3 5 5 22 

96 4 5 5 5 5 24 

97 5 3 5 4 5 22 

98 5 4 5 3 2 19 

99 5 4 3 5 4 21 

100 5 3 5 2 5 20 

101 3 5 4 5 5 22 

102 4 4 3 5 4 20 

103 4 3 4 4 3 18 

104 2 5 4 3 4 18 

105 4 4 4 4 3 19 

106 4 4 4 5 5 22 

107 3 3 3 3 4 16 

108 5 4 4 4 5 22 

109 5 5 5 5 5 25 

110 3 3 3 3 5 17 
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111 5 5 5 5 5 25 
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APPENDIX F : MAIN – TEST : RESPONDENT ANSWER FOR 

VARIABLE X2 (BRAND REPUTATION) 

NO X2.1 X2.2 X2.3 X2.4 Total 

1 5 5 5 5 20 

2 5 5 5 5 20 

3 5 4 3 5 17 

4 5 4 5 4 18 

5 5 2 3 5 15 

6 5 3 5 3 16 

7 4 5 3 4 16 

8 5 4 5 3 17 

9 4 2 5 3 14 

10 4 5 3 5 17 

11 5 3 5 2 15 

12 4 4 4 4 16 

13 3 5 3 4 15 

14 3 4 5 4 16 

15 3 3 3 5 14 

16 3 3 3 5 14 

17 3 3 3 5 14 

18 5 5 5 5 20 

19 3 3 3 4 13 

20 3 3 3 5 14 

21 4 4 4 2 14 

22 3 3 3 4 13 

23 4 4 4 2 14 

24 3 5 3 4 15 

25 2 3 5 4 14 

26 4 4 3 5 16 

27 2 2 2 5 11 

28 4 5 5 3 17 

29 4 4 4 4 16 

30 5 3 3 4 15 

31 4 4 4 5 17 

32 4 4 4 5 17 

33 3 2 4 5 14 

34 3 4 3 4 14 
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35 5 4 4 5 18 

36 4 3 5 4 16 

37 4 4 4 5 17 

38 5 4 5 4 18 

39 5 2 3 5 15 

40 5 3 5 3 16 

41 4 5 3 4 16 

42 5 4 5 3 17 

43 4 2 5 3 14 

44 4 5 3 5 17 

45 5 3 5 2 15 

46 4 4 4 4 16 

47 3 5 3 4 15 

48 3 4 5 4 16 

49 5 2 3 5 15 

50 3 4 5 3 15 

51 4 5 3 4 16 

52 5 4 4 3 16 

53 4 3 5 4 16 

54 5 4 5 3 17 

55 2 4 3 4 13 

56 3 3 4 4 14 

57 3 3 3 3 12 

58 3 3 2 2 10 

59 4 3 3 2 12 

60 3 5 5 5 18 

61 3 3 3 3 12 

62 3 3 3 4 13 

63 4 4 4 3 15 

64 3 3 3 3 12 

65 4 4 4 5 17 

66 5 5 5 5 20 

67 4 4 4 4 16 

68 4 4 5 4 17 

69 4 4 4 4 16 

70 3 3 4 4 14 

71 4 4 4 4 16 

72 4 3 4 4 15 
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73 4 4 5 5 18 

74 3 3 3 3 12 

75 5 5 5 4 19 

76 4 4 3 3 14 

77 3 3 3 4 13 

78 3 3 3 3 12 

79 2 2 2 2 8 

80 3 3 5 5 16 

81 3 3 4 5 15 

82 4 5 5 5 19 

83 4 4 4 5 17 

84 4 4 4 4 16 

85 3 3 3 3 12 

86 3 2 4 5 14 

87 4 4 4 4 16 

88 5 5 5 5 20 

89 2 3 3 4 12 

90 5 5 5 3 18 

91 3 4 5 5 17 

92 3 3 3 4 13 

93 5 5 5 5 20 

94 3 2 3 4 12 

95 4 4 4 4 16 

96 5 5 5 5 20 

97 4 4 4 4 16 

98 4 4 4 4 16 

99 3 3 4 4 14 

100 5 5 5 5 20 

101 3 3 3 3 12 

102 3 3 3 3 12 

103 4 4 4 4 16 

104 3 3 3 3 12 

105 4 4 4 4 16 

106 5 5 5 5 20 

107 4 3 5 5 17 

108 4 4 3 4 15 

109 3 3 3 3 12 

110 4 4 4 4 16 
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111 3 3 3 3 12 
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APPENDIX G : MAIN – TEST: RESPONDENT ANSWER FOR 

VARIABLE Y (CUSTOMER SATISFACTION) 

No Y.1 Y.2 Y.3 Total 

1 4 4 4 12 

2 3 4 5 12 

3 3 3 3 9 

4 4 3 3 10 

5 3 3 4 10 

6 4 4 4 12 

7 5 5 5 15 

8 3 3 3 9 

9 4 4 4 12 

10 3 4 4 11 

11 3 4 3 10 

12 4 5 5 14 

13 3 3 3 9 

14 5 4 5 14 

15 4 5 4 13 

16 3 5 4 12 

17 4 4 4 12 

18 3 3 3 9 

19 4 4 4 12 

20 5 5 4 14 

21 3 3 3 9 

22 4 3 4 11 

23 4 4 4 12 

24 5 5 5 15 

25 5 5 5 15 

26 3 3 3 9 

27 4 4 4 12 

28 4 3 3 10 

29 3 3 3 9 

30 4 5 5 14 

31 4 4 4 12 

32 3 3 4 10 

33 3 3 4 10 

34 5 5 5 15 
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35 4 4 4 12 

36 5 4 2 11 

37 4 5 3 12 

38 5 5 4 14 

39 3 4 5 12 

40 4 3 5 12 

41 5 3 4 12 

42 3 4 5 12 

43 4 5 5 14 

44 5 4 3 12 

45 3 4 5 12 

46 4 5 4 13 

47 5 4 3 12 

48 4 5 5 14 

49 3 1 3 7 

50 4 5 4 13 

51 4 3 4 11 

52 4 4 4 12 

53 4 4 4 12 

54 5 5 5 15 

55 4 4 4 12 

56 3 3 3 9 

57 4 4 3 11 

58 4 4 4 12 

59 3 3 3 9 

60 4 4 4 12 

61 3 3 3 9 

62 4 4 4 12 

63 3 4 4 11 

64 3 3 3 9 

65 4 5 5 14 

66 5 5 5 15 

67 3 5 3 11 

68 3 3 4 10 

69 4 4 4 12 

70 3 3 3 9 

71 4 4 4 12 

72 4 3 4 11 
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73 4 4 4 12 

74 3 3 3 9 

75 2 2 2 6 

76 4 4 4 12 

77 4 3 3 10 

78 4 3 3 10 

79 2 2 2 6 

80 3 4 4 11 

81 3 3 3 9 

82 4 4 3 11 

83 5 5 5 15 

84 3 3 3 9 

85 3 4 4 11 

86 3 3 4 10 

87 4 4 4 12 

88 5 5 5 15 

89 3 4 4 11 

90 3 3 5 11 

91 5 5 5 15 

92 3 4 4 11 

93 5 5 5 15 

94 4 4 4 12 

95 4 4 4 12 

96 4 4 5 13 

97 4 4 4 12 

98 4 4 4 12 

99 5 2 3 10 

100 5 5 5 15 

101 4 4 4 12 

102 4 4 4 12 

103 5 5 5 15 

104 2 2 3 7 

105 3 4 3 10 

106 4 4 3 11 

107 5 3 4 12 

108 4 4 4 12 

109 5 5 5 15 

110 3 3 4 10 
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111 5 5 5 15 
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APPENDIX H : SPSS OUTPUT 

Pretest Result 

Service Quality (X1) 

 

  



H-2 

 

 
 

Brand Reputation (X2)  
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Customer Satisfaction (Y) 
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APPENDIX I : RESEARCH STATEMENT LETTER 

  



K-1 

 

 
 

APPENDIX J : PHOTO DOCUMENTATION 

 

  



K-1 

 

 
 

APPENDIX K: GUEST REVIEW AT W HOTEL BALI, ALILA 

SEMINYAKN AND POTATO HEAD 
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ALILA: 

 

POTATO HEAD: 

 


