Uji Validitas (Pearson Correlation)
	Dimensi
	Kode Item
	Jumlah Item

	A. Assurance (Jaminan)
	A1–A7
	7

	B. Empathy (Kepedulian)
	B1–B6
	6

	C. Responsiveness (Daya tanggap)
	C1–C5
	5

	D. Reliability (Keandalan)
	D1–D10
	10

	Total
	—
	28 Item


Kriteria penilaian:
· r-hitung > r-tabel (α = 0,05, df = n–2) → Valid
· r-hitung ≤ r-tabel → Tidak valid
	Dimensi
	Item
	r-hitung
	r-tabel
	Keterangan

	Assurance
	A1
	0.721
	0.361
	Valid

	
	A2
	0.655
	0.361
	Valid

	
	A3
	0.688
	0.361
	Valid

	
	A4
	0.541
	0.361
	Valid

	
	A5
	0.612
	0.361
	Valid

	
	A6
	0.478
	0.361
	Valid

	
	A7
	0.589
	0.361
	Valid

	Empathy
	B1
	0.701
	0.361
	Valid

	
	B2
	0.662
	0.361
	Valid

	
	B3
	0.574
	0.361
	Valid

	
	B4
	0.735
	0.361
	Valid

	
	B5
	0.523
	0.361
	Valid

	
	B6
	0.688
	0.361
	Valid

	Responsiveness
	C1
	0.642
	0.361
	Valid

	
	C2
	0.523
	0.361
	Valid

	
	C3
	0.681
	0.361
	Valid

	
	C4
	0.702
	0.361
	Valid

	
	C5
	0.611
	0.361
	Valid

	Reliability
	D1
	0.532
	0.361
	Valid

	
	D2
	0.603
	0.361
	Valid

	
	D3
	0.726
	0.361
	Valid

	
	D4
	0.618
	0.361
	Valid

	
	D5
	0.562
	0.361
	Valid

	
	D6
	0.771
	0.361
	Valid

	
	D7
	0.781
	0.361
	Valid

	
	D8
	0.612
	0.361
	Valid

	
	D9
	0.643
	0.361
	Valid

	
	D10
	0.734
	0.361
	Valid




2. Uji Reliabilitas (Cronbach’s Alpha)
Kriteria Interpretasi:
	Nilai Alpha
	Kategori

	≥ 0.90
	Sangat Reliabel

	0.80–0.89
	Reliabel

	0.70–0.79
	Cukup Reliabel

	0.60–0.69
	Kurang Reliabel

	< 0.60
	Tidak Reliabel



	Dimensi
	Cronbach’s Alpha
	Keterangan

	Assurance
	0.872
	Reliabel

	Empathy
	0.854
	Reliabel

	Responsiveness
	0.811
	Reliabel

	Reliability
	0.902
	Sangat Reliabel

	Keseluruhan
	0.935
	Sangat Reliabel



Kesimpulan:
Instrumen sangat reliabel karena Cronbach’s Alpha total = 0.935 > 0.9.
