DAFTAR ISI

LEMBAR PENGESAHAN ... ii
PERNYATAAN ORISINALITAS ... 1\
KATA PENGANTAR ... %
ABSTRAK e vii
ABSTRACT ettt ettt beesnne s viil
DAFTAR IST .o st IX
DAFTAR GAMBAR. ... Xii
DAFTAR TABEL ..o xiii
BAB 1 PENDAHULUAN. ... 1
1.1 Latar BelaKang ..ot 1
1.2 Rumusan Masalah ..o 2
1.3 Tujuan dan Manfaat ...........cccceeeeviiiiiicie e 2
1.4 Batasan Masalah..........cccooiiiiiiiii e 3
BAB 2 TINJAUAN PUSTAKA ... 4
2.1 Penelitian Terdahulu ... 4
2.2 Telkom INAONESIA.......coveiiiiieieiiitee e 7
2.3 Aplikasi MyINdiNOMEe ..........cccoovviiiiiiic e 8
2.4 Metode Kuantitatif...........cocoiiiiiiiiiiie s 9
2.5  Metode Pengumpulan Data..........cccccererininininiiiecsese e 10
2.6 Metode Pengolahan Data ...........cccevvevierenienienisieieeese e 11
2.6.1  UjJi Validitas......ccevieeiieiseieseeseee e 11
2.6.2  Uji Reliabilitas.........ccooveiiineiiieiieecseee e 12

2.7  Pengertian Populasi dan Sample ... 13
2.7.1  Pengertian POPUIASI........cccoriiiriiiiiiiiieeeee e 13



2.7.2  Pengertian SAmPel .........cooeoeiiiiiiiiierieee e 13

2.8 Metode E-Servqual...........ccocoiiiiiiiiiiieeee e 14
2.9 Metode AHP ... 16
BAB 3 METODOLOGI .....coiiiiiieiieeie ettt 18
3.1 Metode yang Digunakan ...........cceceerineniiiniseeee s 18
3.2  Metode Pengumpulan Data...........ccccceeveiieiieieiiieseece e 19
321 STUAL LITErAtUN ...t 19
3.2.2  Kuesioner E-Servqual ............ccccoveiiiiiiieieccce e 19
3.2.3  KUESIONEr AHP ...t 20
324 OBSEIVASH .ottt 21
3.3  Metode Electronic Service Quality (E-Servqual) ..........c.cccoevvenneee. 21
3.4  Metode Analitycal Hierarchy Process (AHP).........cccccccoevveviecnnne. 23
3.5  Variabel Penelitian ...........cocoiiiiiiiiiee e 24
BAB 4 HASIL DAN PEMBAHASAN .....coooiiieee e 28
4.1 Hasil PENEIITIAN......ccci i 28
411  Demografis RESPONAEN......cccoiviiiiriiriiiiieiieeee s 28
4.1.1.1 Datad KUESIONET .....oiviiiiiiieiieieiesie e 28
4.1.1.2 Data Kuesioner E-Servqual ..........c.ccoovririiinnenencicneen 28
4.1.1.3 Data Kuesioner AHP ..ot 31

4.2 Pembahasan. ...t 32
421  UJi ValidItaS......cccoveiiiiiccice et 32
422 Ui Reliabilitas.......ccccooveiiiiiiiiiiccec e 33
4.2.3  Pengolahan Data dengan metode E-Servqual dan AHP .......... 33
4.2.3.1 Menghitung nilai rata-rata E-Servqual ..............c..ccoevneenen. 34
4.2.3.2 Penghitungan Nilai GAP E-Servqual...........c.cccccovevvvineennn. 36
4.2.4  Perhitungan dengan metode AHP ... 38



4.2.4.1 Uji KonsiStensi AHP ... 50

4.2.4.2 Menentukan Nilai Bobot Akhir Kriteria...........c.cccccoovnenene. 51
4.2.4.3 Menghitung rata-rata dari setiap dimensi ............c.cccceeeeee. 55

BAB 5 KESIMPULAN DAN SARAN .....ooiiiiieeeeee e S7
51 KESIMPUIAN .oeiiiiiieee e 57
D2 SAIAN....cciiiii i 57
DAFTAR PUSTAKA .t 58
LAMPIRAN L.ttt 62
Lampiran 1. Responden Pakar AHP 1..........ccccooooiiiieiiiic i 62
Lampiran 2. Responden Pakar AHP 2..........ccccoooooiiieii i 67
Lampiran 3. Uji PHOL.........ccooiiieecece e 76
BIODATA PENULIS ... 77

Xi



DAFTAR GAMBAR

Gambar 2. 1 Aplikasi MyINAINOME...........ccoviiiiieiicc e 9
Gambar 3. 1 Alur Metode penelitian...........ccoovevviieiieeie i 18
Gambar 4. 1 Domisilii pelanggan MyIndihome............ccooeieiiiiniicicncnen 29
Gambar 4. 2 Jenis Kelamin Pengguna MyIndihome...........ccccconiiiiinnnnnne. 29
Gambar 4. 3 Pekerjaan Pengguna Aplikasi MyIndihome ............ccccooevveneeee. 30
Gambar 4. 4 Usia Pelanggan MyIndinome ............cccoveieiieii i 30
Gambar 4. 5 Kecepatan Wifi Pengguna Myindihome............ccccooviiiinnnnnne 31

xii


file:///D:/Bahan%20SKRIPSI/BAHAN%20SKRIPSI/Revisi/Template-Buku-Tugas-Akhir-FTIB_Revisi.docx%23_Toc142067553
file:///D:/Bahan%20SKRIPSI/BAHAN%20SKRIPSI/File%20skripsi/Template-Buku-Tugas-Akhir-FTIB.docx%23_Toc141224891
file:///D:/Bahan%20SKRIPSI/BAHAN%20SKRIPSI/Revisi/Template-Buku-Tugas-Akhir-FTIB_Revisi.docx%23_Toc142298092
file:///D:/Bahan%20SKRIPSI/BAHAN%20SKRIPSI/Revisi/Template-Buku-Tugas-Akhir-FTIB_Revisi.docx%23_Toc142298093
file:///D:/Bahan%20SKRIPSI/BAHAN%20SKRIPSI/Revisi/Template-Buku-Tugas-Akhir-FTIB_Revisi.docx%23_Toc142298094
file:///D:/Bahan%20SKRIPSI/BAHAN%20SKRIPSI/Revisi/Template-Buku-Tugas-Akhir-FTIB_Revisi.docx%23_Toc142298095
file:///D:/Bahan%20SKRIPSI/BAHAN%20SKRIPSI/Revisi/Template-Buku-Tugas-Akhir-FTIB_Revisi.docx%23_Toc142298096

DAFTAR TABEL

Tabel 2.1 Definisi dan SKala AHP ... 17
Tabel 3.1 SKala LIKEIT .......cccoiiiiiiiieieecese e 20
Tabel 3.2 Skala Penilaian AHP ..o 20
Tabel 3 3 Nilai SKala Matriks..........ccccovieiiiiiiie e 23
Tabel 3.4 Nilai KONSISIENSI .......oiviiiiiiiiieiiesiesie s 24
Tabel 3.5 Variabel penelitian E-Servqual ............cccccovoveviiiieiiienicc e 25
Tabel 4. 2 Ahli Pakar AHP .......ccooiiie e e 31
Tabel 4. 3 Hasil Uji Validitas.........cccccooeiiiiiiiiieeece e 32
Tabel 4. 4 Hasil Uji Reliabilitas ............c.cccoveiiiiiiii e 33
Tabel 4. 5 Nilai Rata-Rata E-Servqual .............cccccooveiieiiiccece e 34
Tabel 4. 6 Hasil GAP E-Servqual ...........cccooceiiiiiiniiiiieeeec e 37
Tabel 4. 7 Matriks Perbandingan Berpasangan Dua Responden ................... 38
Tabel 4. 8 Nilai Rata-Rata Matriks Perbandingan..............cccooevviicineinennenn, 39
Tabel 4. 10 Normalisasi Matriks .........cccooereiiniiinininieieeese e 39
Tabel 4. 11 Matriks Perbandingan Berpasangan Dua Responden ................. 40
Tabel 4. 122 Nilai rata-rata matriks perbandingan...........cccccoeviieiciinnnnnn 41
Tabel 4. 133 Hasil Normalisasi matriks ..........c.ccoovvviininiininnene e 41
Tabel 4. 14 Matriks perbandingan berpasangn dua responden ...................... 42
Tabel 4. 15 Nilai rata-rata matriks perbandingan ...........cccceeeviieneiinnnnnn 42
Tabel 4. 16 Hasil Normalisasi Matriks ..........ccccevvrieriverenieneene e 43
Tabel 4. 17 Matriks perbandingan berpasangan dua responden..................... 43
Tabel 4. 18 Nilai rata-rata matriks perbandingan...............cccooeevviicieeieennenn, 44
Tabel 4. 19 Hasil Normalisasi Matriks .........cccccerviierieerrnieneene e 44
Tabel 4. 20 Matriks Perbandingan berpasangan dua responden .................... 45
Tabel 4. 21 Nilai rata-rata matriks perbandingan.........c.ccccccoeveveeiieiineinenn, 46
Tabel 4. 22 Normalisasi MatriksS..........cccooiiiiiiiiiiie e 46
Tabel 4. 23 Matriks perbandingan berpasangan dua responden..................... 47
Tabel 4. 24 Nilai rata-rata matriks perbandingan ...........cccocevvreienciinnnnnn 48
Tabel 4. 25 Hasil Normalisasi Matriks ..........ccccceveiieiieniniienieee e 48
Tabel 4. 26 Matriks perbandingan berpasangan dua responden..................... 49

Xiii



Tabel 4. 27 Nilai Rata-Rata Matriks Perbandingan............ccccceeovvviiinnennnnn. 49

Tabel 4. 28 Hasil Normalisasi Matriks ..........cccccevvirieeiisieniene e 50
Tabel 4. 29 Uji KonSiStensi AHP ........cccooiiieiice e 51
Tabel 4. 30 Nilai BobOt AKNIF........ooviiiiiiiiic e 51
Tabel 4. 31 Nilai Rata-Rata E-Servqual Terbobot ... 55

Xiv



