DAFTAR ISl

DA R T AR LS.ttt e et e e e e 1
DAFTAR TABEL ... Error! Bookmark not defined.
Bab | Pendahuluan ........ccccoovvmeeooo e Error! Bookmark not defined.
[.1  Latar Belakang ..........cccoovviiiiieinncicic Error! Bookmark not defined.
1.2 Perumusan Masalah...........ccccoevveeeeieeeeine, Error! Bookmark not defined.
[.3  Tujuan Penelitian..........cccccocveveieeieciieseenn, Error! Bookmark not defined.
1.4 Manfaat Penelitian.........cccooeeoeieeeee, Error! Bookmark not defined.
1.5 Batasan Penelitian .........cccooveeeieeeeeee Error! Bookmark not defined.
1.6 Sistematika Penulisan..........ccccccvvvevovnnne, Error! Bookmark not defined.
Bab Il  Landasan TeOKi . ... Error! Bookmark not defined.
L1 KONSEP JaSa.....ccceiieiiieieiiieiie e sieese e Error! Bookmark not defined.
1.2 Kualitas Jasa......ccooeeeeeeeeeeeeeeeeeeeeeeeeeeen Error! Bookmark not defined.
1.3 Penelitian Terdahulu ..o, Error! Bookmark not defined.

11.3.1. Penelitian Mengenai Dimensi Kualitas..... Error! Bookmark not defined.

1.4 Model Service Quality............cccovevvevrernnnen. Error! Bookmark not defined.
.5  Model Kano......ccoocoveviieniiiiieene e Error! Bookmark not defined.
1.6  Perbandingan Metode............ccccovevvenernnnnee. Error! Bookmark not defined.
Bab Il Metodologi Penelitian............c.ccccovevnnnene. Error! Bookmark not defined.
1.1 Model Konseptual ...........c.ccooeveiieieiiieienen. Error! Bookmark not defined.
[11.2  Sistematika Pemecahan Masalah ................. Error! Bookmark not defined.

I11.2.1. Tahap Identifikasi dan Pendahuluan........ Error! Bookmark not defined.
111.2.2. Tahap Pengumpulan Data....................... Error! Bookmark not defined.

111.2.7 Penentuan Jumlah Sampel dan Teknik Pengambilan SampelError! Bookmark
not defined.

I11.2.3 Tahap Pengolahan Data..............cc.coe.e.e. Error! Bookmark not defined.
I11.2.4. Tahap Analisis dan Rekomendasi............ Error! Bookmark not defined.
111.2.5 Tahap Kesimpulan dan Saran.................. Error! Bookmark not defined.
Bab IV Pengumpulan dan Pengolahan Data.......... Error! Bookmark not defined.

IV.1 Identifikasi Atribut Kebutuhan Pengguna.... Error! Bookmark not defined.

IV.1.1 Perancangan Panduan Wawancara........... Error! Bookmark not defined.



IV.1.2. Pemilihan Responden Wawancara........... Error! Bookmark not defined.

IV.1.3. Pelaksanaan Wawancara ............cccc.eevee. Error! Bookmark not defined.
IV.2 Perancangan Affinity Diagram ..................... Error! Bookmark not defined.
IV.3 Pengelompokkan Atribut Kebutuhan........... Error! Bookmark not defined.

IV.2.1. Pengodean Atribut Kebutuhan PelangganError! Bookmark not defined.
IV.4  Desain KUISIONEr .......ccccooveeiieieiienienie e Error! Bookmark not defined.

IV.3.1. Kuisioner Servqual ............cccccocevverirnnnnnn. Error! Bookmark not defined.

IV.3.2. Kuisioner Model Kano ..........ccccoceveninens Error! Bookmark not defined.
IV.5 Pengujian Validitas .........c.c.cccecevvvevvcieinennn. Error! Bookmark not defined.
IV.6  PreteSt....ccccoiiiiiiiiese e Error! Bookmark not defined.
IV.7 Pengolahan Data Pretest...........c.cccocvevvernnnnen. Error! Bookmark not defined.

IV.6.1. Transformasi Data........ccccoeererereninnnns Error! Bookmark not defined.

IV.6.2. Uji Normalitas..........cccocevvveviiiieireiecnn, Error! Bookmark not defined.

IV.6.3. Uji Validitas Konstruk................cccceeuee. Error! Bookmark not defined.

IV.6.4. Uji Reliabilitas.............ccccooevvivieirenncn, Error! Bookmark not defined.
IV.8 Pengolahan Data Kuisioner Servqual........... Error! Bookmark not defined.

IV.9 Pengolahan Data Kuisioner Model Kano..... Error! Bookmark not defined.
V.10 Implementasi Integrasi Servqual dan Kano . Error! Bookmark not defined.
BabV  ANALISISDATA ..., Error! Bookmark not defined.

V.1  Analisis Hasil Pengolahan Data.................... Error! Bookmark not defined.
V.1.1 Analisis Pengolahan Data Kuisioner ServqualError! Bookmark not defined.
V.1.2. Analisis Pengolahan Data Kuisioner KanoError! Bookmark not defined.
V.1.3. Analisis Hasil Integrasi Servqual dan KanoError! Bookmark not defined.

V.2 Rekomendasi.........ccccovriiiiinnieiencncsieni Error! Bookmark not defined.

V.2.1. Rekomendasi Akhir True Customer Needs Kualitas Layanan PerusahaanError!
Bookmark not defined.

V.2.2. Penyusunan Rekomendasi True Customer Needs Layanan Kualitas PT.XYZ
............................................................................. Error! Bookmark not defined.

Bab VI Kesimpulan dan Saran.............cccccevevnennee. Error! Bookmark not defined.
VIEL  KeSImpulan.......coooiiiiiiineieee e Error! Bookmark not defined.
V2 SAran.....ocooiiiiiececee e Error! Bookmark not defined.

Daftar Pustaka Error! Bookmark not defined.


_Toc460117097

