
xii 

 

DAFTAR TABEL 

 

Tabel I. 1 Persentase Produk Paling Populer Pada E-Commerce di Indonesia ....... 2 

Tabel I. 2 Pesaing Bearpath .................................................................................. 3 

Tabel I. 3 Data Keluhan Pelanggan ...................................................................... 4  

Tabel II. 1 Dimensi Electronic Service Quality .................................................. 10 

Tabel II. 2 Rekapitulasi Penelitian Terdahulu ..................................................... 11 

Tabel II. 3 Dimensi Penelitian Electonic Service Quality ................................... 14 

Tabel II. 4 Tabel Evaluasi Kano ......................................................................... 16 

Tabel II. 5 Perbandingan Metode ....................................................................... 17 

Tabel III. 1 Tingkat Harapan .............................................................................. 24 

Tabel III. 2 Tingkat Kenyataan........................................................................... 24 

Tabel III. 3 Tingkat Kepentingan ....................................................................... 24 

Tabel III. 4 Skala Pengukuran Model Kano ........................................................ 25 

Tabel IV. 1 Atribut Kebutuhan ........................................................................... 30 

Tabel IV. 2 Atribut Kebutuhan dan Dimensi Electronic Service Quality ............ 31 

Tabel IV. 3 Kode Dimensi Atribut ..................................................................... 32 

Tabel IV. 4 Kode Atribut Kebutuhan ................................................................. 33 

Tabel IV. 5 Kode Atribut Kebutuhan ................................................................. 35 

Tabel IV. 6 Pengolahan Data Kuesioner Data Kuesioner Electronic Service 

Quality ............................................................................................................... 37 

Tabel IV. 7 Atribut Lemah Electronic Service Quality ....................................... 38 

Tabel IV. 8 Atribut Kuat Electronic Service Quality .......................................... 38 

Tabel IV. 9 Pengolahan Data Kuesioner Model Kano ........................................ 39 

Tabel IV. 10 Integrasi Electronic Service Quality dan Model Kano .................... 40 

Tabel IV. 11 True Customer Needs .................................................................... 41 

Tabel V. 1 Atribut Kuat ..................................................................................... 42 

Tabel V. 2 Atribut Lemah .................................................................................. 43 

Tabel V. 3 Atribut Dengan Kategori Must Be .................................................... 44 

Tabel V. 4 Atribut Dengan Kategori One Dimensional....................................... 45 

Tabel V. 5 Atribut Dengan Kategori Attractive .................................................. 46 

Tabel V. 6 Atribut Dengan Kategori Indifferent ................................................. 47 

Tabel V. 7 Hasil Integrasi Electronic Service Quality ......................................... 47 



xiii 

 

Tabel V. 8 True Customer Needs Atribut RS1.................................................... 49 

Tabel V. 9 True Customer Needs Atribut RS2 dan RS5 ..................................... 50 

Tabel V. 10 True Customer Needs Atribut EU2 ................................................. 51 

Tabel V. 11 True Customer Needs Atribut EU3 ................................................. 51 

Tabel V. 12 True Customer Needs Atribut EU6 ................................................. 52 

Tabel V. 13 True Customer Needs Atribut IQ2 .................................................. 53 

Tabel V. 14 True Customer Needs Atribut EU6 ................................................. 54 

Tabel V. 15 True Customer Needs Atribut FL2 .................................................. 55 

Tabel V. 16 True Customer Needs Atribut FL3 .................................................. 55 

Tabel V. 17 True Customer Needs Atribut SC3 .................................................. 56 

Tabel V. 18 Rekomendasi True Customer Needs ............................................... 57 

Tabel V. 19 Tanggapan Stake Holder Terhadap Rekomendasi True Customer 

Needs ................................................................................................................. 59 

 

 

 

 

 

 

 

 

 

  


