DAFTAR ISI

LEMBAR PENGESAHAN ...ttt i
LEMBAR PERNYATAAN ORISINILITAS ... i
A B S T R A e iv
A B S T R A T e e e \Y;
K AT A PEN G AN T AR oottt Vi
(DY AN I o 1S IR vii
DAFTAR GAMB AR .o e ettt aaae X
DAFTAR T ABEL ..o e Xi
DA T AR IS T I AH . ettt ettt e e e eenns Xiii
DAFTAR LAMPIRAN ... Xiv
BAB 1 PENDAHULUAN ...t 1
[.1 Latar BelaKang ..........cocuviiiiiiiiiiieie e 1
1.2 RUMUSAN MaASAIaN ...t 5
1.3 Tujuan PENEIILIAN ......coovvieeiie e 6
1.4 Batasan Masalah ........oooorreee e 6
1.5 Manfaat PeNEIITIAN ......cooveeeeee ettt 6
1.6 Sistematika PENULISAN ......ooeeeeee et 7
BAB || LANDASAN TEORI ...ttt 9
1.2 Analisis KeBULUNAN .......oooeeeee e 9
1.2 VOICE Of CUSTOMT ... . et e e 9
[1.3 Diagram AFINITAS ......cccveeiiiieece e 9
I1. 4 Metode Electonic Service Quality ..........ccoceeeiiiieiiiic i, 10
HEE MOAEIKANO ...t 14
11.6 Model Refined KaNO ......ooeeeeee et 18
I1.7 Perbandingan MEtode ...........coouvviiiiie i 21
BAB |11l METODOLOGI PENELITIAN. ... 25
1.1 Model KONSEPLUAL .........ooiiiiiiiiee e 25

Vi



111.2 Sistematika Pemecahan Masalah..........coooeueeeeeeoee e, 26

[11.2.1 Tahap Pendahuluan ... 31
[11.2.2 Tahap Perancangan Alat UKUT ...........cccoooiiieiiieniiiiece e 31
[11.2.3 Tahap Pengumpulan dan Pengolahan Data .............ccccooveiiiiiiennnnne 35
[11.2.4 Tahap Analisis Data dan ReKOmendasi.............cccceevvervieiieeniennenne, 38
[11.2.5 Tahap Kesimpulan dan Saran ............cccccoiiiiiiniiiieeeec 38
Bab IV Pengumpulan dan Pengolahan Data ...........cccccceviieniiiiiciiieniccee e, 39
IV.1 Identifikasi Atribut Kebutuhan ... 39
IV.1.1 Perancangan Panduan WawanCara ............cccocverveenieenveenneeniee e 39
IV.1.2 Penentuan Narasumber WawancCara .............ccceevvveeniveesiienesnenesnenns 40
IV.1.3 Pelaksanaan WaWaNCara ............cuveerrrreeiireeiireesieeesseeeeseeeeseenesnens 40
IV.1.4 Pengolahan Hasil WawanCara ............ccccovveiiieniiiiie e 40
IV.1.5 Perancangan KUISIONET .........cccuiiiuiiiiieiieiiie e 43
IV.1.6 Uji Validitas ISi.....cccouvreiiiiieiiiieiiiie e 44
IV .17 PIEteST ... 44
IV.1.8 Hasil Uji Validitas KONSEIUK ..........cccoveiiiieiiiie e 44
V.2 Pengumpulan Data ..........ccceiviieiiiieiiieeeciie e 45
IV.2.1 Penyebaran dan Pengumpulan Data Kuesioner...........ccccoccvevivveennnen. 45
1V.2.2 Karakteristik RESPONAEN .........eeiiiiieiiiic e 46
V.3 Pengolahan Data............cccuveiiiieiiiie e 46
V.3, 1 SCrEENING ...c.utiieeiie ettt ettt e e e e e e et e e e e aneeas 46
IV. 3.2 INPUE DALA.......coiiiiiiiiiiii e 46
IV.3.3Uji Reliabilitas.........cccccoviiiiiiiiiee e 47
IV.3.4 Pengolahan Data Kuesioner E-Service Quality...........c.ccccoveviveennen. 48
IV.3.5 Pengolahan Data Kuesioner Kano ...........ccccocvvveeviiieeiiie s 49
IV.3.6 Integrasi E-Service Quality dan Kano............cccccocoveeviieeiiie e, 50
Bab V Analisis dan REKOMENUAST ..........ccouveiiiiiiiiiieiie e 53
V.1 Analisis Hasil Pengolahan Data ...........ccccccovveiiiiciiiec e 53
V.1.1 Analisis Pengolahan Data Kuesioner E-Service Quality..................... 53
V.1.2 Analisis Pengolahan Data Kuesioner Kano..........ccccccocvvveeiiiveneennnn, 56
V.1.3 Analisis Integrasi E-Service Quality dan Refined Kano..................... 59
V.1.4 Analisis True Customer NEedS .........coovviriiiieiiiieiiie e 64

viii



V.2 REKOMENUAST ...t 78

V.2.1 Rekomendasi Akhir True Customer Needs Website Applecoast......... 78
V.2.2 Penyusunan Rekomendasi True Customer Needs Website Applecoast
................................................................................................................... 79
V.2.3 Analisis Penerapan Rekomendasi pada Website Applecoast............... 84
Bab VI Kesimpulan dan Saran ..o 88
VL KESIMPUIAN ... 88
W L2 SAIAN ..ottt e et e et e et aa e 89
V1.2.1 Saran untuk Pihak Applecoast...........cccceviiiiiiiiiiiiieiieeeee i 89
V1.2.2 Saran untuk Penelitian Selanjutnya ...........cccoceiiiiiiiciie 89
DAFTAR PUSTAKA .ottt st 90



