DAFTAR ISI

Halaman

PERNYATAAN KEASLIAN DAN PERSETUJUAN UNGGAH TUGAS
AKHIR Lo ettt bt i
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR........cccccoceninnnne. iv
PERSETUJUAN TIM PENGUJI TUGAS AKHIR ......ccooviiiieieee e, Y
ABSTRAK e Vi
ABSTRACT... [ ... i iies e 00 . IRIL. <lairreiai . ... .. .....ccoeveeeenennns vii
KATA PENGANTAR ..ottt snae e s nnaeeenne e viii
DFAVGEWANSE (5| oo SR X
DAFTAR GAMBAR ...ttt ettt sre e ans Xiii
DAFTAR TABEL ..ottt sttt sn s Xiv
DAFTAR LAMPIRAN ..ottt naene s XV
BAB I'PENDALIEEEANERY................ S ey, e e cannsnee il 1
1.1  Latar Belakang Masalah ..o 1
1.2 RUMUSAN MaSalaN..........coceiiieeiie e 6
183 = BWlljuan PerfCliNams” 5. ..........0., [, SUE———. . ........ SO 6
1.4 Batasan Masalah ..o s 6
1.5 Manfaat Penelitian ........cccoooiieiiie e 7
1.6 Sistematika PEnUIISAN ...........ccooeiiiiieieie e 7
BAB Il LANDASAN TEORES...cF5. .. o M Wi 0000 2t alins dieaale e eceaeenee 9
2.1 "KepluasanPengguia.==... .t . b ol i il . e e sanaaananaatile e coeeeresenenenes 9
2.2 BahanBakal-NHAYaK ....ooommmrs commmrre . s At aanantaaslie e eeeversaenesneesanes 10
N R o1 TR m) o e e e R o 10
2.2.2  BBM BersuBSII ....c..covveiiieiiiiccieeie et 10
2.3 Metode Pengumpulan Data...........ccoceiereninininiiieeese e 10
2.3.1  ODBSEIVASE ...ccuviiiieitieieeiee ettt 10
2.3.2  SUIVEI ceuiiiie ettt te et e te et e na e neeneennes 11
2.3.3  KUBSIONET ....c.eiiiieieeie ettt te e e e sneeneennees 12
2.4 SKala LIKEIT.......ecieieeee et 13
2.5 Metode Tingkat Pengukuran Tingkat Kepuasan Pelanggan.................... 14
2.5.1  Customer EffOrt SCOre........coiiiiiiiiiiiieie e 14



2.5.2  Customer SatiSfACION SCOME ......ueeeeeeee e 15

2.6 Metode ANAliSIS Data.........cccoeiierieeiiiie e 16
2.6.1  UJEVAHAITAS ...o.ooviiiiiiiicieeee e 16
2.6.2  UjJi RelIaDItas. ........coviiiiiiciieeee e 18
2.6.3  UJIEKOFEIAST ...ovveieeieciie it 21

2.7 Pengertian PSPP .......cooiieee e 21

2.8 Penelitian Terdahulu...........ccooveiiiiiiiii e 22

2.9 Profil PErusanaan .........cccccooeiiiiiiiiiiie e 28
29.1 HRBPcEnINGS " Fiis SN A e . 28
2.9.2 PABIKESI Mobile...0 . T i oL ..o 29
2.9. 3 NVIVREREMNDAT.................covveveereereenere P AP M .. 29

BAB Il METODOLOGI PENELITIAN.....coiiiiie e 34

3.1 Metode Pengumpulan Data...........cccocereiiiininiiinieiee e 34

312 - . Instrtimen:Penelitiany................... 4Rt .l 35

813, KelfanGicAIEIIEY .............. [ ——— . W 41

Sidmn FEDOtESIS T .. ............... NS S—_—. ... RO .. 42

3.51 7 Tighapan PeRelib@me: .. o-............ Ry, SRy ............. R akd N 42

3.6  Metode Penyelesaian ............cccccceieeiriiisiese e e 45

BAB IV HASIL DAN PEMBAHASAN ..ottt 47

4.1  Hasil Pengumpulan Data ...........ccooeiiiiiiniiiiieeee s 47
dild Slehis Kelamin.......... &« FITEEINE .0 i il ... 47
AN P UISIE Y . g o B e T 48
IR, T e e WO o e el A 49
4.1 A=—Damistii........... ;e witreer e e e a e et veneeeeas 49
4.1.5 Jangka Waktu Penggunaan Aplikasi MyPertamina .............c..cco...... 50
4.1.6  Aktivitas Penggunaan Aplikasi MyPertamina.............ccccccvevveinnenne. 51
4.1.7  Peranan APlIKaSi........ccccoveiiiiiiiie s 51

4.2 Pengujian Data.........cccoevieiiiiiieiie e 52
421 UjJi Validitas ....cccoeoveiiiiiiiiceceiee e 52
4.2.2  Uji Reliabilitas........cccceiviiiiiiieicc e 54

4.3 HaSil Penelitian ........c.coveiiiiei e 57

4.4 HaSil UjJi HIPOESIS......cccvieiiiciiieiie ettt 59

Xi



A5 PeMDANGSAN ... 61

BAB V KESIMPULAN DAN SARAN ..o 63
5.1 KESIMPUIAN ..o 63
5.2 SAIAN .t 65

DAFTAR PUSTAKA ...t 66

LAMPIRAN. ..ottt bbbt A-1

Xii



DAFTAR GAMBAR

Halaman
Gambar 2.1 Tampilan Beranda MyPertamina............ccccoovvniiieienc i 31
Gambar 2.2 Tampilan Pesan MyPertaming............ccocooovreiinieeieiene s 31
Gambar 2.3 Tampilan Scan QR MyPertaming...........c.ccooveveeeieiencienene s 32
Gambar 2.4 Tampilan Aktivitas MyPertaming ............ccooeoveveieiencnenincseseees 33
Gambar 2.5 Tampilan Bantuan MyPertamina...........c.ccceevveveiiieieeresieceese s 33
Gambar 3.1 Kerangka PiKir............cccoooiviiiiiin i 41
Gambar 3.2 Tahapan Penelitian...........ccccceieiieiieii i 42
Gambar 4.1 Diagram Frekuensi Jenis Kelamin...........cccccoveviiiiiiciccccecce e 48
Gambar 4.2 Diagram FreKuensi USIA ..........cccerereiiiiniiniininieeieesesie e 48
Gambar 4.3 Diagram Frekuensi PeKerjaan............cccocvvviiineieneie s 49
Gambar 4.4 Diagram Frekuensi DOmIsili ...........cocoviiiiiiiiiiicn e 50
Gambar 4.5 Diagram Jangka Waktu Penggunaan MyPertamina............cc.ccocveee. 51
Gambar 4.6 Diagram Aktivitas Pengguna MyPertamina...........cccoceveiiniicnnnnens 51
Gambar 4.7 Diagram Peranan Aplikasi MyPertamina.............cccooeeveieeieciesneenne. 52

Xiii



DAFTAR TABEL

Halaman
Tabel 2.1 Jurnal Penelitian Sebelumnya ..., 22
Tabel 2.2 Perbandingan dan Persamaan dengan Penelitian Terdahulu.................. 25
Tabel 3.1 Profil RESPONUEN .......cc.oiiiiiiiiieeee e 35
Tabel 3.2 Skala Penelitian ...........oovoiiiiiii i 38
Tabel 3.3 Pertanyaan metode Customer Effort SCore ........cccoovvevievieniiiicveenee 39
Tabel 3.4 Pertanyaan metode Customer Satisfaction SCore..........c.ccccoecvvvervennnne. 40
Tabel 4.1 Hasil Uji Validitas Aplikasi MyPertamina...........ccccccceevveviveveieesnennene 54
Tabel 4.2 Case Processing SUMMAIY ........c.cccveiueeueieeiueeieeseesreesesseesseesesseeseessesnns 55
Tabel 4.3 Uji Reliabilitas Aplikasi MyPertamina ............ccooeviiiiiiiiiiiiiicenn, 57
Tabel 4.4 Contoh jawaban responden CES ... 58
Tabel 4.5 Hasil uji korelasi CES dan CSAT ..o 59

Xiv



DAFTAR LAMPIRAN

halaman
LAMPIRAN A: KUESIONER PENELITIAN ...oooviiii A-1
LAMPIRAN B: TABEL TABULASI DATA RESPONDEN........ccccoveiin. B-1
LAMPIRAN C: HASIL KUESIONER GOOGLE FORM......cccovveveiiiiiiee C-1
LAMPIRAN D: HASIL OUTPUT PSPP ... D-1

XV



