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E-SERVQUAL BIRO ADMINISTRASI AKADEMIK UNIVERSITAS
BAKRIE MENGGUNAKAN IMPORTANCE PERFOMANCE ANALISYS

Cindy Ladipa Kirana

ABSTRAK

Penelitian ini dilakukan untuk mengetahui apakah ada pengaruh Variabel E-Service Quality
BAA terhadap Kepuasan mahasiswa. Adapun yang menjadi objek pada penelitian ini adalah para
mahasiswa Aktif Universitas Bakrie periode Ganjil 2020/2021 semester 5, 7 dan 9 untuk semua
jurusan. Variabel E-Service Quality yang digunakan dalam penelitian ini adalah Ease of Use &
Aesthetic, Responsiveness, Realibility, information dan Security, dengan metode IPA
(Importance Perfomance Analysis). Hasil penelitian menunjukkan berdasarkan hasil tingkat
kesesuaian (TKi) menunjukkan kinerja yang diberikan BAA sudah cukup baik namun belum
sepenuhnya memenuhi kepentingan yang sesuai dengan harapan mahasiswa. Berdasarkan
diagram Importance Performance Analysis terdapat tiga atribut yang menjadi prioritas utama
untuk dilakukan perbaikan yaitu pertama Aesthetic/Ease of Use — kemudahan penggunaan sistem
pelayanan secara online, Information atau penyampaian informasi dan Realibility - keandalan
karyawan BAA. Untuk nilai Gap/kesenjangan < -1, vyaitu rata-rata nilai keseluruhan yang
diperoleh sebesar -0,20. Nilai tersebut mencerminkan bahwa kinerja pelayanan adminstrasi
akademik belum dapat memenuhi tingkat kepuasan mahasiswa secara menyeluruh, dengan kata
lain pelayanan Biro Administrasi Akademik berkinerja cukup baik secara signifikan namun
untuk beberapa atribut yaitu pada dimensi daya tanggap dan dimensi informasi perlu segera di
perbaiki. Saran untuk penelitian berikutnya agar menambahkan variable keramahan dalam
pelayanan online karena dalam penelitian ini ditemukan ketidakramahan dalam pelayanan online
BAA.

Kata Kunci: E-Service Quality, Importance Perfomance Analysis, Pelayanan Daring.
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E-SERVQUAL BUREAU OF ACADEMIC ADMINISTRATION OF
BAKRIE UNIVERSITY USING IMPORTANCE PERFORMANCE
ANALISYS

Cindy Ladipa Kirana

ABSTRACT

This research was conducted to determine whether there is an influence of the E-Service Quality
variable BAA on student satisfaction. As for the objects in this study are the active students of
Bakrie University for the odd period 2020/2021 semester 5, 7 and 9 for all majors. The E-Service
Quality variables used in this study were Ease of Use & Aesthetic, Responsiveness, Realibility,
Information and Security, using the IPA (Importance Performance Analysis) method. The results
showed that based on the results of the level of conformity (TKi) showed that the performance
given by BAA was good enough but did not fully fulfill the interests in accordance with student
expectations. Based on the Importance Performance Analysis diagram, there are three attributes
that are the main priority for improvement, namely Aesthetic / Ease of Use - ease of use of online
service systems, information or delivery of information and reliability - reliability of BAA
employees. For the Gap value / gap <-1, the average overall value obtained is -0.20. This value
reflects that the performance of academic administration services has not been able to meet the
overall level of student satisfaction, in other words the Academic Administration Bureau services
perform quite well significantly, but for several attributes, namely the dimensions of
responsiveness and the dimensions of information need to be improved immediately Suggestions
for the next research are to add friendliness variables in online services because in this study
found unfriendliness in BAA online services.

Keywords: E-Service Quality, Importance Performance Analysis, Online Services.

viii



Universitas Bakrie

DAFTAR ISI
BAB | PENDAHULUAN. ...ttt 1
1.1, Latar BelaKang ......cccoooeiieiiiic e 1
1.2, Identifikasi Masalah ............ccocoiiiiiiii e 8
1.3, Tujuan PeNnlItIAN........cceiveiiicie e 9
1.4.  Pembatasan Masalah ..o 9
1.5, Manfaat Penelitian........ccooeiiiiiiieiiesiee e 10
BAB Il TINJAUAN TEORITIS DAN KERANGKA PEMIKIRAN.........cccc...... 11
2.1, Kualitas Pelayanan ... 11
2.2 Kepuasan Pelanggan..........ccoiiiiiiiiiiiiseseee e 16
2.3 Penelitian TerdahulU..........ccoviiiiiiiii e 19
2.4 Kerangka PEMIKIFan .........ccccocviiieiiiie i 22
BAB Il METODOLOGI PENELITIAN. ..ottt eanns 23
3.1 Desain Penelitian .........ccoveieieieieieie e s 23
3.2 Populasi dan SAMPEL.........cooiiiiiiiiiiiee e 23
3.3 Teknik Pengambilan Sampel...........ccccoiiiiiiiniiiiies e 25
34 SUMDEN DALA......ciuiiiieieiecie e 26
3.5  Teknik Pengambilan Data. ..........cccccceeveiiiiiciic e cnea, 26
3.6 Definisi Operasional Variabel Penelitian ............cccocovenininiiiniiis o 27
3.7 Importance Perfomance Analisys (IPA).......cccoovvieiiiiis e 29
3.8 Uji Validitas dan Uji Realibilitas ...........cccoovevereieniiiiiis e 32
BAB IV ANALISIS DAN PEMBAHASAN ..ot ee e viveeens 34
41.  Analisis Karakteristik RESPONAEN .........ccccoiiiiiiiiiiicc e 34
4.2, Analisis Uji INStrUMEN.........ccoiiiiiee e 35
421, UJIVAIIAITAS ..veeiieiic e 35
422.  UJi Relabilitas ........cccooiiiiiiiiii e 37
4.3.  Importance Perfomance ANalysiS.........cccceviiiiieiie i 38
44.  Analisis Gap Performance Importance (Gap P-1).....ccccocovveviiiiiiiinnne. 43
45, PemMDANASAN ......ooiiiiiiie e 45



Universitas Bakrie

BAB V SIMPULAN DAN SARAN ...ttt 49
5.1 SIMPUIAN.....oiiiec e 49
5.2, Konfirmasi Hasil Penelitian.............ccoovvviiiiniiiinininsee e 50
0.3.  SAFAN.....eietie et 52

DAFTAR PUSTAKA ettt e e 94

LAMPIRAN. .ttt e e s e e s anb e e e e nnrees 55



Universitas Bakrie

DAFTAR TABEL
Tabel 2.1 Penelitian Terdahulu ............cocoiiiiiiiiiiee s 19
Tabel 3.1 Populasi Mahasiswa Aktif KRS Universitas Bakrie............c.ccccccueenee. 24
Tabel 3.2 Sampel Mahasiswa Universitas Bakrie Berdasarkan Prodi .................. 25
Tabel 3.3 Ketentuan Skoring Skala LiKert..........cccccevviiiiieie e 27
Tabel 3.4 Operasional Variabel............ccoooiiiiiiiiii e 28
Tabel 4.1 Karakteristik RESPONEN .........ccccivveiiiiiiece e 35
Tabel 4.2 Uji Validitas (Tingkat Kepentingan)..........ccocoovrvrinieieneneseneseseens 36
Tabel 4.3 Uji Validitas (Tingkat KiNerja) .........ccccocvveveiiieiieie e 37
Tabel 4.4 Uji Realibilitas (Tingkat Kepentingan)..........c.ccoovvvveienenineninesenn 38
Tabel 4.5 Uji Realibilitas (Tingkat KiNerja) .........cccccccvvivevveieiie e 38
Tabel 4.6 TingKat KESESURIAN ........cccveiieiieiiieie et 39
Tabel 4.7 Rata-rata Tingkat Kepentingan dan Tingkat Kiinerja Atribut .............. 40
Tabel 4.8 Keterangan Empat Kuadran Kartesius...........cccoovevvrieneenesieseeneenenn 42
Tabel 4.9 Perhitungan GAP Importance Perfomance Analysis............ccccccvvene. .. 44
Tabel 5.1 Hasil Wawancara dan Saran Responden...........ccoevevenenencnnninniennes 51
TaDEI 5.2 SAIAN. ..o 52

Xii


file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark26
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark29
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark38
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark53
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark85
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark86
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark87
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark91
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark92
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark96
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark98
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark99
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark100
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark101
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark102
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark103

Universitas Bakrie

DAFTAR GAMBAR
Gambar 1.1 We Are Social Jumlah Pengguna Internet Indonesia........................ 5
Gambar 2.4.1 Kerangka PEMIKIFAN ..........coeiiiiiiieieicseseeee e 22
Gambar 3.1 Kuadran Importance Perfomance Analysis.........ccccccoecvviveivevieinenne. 30
Gambar 4.1 Diagram KarteSius BAA .......ccooi i 41

Xii


file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark13
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark14
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark15
file:///C:/Users/user/Documents/Tesis/01.%20Tugas%20Akhir%20Full%20Luthfiana%20S.MM.docx%23_bookmark16

Universitas Bakrie

DAFTAR LAMPIRAN

Lampiran 1. Daftar Pertanyaan Survey Online
Lampiran 2. Olah Data RII Tingkat Kinerja

Lampiran 3 Olah Data RIl Tingkat Kepentingan

xiii



