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Abstrak 

� 37�� <ROD� /DQFDU� -D\D� DGDODK� SHUXVDKDDQ� \DQJ� EHUJHUDN� GL� ELGDQJ� MDVD� SHQ\HGLD� OD\DQDQ�

WUDQVSRUWDVL�DQWDU�NRWD��3HUVDLQJDQ�\DQJ�VHPDNLQ�NHWDW�GDQ�NRPSHWLWLI�PHQXQWXW�37��<ROD�/DQFDU�-D\D�

XQWXN�PHQLQJNDWNDQ�NXDOLWDV�OD\DQDQQ\D��VHKLQJJD�SHUOX�GLODNXNDQ�VXDWX�SHQJXNXUDQ�NXDOLWDV�OD\DQDQ�

DJDU� GDSDW� PHQJHWDKXL� EHQWXN� SHOD\DQDQ� \DQJ� GLLQJLQNDQ� NRQVXPHQ�� 0HWRGH� SHQJXNXUDQ� \DQJ�

GLJXQDNDQ� DGDODK� PHWRGH� LQWHJUDVL� .DQR�� 6HUYLFH� 4XDOLW\� � NHVHQMDQJDQ� SHUVHSVL� GDQ� KDUDSDQ�

NRQVXPHQ� GHQJDQ� 4XDOLW\� )XQFWLRQ� 'HSOR\PHQW� EHUGDVDUNDQ� GLPHQVL� WDQJLEOHV�� UHOLDELOLW\��

UHVSRQVLYHQHVV�� DVVXUDQFH�� HPSDWK\�� %HUGDVDUNDQ� DQDOLVLV� NHVHQMDQJDQ� SHUVHSVL� GHQJDQ� KDUDSDQ�

NRQVXPHQ�GLGDSDWNDQ�EDKZD�NH����YDULDEHO�PHQJDODPL�NHVHQMDQJDQ��GHQJDQ���YDULDEHO�GHQJDQ�PHDQ�

NHVHQMDQJDQ� WHUEHVDU� DGDODK� SHPEHULDQ� LQIRUPDVL� OD\DQDQ� ��������� NHWHSDWDQ� ZDNWX� SHQMHPSXWDQ�

SHQXPSDQJ����������SHQHULPD�RUGHU�PHOD\DQL�SHUPLQWDDQ��NRQVXPHQ� ���������GULYHU�PHQ\HWLU�GHQJDQ�

KDWL� ±� KDWL� GDQ� PHPDWXKL� UDPEX� ODOX� OLQWDV� ��������� NDU\DZDQ� FHSDW� GDQ� WDQJJDS� GDODP� PHOD\DQL�

NRPSODLQ� ��������� 6HODQMXWQ\D� SDGD� WDKDS� UDQFDQJDQ� XVXODQ� SHUEDLNDQ� GHQJDQ� PHWRGH� 4XDOLW\�

)XQFWLRQ� 'HSOR\PHQW� \DLWX� PHPEXDW� VWDQGDU� SHOD\DQDQ� NRQVXPHQ�� PHPEHULNDQ� LQIRUPDVL� OD\DQDQ�

NHSDGD� NRQVXPHQ� VDDW� SHQJRUGHUDQ� GDQ� PHPEXDW� LNODQ� GL� PHGLD� FHWDN� PDXSXQ� LQWHUQHW�� GULYHU�

EHUDQJNDW� OHELK� DZDO� GDODP� PHQMHPSXW� NRQVXPHQ�� PHPEXDW� VWDQGDU� GDODP� PHQHULPD� RUGHU�

NRQVXPHQ�� PHODNXNDQ� PDLQWHQDQFH� VHFDUD� EHUNDOD�� PHPEHULNDQ� SHODWLKDQ� VDIHW\� GULYLQJ� NHSDGD�

GULYHU��PHQ\HGLDNDQ�VQDFN�GDQ�DLU�PLQXP�VHUWD�PHQJDGDNDQ�SURPR�OD\DQDQ��PHPEXDW�VWDQGDU�GDODP�

PHQHULPD�NRPSODLQ�NRQVXPHQ��PHPEXDW�VWDQGDU�NHUDSLDQ�NDU\DZDQ���

�

Kata kunci��7UDYHO��.DQR��6HUYLFH�4XDOLW\��4XDOLW\�)XQFWLRQ�'HSOR\PHQW���

�

�
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Abstract 

 

37��<ROD�/DQFDU�-D\D�LV�D�FRPSDQ\�ZKLFK�HQJDJHG�LQ�WKH�VHUYLFH�SURYLGHU�RI�

LQWHU�FLW\�WUDQVSRUWDWLRQ�VHUYLFHV��&RPSHWLWLRQ�WKDW�LV�JHWWLQJ�WRXJKHU�DQG�FRPSHWLWLYH�

GHPDQGV�37��<ROD�/DQFDU�-D\D�KDV� WR� LPSURYH� WKH�TXDOLW\�RI� WKH�VHUYLFH�� VR� WKDW� LW�

QHHGV�D�PHDVXUH�RI� WKH�TXDOLW\�RI�VHUYLFH�LQ�RUGHU�WR�NQRZ�WKH�W\SH�RI�VHUYLFHV�WKDW�

FRQVXPHUV�ZDQW��7KH�PHWKRG�RI�PHDVXUHPHQW�XVHG�LV�WKH�LQWHJUDWLRQ�RI�.DQR��6HUYLFH�

4XDOLW\� JDS� RI� FRQVXPHUV� SHUFHSWLRQ� DQG� FRQVXPHUV� H[SHFWDWLRQV� ZLWK� 4XDOLW\�

)XQFWLRQ� 'HSOR\PHQW� EDVHG� RQ� WKH� GLPHQVLRQV� RI� WDQJLEOHV�� UHOLDELOLW\��

UHVSRQVLYHQHVV�� DVVXUDQFH�� HPSDWK\�� %DVHG� RQ� WKH� JDS� DQDO\VLV� RI� FRQVXPHUV�

SHUFHSWLRQ� DQG� FRQVXPHUV� H[SHFWDWLRQV� ZDV� IRXQG� WKDW� DOO� ��� YDULDEOHV� KDYLQJ� WKH�

JDS�� �� YDULDEOHV� ZLWK�PHDQ� ELJJHVW� JDS� LV� WKH� SURYLVLRQ� RI� LQIRUPDWLRQ� VHUYLFHV� ��

������� WLPHOLQHVV� RI� SLFN�XS� SDVVHQJHUV� ��������� UHFHLYLQJ� WKH� RUGHU� RI� FRQVXPHU�

GHPDQG� ��������� WKH�GULYHU�GULYH� FDUHIXOO\�DQG�REH\� WUDIILF� VLJQV� ���������HPSOR\HHV�

DUH�TXLFN�DQG�UHVSRQVLYH�LQ�VHUYLQJ�WKH�FRPSODLQW����������/DWHU�LQ�WKH�GHVLJQ�SKDVH�

RI� WKH�SURSRVHG� LPSURYHPHQWV� WR� WKH�4XDOLW\�)XQFWLRQ�'HSOR\PHQW�PHWKRG�DUH� VHWV�

VWDQGDUGV�DWWLWXGH�LQ�VHUYLQJ�FXVWRPHU��SURYLGLQJ�LQIRUPDWLRQ�VHUYLFHV�WR�FRQVXPHUV�

ZKLOH�SHQJRUGHUDQ�DQG�FUHDWH�DGYHUWLVLQJV�LQ�WKH�QHZVSDSHU�DQG�LQWHUQHW��WKH�GULYHUV�

OHDYH� HDUO\� WR� SLFN� XS� FXVWRPHUV�� VHWV� VWDQGDUGV� LQ� UHFHLYLQJ� FXVWRPHU� RUGHUV��

SHUIRUP�PDLQWHQDQFH� SHULRGLFDOO\�� WUDLQLQJ� RI� VDIHW\� WUDLQLQJ� IRU� GULYHUV�� SURYLGLQJ�

VQDFNV� DQG� ZDWHU� DQG� JLYH� SURPR� VHUYLFHV�� VHW� VWDQGDUGV� LQ� UHFHLYLQJ� FRQVXPHU�

FRPSODLQWV��PDNLQJ�QHDWQHVV�VWDQGDUG�HPSOR\HHV��

�

Keyword��7UDYHO��.DQR��6HUYLFH�4XDOLW\��4XDOLW\�)XQFWLRQ�'HSOR\PHQW���
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Pendahuluan 

6DDW�LQL�WLGDN�GDSDW�GLSXQJNLUL�EDKZD�PRELOLWDV�PDQXVLD�GDODQ�NHVHKDULDQQ\D�

VHPDNLQ� PHQLQJNDW�� EDLN� MDUDN� GHNDW� PDXSXQ� MDUDN� MDXK�� 2OHK� NDUHQD� LWX� WLGDN�

PHQJKHUDQNDQ�MLND�VDDW�LQL�VHPDNLQ�EDQ\DN�SHUXVDKDDQ�\DQJ�EHUJHUDN�GL�ELGDQJ�MDVD�

WUDYHO��7HUFDWDW�GL�<HOORZ�3DJHV� WDKXQ������ WHUGDSDW����SHUXVDKDDQ�GL�.HGLUL� \DQJ�

EHUJHUDN� GL� ELGDQJ� MDVD� WUDYHO�� 'DODP� ZHEVLWH� 3HUKLPSXQDQ� +RWHO� GDQ� 5HVWRUDQ�

.HGLUL�5D\D�EDJLDQ�WUDQVSRUWDVL�WHUFDWDW���SHUXVDKDDQ�.HGLUL�\DQJ�EHUJHUDN�GL�ELGDQJ�

MDVD� WUDYHO�� 7HQWXQ\D� GHQJDQ� EDQ\DNQ\D� SHUXVDKDDQ� VHMHQLV� PHPEXDW� SHUVDLQJDQ�

VHPDNLQ� NHWDW� GDODP� PHPSHUEXWNDQ� NRQVXPHQ�� 1DPXQ� SDGD� NHQ\DWDDQQ\D�

NRQVXPHQ� SXQ� MXJD� VHPDNLQ� NHWDW� GDQ� VHOHNWLI� GDODP�PHPLOLK� MDVD� WUDYHO��0HUHND�

WLGDN� KDQ\D� PHQXQWXW� NXDOLWDV� SURGXN� VDMD�� DNDQ� WHWDSL� MXJD� DNDQ� NXDOLWDV� OD\DQDQ�

\DQJ� GLEHULNDQ�� +DO� WHUSHQWLQJ� GL� GDODP� SHUXVDKDDQ� MDVD� WUDYHO� DGDODK� NXDOLWDV�

OD\DQDQ� MDVD� \DQJ� EHURULHQWDVL� NHSDGD� NRQVXPHQ�� NDUHQD� NHEXWXKDQ� GDQ� NHLQJLQDQ�

NRQVXPHQ�\DQJ�EHUEHGD�±�EHGD�

37��<ROD�/DQFDU�-D\D�DGDODK�VDODK�VDWX�SHUXVDKDDQ�MDVD�WUDYHO�DQWDU�NRWD�\DQJ�

EHUGLUL�VHMDN�������EHUORNDVL�GL�-DODQ�6LVLQJDPDUDMD�QR����.HGLUL��5XWH�\DQJ�PHQMDGL�

IRNXV� XVDKD� 37�� <ROD� /DQFDU� -D\D� DGDODK� .RWD� .HGLUL�6XUDED\D�� 3HUVDLQJDQ� \DQJ�

VHPDNLQ� NHWDW� GDQ� NRPSHWLWLI� PHQXQWXW�37��<ROD� /DQFDU� -D\D� XQWXN�PHQLQJNDWNDQ�

NXDOLWDV� OD\DQDQQ\D�� 6HODPD� LQL� EHOXP� SHUQDK� GLODNXNDQ� VXDWX� SHQJXNXUDQ� DNDQ�

NXDOLWDV�OD\DQDQ�\DQJ�GLEHULNDQ��VHKLQJJD�SHUOX�GLODNXNDQ�VXDWX�SHQJXNXUDQ�NXDOLWDV�

OD\DQDQ� DJDU� GDSDW� PHQJHWDKXL� EHQWXN� SHOD\DQDQ� \DQJ� GLLQJLQNDQ� NRQVXPHQ� DJDU�

GDSDW� PHQLQJNDWNDQ� NHSXDVDQ� NRQVXPHQ�� 7LQJJL� UHQGDKQ\D� NXDOLWDV� OD\DQDQ� \DQJ�

GLEHULNDQ� DNDQ� PHQHQWXNDQ� WLQJNDW� NHSXDVDQ� NRQVXPHQ�� GLPDQD� NXDOLWDV� OD\DQDQ�

\DQJ�WLQJJL�GDSDW�PHQ\HEDENDQ�WLQJJLQ\D� LQWHQVLWDV�NRQVXPHQ�GDODP�PHQJJXQDNDQ�

MDVD� WUDYHO� <ROD� VHGDQJNDQ� NXDOLWDV� \DQJ� UHQGDK� DNDQ� PHQ\HEDENDQ� UHQGDKQ\D�

LQWHQVLWDV�PHQJJXQDNDQ�MDVD�WUDYHO�<ROD�

%HUGDVDUNDQ� ODWDU� EHODNDQJ� GLDWDV�� 37�� <ROD� /DQFDU� -D\D� LQJLQ� PHQJHWDKXL�

DWULEXW� DSD� VDMD� \DQJ� GLEXWXKDQ� NRQVXPHQ� GDQ� EDJDLPDQD� WLQJNDW� NXDOLWDV� OD\DQDQ�

WUDYHO� 37�� <ROD� /DQFDU� -D\D� \DQJ� GLEHULNDQ� NHSDGD� NRQVXPHQ� VDDW� LQL� DJDU� GDSDW�
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GLUDQFDQJ�SHUEDLNDQ�GDQ�SHQLQJNDWDQ�NXDOLWDV� OD\DQDQ�VHKLQJJD�NHSXDVDQ�NRQVXPHQ�

WHUFDSDL��.HPXGLDQ�WXMXDQ�\DQJ�LQJLQ�GLFDSDL�GDODP�SHQHOLWLDQ�LQL�DGDODK���

x 0HQJHWDKXL�NXDOLWDV�OD\DQDQ�37��<ROD�/DQFDU�-D\D�VDDW�LQL��

x 0HQJLGHQWLILNDVL�GDQ�PHQJNODVLILNDVL�DWULEXW�\DQJ�GLEXWXKNDQ�NRQVXPHQ��

x 0HODNXNDQ�DQDOLVLV�NXDOLWDV�OD\DQDQ�37��<ROD�/DQFDU�-D\D�

x 0HUDQFDQJ� XVXODQ� SHUEDLNDQ� NXDOLWDV� OD\DQDQ� 37�� <ROD� /DQFDU� -D\D� GHQJDQ�

PHWRGH�4XDOLW\�)XQFWLRQ�'HSOR\PHQW�

'DODP�SHQHOLWLDQ� LQL� GLEXWXKNDQ� WHRUL±WHRUL� UHOHYDQ� JXQD�PHQGXNXQJ� WXMXDQ�

SHQHOLWLDQ�LQL��7HRUL�\DQJ�GLJXQDNDQ�GDODP�SHQHOLWLDQ�LQL�GLDQWDUDQ\D�DGDODK���

x -DVD�

0HQXUXW� .RWOHU� GDQ� .HOOHU� ������� KDO� ������ MDVD� DGDODK� VHWLDS� WLQGDNDQ� DWDX�

NHJLDWDQ� \DQJ�GDSDW� GLWDZDUNDQ�NHSDGD� SLKDN� ODLQ�� \DQJ�PDQD� SDGD� GDVDUQ\D�

WLGDN� EHUZXMXG�GDQ� WLGDN�PHQJDNLEDWNDQ� NHSHPLOLNDQ� DSD� SXQ�� EDLN� SURGXNVL�

PDXSXQ�MDVD�GDQ�PXQJNLQ�EHUNDLWDQ�GHQJDQ�SURGXN�ILVLN�DWDX�WLGDN��

x 6HUYLFH�4XDOLW\�

3DVDUXPDQ��HW�DO����������KDO�����PHQGHILQLVLNDQ��6HUYLFH�4XDOLW\�DGDODK�VXDWX��

PRGHO� SHQJXNXUDQ� \DQJ�GLJXQDNDQ�GDODP�PHQJLGHQWLILNDVL� DGDQ\D� SHUEHGDDQ�

DQWDUD�NXDOLWDV�OD\DQDQ�\DQJ�GLKDUDSNDQ�GHQJDQ�NXDOLWDV�OD\DQDQ�\DQJ�GLWHULPD�

NRQVXPHQ��0HWRGH�LQL�PHQJXNXU�GXD�IDNWRU�\DLWX�LQWULQVLF�VHUYLFH�TXDOLW\�\DLWX�

SHUVHSVL� WHUKDGDS�NXDOLWDV� OD\DQDQ�GDQ� H[WULQVLF� VHUYLFH�TXDOLW\�� \DLWX� KDUDSDQ�

WHUKDGDS�NXDOLWDV� OD\DQDQ��'DODP�NXLVLRQHU�.DQR� WHUGDSDW� GXD� MHQLV� NXLVLRQHU�

\DQJ� GLJXQDNDQ� XQWXN� PHQJHWDKXL� SUHIHUHQVL� SHODQJJDQ� \DLWX�IXQFWLRQDO�

TXHVWLRQV�� EHULVL� SHUWDQ\DDQ� DSD� \DQJ� SHODQJJDQ� UDVDNDQ� MLND� DWULEXW�DWULEXW�

OD\DQDQ� WHUVHEXW� DGD� DWDX� WHUVHGLD� GDQ�G\VIXQFWLRQDO� TXHVWLRQV�� EHULVLNDQ� DSD�

\DQJ� GLUDVDNDQ� ROHK� SHODQJJDQ� MLND� DWULEXW�DWULEXW� OD\DQDQ� WHUVHEXW� WLGDN�

WHUSHQXKL��

x .DQR�

0HWRGH�.DQR�SHUWDPD�NDOL�GLWHPXNDQ�SDGD�WDKXQ������ROHK�'U��1RULDNL�.DQR�

GDUL�8QLYHUVLWDV� 5LND��7RN\R��0HWRGH�.DQR� DGDODK� VHEXDK�PHWRGH� VLVWHPDWLV�

XQWXN� PHPDKDPL� EDJDLPDQD� NHSXDVDQ� SHODQJJDQ� GLSHQJDUXKL� NHWLND� VHEXDK�
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SURGXN�MDVD� VXNVHV� PDXSXQ� JDJDO� GDODP� PHPHQXKL� KDUDSDQ� SHODQJJDQ� EDLN�

WHUVLUDW�PDXSXQ�WHUVXUDW���

x &URVVWDEV�

$QDOLVLV� NHWHUJDQWXQJDQ� EHUWXMXDQ� XQWXN� PHQJXML� VLJQLILNDQVL� SHUEHGDDQ�

VWUXNWXU�NDUDWHULVWLN�DQWDUD�GXD�YDULDEHO�DWDX�OHELK�

x 4XDOLW\�)XQFWLRQ�'HSOR\PHQW�

&RKHQ��/� �������KDO� ����PHQGHILQLVLNDQ�4XDOLW\�)XQFWLRQ�'HSOR\PHQW� DGDODK�

VXDWX� PHWRGH� WHUVWUXNWXU� \DQJ� GLJXQDNDQ� GDODP� SURVHV� SHUHQFDQDDQ� GDQ�

SHQJHPEDQJDQ�SURGXN�XQWXN�PHQHWDSNDQ�VSHVLILNDVL�NHEXWXKDQ�GDQ�NHLQJLQDQ�

NRQVXPHQ�� VHUWD� PHQJHYDOXDVL� VHUWD� VLVWHPDWLV� NDSDELOLWDV� VXDWX� SURGXN� DWDX�

MDVD� GDODP�PHPHQXKL� NHEXWXKDQ� GDQ� NHLQJLQDQ� NRQVXPHQ��4)'�PHQ\DMLNDQ�

VXDWX�KXEXQJDQ�IRUPDO�DQWDUD�WXMXDQ��³:KDW´��GDQ�UHVSRQ��³+RZ´���4)'�MXJD�

PHQ\DMLNDQ� PHWRGH� \DQJ� VLVWHPDWLN� GDODP� SHQHQWXDQ� SULRULWDV� GDQ� PHQMDGL�

JXGDQJ�LQIRUPDVL�\DQJ�VDQJDW�EHUJXQD��0HWRGH�WHUVHEXW�LDODK�+RXVH�RI�4XDOLW\�

�+24��\DQJ�PHQXQMXNDQ�KXEXQJDQ�EHUEDJDL�NHEXWXKDQ�SHODQJJDQ�\DQJ�GLXEDK�

PHQMDGL�DWULEXW�DWULEXW�WHNQLV�

x ,QWHJUDVL�6HUYLFH�4XDOLW\��.DQR�GDQ�4XDOLW\�)XQFWLRQ�'HSOR\PHQW�

6HUYLFH� 4XDOLW\� PHPLOLNL� NHOHPDKDQ� \DNQL� PHQJDVXPVLNDQ� KXEXQJDQ� \DQJ�

OLQLHU� DQWDUD� NHSXDVDQ� SHODQJJDQ� GHQJDQ� NXDOLWDV� NLQHUMD� �3DZLWUD� DQG� 7DQ��

������KDO�������3DGDKDO�DVXPVL�LQL�WLGDN�VHSHQXKQ\D�EHQDU�NDUHQD�PHPEHULNDQ�

SHUKDWLDQ� OHELK� SDGD� DWULEXW� WHUWHQWX� WLGDN� VHODOX� PHQJKDVLONDQ� NHSXDVDQ�

SHODQJJDQ� \DQJ� OHELK� WLQJJL� MLND� SHOD\DQDQ� \DQJ�GLEHULNDQ� VHODOX� VDPD��2OHK�

NDUHQD� LWX� SHUOX� DGDQ\D� EDQWXDQ�GHQJDQ� WRROV� ODLQQ\D� �LQWHJUDVL��� \DNQL�.DQR�

\DQJ� GDSDW� PHPEDQWX� RUJDQLVDVL� DWDX� SHUXVDKDDQ� GDODP� PHQJNDWHJRULNDQ�

DWULEXW� ±� DWULEXW� NHEXWXKDQ� SHODQJJDQ�� .HPXGLDQ� KDVLO� GDUL� LQWHJUDVL� .DQR�

PRGHO� GDQ� VHUYLFH� TXDOLW\� GLLQWHJUDVLNDQ� NH� GDODP� 4XDOLW\� )XQFWLRQ�

'HSOR\PHQW��4XDOLW\� )XQFWLRQ�'HSOR\PHQW� GDODP� LQWHJUDVL� .DQR� GDQ� VHUYLFH�

TXDOLW\� GLJXQDNDQ� XQWXN� PHQWHUMHPDKNDQ� NHLQJLQDQ� SHODQJJDQ� \DQJ� PHQMDGL�

UHVSRQ� WHNQLV� JXQD� PHZXMXGNDQ� NHLQJLQDQ� SHODQJJDQ� WHUVHEXW�� GDODP� KDO� LQL�

EHUXSD�UDQFDQJDQ�SHUEDLNDQ��
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Metode Penelitian 

'L� GDODP� SHQHOLWLDQ� LQL� GLSHUOXNDQ� DGDQ\D� VXDWX� PHWRGH� SHQHOLWLDQ�� GLPDQD��

PHPXDW� ODQJNDK�ODQJNDK� \DQJ� WHUVWUXNWXU� GDQ� VLVWHPDWLV� DJDU� SHQHOLWLDQ� WLGDN�

PHQ\LPSDQJ� GDUL� WXMXDQ� DZDO� GDQ� PDPSX� PHQGDSDWNDQ� SHPHFDKDQ� GDUL� PDVDODK�

\DQJ� WHODK� GLUXPXVNDQ� GL� DZDO� SHQHOLWLDQ�� /DQJNDK� SHUWDPD� \DQJ� GLODNXNDQ� GDODP�

SHQHOLWLDQ� LQL� DGDODK� PHODNXNDQ� SHQJDPDWDQ� DZDO� GHQJDQ� REVHUYDVL� DZDO� PHODOXL�

NXQMXQJDQ� NH� 37�� <ROD� /DQFDU� -D\D� GDQ� EHUGLVNXVL� VHFDUD� ODQJVXQJ� GHQJDQ� SLKDN�

RZQHU�SHUXVDKDDQ�JXQD�PHPSHUROHK� LQIRUPDVL� WHUNDLW�GHQJDQ� WLQJNDW�NHSXDVDQ�GDQ�

OR\DOLWDV� NRQVXPHQ�� 6HODQMXWQ\D� DGDODK� PHQHWDSNDQ� UXPXVDQ� PDVDODK� GDQ� WXMXDQ�

SHQHOLWLDQ�\DQJ�PDQD�GLKDUDSNDQ�GDSDW�PHPEDQWX�PHQ\HOHVDLNDQ�SHUPDVDODKDQ�\DQJ�

WHUMDGL� GL� SHUXVDKDDQ�� .HPXGLDQ� PHODNXNDQ� VWXGL� NHSXVWDNDDQ� JXQD� PHQGDSDWNDQ�

WHRUL±WHRUL� \DQJ� UHOHYDQ� GDQ� PHQGXNXQJ� WXMXDQ� SHQHOLWLDQ� LQL�� 6WXGL� NHSXVWDNDDQ�

GDODP�SHQHOLWLDQ� LQL�GLGDSDWNDQ�GDUL�EHEHUDSD� WH[WERRNV�GDQ� MXUQDO�VHEDJDL�UHIHUHQVL�

WHQWDQJ�VHUDQJNDLDQ�WHRUL�\DQJ�WHUNDLW�GHQJDQ�SHUPDVDODKDQ�GL�SHUXVDKDDQ�

7DKDS�EHULNXWQ\D�DGDODK�PHQJXPSXONDQ�GDWD�\DQJ�PHQXQMDQJ�SHQHOLWLDQ�LQL��

GLPDQD� WHUGDSDW� GXD� MHQLV� GDWD� \DQJ� GLNXPSXONDQ� \DLWX� GDWD� SULPHU� GDQ� GDWD�

VHNXQGHU�� 'DWD� SULPHU� DGDODK� DGDODK� GDWD� \DQJ� GLGDSDWNDQ� PHODOXL� VXUYHL� DZDO�

GHQJDQ� WHNQLN� ZDZDQFDUD�� GDQ� SHPEDJLDQ� NXLVLRQHU� NHSDGD� NRQVXPHQ� 37�� <ROD�

/DQFDU� -D\D��7HNQLN�SHQJDPELODQ�VDPSHO� \DQJ�GLJXQDNDQ�DGDODK�SHQHQWXDQ� VDPSHO�

GHQJDQ� PHPSHUWLPEDQJNDQ� WXMXDQ� WHUWHQWX� DWDX� \DQJ� GLNHQDO� GHQJDQ� SXUSRVLYH�

VDPSOLQJ�VHKLQJJD�QDQWLQ\D�VDPSHO�DNDQ�GDSDW�PHZDNLOL�SRSXODVL�NRQVXPHQ��6DPSHO�

\DQJ� GLJXQDNDQ� VHEHVDU� ���� VDPSHO�� 6HGDQJNDQ� GDWD� VHNXQGHU� DGDODK� GDWD� \DQJ�

GLSHUROHK�GDUL�EHUEDJDL�VXPEHU�GLPDQD�GDWD�WHODK�WHUVHGLD�VHEHOXPQ\D���EDLN�OLWHUDWXU�

GDUL� SHUSXVWDNDDQ� PDXSXQ� LQWHUQHW�� GDQ� VHEDJDLQ\D�� 'DUL� KDVLO� VXUYHL� DZDO��

GLGDSDWNDQ� YDULDEHO� ±� YDULDEHO� \DQJ� DNDQ� GLMDGLNDQ� DFXDQ� GDODP� SHPEXDWDQ�

NXLVLRQHU��%HULNXW� LQL�DGDODK� YDULDEHO�GLPHQVL�6HUYLFH�4XDOLW\�SDGD� WUDYHO�37��<ROD�

/DQFDU�-D\D���

�

�

�
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7DEHO���5HNDSLWXODVL�9DULDEHO�.XLVLRQHU�
Atribut Dimensi Variabel 

+DUDSDQ��3HUVHSVL��

7LQJNDW�.HSHQWLQJDQ�

7DQJLEOHV�

.HEHUVLKDQ�GDQ�NHUDSLDQ�NDU\DZDQ�

.HEHUVLKDQ�PRELO�

$&�PRELO�EHUIXQJVL�

5HOLDELOLW\�

3HQHULPD�RUGHU�PHOD\DQL�SHPHVDQDQ�

GHQJDQ�FHSDW�GDQ�WHSDW�

.HWHSDWDQ�ZDNWX�SHQMHPSXWDQ��

SHQXPSDQJ��

0RELO�EHUIXQJVL�GHQJDQ�EDLN�GL�MDODQ�

�WLGDN�PRJRN��

'ULYHU�PHPEHULNDQ�QRWD�SHPED\DUDQ�

3HPEHULDQ�LQIRUPDVL�OD\DQDQ�

�GLVNRQ�SURPR��MHODV�

+DUJD�VHVXDL�GHQJDQ�OD\DQDQ�\DQJ�

GLEHULNDQ�

5HVSRQVLYHQHVV�

'ULYHU�VLJDS�PHOD\DQL�NRQVXPHQ�

VHODPD�SHUMDODQ�

.DU\DZDQ�FHSDW�GDQ�WDQJJDS�GDODP�

PHOD\DQL�NRPSODLQ�

3HQHULPD�RUGHU�PHOD\DQL�SHUPLQWDDQ��

NRQVXPHQ��SHPLOLKDQ�WHPSDW�GXGXN��

$VVXUDQFHV�

'ULYHU�PHQ\HWLU�GHQJDQ�KDWL�±�KDWL�GDQ�

PHPDWXKL�UDPEX�ODOX�OLQWDV�

'ULYHU�UDPDK�GDQ�VRSDQ�GDODP�
PHOD\DQL�NRQVXPHQ�

.HDPDQDQ�WUDYHO�EDLN�

3HQHULPD�RUGHU�UDPDK�GDQ�VRSDQ�

GDODP�PHOD\DQL�NRQVXPHQ�

(PSDWK\�

.DU\DZDQ�PHPLOLNL�NHSHGXOLDQ�

SHUVRQDO�NHSDGD�SDUD�SHQXPSDQJ�

.DU\DZDQ�PHQGHQJDUNDQ�EDLN�EDLN�

NHLQJLQDQ�GDQ�NHOXKDQ�NRQVXPHQ�

�

6HWHODK� GDWD� KDVLO� NXLVLRQHU� GLGDSDWNDQ� GDQ� GLRODK� NHPXGLDQ� WDKDS�

VHODQMXWQ\D� DGDODK� SHQDULNDQ� NHVLPSXODQ� \DQJ� EHUJXQD�PHQMDZDE� VHUDQJNDLDQ� GDUL�

WXMXDQ�SHQHOLWLDQ�VHEHOXPQ\D��'L�PDQD�GDODP�SHQDULNDQ�NHVLPSXODQ�DNDQ�GLKDVLONDQ�

EHEHUDSD� VDUDQ� EDJL� 37�� <ROD� /DQFDU� -D\D� XQWXN� PHQLQJNDWNDQ� NHSXDVDQ� VHUWD�

OR\DOLWDV�NRQVXPHQ�

�

Hasil dan Pembahasan 

6HWHODK� PHODNXODQ� SHQJXPSXODQ� GDWD� PDND� WDKDS� EHULNXWQ\D� DGDODK�

PHODNXNDQ�SHQJRODKDQ�GDWD��3HQJRODKDQ�GDWD� \DQJ�GLODNXNDQ�PHOLSXWL� XML� YDOLGLWDV��

XML��DQDOLVLV�NHVHQMDQJDQ�SHUVHSVL�GDQ�KDUDSDQ�NRQVXPHQ��DQDOLVLV�FURVVWDEV��DQDOLVLV�
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.DQR�� ,QWHJUDVL� NHVHQMDQJDQ� SHUVHSVL� GDQ� KDUDSDQ� NRQVXPHQ� GHQJDQ� .DQR�VHUWD�

SHUEDLNDQ�PHQJJXQDNDQ�PHWRGH�Quality Function Deployement 

1. Kano 

-DZDEDQ� UHVSRQGHQ�DWDV�SHUWDQ\DDQ� IXQFWLRQDO�GDQ�G\VIXQFWLRQDO� VHODQMXWQ\D�

DNDQ� GLNODVLILNDVLNDQ� PHQJJXQDNDQ� WDEHO� HYDOXDVL� .DQR�� .HPXGLDQ� GLODNXNDQ�

SHQJNODVLILNDVLDQ�GHQJDQ�PHWRGH� LI� WKHQ�GDQ�EHWWHU�ZRUVH��+DVLO�GDUL�PHWRGH� LI� WKHQ�

PHPLOLNL� SURVHQWDVH�PHQGHNDWL� KDVLO� YDOLGDVL� VHEHVDU� ��������6HGDQJNDQ�KDVLO� GDUL�

PHWRGH� EHWWHU� ZRUVH�PHPLOLNL� SURVHQWDVH� PHQGHNDWL� KDVLO� YDOLGDVL� VHEHVDU� ��������

2OHK�NDUHQD� LWX�PHWRGH�\DQJ�GLJXQDNDQ�DGDODK� KDVLO�NODVLILNDVL� \DQJ�PHQJJXQDNDQ�

PHWRGH�LI�WKHQ���

�

2. Service Quality 

Servqual PHUXSDNDQ� PHWRGH� \DQJ� GLJXQDNDQ� XQWXN� PHQJXNXU� NHSXDVDQ�

SHODQJJDQ�DWDV� MDVD� \DQJ�GLWHULPDQ\D��GLPDQD� VXDWX�NXDOLWDV� OD\DQDQ�SDGD�Servqual 

WHUVHEXW� DNDQ� GLQLODL� EHUGDVDUNDQ� OLPD� GLPHQVL� \DNQL� (tangibles, reliability, 

responsivenes, assurance, dan emphaty.� 8QWXN� PHQJDQDOLVLV� NHVHQMDQJDQ� SHUVHSVL�

NRQVXPHQ� GHQJDQ� KDUDSDQ� NRQVXPHQ�� GLJXQDNDQ� PHWRGH� 3DLUHG� 6DPSOH� 7�7HVW��

NDUHQD�SDGD�PHWRGH�SDLUHG�WHUVHEXW�PHPEDQGLQJNDQ�PHDQ�YDULDEHO�GDUL�VXDWX�JURXS�

VDPSHO�WXQJJDO�\DLWX�DQWDUD�SHUVHSVL�NRQVXPHQ�GHQJDQ�KDUDSDQ�NRQVXPHQ�37��<ROD�

/DQFDU� -D\D�� 'DUL� KDVLO� SHQJXMLDQ� 3DLUHG� 6DPSOH� 7�7HVW� GDQ� SHUVHSVL� NRQVXPHQ�

GHQJDQ�KDUDSDQ�NRQVXPHQ�NHVHQMDQJDQ�GLGDSDWNDQ�EDKZD�VHPXD�YDULDEHO�VLJQLILNDQ�

PHQJDODPL� NHVHQMDQJDQ�� +DO� WHUVHEXW� GDSDW� GLOLKDW� 3�YDOXH� \DQJ� EHUQLODL� �� ������

9DULDEHO� \DQJ�PHPLOLNL� QLODL�PHDQ� SDOLQJ� UHQGDK�PHUXSDNDQ� YDULDEHO� GHQJDQ� QLODL�

SHUVHSVL� NRQVXPHQ� SDOLQJ� UHQGDK� \DQJ� EHUDUWL� NXDOLWDV� SHOD\DQDQ� GDUL� SLKDN�

PDQDMHPHQ� SDGD� YDULDEHO� WHUVHEXW� NXUDQJ�� �� YDULDEHO� \DQJ� PHPLOLNL� PHDQ�

NHVHQMDQJDQ� SHUVHSVL� GDQ� KDUDSDQ� NRQVXPHQ� SDOLQJ� QHJDWLI� DGDODK� �� SHPEHULDQ�

LQIRUPDVL� OD\DQDQ� ��������� NHWHSDWDQ� ZDNWX� SHQMHPSXWDQ� SHQXPSDQJ� ���������

SHQHULPD�RUGHU�PHOD\DQL�SHUPLQWDDQ��NRQVXPHQ����������GULYHU�PHQ\HWLU�GHQJDQ�KDWL�

±� KDWL� GDQ�PHPDWXKL� UDPEX� ODOX� OLQWDV� ��������� NDU\DZDQ� FHSDW� GDQ� WDQJJDS� GDODP�

PHOD\DQL�NRPSODLQ���������
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3. Crosstabs  

$QDOLVLV� FURVVWDE� DGDODK� DQDOLVLV� \DQJ�GLJXQDNDQ�XQWXN�PHQJHWDKXL� NRUHODVL�

DQWDU� � YDULDEHO�� 'DODP� SHQHOLWLDQ� LQL� GLODNXNDQ� DQDOLVLV� FURVVWDE� SDGD� GDWD� SURILO�

UHVSRQGHQ� NRQVXPHQ� XQWXN� � PHQJHWDKXL� DGD� DWDX� WLGDNQ\D� NHWHUJDQWXQJDQ� GDUL�

UHVSRQGHQ�\DQJ�PHQJJXQDNDQ�WUDYHO�GHQJDQ� IUHNXHQVL� WUDYHO�37��<ROD�/DQFDU�-D\D��

9DULDEHO� SURILO� UHVSRQGHQ� \DQJ� GLJXQDNDQ� \DLWX� MHQLV� NHODPLQ�� XVLD�� SHQGLGLNDQ��

SHNHUMDDQ��SHQJHOXDUDQ��'DODP�XML�FURVVWDEV�WHUGDSDW���V\DUDW��\DLWX�V\DUDW�NHOD\DNDQ�

GDQ�V\DUDW�XML�KLSRWHVLV��8ML�NHOD\DNDQ�FURVVWDEV�DGDODK�DSDELOD�SHUVHQWDVH�MXPODK�VHO�

\DQJ�PHPLOLNL�H[SHFWHG�FRXQW� OHVV�WKDQ���EHUQLODL�������GDUL� WRWDO� MXPODK�VHO�\DQJ�

DGD�� -LND� YDULDEHO� WLGDN� PHPHQXKL� V\DUDW� XML� NHOD\DNDQ�� PDND� KDUXV� GLODNXNDQ�

SHQJJDEXQJDQ� VHO�� 6HGDQJNDQ� XQWXN� V\DUDW� XML� KLSRWHVLV� DGDODK� WRODN� +�� MLND� QLODL�

VLJQLILNDQ�YDOXH���.��GLPDQD�.� ����

'DUL� KDVLO� FURVVWDEV� GLGDSDWNDQ� EDKZD� WLGDN� WHUGDSDW� SHQJDUXK� DQWDUD�

IUHNXHQVL� SHQJJXQDDQ� � GHQJDQ� MHQLV� NHODPLQ�� XVLD�� SHQGLGLNDQ� WHUDNKLU�� GDQ�

SHNHUMDDQ�� 1DPXQ� WHUGDSDW� DGDQ\D� SHQJDUXK� DQWDUD� IUHNXHQVL� SHQJJXQDDQ� WUDYHO�

GHQJDQ� SHQJHOXDUDQ� UHVSRQGHQ�� $UWLQ\D� SHQJHOXDUDQ� UHVSRQGHQ� PHQHQWXNDQ�

UHVSRQGHQ�GDODP�IUHNXHQVL�SHQJJXQDDQ�WUDYHO�37��<ROD�/DQFDU�-D\D��

�

4. Integrasi Kano dan Service Quality 

6HWHODK� GLGDSDWNDQ� KDVLO� GDUL� NDQR� VXUYH\� GDQ� NHVHQMDQJDQ� SHUVHSVL� GDQ�

KDUDSDQ�NRQVXPHQ��PDND�ODJNDK�VHODQMXWQ\D�DGDODK�SHQJLQWHJUDVLDQ�.DQR�VXUYH\�GDQ�

VHUYLFH� TXDOLW\� NHVHQMDQJDQ� SHUVHSVL� GDQ� KDUDSDQ� NRQVXPHQ�� 3RLQ� XWDPD� GDODP�

LQWHJUDVL� LQL� DGDODK�PHQGDSDWNDQ� QLODL� ILQDO� LPSRUWDQFH� �GHQJDQ�FDUD�PHQJLQWHJUDVL�

ERERW� GDUL� VHUYLFH� TXDOLW\� \DQJ� PHQJDODPL� NHVHQMDQJDQ� SHUVHSVL� GDQ� KDUDSDQ�

NRQVXPHQ� �VHOLVLK� EHUQLODL� QHJDWLI�� GDQ� .DQR� PRGHO�� 5XPXV� GDUL� LQWHJUDVL� .DQR�

PRGHO�GDQ�VHUYLFH�TXDOLW\�NHVHQMDQJDQ�SHUVHSVL�GDQ�KDUDSDQ�NRQVXPHQ�DGDODK����

x :HLJKW�RI�6HUYLFH�4XDOLW\�  � _NHVHQMDQJDQ�SHUVHSVL�GDQ� KDUDSDQ_� [� OHYHO�RI�

LPSRUWDQFH�

x )LQDO�:HLJKWHG�,PSRUWDQFH��  �:HLJKW� RI� 6HUYLFH� 4XDOLW\� [� .DQR¶V�:HLJKW�

/LQH��
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'LPDQD�.DQR¶V�ZHLJKW�OLQH�DGDODK���DWWUDFWLYH� ����RQH�GLPHQVLRQDO� ����PXVW�EH� �����

%HULNXW� LQL� DGDODK� UHNDSLWXODVL� KDVLO� NDQR� VXUYH\�EHVHUWD� QLODL� NHVHQMDQJDQ� SHUVHSVL�

GDQ� KDUDSDQ� NRQVXPHQ� GDQ� PHDQ� WLQJNDW� NHSHQWLQJDQ� \DQJ� WHODK� GLKDVLONDQ� GDUL�

SHUKLWXQJDQ�VHEHOXPQ\D�

�

7DEHO���+DVLO�UHNDSLWXODVL�NHVHQMDQJDQ�SHUVHSVL�GDQ�KDUDSDQ�NRQVXPHQ�GDQ�.DQR�6XUYH\��

No Dimensi Variabel Kesenjangan 
Mean 

Kepentingan 

Weight of 
Service 

Quality 

Kano 
Category 

�� 7DQJLEOHV�

.HEHUVLKDQ�GDQ�NHUDSLDQ�

NDU\DZDQ�
������ ����� ����� 2�

.HEHUVLKDQ�PRELO� ������ ����� ����� 0�

$&�PRELO�EHUIXQJVL� ������ ����� ����� 2�

�� 5HOLDELOLW\�

3HQHULPD�RUGHU�PHOD\DQL�

SHPHVDQDQ�GHQJDQ�FHSDW�GDQ�

WHSDW�

������ ����� ����� 0�

.HWHSDWDQ�ZDNWX�SHQMHPSXWDQ�

SHQXPSDQJ�
������ ����� ����� $�

0RELO�EHUIXQJVL�GHQJDQ�EDLN�

GL�MDODQ��WLGDN�PRJRN��
����� ����� ����� 0�

'ULYHU�PHPEHULNDQ�QRWD�

SHPED\DUDQ�
������ ����� ����� ,�

3HPEHULDQ�LQIRUPDVL�OD\DQDQ�

�GLVNRQ�SURPR��MHODV�
������ ����� ����� $�

+DUJD�VHVXDL�GHQJDQ�OD\DQDQ�

\DQJ�GLEHULNDQ�
������ ����� ����� 2�

�� 5HVSRQVLYHQHVV�

'ULYHU�VLJDS�GDODP�PHOD\DQL�

NRQVXPHQ�GL�MDODQ�
������ ����� ����� 2�

.DU\DZDQ�FHSDW�GDQ�WDQJJDS�
GDODP�PHOD\DQL�NRPSODLQ�

������ ����� ����� 0�

3HQHULPD�RUGHU�PHOD\DQL�

SHUPLQWDDQ��NRQVXPHQ�

�SHPLOLKDQ�WHPSDW�GXGXN��

������ ����� ����� $�

4 $VVXUDQFHV�

'ULYHU�PHQ\HWLU�GHQJDQ�KDWL�±�

KDWL�GDQ�PHPDWXKL�UDPEX�ODOX�

OLQWDV�

������ ����� ����� 2�

'ULYHU�UDPDK�GDQ�VRSDQ�GDODP�

PHOD\DQL�NRQVXPHQ�
������ ����� ����� $�

.HDPDQDQ�WUDYHO�EDLN ������ ����� ����� 0�

3HQHULPD�RUGHU�UDPDK�GDQ�

VRSDQ�GDODP�PHOD\DQL�

NRQVXPHQ�

������ ����� ����� $�

�� (PSDWK\�

.DU\DZDQ�PHPLOLNL�

NHSHGXOLDQ�SHUVRQDO�NHSDGD�

SDUD�SHQXPSDQJ�

������ ����� ����� $�

.DU\DZDQ�PHQGHQJDUNDQ�EDLN�

EDLN�NHLQJLQDQ�GDQ�NHOXKDQ�

NRQVXPHQ�

������ ����� ����� $�

�
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'DUL� WDEHO� �� GLDWDV� GLGDSDWNDQ� � EDKZD� VHPXD� YDULDEHO� VLJQLILNDQ� GDQ�

PHQJDODPL�NHVHQMDQJDQ��VHKLQJJD�VHPXD�YDULDEHO�PDVXN�NH�GDODP�4XDOLW\�)XQFWLRQ�

'HSOR\PHQW��1DPXQ� YDULDEHO�GULYHU�PHPEHULNDQ� QRWD� SHPED\DUDQ� WLGDN� GLVHUWDNDQ�

GDODP� 4XDOLW\� )XQFWLRQ� 'HSOR\PHQW�� NDUHQD� YDULDEHO� WHUVHEXW� PDVXN� NH� GDODP�

NDWHJRUL� LQGLIIHUHQW�� 6HKLQJJD� SHUEDLNDQ� \DQJ� GLODNXNDQ� SDGD� NHVHQMDQJDQ� YDULDEHO�

LQL�WLGDN�PHQMDGL�SULRULWDV�SHUEDLNDQ�

�

5. Quality Function Deployment 

4XDOLW\� )XQFWLRQ� 'HSOR\PHQW� DGDODK� PHWRGH� WHUVWUXNWXU� \DQJ� GLJXQDNDQ�

GDODP�SURVHV�SHUHQFDQDDQ�GDQ�SHQJHPEDQJDQ�SURGXN�XQWXN�PHQHWDSNDQ�VSHVLILNDVL�

NHEXWXKDQ�GDQ� NHLQJLQDQ� NRQVXPHQ�� VHUWD�PHQJHYDOXDVL� VHUWD� VLVWHPDWLV� NDSDELOLWDV�

VXDWX�SURGXN�DWDX�MDVD�GDODP�PHPHQXKL�NHEXWXKDQ�GDQ�NHLQJLQDQ�NRQVXPHQ��7DKDS�

SHUWDPD� DGDODK�0HQHWDSNDQ�&XVWRPHU�1HHG� �:+$7¶V��� 'DODP�PHQHWDSNDQ� DWULEXW�

\DQJ� � PHQMDGL�:KDW¶V� GLGDVDUNDQ� SDGD� IDNWRU� \DQJ� PHQMDGL� NHEXWXKDQ� NRQVXPHQ��

0DWUL[�:+$7¶V�LQL�EHULVL�NHEXWXKDQNRQVXPHQ�DNDQ�OD\DQDQ�\DQJ�GLEHULNDQ�37��<ROD�

/DQFDU�-D\D��7HUGDSDW����YDULDEHO�\DQJ�PDVXN�NH�GDODP�:+$7¶V��

7DKDS� EHULNXWQ\D� DGDODK� PHPEHUL� QLODL� $GMXVWPHQW� ,PSRUWDQFH� RI� WKH�

:+$7¶V��3DGD� WDKDS� LQL� DNDQ�PHPEHULNDQ� VFRUH�GDUL�DGMXVWPHQW� LPSRUWDQFH�RI� WKH�

:+$7¶V�SDGD�PDVLQJ�PDVLQJ� YDULDEHO�� 6FRUH� LQL� GLGDSDWNDQ� GDUL�:HLJKW� RI� 6HUYLFH�

4XDOLW\�  � _NHVHQMDQJDQ� SHUVHSVL� GDQ� KDUDSDQ_� [� OHYHO� RI� LPSRUWDQFH�� .HPXGLDQ�

EHULNXWQ\D�DGDODK�PHQHWDSNDQ� LWHP�+2:¶V�� LWHP�+2:¶V� � DGDODK�VROXVL�SHPHFDKDQ�

PDVDODK�\DQJ�GLODNXNDQ�EHUGDVDUNDQ�KDVLO�SHQJDPDWDQ�GDQ�GLVNXVL�XQWXN�PHQMDZDE�

VHPXD� FXVWRPHU� QHHG�� 7HUGDSDW� �� LWHP� \DQJ� GLGDSDWNDQ� VHEDJDL� VROXVL� SHPHFDKDQ�

PDVDODK�DWDX�LWHP�+2:¶V��

6HWHODK� :+$7¶V� GDQ� +2:¶V� GLGDSDWNDQ�� WDKDS� EHULNXWQ\D� DGDODK�

PHQJLGHQWLILNDVL� DSDNDK� WHFKQLFDO� FRUHOODWLRQ� VDOLQJ� PHQGXNXQJ� DWDX� VHEDOLNQ\D��

6HEDE� GHQJDQ� PHQHWDSNDQ� KXEXQJDQ� DQWDU� LWHP� +RZ� LQL� DNDQ� PHPEDQWX� GDODP�

PHPEXDW�NRPSRVLVL�DWDXSXQ�NHELMDNDQ�EHQWXN�EHULNXW�VWDQGDU�NXDOLWDV�GHVDLQ�VHFDUD�

PHQ\HOXUXK��'DODP�PHQHWDSNDQ�KXEXQJDQ�DQWDUD�LWHP�+RZ�DNDQ�WHUZDNLOL�ROHK�WLJD�

NRQGLVL��\DNQL�NRUHODVL�QHJDWLYH������NRUHODVL�SRVLWLI������GDQ�NRUHODVL� VDQJDW�SRVLWLYH�

Calyptra: Jurnal Ilmiah Mahasiswa Universitas Surabaya Vol.2 No.1 (2013)



���

 

�����VHODQMXWQ\D� DGDODK�PHQHQWXNDQ� WLQJNDW� KXEXQJDQ� DQWDUD�:+$7¶V� GDQ�+2:¶V��

7DKDS� LQL� EHUJXQD� XQWXN� PHQJHWDKXL� VDVDUDQ� WHUEHVDU� GHVDLQ� \DQJ� KDUXV�

GLSULRULWDVNDQ�WHUOHELK�GDKXOX�XQWXN�VHJHUD�GLZXMXGNDQ�GLEDQGLQJNDQ�GHQJDQ�ODLQQ\D���

7DKDS� WHUDNKLU� VHWHODK� PHQHQWDSNDQ� KXEXQJDQ� DQWDUD� LWHP� :+$7¶V� GDQ�

+2:¶V� DGDODK� PHQHQWXNDQ� LWHP� +RZ� \DQJ� PHQMDGL� SULRULWDV� XQWXN� GLODNXNDQ�

SHUEDLNDQ��3ULRULWDV�GLGDVDUNDQ�SDGD�SURVHQWDVH� ,PSRUWDQFH�RI� WKH�+RZ� WHUEHVDU�NH�

SDGD�SURVHQWDVH�,PSRUWDQFH�RI�WKH�+RZ�WHUNHFLO��

3ULRULWDV� SHUEDLNDQ� GLGDVDUNDQ� SDGD� SURVHQWDVH� ,PSRUWDQFH� RI� WKH� +RZ�

WHUEHVDU� NH� SURVHQWDVH� ,PSRUWDQFH� RI� WKH� +RZ� WHUNHFLO�� 8UXWDQ� SULRULWDV� SHUEDLNDQ�

GLPXODL� GDUL� PHPEXDW� VWDQGDU� VLNDS� GDODP� PHOD\DQL� NRQVXPHQ� ����������

PHPEHULNDQ� LQIRUPDVL� NHSDGD� NRQVXPHQ� VDDW� SHQJRUGHUDQ� VHUWD� PHPEXDW� LNODQ�

PHGLD�FHWDN��LQWHUQHW����������GULYHU�EHUDQJNDW�OHELK�DZDO����������PHPEXDW�VWDQGDU�

GDODP� PHQHULPD� RUGHU� NRQVXPHQ� ��������� PHODNXNDQ� PDLQWHQDQDFH� NHQGDUDDQ�

VHFDUD� EHUNDOD� �������� PHPEHULNDQ� SHODWLKDQ� VDIHW\� GULYLQJ� NHSDGD� GULYHU� ��������

PHQ\HGLDNDQ� VQDFN� GDQ� DLU� PLQXP� VHUWD� SURPR�� SURPR� �������� PHPEXDW� VWDQGDU�

GDODP�PHQHULPD� NRPSODLQ� NRQVXPHQ� ��������PHPEXDW� VWDQGDU� NHUDSLDQ� NDU\DZDQ�

�������� 

 

Kesimpulan dan Saran 

3DGD� SHQHOLWLDQ� LQL� GLSHUROHK� KDVLO� SHQJXNXUDQ� NXDOLWDV� OD\DQDQ� WUDYHO� 37��

<ROD�/DQFDU� -D\D� EDKZD� OD\DQDQ� \DQJ� WHODK� GLEHULNDQ� PDVLK� NXUDQJ� VHVXDL� GHQJDQ�

DSD� \DQJ� PHQMDGL� KDUDSDQ� NRQVXPHQ� WUDYHO� 37�� <ROD� /DQFDU� -D\D�� +DO� LQL�

GLWXQMXNNDQ�GDUL�YDULDEHO�\DQJ�DGD�SDGD�NXLVLRQHU�VLJQLILNDQ�PHQJDODPL�NHVHQMDQJDQ��

+DVLO� GDUL� XML� GDQ� DQDOLVLV� NHVHQMDQJDQ� SHUVHSVL� GDQ� KDUDSDQ� NRQVXPHQ� GLGDSDWNDQ�

EDKZD� VHPXD� YDULDEHO� VLJQLILNDQ� PHQJDODPL� NHVHQMDQJDQ�� .HPXGLDQ� GDUL� KDVLO�

SHQJRODKDQ�GHQJDQ� DQDOLVLV�.DQR�PHQJJXQDNDQ���PHWRGH� \DLWX�PHWRGH� LI� WKHQ�GDQ�

EHWWHU�ZRUVH�GDSDW�GLVLPSXONDQ�EDKZD�PHWRGH�LI�WKHQ�PHPLOLNL�SURVHQWDVH�PHQGHNDWL�

KDVLO� YDOLGDVL� VHEHVDU� �������� 6HGDQJNDQ� KDVLO� GDUL� PHWRGH� EHWWHU� ZRUVH�PHPLOLNL�

SURVHQWDVH� PHQGHNDWL� KDVLO� YDOLGDVL� VHEHVDU� �������� 2OHK� NDUHQD� LWX� PHWRGH� \DQJ�

GLJXQDNDQ� DGDODK� KDVLO� GDUL� NODVLILNDVL� \DQJ� PHQJJXQDNDQ� PHWRGH� LI� WKHQ�� 7DKDS�
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WHUDNKLU�SDGD�SHQHOLWLDQ� LQL�DGDODK�PHPEHULNDQ� UDQFDQJDQ�XVXODQ�SHUEDLNDQ�GHQJDQ�

PHWRGH�4)'��3ULRULWDV�GLGDVDUNDQ�SDGD�SURVHQWDVH�,PSRUWDQFH�RI�WKH�+RZ�WHUEHVDU�NH�

SDGD�SURVHQWDVH� ,PSRUWDQFH�RI� WKH�+RZ� WHUNHFLO��$GDSXQ� UDQFDQJDQ�XVXODQ� WHUVHEXW�

GLDQWDUDQ\D�\DNQL��

x 0HPEXDW�VWDQGDU�VLNDS�GDODP�PHOD\DQL�NRQVXPHQ�

x 'ULYHU�EHUDQJNDW�OHELK�DZDO�GDODP�PHQMHPSXW�NRQVXPHQ�

x 0HPEHULNDQ�LQIRUPDVL�OD\DQDQ�NHSDGD�NRQVXPHQ�VDDW�SHQJRUGHUDQ�VHUWD�

PHPEXDW�LNODQ�PHGLD�FHWDN��LQWHUQHW��

x 0HPEXDW�VWDQGDU�PHQHULPD�RUGHU�NRQVXPHQ�

x 0HODNXNDQ�PDLQWHQDQFH�VHFDUD�EHUNDOD�

x 0HPEXDW�VWDQGDU�GDODP�PHQHULPD�NRPSODLQ�NRQVXPHQ�

x 0HPEHULNDQ�SHODWLKDQ�VDIHW\�GULYLQJ�NHSDGD�GULYHU�

x 0HQ\HGLDNDQ�VQDFN�GDQ�DLU�PLQXP�VHUWD�PHQJDGDNDQ�SURPR��SURPR�OD\DQDQ�

x 0HPEXDW�VWDQGDU�NHUDSLDQ�NDU\DZDQ�

�

6HVXDL� GHQJDQ� NHVLPSXODQ� \DQJ� WHODK� GLMHODVNDQ� GL� DWDV�� DGDSXQ� VDUDQ�VDUDQ�

\DQJ�GLEHULNDQ�WHUNDLW�GHQJDQ�SHQHOLWLDQ�LQL�GLDQWDUDQ\D�\DNQL�37��<ROD�/DQFDU�-D\D�

VHEDLNQ\D� VHJHUD� PHODNXNDQ� UDQFDQJDQ� SHUEDLNDQ�� NHPXGLDQ� PHQJHYDOXDVL�

UDQFDQJDQ�SHUEDLNDQ�XQWXN�PHQJHWDKXL�VHMDXK�PDQD�SHQLQJNDWDQ�NHSXDVDQ�NRQVXPHQ�

GHQJDQ�FDUD�PHQ\HEDUNDQ�NXLVLRQHU�DQJNHW�NHSDGD�NRQVXPHQ�VHFDUD�NRQWLQ\X��6HODLQ�

LWX� MXJD� GHQJDQ� HQLQJNDWNDQ� NHVDGDUDQ� NDU\DZDQ� DNDQ� VWDQGDU� SHOD\DQDQ� \DQJ� DGD�

DJDU� GLGDSDWNDQ\D� NHSXDVDQ� NRQVXPHQ� GDQ� PHQ\HGLDNDQ� FXVWRPHU� KRWOLQH� XQWXN�

PHPSHUPXGDK�NRQVXPHQ�PHPEHULNDQ�IHHGEDFN�NHSDGD�SHUXVDKDDQ��6DUDQD�IHHGEDFN�

GDSDW�EHUXSD�NRWDN�VDUDQ��HPDLO��RQOLQH�IRUP�GDQ�VHEDJDLQ\D��
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Daftar Pustaka 

 

$JUHVWL��$����������$Q�,QWURGXFWLRQ�WR�&DWHJRULFDO�'DWD�$QDO\VLV��-RKQ�:LOH\�	�

6RQV��,QF��1HZ�<RUN��1HZ�<RUN��86$���

$]ZDU��6DLIIXGLQ���������5HOLDELOLWDV�	�9DOLGLWDV��3XVWDND�3HODMDU��<RJ\DNDUWD��

&RKHQ�� /DX�� ������4)'�� +RZ� WR� PDNH� 4)'� ZRUN� IRU� \RX�� $GGLVLRQ� :HVOH\��

/RQJPDQ�,QF���5HDGLQJ��0DVVDFKXVHWWV��

.RWOHU�� 3KLOLS� DQG� .HYLQ� /DQH� .HOOHU��� ������0DUNHWLQJ�0DQDJHPHQW�� $QDO\VLV��

3ODQQLQJ�� ,PSOHPHQWDWLRQ� DQG� &RQWURO�� �WK� HG�� (QJOHZRRG� &OLIIV�� 1HZ�

-HUVH\��3UHQWLFH�+DOO�,QWHUQDVLRQDO��,QF��

/RYHORFN�� &KULVWRSKHU� +� 	� -RFKHQ� :ULW]��� ������ 6HUYLFHV� 0DUNHWLQJ�� 3HRSOH��

7HFKQRORJ\��6WUDWHJ\�3UHQWLFH�+DOO�6HULHV�LQ�0DUNHWLQJ��3UHQWLFH�+DOO��1HZ�

-HUVH\�

3DUDVXUDPDQ�� HW� DO��� ������ 'HOLYHULQJ� 4XDOLW\� 6HUYLFH�� %DODQFLQJ� &XVWRPHU�

3HUFHSWLRQV�DQG�([SHFWDWLRQ�7KH�)UHH�3UHVV�$�'LYLVLR�RI�0DFPLOOLDQ��,QF��

1HZ�\RUN��86$��

0DOKRWUD�� 1�� .��� ������ 0DUNHWLQJ� 5HVHDUFK�� $Q� $SSOLHG� 2ULHQWDWLR�� �
WK
� HG��

3HDUVRQ�(GXFDWLRQ�

7DQ��.��&���DQG��3DZLWUD��,QWHJUDWLQJ�6(5948$/�DQG�.DQR¶V�0RGHO�LQWR�4)'�IRU�

6HUYLFH�'HYHORSPHQW��9RO������1R�����������SS����������

7MLSWRQR��)DQG\���������3HPDVDUDQ�-DVD��<RJ\DNDUWD��3HQHUELW�$QGL�2IIVHW�

:DOGHQ�� '�� ������ .DQR¶V� 0RGHO� IRU� 8QGHUVWDQGLQJ� &XVWRPHU�GHILQHG� 4XDOLW\��

&HQWHU�IRU�4XDOLW\�0DQDJHPHQW�-RXUQDO��9RO����1R����

=HLWKDPO��9DOHULH�$��DQG�0DU\�-RH�%LWQHU��������6HUYLFHV�0DUNHWLQJ�� ,QWHJUDWLQJ�

&XVWRPHU�)RFXV�$FURVV�WKH�)LUP���WK�HG��0F*UDZ�+LOO�,UZLQ�,QF���

KWWS���ZZZ�SKULNHGLULUD\D�FRP�SDJH�VKRZ����WUDQVSRUWDWLRQ�GLDNVHV� WDQJJDO� ��

-DQXDUL�������

KWWS���ZZZ�\HOORZSDJHV�FR�LG�ILQG"ZKDW WUDYHO�DJHQW	ZKHUH NHGLUL�MDZD�WLPXU	O

RJ \HV��GLDNVHV�WDQJJDO���MDQXDUL�������
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