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Abstract 
5HWDLO� LV� D� EXVLQHVV� RSSRUWXQLW\� WKDW� LV� ZLGHO\� XVHG� E\� HQWUHSUHQHXUV� VR� WKDW�
EXVLQHVV�FRPSHWLWLRQ�DPRQJ�UHWDLO�EXVLQHVVHV�LV�WLJKW��7KHUHIRUH��UHWDLOHUV�QHHG�WR�
GR�HIIRUWV�LQ�RUGHU�WR�VXUYLYH��,Q�WKLV�UHVHDUFK�WKH�UHWDLO�GLVFXVVHG�LV�0LURWD��0LURWD�
LV� D� UHWDLO� VWRUH� WKDW� VHOOV� D� YDULRXV� SURGXFWV� RI� W\SLFDO� ,QGRQHVLDQ� FXOWXUH��
(YHU\GD\�� 0LURWD� LV� YLVLWHG� E\� PDQ\� FXVWRPHUV� IURP� GRPHVWLF� DQG� IRUHLJQ�
FRXQWULHV�WUDYHOOLQJ�WR�6XUDED\D�VR�WKDW�LWV�H[LVWLQJ�SUREOHPV�DUH�RIWHQ�FRQVXPHU�
FRPSODLQWV�� %DVHG� RQ� H[LVWLQJ� SUREOHPV�� 0LURWD� QHHGV� LPSURYLQJ� WKH� VHUYLFH�
TXDOLW\��7KH�LPSURYHPHQW�RI�VHUYLFH�TXDOLW\�WR�LQFUHDVH�FXVWRPHU�VDWLVIDFWLRQ�DQG�
FRQVXPHU� OR\DOW\� ZDV� FRQGXFWHG� E\� XVLQJ� 6(5948$/� PHWKRG� DQG� 6WUXFWXUDO�
(TXDWLRQ� 0RGHOLQJ� �6(0��� 7KH� SXUSRVH� RI� WKLV� UHVHDUFK� LV� WR� PHDVXUH� DQG�
HYDOXDWH� WKH� FDXVHV� RI� VHUYLFH� TXDOLW\� GLVFUHSDQFLHV�� WR� NQRZ� WKH� UHODWLRQVKLS�
EHWZHHQ� VHUYLFH� TXDOLW\�� FXVWRPHU� VDWLVIDFWLRQ�� DQG� FXVWRPHU� OR\DOW\�� DQG� WR�
SURSRVH�SURSRVDO�LPSURYHPHQWV��7KH�JDLQHG�UHVXOWV�IURP�WKLV�UHVHDUFK�ZDV�D�JDS�
�� RQ� TXDOLW\� RI� VHUYLFH� DW�0LURWD��7KH� JDS�ZDV� FDXVHG� E\� WKH� JDSV� ��� ��� DQG� ���
4XDGUDQW� DQDO\VLV�SHUIRUPHG� WR�GHWHUPLQH� WKH�ZHDNQHVVHV�RI� WKH�FRPSDQ\�ZHUH�
EDVHG�RQ� WKH�FRPSDULVRQ�RI� WKH� OHYHO�RI�H[SHFWDWLRQV�DQG�FRQVXPHU�SHUFHSWLRQV��
7KH� UHVXOWV� RI� PHDVXUHPHQWV� RI� WKH� UHODWLRQVKLS� TXDOLW\� RI� VHUYLFH�� FXVWRPHU�
VDWLVIDFWLRQ� DQG� FXVWRPHU� OR\DOW\� ZHUH� IRXQG� WKDW� WKHUH� ZDV� WKH� LQIOXHQFH� RI�
VHUYLFH� TXDOLW\� RQ� FXVWRPHU� VDWLVIDFWLRQ� E\� ������� WKH� HIIHFW� RI� FXVWRPHU�
VDWLVIDFWLRQ� RQ� FXVWRPHU� OR\DOW\� DW� ������ EXW� WKHUH� ZDV� QR� VLJQLILFDQW� HIIHFW� RI�
VHUYLFH�TXDOLW\�RQ�FXVWRPHU�OR\DOW\��7KH�UHVXOWV�RI�WKH�DQDO\VLV�VOLFHV�TXDGUDQW�,9�
DQG� WKH�FORVH�UHODWLRQVKLS�EHWZHHQ� WKH�PRGHO�XVHG�DV�D� UHIHUHQFH� LQ�GHWHUPLQLQJ�
LPSURYHPHQW� XVLQJ� E\� 4XDOLW\� )XQFWLRQ� 'HSOR\PHQW� �4)'��� )URP� WKH� 4)'�
UHVXOWV��WKH�PDLQ�LPSURYHPHQW�ZDV�GRQH�E\�ORRNLQJ�DW�WKH�LPSRUWDQFH�RI�KRZ�WKH�
YDOXH� RI� PRUH� WKDQ� ������� ,PSURYHPHQWV� DUH� GRLQJ� PDUNHW� UHVHDUFK�� SURYLGLQJ�
SDUNLQJ� GLUHFWLRQV� DQG� XSGDWLQJ� SDUNLQJ� V\VWHP� ZLWK� WKH� YDOOH\� V\VWHP�� JLYLQJ�
JRRGV�GLUHFWLRQV�DQG�DUUDQJLQJ�WKH�JRRGV��
Keywords��6(5948$/��FXVWRPHU�VDWLVIDFWLRQ��FXVWRPHU�OR\DOW\��6(0��4)'��
�
PENDAHULUAN 

6DDW� LQL�SHUVDLQJDQ�ELVQLV�UHWDLO� VHPDNLQ�NHWDW��2OHK�NDUHQD� LWX��SHQJXVDKD�

KDUXV�EHUXSD\D�GDODP�PHPSHUWDKDQNDQ�XVDKDQ\D�GHQJDQ�PHQLQJNDWNDQ�NXDOLWDV�

SHOD\DQDQ� VHEDJDL� XSD\D� PHQLQJNDWNDQ� NHSXDVDQ� NRQVXPHQ� GDQ� OR\DOLWDV�

NRQVXPHQ�� 8VDKD� UHWDLO� \DQJ� DNDQ� GLEDKDV� GDODP� SHQHOLWLDQ� LQL� DGDODK� 0LURWD�

\DLWX�VHEXDK�WRNR�UHWDLO�\DQJ�PHQMXDO�EHUEDJDL�PDFDP�SURGXN�EHUFLUL�NKDV�EXGD\D�

EDQJVD�,QGRQHVLD��WHUXWDPD�EDWLN�\DQJ�WHUOHWDN�GL�-O��6XODZHVL�����6XUDED\D��7RNR�
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UHWDLO�LQL�UDPDL�WLDS�KDUL�GLNXQMXQJL�ROHK�EDQ\DN�NRQVXPHQ�GDODP�QHJHUL�PDXSXQ�

PDQFD� QHJDUD� \DQJ� EHUZLVDWD� NH� 6XUDED\D�� 'DUL� XUDLDQ� WHUVHEXW�� PDND� GDSDW�

GLNHWDKXL� 0LURWD� SHUOX� PHQJHYDOXDVL� NXDOLWDV� OD\DQDQ� GHQJDQ� PHWRGH�

6(5948$/� XQWXN� PHQJDWDVL� NHOXKDQ� SDGD� IDVLOLWDV� \DQJ� GLUDVDNDQ� ROHK�

NRQVXPHQ� GDQ� PHPEHULNDQ� VDUDQ� SHUEDLNDQ� GHQJDQ� PHWRGH� 4)'�� 6HUWD�

PHQJDQDOLVLV� KXEXQJDQ� NXDOLWDV� OD\DQDQ�� NHSXDVDQ� GDQ� OR\DOLWDV� NRQVXPHQ�

GHQJDQ� PHWRGH� 6(0� XQWXN� PHQJHWDKXL� VHEHUDSD� EHVDU� KXEXQJDQQ\D�� PHQHOLWL�

IDNWRU�IDNWRU�WHUVHEXW��GDQ�XQWXN�WHWDS�EHUWDKDQ�GDODP�PHQMDODQNDQ�ELVQLV� UHWDLO�

Q\D���

7XMXDQ� GDUL� SHQHOLWLDQ� LQL� DGDODK� PHQJXNXU� NXDOLWDV� OD\DQDQ� GDQ�

PHQJHYDOXDVL� SHQ\HEDE� NHVHQMDQJDQ� \DQJ� WHUMDGL� GL� 0LURWD�� PHQJHWDKXL�

KXEXQJDQ�DQWDUD�NXDOLWDV� OD\DQDQ��NHSXDVDQ�NRQVXPHQ��GDQ� OR\DOLWDV�NRQVXPHQ��

GDQ� PHPEHULNDQ� XVXODQ� SHUEDLNDQ� SDGD� 0LURWD�� 'HQJDQ� DGDQ\D� SHQHOLWLDQ� LQL�

GLKDUDSNDQ� SHUXVDKDDQ� GDSDW� PHQLQJNDWNDQ� NXDOLWDV� SHOD\DQDQ� \DQJ� WHODK�

GLVHGLDNDQ�XQWXN�PHQLQJNDWNDQ�NHSXDVDQ�GDQ�OR\DOLWDV�NRQVXPHQ�GL�0LURWD��

$GDSXQ� EDWDVDQ� PDVDODK� GDODP� SHQHOLWLDQ� LQL� \DLWX� REVHUYDVL� NXDOLWDV�

OD\DQDQ� GLODNXNDQ� SDGD� WRNR�0LURWD� \DQJ� WHUGLUL� GDUL� WHPSDW� SDUNLU� GDQ� JHGXQJ�

EHUODQWDL� �� WDQSD� WRNR� UHWDLO� \DQJ� PHQ\HZD� SDGD� 0LURWD� �SLKDN� NHWLJD���

5HVSRQGHQ� PDQDMHPHQ� \DQJ� GLSDNDL� \DLWX� PDQDMHPHQ� 0LURWD� \DQJ� EHUWXJDV�

VHWLDS� KDUL� GL�0LURWD�� 5HVSRQGHQ� NRQVXPHQ� \DQJ� GLSDNDL� \DLWX� NRQVXPHQ� \DQJ�

WHODK�EHUEHODQMD�GDQ�SHUQDK�PDNDQ�GL�NDQWLQ�0LURWD��$VXPVL�SDGD�SHQHOLWLDQ� LQL�

DGDODK� VHODPD� SHQHOLWLDQ� EHUMDODQ� 0LURWD� WLGDN� PHODNXNDQ� SHUEDLNDQ� DWDXSXQ�

SHUXEDKDQ�SDGD�VLVWHP�SHOD\DQDQ�\DQJ�EHUKXEXQJDQ�GHQJDQ�NXDOLWDV�OD\DQDQ��

�

METODE 

3HQJXPSXODQ�GDWD�SDGD�SHQHOLWLDQ�LQL�GLODNXNDQ�PHODOXL�EHEHUDSD�WDKDSDQ��

7DKDS�SHUWDPD�GHQJDQ�PHODNXNDQ�VXUYHL�DZDO��NXLVLRQHU�WHUEXND�GDQ�ZDZDQFDUD��

NHSDGD� ��� NRQVXPHQ� 0LURWD� GDQ� ZDZDQFDUD� SDGD� SLKDN� PDQDMHPHQ� 0LURWD��

6XUYHL� DZDO� LQL� EHUWXMXDQ� XQWXN� PHUDQFDQJDQ� YDULDEHO�YDULDEHO� \DQJ� DNDQ�

GLJXQDNDQ� GDODP�SHPEXDWDQ� NXLVLRQHU� WHUWXWXS�� 7DKDS� NHGXD�PHQJXML� NXLVLRQHU�

WHUWXWXS� �WDKDS� SUH�VDPSOLQJ�� \DQJ� WHODK� WHUEHQWXN� GHQJDQ� PHQ\HEDUNDQ�

NXHVLRQHU�NHSDGD�PDVLQJ�PDVLQJ����NRQVXPHQ�GDQ�PDQDMHPHQ�0LURWD��+DVLO�GDUL�

NXLVLRQHU�WDKDS�SUH�VDPSOLQJ�LQL�DNDQ�GLXML�GHQJDQ�XML�YDOLGLWDV�GDQ�XML�UHOLDELOLWDV�
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XQWXN� PHQJHFHN� DSDNDK� SHUWDQ\DDQ� \DQJ� DGD� SDGD� NXLVLRQHU� WHUVHEXW� YDOLG� GDQ�

UHOLDEHO� DWDX� WLGDN�� 7DKDS� NHWLJD� DGDODK�PHODNXNDQ� SHQ\HEDUDQ� NXHVLRQHU� �WDKDS�

VDPSOLQJ�� NHSDGD� ���� NRQVXPHQ�0LURWD� GDQ� ���PDQDMHPHQ�0LURWD�� +DVLO� GDUL�

NXLVLRQHU� WDKDS� VDPSOLQJ� LQL� MXJD� DNDQ� GLXML� GHQJDQ� XML� YDOLGLWDV� GDQ� XML�

UHOLDELOLWDV�� 6HODLQ� SHQJXPSXODQ� GHQJDQ� NXLVLRQHU�� GLGDSDWNDQ� SXOD� GDWD� VHMDUDK�

0LURWD�GDQ�EXNX�SDQGXDQ�0LURWD�\DQJ�EHUDVDO�GDUL�DUVLS�SHUXVDKDDQ�GDQ�LQWHUQHW��

+DVLO� GDUL� SHQ\HEDUDQ� NXHVLRQHU� SDGD� WDKDS� VDPSOLQJ� GLJXQDNDQ� XQWXN� DQDOLVLV�

GHVNULSWLI��DQDOLVLV�FURVV�WDEXODWLRQ��6(5948$/��SHUPRGHODQ�6WUXFWXUDO�(TXDWLRQ�

0RGHOOLQJ��6(0���GDQ�PHODNXNDQ�SHUEDLNDQ��4)'���

 

HASIL DAN PEMBAHASAN 

1. Analisis Cross Tabulation 

$QDOLVLV� FURVV� WDEXODWLRQ� PHUXSDNDQ� DQDOLVLV� NHWHUJDQWXQJDQ� \DQJ� EHUWXMXDQ�

XQWXN�PHQJHWDKXL� DGD� WLGDNQ\D� NHWHUJDQWXQJDQ� DQWDUD� ODWDU� EHODNDQJ� NRQVXPHQ�

0LURWD�\DQJ�EHUNXQMXQJ�GL�0LURWD��%HULNXW�PHUXSDNDQ�GDWD�GHPRJUDIL�NRQVXPHQ�

\DQJ� GDSDW� GL� FURVV� WDEXODWLRQ�� VXGDK� PHPHQXKL� V\DUDW� FURVV� WDEXODWLRQ� GDQ�

KDVLOQ\D�VLJQLILNDQ��

+�� �� 7LGDN� DGD� NHWHUJDQWXQJDQ� DQWDUD� VWDWXV� NRQVXPHQ� GHQJDQ� SHQJHOXDUDQ�

EHODQMD�NRQVXPHQ�

+�� �� $GD� NHWHUJDQWXQJDQ� DQWDUD� VWDWXV� NRQVXPHQ�GHQJDQ� SHQJHOXDUDQ� EHODQMD�

NRQVXPHQ�

7DEHO���$QDOLVLV�&URVV�7DEXODWLRQ�

Status 
Konsumen 

Pengeluaran 
Belanja 

Konsumen 

Asymp. 
Sig. 

% expected count 

less than 5  
Terima/Tolak 

Ho 

%HOXP�0HQLNDK� ��5S���MXWD�

������ ��� 7RODN�+R�
0HQLNDK� 5S�����MXWD�

�� 5S������MXWD�

�� !�5S����MXWD�

%HUGDVDUNDQ� WDEHO� GL� DWDV� FURVV� WDEXODWLRQ� VWDWXV� NRQVXPHQ� GDQ� SHQJHOXDUDQ�

EHODQMD� NRQVXPHQ� WLDS� EXODQ� VXGDK�PHPHQXKL� V\DUDW� NDUHQD��� H[SHFWHG� FRXQW�

OHVV� WKDQ���� ����� ����GDQ� WLGDN� DGD� VHO� \DQJ� NRVRQJ�� 6HUWD� QLODL�$V\PS��6LJ��

������ �� ������ +DO� LQL� EHUDUWL� WRODN� +R�� \DLWX� DGD� NHWHUJDQWXQJDQ� DQWDUD� VWDWXV�

NRQVXPHQ�GHQJDQ�SHQJHOXDUDQ�EHODQMD�NRQVXPHQ��EDKZD�NRQVXPHQ�\DQJ� VXGDK�

PHQLNDK�PHPLOLNL�SHQJHOXDUDQ�EHODQMD�\DQJ�OHELK�EHVDU��
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2. Analisis SERVQUAL 

$QDOLVLV� 6(5948$/� GLODNXNDQ� GHQJDQ� PHQJDQDOLVLV� JDS� ��� DQDOLVLV� NXDGUDQ��

GDQ� DQDOLVLV� SHQ\HEDE� JDS� �� �JDS� ������ *DS� �� PHUXSDNDQ� NHVHQMDQJDQ� \DQJ�

WHUMDGL�DQWDUD�KDUDSDQ�NRQVXPHQ�GHQJDQ�SHUVHSVL�NRQVXPHQ��

*DS��� �3��3HUFHLYHG�6HUYLFH��±�(��([SHFWHG�6HUYLFH��

'HQJDQ�KLSRWHVLV�VHEDJDL�EHULNXW��

+�� ���7LGDN�DGD�SHUEHGDDQ�DQWDUD�KDUDSDQ�NRQVXPHQ�GDQ�SHUVHSVL�NRQVXPHQ�

+�� ���$GD�SHUEHGDDQ�DQWDUD�KDUDSDQ�NRQVXPHQ�GDQ�SHUVHSVL�NRQVXPHQ�

7DEHO���$QDOLVLV�3HUEHGDDQ�+DUDSDQ�.RQVXPHQ�'HQJDQ�3HUVHSVL�.RQVXPHQ��*DS����

No Variabel 
Harapan 

Konsumen 
Persepsi 

Konsumen Gap 5 
P-

value 
Mean Mean 

Tangibles 

��
0LURWD�PHPLOLNL�WHPSDW�SDUNLU�\DQJ�
OXDV� ������ ������ ������ ������

�� (NVWHULRU�GDQ�,QWHULRU�0LURWD�WHUOLKDW�
PHQDULN�GDQ�Q\DPDQ�

������ ����� ������ ������

�� 7DWD�OHWDN�UXDQJDQ�GDQ�NDQWLQ�\DQJ�
EDLN�GDQ�MHODV�

������ ����� ������ ������

��
3HQDWDDQ�OD\RXW�EDUDQJ�\DQJ�EDLN�GDQ�
UDSL�

������ ����� ������ ������

�� .HEHUVLKDQ�GDQ�NHQ\DPDQDQ�0LURWD� ������ ������ ������ ������

��
3HQDPSLODQ�NDU\DZDQ�\DQJ�UDSL�GDQ�
PHQDULN�

������ ������ ������ ������

Reliability 

�� .HOHQJNDSDQ�IDVLOLWDV�WRNR��$&��
WHOHSRQ��SD\�EDQNLQJ��GDQ�ODLQ�ODLQ��

������ ������ ������ ������

�� .HOHQJNDSDQ�EDUDQJ�SDGD�WRNR� ������ ������ ������� ������

��
9DULDVL�GDQ�NH�XSGDWH�DQ�EDUDQJ�GL�
WRNR�

������ ����� ������� ������

���
.HPXGDKDQ�PHQFDUL�EDUDQJ�\DQJ�
GLLQJLQNDQ� ������ ������ ������� ������

��� 0LURWD�PHQDZDUNDQ�IDVLOLWDV�GLVFRXQW�
SHPED\DUDQ�NDUWX�NUHGLW�

����� ������ ������� ������

��� .DU\DZDQ�PHOD\DQL�NRQVXPHQ�
GHQJDQ�FHNDWDQ�

����� ������ ������� ������

��� .HVXDLDQ�GLVFRXQW�SDGD�EURVXU� ������ ����� ������� ������
Responsiveness 

��� 0LURWD�PDPSX�PHQDQJDQL�
SHUPDVDODKDQ�GHQJDQ�FHSDW�WDQJJDS�

������ ����� ������� ������

��� .DU\DZDQ�WDQJJDS�WHUKDGDS�NHOXKDQ�
NRQVXPHQ�

������ ����� ������� ������

Assurance 

��� .DU\DZDQ�\DQJ�UDPDK�GDQ�VRSDQ� ������ ������ ������� ������

��� 0LURWD�PHQ\HGLDNDQ�WHPSDW�EHODQMD�
\DQJ�DPDQ�

������ ������ ����� ������

�
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7DEHO���$QDOLVLV�3HUEHGDDQ�+DUDSDQ�.RQVXPHQ�'HQJDQ�3HUVHSVL�.RQVXPHQ��*DS�����ODQMXWDQ��

No Variabel 
Harapan 

Konsumen 
Persepsi 

Konsumen Gap 5 
P-

value 
Mean Mean 

���
0LURWD�PHQMDPLQ�NHDPDQDQ�EDUDQJ�
NRQVXPHQ�VDDW�EHUEHODQMD�PDXSXQ�
PDNDQ�

������ ������ ������� ������

Empathy 

��� .HPXGDKDQ�PHQ\DPSDLNDQ�NRPSODLQ� ������ ���� ������� ������
��� 'LVHGLDNDQ�LQIRUPDVL�NHJLDWDQ�SURPRVL� ����� ������ ������� ������

%HUGDVDUNDQ�KDVLO� GL� DWDV��SDGD� VHPXD�YDULDEHO��3�9DOXH������ \DLWX�������������

+DO� LQL� EHUDUWL� WRODN� +�� \DLWX� DGD� SHUEHGDDQ� \DQJ� VLJQLILNDQ� DQWDUD� KDUDSDQ�

NRQVXPHQ�GDQ�SHUVHSVL�NRQVXPHQ��3HUEHGDDQ�WHUVHEXW�PHQXQMXNDQ�DGDQ\D�JDS���

NDUHQD� VHOLVLK� DQWDUD� PHDQ� SHUVHSVL� GDQ� KDUDSDQ� EHUQLODL� QHJDWLI�� � *DS� �� LQL�

GLVHEDENDQ� NDUHQD� MDVD� \DQJ� GLWHULPD� ROHK� NRQVXPHQ� WLGDN� VHVXDL� DWDX� OHELK�

UHQGDK� GDUL� \DQJ� GLKDUDSNDQ� ROHK� NRQVXPHQ��8QWXN� LWX� SHUOX� GLODNXNDQ�DQDOLVLV�

NXDGUDQ� XQWXN� PHQJHWDKXL� WLQJNDW� SHQ\HVXDLDQ� GDODP� PHQHQWXNDQ� XUXWDQ�

SULRULWDV� SHUEDLNDQ�� $QDOLVLV� NXDGUDQ� PHUXSDNDQ� WHNQLN� DQDOLVLV� GHVNULSWLI�

PHQJJXQDNDQ� GLDJUDP� FDUWHVLXV� EHUWXMXDQ� XQWXN� PHQLODL� WDQJJDSDQ� NRQVXPHQ�

EHUGDVDUNDQ� JUDQG� PHDQ� WLQJNDW� KDUDSDQ� NRQVXPHQ� GDQ� WLQJNDW� SHUVHSVL�

NRQVXPHQ�� 'LPDQD� VXPEX� [� VHEDJDL� SHUVHSVL� NRQVXPHQ� GDQ� VXPEX� \� VHEDJDL�

KDUDSDQ� NRQVXPHQ�� 3DGD� SHQHOLWLDQ� LQL� DQDOLVLV� NXDGUDQ� GLODNXNDQ� SDGD� WLDS�

GLPHQVL�XQWXN�PHQJHWDKXL�GHQJDQ�MHODV�SULRULWDV�SHUEDLNDQ�SDGD�WLDS�GLPHQVLQ\D��

%HULNXW�PHUXSDNDQ�KDVLO�UHNDSLWXODVL�DQDOLVLV�NXDGUDQ�WLDS�GLPHQVL��

7DEHO���5HNDSLWXODVL�$QDOLVLV�.XDGUDQ�
Kuadran Keterangan No Variabel Dimensi 

,�
0DLQWDLQ�

3HUIRUPDQFH�

�� .HEHUVLKDQ�GDQ�NHQ\DPDQDQ�0LURWD� 7DQJLEOHV�

��
.HOHQJNDSDQ�IDVLOLWDV�WRNR��$&��WHOHSRQ��
SD\�EDQNLQJ��GDQ�ODLQ�ODLQ�� 5HOLDELOLW\�

��
0LURWD�PHQDZDUNDQ�IDVLOLWDV�GLVFRXQW�
SHPED\DUDQ�NDUWX�NUHGLW�

5HOLDELOLW\�

��
0LURWD�PHQ\HGLDNDQ�WHPSDW�EHODQMD�\DQJ�
DPDQ�

$VVXUDQFH�

��
0LURWD�PHQMDPLQ�NHDPDQDQ�EDUDQJ�
NRQVXPHQ�VDDW�EHUEHODQMD�PDXSXQ�PDNDQ�

$VVXUDQFH�

�� 'LVHGLDNDQ�LQIRUPDVL�NHJLDWDQ�SURPRVL� (PSDWK\�

,,� 2YHU�$FWLQJ�

��
(NVWHULRU�GDQ�,QWHULRU�0LURWD�WHUOLKDW�
PHQDULN�GDQ�Q\DPDQ�

7DQJLEOHV�

��
3HQDPSLODQ�NDU\DZDQ�\DQJ�UDSL�GDQ�
PHQDULN�

7DQJLEOHV�

�� .HVXDLDQ�GLVFRXQW�SDGD�EURVXU� 5HOLDELOLW\�

�
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7DEHO���5HNDSLWXODVL�$QDOLVLV�.XDGUDQ��ODQMXWDQ��
Kuadran Keterangan No Variabel Dimensi 

� �
��

.DU\DZDQ�WDQJJDS�WHUKDGDS�NHOXKDQ�
NRQVXPHQ�

5HVSRQVLYHQHVV�

,,,� /RZ�3ULRULW\�

��
7DWD�OHWDN�UXDQJDQ�GDQ�NDQWLQ�\DQJ�EDLN�GDQ�
MHODV� 7DQJLEOHV�

�� 3HQDWDDQ�OD\RXW�EDUDQJ�\DQJ�EDLN�GDQ�UDSL� 7DQJLEOHV�

�� 9DULDVL�GDQ�NH�XSGDWH�DQ�EDUDQJ�GL�WRNR� 5HOLDELOLW\�

��
.DU\DZDQ�PHOD\DQL�NRQVXPHQ�GHQJDQ�
FHNDWDQ�

5HOLDELOLW\�

�� .HPXGDKDQ�PHQ\DPSDLNDQ�NRPSODLQ� (PSDWK\�

,9� 0DLQ�3ULRULW\�

�� 0LURWD�PHPLOLNL�WHPSDW�SDUNLU�\DQJ�OXDV� 7DQJLEOHV�

�� .HOHQJNDSDQ�EDUDQJ�SDGD�WRNR� 7DQJLEOHV�

��
.HPXGDKDQ�PHQFDUL�EDUDQJ�\DQJ�
GLLQJLQNDQ�

5HOLDELOLW\�

��
0LURWD�PDPSX�PHQDQJDQL�SHUPDVDODKDQ�
GHQJDQ�FHSDW�WDQJJDS�

5HVSRQVLYHQHVV�

�� .DU\DZDQ�\DQJ�UDPDK�GDQ�VRSDQ� $VVXUDQFH�

$QDOLVLV�NXDGUDQ�\DQJ�DNDQ�GLJXQDNDQ�XQWXN�SULRULWDV�SHUEDLNDQ�DGDODK�YDULDEHO�

\DQJ� WHUOHWDN� GL� NXDGUDQ� ,9� �PDLQ� SULRULW\�� GLPDQD� SHUVHSVL� NRQVXPHQ� UHQGDK�

VHGDQJNDQ� KDUDSDQ� NRQVXPHQ� WLQJJL�� %HULNXW� PHUXSDNDQ� UHNDSLWXODVL� DQDOLVLV�

NXDGUDQ�,9��

7DEHO���5HNDSLWXODVL�$QDOLVLV�.XDGUDQ�,9��0DLQ�3ULRULW\��

Dimensi No Variabel 
Mean 

Harapan 
Mean 

Persepsi 
Kuadran Keterangan 

Tangibles ��
0LURWD�PHPLOLNL�
WHPSDW�SDUNLU�\DQJ�OXDV�

������ ������ ,9�

0DLQ�

3ULRULW\�

Reliability 

��
.HOHQJNDSDQ�EDUDQJ�
SDGD�WRNR� ������ ������ ,9�

��
.HPXGDKDQ�PHQFDUL�
EDUDQJ�\DQJ�GLLQJLQNDQ�

������ ������ ,9�

Responsiveness ��

0LURWD�PDPSX�
PHQDQJDQL�
SHUPDVDODKDQ�GHQJDQ�
FHSDW�WDQJJDS�

������ ������ ,9�

Assurance �� .DU\DZDQ�\DQJ�UDPDK�
GDQ�VRSDQ�

������ ������
$QWDUD�
,,,�GDQ�
,9�

/DQJNDK� VHODQMXWQ\D� DGDODK� PHQJDQDOLVLV� JDS� ���� XQWXN� PHQJHWDKXL� SHQ\HEDE�

GDUL�JDS����GLPDQD�FDUD�SHUKLWXQJDQ�JDS�����VDPD�GHQJDQ�JDS����3HUWDPD��JDS���

PHUXSDNDQ� NHVHQMDQJDQ� \DQJ� WHUMDGL� DQWDUD� KDUDSDQ� NRQVXPHQ� GHQJDQ� SHUVHSVL�

PDQDMHPHQ�� 3DGD� SHQHOLWLDQ� LQL� WHUMDGL� DGDQ\D� JDS� �� SDGD� VHPXD� YDULDEHO��

3HQ\HEDE� GDUL� JDS� �� VHQGLUL� DGDODK� PDQDMHPHQ� WLGDN� ELVD� PHQLODL� DSD� \DQJ�

GLKDUDSNDQ� ROHK� NRQVXPHQ�� .HGXD�� JDS� �� PHUXSDNDQ� NHVHQMDQJDQ� \DQJ� WHUMDGL�

DQWDUD�SHUVHSVL�PDQDMHPHQ�GHQJDQ� VHUYLFH�GHVLJQ�DQG�VWDQGDUG��3DGD�SHQHOLWLDQ�
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�

LQL� WHUMDGL� DGDQ\D� JDS� �� SDGD� VHPXD� YDULDEHO�� 3HQ\HEDE� GDUL� JDS� �� LQL� DGDODK�

PDQDMHPHQ� EHOXP� PHPDKDPL� VWDQGDUG� \DQJ� GLLQJLQNDQ� NRQVXPHQ�� EHOXP�

PHQHQWXNDQ� VWDQGDUG� NLQHUMD� \DQJ� EDLN� GDQ� EHOXP� PHQHUDSNDQ� VWDQGDUG� \DQJ�

MHODV��.HWLJD��JDS���PHUXSDNDQ�NHVHQMDQJDQ�\DQJ�WHUMDGL�DQWDUD�VHUYLFH�GHVLJQ�DQG�

VWDQGDUG� GHQJDQ� VHUYLFH� GHOLYHU\�� 3DGD� JDS� �� WHUMDGL� JDS� SRVLWLI� SDGD� VHPXD�

YDULDEHO��DUWLQ\D�WLGDN�DGD�PDVDODK�DQWDUD�VWDQGDUG�\DQJ�DGD�GLSHUXVDKDDQ�GHQJDQ�

SHQ\DPSDLDQQ\D� NDUHQD� GLQLODL� VXGDK� EDLN�� .HHPSDW�� JDS� �� PHUXSDNDQ�

NHVHQMDQJDQ� \DQJ� WHUMDGL� DQWDUD� H[WHUQDO� FRPPXQLFDWLRQ� NRQVXPHQ� GHQJDQ�

VHUYLFH�GHOLYHU\� WHUNDLW�H[WHUQDO�FRPPXQLFDWLRQ�PDQDMHPHQ��*DS� WHUVHEXW�WHUGLUL�

GDUL�GXD�YDULDEHO��EHUGDVDUNDQ�KDVLO�SHQHOLWLDQ�LQL��GLGDSDWNDQ�DGDQ\D�JDS���SDGD�

YDULDEHO� NHVHVXDLDQ� NHOHQJNDSDQ� SURGXN� GHQJDQ� VSDQGXN�� $UWLQ\D�� SLKDN�

PDQDMHPHQ� EHOXP� GDSDW� PHQHSDWL� MDQMLQ\D� GHQJDQ� EDLN� GDODP� NHVHVXDLDQ�

NHOHQJNDSDQ�SURGXN�GHQJDQ�VSDQGXN��6HGDQJNDQ�SDGD�YDULDEHO�NHVXDLDQ�GLVFRXQW�

SDGD� EURVXU� SLKDN� PDQDMHPHQ� GDSDW� PHQHSDWL� MDQMLQ\D� GHQJDQ� EDLN�� %HULNXW�

PHUXSDNDQ�KDVLO�UHNDSLWXODVL�JDS����JDS������GDQ�DQDOLVLV�NXDGUDQ�,9��

7DEHO���5HNDSLWXODVL�*DS�GDQ�.XDGUDQ�,9�

No Variabel Gap 5 Gap 1 Gap 2 Gap 4 
Kuadran 

IV 

Tangibles 

��
0LURWD�PHPLOLNL�WHPSDW�SDUNLU�
\DQJ�OXDV� ¥� ¥� ¥� �� ¥�

��
(NVWHULRU�GDQ�,QWHULRU�0LURWD�
WHUOLKDW�PHQDULN�GDQ�Q\DPDQ�

¥� ¥� ¥� �� ��

��
7DWD�OHWDN�UXDQJDQ�GDQ�NDQWLQ�
\DQJ�EDLN�GDQ�MHODV� ¥� ¥� ¥� �� ��

��
3HQDWDDQ�OD\RXW�EDUDQJ�\DQJ�
EDLN�GDQ�UDSL�

¥� ¥� ¥� �� ��

��
.HEHUVLKDQ�GDQ�NHQ\DPDQDQ�
0LURWD� ¥� ¥� ¥� �� ��

��
3HQDPSLODQ�NDU\DZDQ�\DQJ�
UDSL�GDQ�PHQDULN�

¥� ¥� ¥� �� ��

Reliability 

��
.HOHQJNDSDQ�IDVLOLWDV�WRNR�
�$&��WHOHSRQ��SD\�EDQNLQJ��
GDQ�ODLQ�ODLQ��

¥� ¥� ¥� �� ��

��
.HOHQJNDSDQ�EDUDQJ�SDGD�
WRNR�

¥� ¥� ¥� ¥� ¥�

��
9DULDVL�GDQ�NH�XSGDWH�DQ�
EDUDQJ�GL�WRNR�

¥� ¥� ¥� �� ��

�
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7DEHO���5HNDSLWXODVL�*DS�GDQ�.XDGUDQ�,9��ODQMXWDQ��

No Variabel Gap 5 Gap 1 Gap 2 Gap 4 
Kuadran 

IV 

���
.HPXGDKDQ�PHQFDUL�EDUDQJ�
\DQJ�GLLQJLQNDQ� ¥� ¥� ¥� �� ¥�

���
0LURWD�PHQDZDUNDQ�IDVLOLWDV�
GLVFRXQW�SHPED\DUDQ�NDUWX�
NUHGLW�

¥� ¥� ¥� �� ��

���
.DU\DZDQ�PHOD\DQL�
NRQVXPHQ�GHQJDQ�FHNDWDQ� ¥� ¥� ¥� �� ��

��� .HVXDLDQ�GLVFRXQW�SDGD�EURVXU� ¥� ¥� ¥� �� ��

Responsiveness 

���
0LURWD�PDPSX�PHQDQJDQL�
SHUPDVDODKDQ�GHQJDQ�FHSDW�
WDQJJDS�

¥� ¥� ¥� �� ¥�

���
.DU\DZDQ�WDQJJDS�WHUKDGDS�
NHOXKDQ�NRQVXPHQ� ¥� ¥� ¥� �� ��

Assurance 

���
.DU\DZDQ�\DQJ�UDPDK�GDQ�
VRSDQ� ¥� ¥� ¥� �� ¥�

���
0LURWD�PHQ\HGLDNDQ�WHPSDW�
EHODQMD�\DQJ�DPDQ�

¥� ¥� ¥� �� ��

���
0LURWD�PHQMDPLQ�NHDPDQDQ�
EDUDQJ�NRQVXPHQ�VDDW�
EHUEHODQMD�PDXSXQ�PDNDQ�

¥� ¥� ¥� �� ��

Empathy 

���
.HPXGDKDQ�PHQ\DPSDLNDQ�
NRPSODLQ� ¥� ¥� ¥� �� ��

���
'LVHGLDNDQ�LQIRUPDVL�NHJLDWDQ�
SURPRVL�

¥� ¥� ¥� �� ��

%HUGDVDUNDQ�KDVLO�GL�DWDV��GLGDSDWNDQ�EDKZD�JDS���GLVHEDENDQ�ROHK�JDS����JDS����

GDQ�JDS� ���8QWXN�PHODNXNDQ�SHUEDLNDQ�NXDOLWDV� OD\DQDQ� VHVXDL�GHQJDQ�SULRULWDV�

SHUEDLNDQ� \DQJ�PHQLQJNDWNDQ� NHSXDVDQ� GDQ� OR\DOLWDV� NRQVXPHQ��PDND� SULRULWDV�

\DQJ� GLKDVLONDQ� ROHK� DQDOLVLV� NXDGUDQ� �JDS�� VDMD� WLGDNODK� FXNXS�� VHKLQJJD�

GLSHUOXNDQ� DQDOLVLV� PRGHO� SHQHOLWLDQ� VHFDUD� WHRULWLV� GHQJDQ� PHWRGH� 6WUXFWXUDO�

(TXDWLRQ�0RGHOLQJ��

�

3. Analisis Permodelan SEM 

6WUXFWXUDO�(TXDWLRQ�0RGHOLQJ��6(0��PHUXSDNDQ�WHNQLN�DQDOLVLV�PXOWLYDULDW�\DQJ�

GLEDQJXQ� EHUGDVDUNDQ� WHRUL� \DQJ� PHQGXNXQJ� SHQHOLWLDQ�� 3HUPRGHODQ� LQL�
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�

GLJXQDNDQ� XQWXN� PHQMHODVNDQ� KXEXQJDQ� DQWDUD� NRQVWUXN� NXDOLWDV� OD\DQDQ��

NHSXDVDQ�NRVQXPHQ��GDQ� OR\DOLWDV�NRVQXPHQ��%HULNXW�PHUXSDNDQ�JDPEDU�PRGHO�

DZDO� SHUVDPDDQ� VWUXNWXUDO� KXEXQJDQ� DQWDU� NRQVWUXN� NXDOLWDV� OD\DQDQ�� NHSXDVDQ�

NRQVXPHQ��GDQ�OR\DOLWDV�NRQVXPHQ��

�
*DPEDU���0RGHO�$ZDO�3HUVDPDDQ�6WUXNWXUDO�+XEXQJDQ�$QWDU�.XDOLWDV�.RQVXPHQ��.HSXDVDQ�

.RQVXPHQ��GDQ�/R\DOLWDV�.RQVXPHQ�
%HUGDVDUNDQ� PRGHO� SHQJXNXUDQ� \DQJ� WHODK� WHUEHQWXN�� GLODNXNDQ� SHQJXNXUDQ�

PRGHO� HVWLPDVL� XQWXN� PHQJXML� NHFRFRNDQ� PRGHO�� VHKLQJJD� GLGDSDWNDQ� QLODL�

JRRGQHVV�RI�ILW�DZDO�SDGD�GHIDXOW�PRGHO��'DUL�QLODL�HVWLPDVL�JRRGQHVV�RI�ILW�DZDO��

KDVLO� SHUPRGHODQ� WDKDS� DZDO� PHQXQMXNNDQ� EDKZD� PRGHO� SHUVDPDDQ� VWUXNWXUDO�

EHOXP� ILW�� VHKLQJJD� SHUOX� GLODNXNDQ� XML� QRUPDOLWDV� VHVXDL� GHQJDQ� DVXPVL�PRGHO�

VWUXNWXUDO��

x 8ML� $VXPVL� 1RUPDOLWDV� GLODNXNDQ� GHQJDQ� PHOLKDW� RXWSXW� 6(0� SDGD� WDEHO�

$VVHVVPHQW� RI� 1RUPDOLW\�� .ULWHULD� QLODL� NULWLV� �FULWLFDO� UDWLR�� \DQJ� EHUQLODL� r�

����� \DQJ� EHUDUWL� VHEDUDQ� GDWD� EHUGLVWULEXVL� QRUPDO�� 'DUL� RXWSXW� 6(0�
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GLGDSDWNDQ� EDKZD� GDWD� WLGDN� EHUGLVWULEXVL� QRUPDO��� VHKLQJJD� SHUOX� GLODNXNDQ�

SHPEXDQJDQ�SDGD�GDWD�RXWOLHU�XQWXN�PHPSHUROHK�KDVLO�SHUPRGHODQ�\DQJ�EDLN��

x 2XWOLHU�GLODNXNDQ�GHQJDQ�PHOLKDW�REVHUYDWLRQV�IDUWKHVW�IURP�WKH�FHQWURLG��'DWD�

WHUPDVXN�RXWOLHU�ELOD�PHPSXQ\DL�QLODL�DQJND�S��GDQ�S��NXUDQJ�GDUL�������3DGD�

SHQHOLWLDQ� LQL� GLGDSDWNDQ� EHEHUDSD� GDWD� WHUPDVXN� RXWOLHU�� VHKLQJJD� GLODNXNDQ�

SHPEXDQJDQ� SDGD� GDWD� WHUVHEXW�� 3DGD� DNKLUQ\D�� MXPODK� UHVSRQGHQ� \DQJ�

GLSHUROHK�VHEDQ\DN�����UHVSRQGHQ��

x 0RGLILNDVL� 0RGHO� GLODNXNDQ� XQWXN� PHPSHUEDLNL� PRGHO� VHKLQJJD� PRGHO�

PHQMDGL� ILW�� 0RGLILNDVL� PRGHO� GLODNXNDQ� GHQJDQ� PHOLKDW� RXWSXW� SDGD�

PRGLILFDWLRQ� LQGLFHV� NHPXGLDQ�PHQJNROHUDVLNDQ� HUURU� EHUGDVDUNDQ� QLODL�0�,��

WHUEHVDU��VHKLQJJD�GLGDSDWNDQ�PRGHO�HVWLPDVL�\DQJ�EDUX��GHQJDQ�QLODL�JRRGQHVV�

RI�ILW�PRGHO�SHUVDPDDQ�VWUXNWXUDO�SDGD�GHIDXOW�PRGHO�YDOXH�VHEDJDL�EHULNXW��

7DEHO���(VWLPDVL�*RRGQHVV�RI�)LW�0RGHO�3HUVDPDDQ�6WUXNWXUDO�

Goodness of Fit Index Cut off Value 
Default Model 

Value 
Keterangan 

;��&KL�6TXDUH�
'LKDUDSNDQ�

.HFLO�
��������

�
6LJQLILFDQFH�3UREDELOLW\� ������� ������ %DLN�

&0,1�')� ������� ������ %DLN�
*),� ������� ������ .XUDQJ�%DLN�

506($� ������� ������ %DLN�
$*),� ������� ������ .XUDQJ�%DLN�
7/,� ������� ������ %DLN�
&),� ������� ������ %DLN�
1),� ������� ������ .XUDQJ�%DLN�
31),� �������� ������ %DLN�
3&),� ������� ������ .XUDQJ�%DLN�

-LND� DGD� EHEHUDSD� � \DQJ� PDVXN� GDODP� EDWDV� SHQHULPDDQ� PDND� PRGHO� OD\DN�

GLWHULPD� GDQ� GDSDW� GLNDWDNDQ� EDLN� NDUHQD� DGD� NHVHVXDLDQ� DQWDUD� PRGHO� GHQJDQ�

GDWD� �6DQWRVR�� ���������������� 2OHK� NDUHQD� LWX�� VHFDUD� NHVHOXUXKDQ� HVWLPDVL�

JRRGQHVV� RI� ILW� PRGHO� GDSDW� GLNDWDNDQ� PRGHO� SHUVDPDDQ� VWUXNWXUDO� VXGDK� ILW��

/DQJNDK� VHODQMXWQ\D� DGDODK� PHODNXNDQ� LQWHSUHWDVL� PRGHO�� 'HQJDQ� KLSRWHVLV�

VHEDJDL�EHULNXW��

�� +����7LGDN�DGD�SHQJDUXK�NXDOLWDV�OD\DQDQ�WHUKDGDS�NHSXDVDQ�NRQVXPHQ�

+����$GD�SHQJDUXK�NXDOLWDV�OD\DQDQ�WHUKDGDS�NHSXDVDQ�NRQVXPHQ�

�� +����7LGDN�DGD�SHQJDUXK�NHSXDVDQ�NRQVXPHQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

+����$GD�SHQJDUXK�NHSXDVDQ�NRQVXPHQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

�
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�� +����7LGDN�DGD�SHQJDUXK�NXDOLWDV�OD\DQDQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

+����$GD�SHQJDUXK�NXDOLWDV�OD\DQDQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ�

7DEHO���+DVLO�5HJUHVVLRQ�:HLJKW�0RGHO�3HUVDPDDQ�6WUXNWXUDO�

�� �� �� P 
Estimate 

standardized 
Keterangan 

.(38$6$1B.21680(1� ����� .8$/,7$6B/$<$1$1� ������ ������ 6LJQLILNDQ�
7$1*,%/(6� ����� .8$/,7$6B/$<$1$1� ������ ����� 6LJQLILNDQ�
5(/,$%,/,7<� ����� .8$/,7$6B/$<$1$1� ������ ������ 6LJQLILNDQ�

5(63216,9(1(66� ����� .8$/,7$6B/$<$1$1� ������ ������ 6LJQLILNDQ�
$6685$1&(� ����� .8$/,7$6B/$<$1$1� ������ ������ 6LJQLILNDQ�
(03$7+<� ����� .8$/,7$6B/$<$1$1� ������ ������ 6LJQLILNDQ�

/2<$/,7$6B.21680(1� ����� .(38$6$1B.21680(1� ������ ����� 6LJQLILNDQ�

/2<$/,7$6B.21680(1� ����� .8$/,7$6B/$<$1$1� ������ ������ 7LGDN�
6LJQLILNDQ�

.�� ����� .(38$6$1B.21680(1� ������ ������ 6LJQLILNDQ�

.�� ����� .(38$6$1B.21680(1� ������ ������ 6LJQLILNDQ�

.�� ����� .(38$6$1B.21680(1� ������ ������ 6LJQLILNDQ�

.�� ����� .(38$6$1B.21680(1� ������ ������ 6LJQLILNDQ�

.�� ����� .(38$6$1B.21680(1� ������ ������ 6LJQLILNDQ�
/�� ����� /2<$/,7$6B.21680(1� ������ ������ 6LJQLILNDQ�
/�� ����� /2<$/,7$6B.21680(1� ������ ����� 6LJQLILNDQ�
/�� ����� /2<$/,7$6B.21680(1� ������ ����� 6LJQLILNDQ�
/�� ����� /2<$/,7$6B.21680(1� ������ ������ 6LJQLILNDQ�
/�� ����� /2<$/,7$6B.21680(1� ������ ������ 6LJQLILNDQ�
7�� ����� 7$1*,%/(6� ������ ������ 6LJQLILNDQ�
7�� ����� 7$1*,%/(6� ������ ������ 6LJQLILNDQ�
7�� ����� 7$1*,%/(6� ������ ������ 6LJQLILNDQ�
7�� ����� 7$1*,%/(6� ������ ������ 6LJQLILNDQ�
7�� ����� 7$1*,%/(6� ������ ������ 6LJQLILNDQ�
7�� ����� 7$1*,%/(6� ������ ������ 6LJQLILNDQ�
5�� ����� 5(/,$%,/,7<� ������ ������ 6LJQLILNDQ�
5�� ����� 5(/,$%,/,7<� ������ ����� 6LJQLILNDQ�
5�� ����� 5(/,$%,/,7<� ������ ������ 6LJQLILNDQ�
5�� ����� 5(/,$%,/,7<� ������ ������ 6LJQLILNDQ�
5�� ����� 5(/,$%,/,7<� ������ ������ 6LJQLILNDQ�
5�� ����� 5(/,$%,/,7<� ������ ����� 6LJQLILNDQ�
5�� ����� 5(/,$%,/,7<� ������ ������ 6LJQLILNDQ�
56�� ����� 5(63216,9(1(66� ������ ������ 6LJQLILNDQ�
56�� ����� 5(63216,9(1(66� ������ ������ 6LJQLILNDQ�
$�� ����� $6685$1&(� ������ ������ 6LJQLILNDQ�
$�� ����� $6685$1&(� ������ ������ 6LJQLILNDQ�

$�� ����� $6685$1&(� ������ �������
7LGDN�

6LJQLILNDQ�
(�� ����� (03$7+<� ������ ������ 6LJQLILNDQ�
(�� ����� (03$7+<� ������ ������ 6LJQLILNDQ�

%HUGDVDUNDQ� WDEHO� GL� DWDV� GLGDSDWNDQ� EDKZD� DGD� SHQJDUXK� NXDOLWDV� OD\DQDQ�

WHUKDGDS� NHSXDVDQ� NRQVXPHQ� VHFDUD� VLJQLILNDQ� VHEHVDU� ������� $GD� SHQJDUXK�

NHSXDVDQ�NRQVXPHQ�WHUKDGDS� OR\DOLWDV�NRQVXPHQ�VHFDUD�VLJQLILNDQ�VHEHVDU�������

7LGDN� DGD� SHQJDUXK� NXDOLWDV� OD\DQDQ� WHUKDGDS� OR\DOLWDV� NRQVXPHQ� VHFDUD�
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VLJQLILNDQ�� 'DUL� KDVLO� SHQHOLWLDQ� \DQJ� GLODNXNDQ� GL� 0LURWD� GLGDSDWNDQ� EDKZD�

NXDOLWDV� OD\DQDQ� PHPSHQJDUXKL� NHSXDVDQ� NRQVXPHQ� GDQ� NHSXDVDQ� NRQVXPHQ�

PHPSHQJDUXKL�OR\DOLWDV�NRQVXPHQ��VHKLQJJD�0LURWD�SHUOX�DGDQ\D�SHUEDLNDQ�SDGD�

NXDOLWDV� OD\DQDQ� \DQJ� NXUDQJ� XQWXN� PHQLQJNDWNDQ� NHSXDVDQ� GDQ� OR\DOLWDV�

NRQVXPHQ��

�

4. Quality Function Deployment 

3HQHQWXDQ� SULRULWDV� SHUEDLNDQ� GLODNXNDQ� SDGD� NXDOLWDV� OD\DQDQ� \DQJ� GLUDVDNDQ�

NXUDQJ� EHUGDVDUNDQ� ERERW� DQDOLVLV� JDS� GDQ� ERERW� KXEXQJDQ� DQWDUD�PRGHO� \DQJ�

GLWHOLWL��+DO� WHUVHEXW�XQWXN�PHQGDSDWNDQ�SHUEDLNDQ�\DQJ�PHQJDFX�SDGD� JDS� GDQ�

PRGHO� SHQHOLWLDQ�� 3HUEDLNDQ� \DQJ� GLODNXNDQ� PHQJJXQDNDQ� PHWRGH� 4XDOLW\�

)XQFWLRQ� 'HSOR\PHQW�� 4XDOLW\� )XQFWLRQ� 'HSOR\PHQW� GLJXQDNDQ� VHEDJDL� DODW�

SHUHQFDQDDQ� XQWXN� PHPHQXKL� VXDUD� NRQVXPHQ� �KDUDSDQ� GDQ� NHEXWXKDQ�

NRQVXPHQ��\DQJ�GLWHUMHPDKNDQ�PHQMDGL�WLQGDNDQ�WHNQLV��

a) What List 

:KDW� OLVW� EHULVL� WHQWDQJ� DSD� \DQJ� GLEXWXKNDQ� GDQ� GLLQJLQNDQ� ROHK� NRQVXPHQ�

�VXDUD� NRQVXPHQ��� 6XDUD� NRQVXPHQ� WHUVHEXW� GLGDSDW� EHUGDVDUNDQ� LULVDQ� GDUL�

DQDOLVLV�KXEXQJDQ�SHQJDUXK�\DQJ�NXDW�WHUKDGDS�NHSXDVDQ�GDQ�OR\DOLWDV�NRQVXPHQ�

GDQ� DQDOLVLV� NXDGUDQ� ,9� \DQJ� GLODNXNDQ� VHEHOXPQ\D�� %HULNXW� PHUXSDNDQ� ��

SULRULWDV�\DQJ�KDUXV�GLSHUEDLNL�ROHK�0LURWD��\DLWX��

7DEHO���:KDW�/LVW�
Dimensi No Variabel Keterangan 

Tangibles �� 0LURWD�PHPLOLNL�WHPSDW�SDUNLU�\DQJ�OXDV�

0DLQ�3ULRULW\�
Reliability 

�� .HOHQJNDSDQ�EDUDQJ�SDGD�WRNR�

�� .HPXGDKDQ�PHQFDUL�EDUDQJ�\DQJ�GLLQJLQNDQ�

Responsiveness ��
0LURWD�PDPSX�PHQDQJDQL�SHUPDVDODKDQ�
GHQJDQ�FHSDW�WDQJJDS�

b) Importance of What 

6HWHODK� PHQGDIWDUNDQ� SULRULWDV� YDULDEHO� \DQJ� GLSHUEDLNL�� ODQJNDK� VHODQMXWQ\D�

DGDODK�PHQHQWXNDQ�LPSRUWDQFH�RI�ZKDW��VHEHUDSD�EHVDU�SULRULWDV�YDULDEHO�WHUVHEXW�

GHQJDQ�PHOLKDW�QLODL�ERERW�SULRULWDV�GDUL�LPSRUWDQFH�RI�ZKDW��6HPDNLQ�EHVDU�ERERW�

LPSRUWDQFH� RI� ZKDW�� PDND� VHPDNLQ� SHQWLQJ� YDULDEHO� WHUVHEXW� GLSHUEDLNL��

,PSRUWDQFH� RI� ZKDW� GLGDSDWNDQ� EHUGDVDUNDQ� ERERW� JDS� GDQ� ERERW� PRGHO�

SHQHOLWLDQ��+DO�LQL�GLODNXNDQ�DJDU�SULRULWDV�YDULDEHO�\DQJ�GLGDSDWNDQ�EXNDQ�KDQ\D�
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PHPDFX�SDGD�EHVDUQ\D�JDS��DNDQ�WHWDSL�MXJD�PHPSHUWLPEDQJNDQ�NXDW�KXEXQJDQ�

PRGHO� SHQHOLWLDQ� SDGD� YDULDEHO� WHUVHEXW�� %HULNXW� PHUXSDNDQ� ERERW� JDS� \DQJ�

GLGDSDW�GDUL�QLODL�SHUVHSVL�NRQVXPHQ�PLQXV�KDUDSDQ�NRQVXPHQ��

7DEHO���%RERW�*DS�
No Variabel Gap |Gap| Bobot Gap 

�� 0LURWD�PHPLOLNL�WHPSDW�SDUNLU�\DQJ�OXDV� ������� ������ ������

�� .HOHQJNDSDQ�EDUDQJ�SDGD�WRNR� ������� ������ ������

��
.HPXGDKDQ�PHQFDUL�EDUDQJ�\DQJ�
GLLQJLQNDQ�

������� ������ ������

��
0LURWD�PDPSX�PHQDQJDQL�SHUPDVDODKDQ�
GHQJDQ�FHSDW�WDQJJDS� ������� ������ ������

-XPODK� ������ ��

%HULNXW� PHUXSDNDQ� ERERW� PRGHO� SHQHOLWLDQ� \DQJ� GLGDSDW� GDUL� QLODL� HVWLPDVL�

VWDQGDUGL]HG�PHWRGH�6WUXFWXUDO�(TXDWLRQ�0RGHOLQJ��1LODL� HVWLPDWH� VWDQGDUGL]HG�

LQL� GLSHUROHK� GHQJDQ� PHQJDOLKNDQ� HVWLPDWH� VWDQGDUGL]HG� SHQJDUXK� YDULDEHO�

GLPHQVL�NXDOLWDV�GHQJDQ�HVWLPDWH�VWDQGDUGL]HG�SHQJDUXK�GLPHQVL�NXDOLWDV�OD\DQDQ�

WHUKDGDS�NXDOLWDV�OD\DQDQ��+DO�LQL�GLODNXNDQ�DJDU�KDVLO�ERERW�HVWLPDVL�OHELK�DNXUDW�

PHPSHQJDUXKL�NHSXDVDQ�GDQ�OR\DOLWDV�OD\DQDQ��

7DEHO����%RERW�0RGHO�3HQHOLWLDQ�

No Variabel Notasi 
Estimasi 
Variabel 

Estimasi 
Dimensi 

Estimasi 
Bobot 

Estimasi 

��
0LURWD�PHPLOLNL�WHPSDW�SDUNLU�\DQJ�
OXDV�

7�� ������ ����� ������ ������

�� .HOHQJNDSDQ�EDUDQJ�SDGD�WRNR� 5�� ����� ������ ������ ������

��
.HPXGDKDQ�PHQFDUL�EDUDQJ�\DQJ�
GLLQJLQNDQ� 5�� ������ ������ ������ ������

��
0LURWD�PDPSX�PHQDQJDQL�
SHUPDVDODKDQ�GHQJDQ�FHSDW�WDQJJDS�

56�� ������ ������ ������ ������

-XPODK� ������ ������ ������ ������

%HULNXW� PHUXSDNDQ� ERERW� SULRULWDV� LPSRUWDQFH� RI� ZKDW� \DQJ� GLGDSDWNDQ�

EHUGDVDUNDQ�ERERW�JDS�GLNDOL�GHQJDQ�ERERW�PRGHO�SHQHOLWLDQ��

7DEHO����,PSRUWDQFH�RI�:KDW�

No Variabel 
Bobot 
Gap 

Bobot 
Estimasi 

Gap x 
Estimasi 

Bobot 
Prioritas 

Prioritas 

�� 0LURWD�PHPLOLNL�WHPSDW�SDUNLU�\DQJ�OXDV� ������ ������ ������ ������ ��

�� .HOHQJNDSDQ�EDUDQJ�SDGD�WRNR� ������ ������ ������ ������ ��

��
.HPXGDKDQ�PHQFDUL�EDUDQJ�\DQJ�
GLLQJLQNDQ�

������ ������ ������ ������ ��

�� 0LURWD�PDPSX�PHQDQJDQL�
SHUPDVDODKDQ�GHQJDQ�FHSDW�WDQJJDS�

������ ������ ������ ������ ��

-XPODK� ������ ������ ������ ������ ��
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c) How List 

+RZ� OLVW� EHULVL� WHQWDQJ� UHVSRQ� WHNQLV� \DQJ� GLUHQFDQDNDQ� XQWXN� PHQMDZDE�

NHEXWXKDQ� GDQ� NHLQJLQDQ� NRQVXPHQ� �VXDUD� NRQVXPHQ��� 8QWXN� PHQGDSDWNDQ�

UHVSRQ� WHNQLV� ODQJNDK� SHUWDPD� PHQJHUWL� SHUPDVDODKDQ� \DQJ� DGD� VHVXDL� GHQJDQ�

VXDUD�NRQVXPHQ��:KDW�OLVW���'DUL�SHUPDVDODKDQ�WHUVHEXW�GDSDW�GLNHWDKXL�WHUMDGLQ\D�

JDS���GLVHEDENDQ�ROHK�JDS����������3HQ\HEDE�SHUPDVDODKDQ�WHUVHEXW�GDSDW�GLDWDVL�

GHQJDQ�PHUXMXN�GDUL�EDE�,,�PHQJHQDL�FDUD�PHQXWXS�JDS�PHQXUXW��=HLWKDPO��������

GDQ�GLVHVXDLNDQ�GHQJDQ�KDVLO�VXUYH\�GDQ�ZDZDQFDUD�GHQJDQ�EHEHUDSD�NRQVXPHQ��

.HPXGLDQ�GLVNXVLNDQ�GHQJDQ�SLKDN�PDQDMHPHQ��%HULNXW�PHUXSDNDQ�UHVSRQ�WHNQLV�

\DQJ�GLUHQFDQDNDQ�\DLWX��

7DEHO����+RZ�/LVW�
No How 

�� 0HODNXNDQ�ULVHW�SDVDU�

��
0HPEHULNDQ�SHWXQMXN�SDUNLU�GDQ�PHPSHUEDKDUXL�
VLVWHP�SDUNLU�GHQJDQ�VLVWHP�YDOHW�

�� &KHFN�OLVW�VHFDUD�UXWLQ�

�� 3HPEHULDQ�SHWXQMXN�EDUDQJ�

�� 3HQJDWXUDQ�EDUDQJ�

�� 3URVHGXU�PHQJDWDVL�SHUPDVDODKDQ�NRQVXPHQ�

�� 0HPEXND�VDOXUDQ�NRPXQLNDVL�

d) Relation Between What and How 

/DQJNDK� VHODQMXWQ\D� GDODP� SHQ\XVXQDQ� +24� DGDODK� PHQHQWXNDQ� KXEXQJDQ�

SHQJDUXK� DQWDUD� :KDW� GDQ� +RZ� GDODP� PDWULNV� LQWHUUHODWLRQVKLS�� +XEXQJDQ�

WHUVHEXW� WHUGLUL� GDUL� KXEXQJDQ� VWURQJ�� PRGHUDWH�� ZHDN� DWDX� WLGDN� PHPLOLNL�

KXEXQJDQ� VDPD� VHNDOL�� %HUGDVDUNDQ� KDVLO� ZDZDQFDUD� GDQ� GLVNXVL� GHQJDQ� SLKDN�

PDQDMHPHQ�0LURWD��KXEXQJDQ�DQWDUD�:KDW�GDQ�+RZ�VHEDJDL�EHULNXW��

7DEHO����5HODWLRQ�%HWZHHQ�:KDW�DQG�+RZ�

No What Penyebab How Symbol Keterangan 

��
0LURWD�PHPLOLNL�WHPSDW�
SDUNLU�\DQJ�OXDV�

*DS��� 0HODNXNDQ�ULVHW�SHPDVDUDQ� �� 0RGHUDWH�

*DS���
0HPEHULNDQ�SHWXQMXN�SDUNLU�GDQ�
PHPSHUEDKDUXL�VLVWHP�SDUNLU�
GHQJDQ�VLVWHP�YDOHW� ��

6WURQJ�

�� .HOHQJNDSDQ�EDUDQJ�
SDGD�WRNR�

*DS��� 0HODNXNDQ�ULVHW�SHPDVDUDQ� �� 0RGHUDWH�

*DS��� &KHFN�OLVW�VHFDUD�UXWLQ� �� 6WURQJ�

*DS��� 3HPEHULDQ�SHWXQMXN�EDUDQJ� �� :HDN�

*DS��� 0HPEXND�VDOXUDQ�NRPXQLNDVL� �� 6WURQJ�

��
.HPXGDKDQ�PHQFDUL�
EDUDQJ�\DQJ�GLLQJLQNDQ�

*DS��� 0HODNXNDQ�ULVHW�SHPDVDUDQ� �� 0RGHUDWH�

*DS��� 3HPEHULDQ�SHWXQMXN�EDUDQJ� �� 6WURQJ�

�
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7DEHO����5HODWLRQ�%HWZHHQ�:KDW�DQG�+RZ��ODQMXWDQ��

No What Penyebab How Symbol Keterangan 

� �
*DS��� &KHFN�OLVW�VHFDUD�UXWLQ� �� :HDN�

*DS��� 3HQJDWXUDQ�EDUDQJ� �� 6WURQJ�

��

0LURWD�PDPSX�
PHQDQJDQL�
SHUPDVDODKDQ�GHQJDQ�
FHSDW�WDQJJDS�

*DS��� 0HODNXNDQ�ULVHW�SHPDVDUDQ� �� 0RGHUDWH�

*DS��� 3URVHGXU�PHQJDWDVL�SHUPDVDODKDQ�
NRQVXPHQ� ��

6WURQJ�

�

e) Importance of How 

1LODL� LPSRUWDQFH� RI� KRZ� PHUXSDNDQ� ERERW� SULRULWDV� SHUEDLNDQ� \DQJ� KDUXV�

GLMDODQNDQ�� GLGDSDWNDQ� GDUL� KDVLO� 4XDOLW\� )XQFWLRQ� 'HSOR\PHQW�� %HULNXW�

PHUXSDNDQ�QLODL�LPSRUWDQFH�RI�KRZ�GDODP�SHQHOLWLDQ�\DQJ�GLODNXNDQ��

7DEHO����,PSRUWDQFH�RI�+RZ�
No How Importance of the HOWs 

�� 0HODNXNDQ�ULVHW�SDVDU� ����

��
0HPEHULNDQ�SHWXQMXN�SDUNLU�GDQ�PHPSHUEDKDUXL�
VLVWHP�SDUNLU�GHQJDQ�VLVWHP�YDOHW� ������

�� &KHFN�OLVW�VHFDUD�UXWLQ� ������

�� 3HPEHULDQ�SHWXQMXN�EDUDQJ� ������

�� 3HQJDWXUDQ�EDUDQJ� ������

�� 3URVHGXU�PHQJDWDVL�SHUPDVDODKDQ�NRQVXPHQ� ����

�� 0HPEXND�VDOXUDQ�NRPXQLNDVL� ������

$YHUDJH� ������

%HUGDVDUNDQ� WDEHO� ��� GLGDSDWNDQ� KDVLO� UDWD�UDWD� GDUL� QLODL� LPSRUWDQFH� RI� KRZ�

VHEHVDU� ������� 0DND� SHUEDLNDQ� \DQJ� KDUXV� GLODNXNDQ� ROHK� 0LURWD� DGDODK�

SHUEDLNDQ�\DQJ�PHPLOLNL�QLODL�LPSRUWDQFH�RI�KRZ�OHELK�GDUL��������3HUEDLNDQ�\DQJ�

KDUXV�GLODNXNDQ�WHUVHEXW�DGDODK�PHODNXNDQ�ULVHW�SHPDVDUDQ��PHPEHULNDQ�SHWXQMXN�

SDUNLU�GDQ�PHPSHUEDKDUXL�VLVWHP�SDUNLU�GHQJDQ�VLVWHP�YDOHW��SHPEHULDQ�SHWXQMXN�

EDUDQJ��GDQ�SHQJDWXUDQ�EDUDQJ� 

f) House of Quality (HOQ) 

%HULNXW�PHUXSDNDQ�+RXVH�RI�4XDOLW\�NXDOLWDV�OD\DQDQ�0LURWD��
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*DPEDU���+RXVH�RI�4XDOLW\��+24��

g) Penyusunan Strategi Perbaikan 

3HQ\XVXQDQ� VWUDWHJL�SHUEDLNDQ�GLODNXNDQ�XQWXN�PHPSHUEDLNL�NXDOLWDV� OD\DQDQ�GL�

0LURWD� EHUGDVDUNDQ� SULRULWDV� XWDPD� SHUEDLNDQ� \DQJ� GLWLQGDN� ODQMXWL�� %HULNXW�

PHUXSDNDQ� SHQ\XVXQDQ� VWUDWHJL� SHUEDLNDQ� EHUGDVDUNDQ� KDVLO� 4XDOLW\� )XQFWLRQ�

'HOR\PHQW�\DQJ�GLODNXNDQ��

7DEHO����3HQ\XVXQDQ�6WUDWHJL�3HUEDLNDQ�

Technical Response 
(How) 

Action Plan Target 
Bagian bertanggung 

jawab 

0HODNXNDQ�ULVHW�SDVDU� 3HQ\HEDUDQ�NXLVLRQHU�
DWDX�ZDZDQFDUD�

'LODNXNDQ�VHJHUD� 6XSHUYLVRU�

0HPEHULNDQ�SHWXQMXN�
SDUNLU�GDQ�
PHPSHUEDKDUXL�VLVWHP�
SDUNLU�GHQJDQ�VLVWHP�
YDOHW�

0HPEXDW�SHWXQMXN�
SDUNLU�GDQ�NDUFLV�SDUNLU�
YDOHW��PHQJDUDKNDQ�
SHWXJDV�SDUNLU�

'LODNXNDQ�VHJHUD� 0DQDMHU��6XSHUYLVRU��
.DU\DZDQ�

3HPEHULDQ�SHWXQMXN�
EDUDQ�J�

0HPEXDW�SHWXQMXN�
OHWDN�EDUDQJ��ODEHO��GDQ�
SHWD�

'LODNXNDQ�VHJHUD� 0DQDMHU��6XSHUYLVRU��
.DU\DZDQ�

3HQJDWXUDQ�EDUDQJ�
0HQJHORPSRNDQ�
EDUDQJ�

'LODNXNDQ�VHJHUD� 6XSHUYLVRU��.DU\DZDQ�

�
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KESIMPULAN DAN SARAN 

%HUGDVDUNDQ�KDVLO�SHQHOLWLDQ�GL�0LURWD��NHVLPSXODQ�\DQJ�GLGDSDW�\DLWX��

3HUWDPD�� DGDQ\D� NHWHUJDQWXQJDQ� DQWDUD� VWDWXV� NRQVXPHQ� GHQJDQ� SHQJHOXDUDQ�

EHODQMD�NRQVXPHQ�WLDS�EXODQ�VHFDUD�VLJQLILNDQ��.HGXD��WHUMDGL�DGDQ\D�NHVHQMDQJDQ�

SDGD� NXDOLWDV� OD\DQDQ� GL�0LURWD�� NHVHQMDQJDQ� �JDS� ��� WHUVHEXW� GLVHEDENDQ� ROHK�

JDS�������GDQ����.HWLJD��DGD�SHQJDUXK�DQWDUD�NXDOLWDV�OD\DQDQ�WHUKDGDS�NHSXDVDQ�

NRQVXPHQ� VHFDUD� VLJQLILNDQ� VHEHVDU� ������� .HHPSDW�� DGD� SHQJDUXK� DQWDUD�

NHSXDVDQ�NRQVXPHQ�WHUKDGDS� OR\DOLWDV�NRQVXPHQ�VHFDUD�VLJQLILNDQ�VHEHVDU� ������

.HOLPD��WLGDN�DGD�SHQJDUXK�DQWDUD�NXDOLWDV�OD\DQDQ�WHUKDGDS�OR\DOLWDV�NRQVXPHQ��

.HHQDP��SHUEDLNDQ�\DQJ�GLODNXNDQ�PHUXSDNDQ�KDVLO�SHUNDOLDQ�GDUL�ERERW�JDS�GDQ�

ERERW� QLODL� HVWLPDVL� \DQJ� EHUSHQJDUXK� NXDW� WHUKDGDS� NHSXDVDQ� GDQ� OR\DOLWDV��

'LGDSDWNDQ� SHUEDLNDQ� \DQJ� KDUXV� GLODNXNDQ� \DLWX� PHODNXNDQ� ULVHW� SHPDVDUDQ��

PHPEHULNDQ� SHWXQMXN� SDUNLU� GDQ� PHPSHUEDKDUXL� VLVWHP� SDUNLU� GHQJDQ� VLVWHP�

YDOHW��SHPEHULDQ�SHWXQMXN�EDUDQJ��GDQ�SHQJDWXUDQ�EDUDQJ��

$GDSXQ�VDUDQ�\DQJ�GLSHUROHK�XQWXN�SHUXVDKDDQ�GDQ�SHQHOLWLDQ�OHELK�ODQMXW�DGDODK��

�� 0HQLQJNDWNDQ�NXDOLWDV�OD\DQDQ�GL�0LURWD�GHQJDQ�PHPEXDW�NRQVXPHQ�PHUDVD�

Q\DPDQ�EHODQMD�GDQ�PDNDQ�GL�0LURWD��\DLWX��

¾ NDU\DZDQ�WHOLWL�GDODP�PHOHSDVNDQ�VHQVRUPDWLF��

¾ 6HEDLNQ\D�0LURWD�PHODNXNDQ�SHQDPEDKDQ�SDGD�MXPODK�NDU\DZDQ��

¾ 0HPSHUWDKDQNDQ�NXDOLWDV�EDUDQJ�GDQ�KDUJD�\DQJ�VXGDK�GLEHQWXN��

¾ 0HOHQJNDSL�VXDVDQD�0LURWD�GHQJDQ�PHQDPEDK�QXDQVD�ODJX�ODJX�WHPEDQJ��

¾ 0HPSHUEDLNL�WHPSDW�SDUNLU�0LURWD�\DQJ�VXGDK�EHUJHORPEDQJ��

¾ 0HQLQJNDWNDQ�NHUDPDKDQ�GDQ�NHVRSDQDQ�NDU\DZDQ�XQWXN�MDQJND�SDQMDQJ��

�� 0HODNXNDQ�NHJLDWDQ�LNODQ��

�� 3HPEHULDQ�GLVFRXQW�OHELK�SDGD�VDDW�HYHQW�WHUWHQWX��

�� 3URPRVL�EDJL�VHSDVDQJ�DQDN�PXGD�\DQJ�PHPEHOL�VRYHQLU�SHUQLNDKDQ��

�� 0LURWD� GDSDW� PHQJLPSOHPHQWDVLNDQ� XVXODQ� SHUEDLNDQ� \DQJ� GLVXVXQ� XQWXN�

0LURWD�GDQ�VDUDQ�VDUDQ�\DQJ�GLEHULNDQ�VHVXDL�GHQJDQ�NHSXWXVDQ�SHUXVDKDDQ��

�� 8QWXN� SHQHOLWLDQ� OHELK� ODQMXW�� SHQHOLWL� GDSDW� PHPEDQGLQJNDQ� WRNR� 0LURWD�

GHQJDQ�WRNR�UHWDLO�EDWLN�ODLQQ\D�GDQ�GDSDW�PHODNXNDQ�SHQHOLWLDQ�IDNWRU�IDNWRU�

DSD�VDMD�\DQJ�PHPEXDW�NRQVXPHQ�OR\DO�VHODLQ�NHSXDVDQ�NRQVXPHQ��
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