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“Allah tidak membebani seseorang melainkan sesuai dengan 
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-Q.S Al Baqarah : 45- 
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-Q.S Al Insyirah : 5- 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



illn

srlnuod

hisf 
' 

t iW' Bta'urjere'(Eol

'qrsBIBtrlrJol'ecequrad

lSeq uu)plnsuru uep ]eeJuetu uellroqr.uau rudup lu1 tsduls ufue;ty

'u€s?,tre,\\ senl;edtueur uep nutlr t8eqruetu qe1e1 3ue,( BISeuopuJ

IEllSlC r3o1ou1e1 s€trsranru{l rser.uro;ul tuolsrs rpnlg uu.r8ord uasop emd 'S

'e(uueqete uep uullnseu'n11e,tr sel? qrseleur.ral 'rln8ued rrlelas 'sJ'l

"ruo)'S 'rre,(.rns lnlnd nql uep 's)'l "Luo)'S 'rtu^\prurn) qeroqoc nqt 'i
's r 

1n ued Surqu r q rueru Inlun e,(un11e,u uulSuenleu

qu1e1 Eue,( Surqurqued n1e1eg 's;)'l ''1'g 'yezteC lpA lezryl lpE rydeg 't
'IsstuJolq uolsls

rpnlg uet8ord enlol n)Blaq 'sf'l41 ''tuoy'S '1le,tteru;ny r{eroqoCl nql 'T

'erseuopul 1ullEIC r3oJou1a1

S€trslov\tuI roqeH ruSeqa5 'c'qd ''ruo)t't\ ''ls's 'llelpeH lrs nql 't

: epedal Lpsu)Br.urJet uedecn uuryudrue,(uaut

srgnuod nlr Buorel qelo '>1uqrd ru8eqreq r.rep ue8un>1np uep uenrueq 'ue8utquitcl

lJ€p sudal lupp Iul rsdr-r>1s ueunsn(uad tuulep t.tupu,(ueru srlnuod

',,6'y 1enlrqaifr apo]e6

ue8uep nlnlEueg uloy rC rurx€r^{ rsuryldy ueuufela6 dupeqra.l uu33ueya6

uusundsy srsrlBUv,, : lnpnI ue8uap rsdu4s uusrlnuad rru>1tesa1e,{uaw gdep srJnuad

e,(u;rq1e ;eseq 8ue,{ u,(51-erles qrsu{ uep ueqe"rnwol 'e,(p-qu;e8nue l{elo uuerel

'Bseny Bqer{ 3uu1 ueqnJ }Brrpeqel uulleiued ruel ;n1n,ts rihd ule8eg

uvrNYeNsd v-tYx

Id



 

ix 
 

DAFTAR ISI 

 

HALAMAN COVER ..........................................................................................i 

SKRIPSI ...............................................................................................................ii 

HALAMAN PERSETUJUAN ...........................................................................iii 

HALAMAN PENGESAHAN .............................................................................iv 

PERNYATAAN KEASLIAN SKRIPSI ............................................................v 

HALAMAN PERSEMBAHAN .........................................................................vi 

MOTTO ...............................................................................................................vii 

KATA PENGANTAR ....................................................................................... viii 

DAFTAR ISI ........................................................................................................ix 

DAFTAR TABEL ...............................................................................................xi 

DAFTAR GAMBAR ...........................................................................................xii 

ABSTRAK ......................................................................................................... xiii 

BAB I PENDAHULUAN ....................................................................................1 

1.1 Latar Belakang ........................................................................................ 1 

1.2 Rumusan Masalah ................................................................................... 3 

1.3 Tujuan Penelitian .................................................................................... 3 

1.4 Manfaat Penelitian .................................................................................. 4 

1.5 Ruang Lingkup ........................................................................................ 4 

1.6 Sistematika Penulisan ............................................................................. 5 

BAB II TINJAUAN PUSTAKA ....................................................................... 7 

2.1 Tinjauan Pustaka ..................................................................................... 7 

2.2 Dasar Teori .............................................................................................. 11 

2.2.1 Aplikasi Maxim ........................................................................... 11 

2.2.2 Webqual 4.0 ................................................................................ 14 

2.2.3 Kualitas Pelayanan ...................................................................... 17 

2.2.4 Kepuasan Pelanggan ................................................................... 18 

2.2.5 Kuesioner .................................................................................... 19 



 

x 
 

2.2.6 Uji Validitas ................................................................................ 20 

2.2.7 Uji Reliabilitas ............................................................................ 20 

2.2.8 CSI (Customer Satisfaction Index).............................................. 21 

2.2.9 Ekspektasi ................................................................................... 24 

2.2.10 Persepsi ....................................................................................... 25 

2.2.11 Populasi dan Sampel ................................................................... 26 

BAB III METOLOGI PENELITIAN ............................................................. 28 

3.1 Bahan/Data .............................................................................................. 28 

3.2 Peralatan .................................................................................................. 28 

3.3 Prosedur Kerja dan Pengumpulan Data .................................................. 29 

3.4 Rancangan Kuesioner.............................................................................. 32 

3.5 Instrumen Penelitian................................................................................ 33 

3.6 CSI (Customer Satisfaction Index).......................................................... 35 

3.7 Penentuan Populasi dan Sampel.............................................................. 36 

3.8 Uji Data Penelitian .................................................................................. 37 

3.8.1 Uji Data Validitas ........................................................................... 38 

3.8.2 Uji Data Realibilitas ....................................................................... 39 

BAB IV IMPLEMENTASI DAN PEMBAHASAN ....................................... 40 

4.1 Data Hasil Penelitian ............................................................................... 40 

4.2 Uji Validitas ............................................................................................ 40 

4.3 Uji Reliabilitas ........................................................................................ 42 

4.4 Menghitung CSI (Customer Satisfaction Index) ..................................... 42 

4.4.1 Menentukan MIS (Mean Imortant Score) ................................... 43 

4.4.2 Menentukan WF (Weight Factor)Per Variabel ........................... 44 

4.4.3 Menentukan WS (Weight Score) Per Variabel............................ 45 

4.4.4 Menentukan CSI (Customer Satisfaction Index)......................... 48 

BAB V KESIMPULAN DAN SARAN ............................................................ 49 

5.1 Kesimpulan  ............................................................................................ 49 

5.2 Saran  ....................................................................................................... 49 

DAFTAR PUSTAKA ........................................................................................ 51 

LAMPIRAN  ...................................................................................................... 53 



 

xi 

 

 

DAFTAR TABEL 

 

Tabel 2.1 Perbandingan penelitian ...................................................................... 9 

Tabel 2.2 Jenis Produk Maxim ........................................................................... 12 

Tabel 2.3 Kriteria Nilai CSI ................................................................................ 24 

Tabel 3.1 Rancangan Kuesioner ......................................................................... 32 

Tabel 3.2 Skala Likert Kuesioner Persepsi ......................................................... 33 

Tabel 3.3 Skala Likert Kuesioner Ekspektasi ..................................................... 33 

Tabel 3.4 Kriteria Nilai CSI ................................................................................ 36 

Tabel 4.1 Hasil Uji Vaiditas ................................................................................ 40 

Tabel 4.2 Hasil Uji Validitas ............................................................................... 42 

Tabel 4.3 MIS (Mean Important Score) .............................................................. 43 

Tabel 4.4 WF (Weight Factor) ............................................................................ 44 

Tabel 4.5 MSS (Mean Satisfaction Score) .......................................................... 46 

Tabel 4.6 WS (Weight Score) ............................................................................. 47 

  



 

xii 
 

 

DAFTAR GAMBAR 

 

Gambar 3.1 Flowchart Penelitian ....................................................................... 31 

Gambar 3.2 Uji Data Validitas ............................................................................ 38 

Gambar 3.3 Uji Data Realibilitas ........................................................................ 39 

Gambar 4.1 Grafik Hasil Uji Validitas ............................................................... 41 

Gambar 4.2 Grafik MIS (Mean Importance Score) ............................................ 43 

Gambar 4.3 Grafik WF (Weight Factor)............................................................. 45 

Gambar 4.4 Grafik MSS (Mean Satisfaction Score) ........................................... 46 

Gambar 4.5 Grafik WS (Weight Score) .............................................................. 47 

 

 

 

  



 

xiii 
 

 

ABSTRAK 

 

 Aplikasi Maxim merupakan aplikasi yang bergerak dibidang transportasi 

online yang berasal dari Rusia yang didirikan oleh insinyur dari kota Kurgan. 

Aplikasi Maxim menyediakan moda dalam penawaran pelayanan transportasi 

berupa angkutan umum seperti roda empat ataupun roda dua. Aplikasi Maxim 

memiliki berbagai masalah terhadap kepuasan dari pelangganya, seperti pelayanan 

buruk, informasi dalam aplikasi kurang jelas, dan kemudahan dalam 

menggunakan aplikasi Maxim. 

 Hal ini menunjukkan bahwa kualitas layanan yang diberikan oleh aplikasi 

Maxim belum sepenuhnya maksimal yang berpengaruh pada kepuasan pengguna 

aplikasi Maxim. Tujuan dari penelitian ini untuk mengetahui kepuasan pengguna 

layanan aplikasi Maxim dari perspektif pelanggan menggunakan metode Webqual 

4.0 berdasarkan tiga dimensi yaitu, kegunaan (usability), kualitas informasi 

(information quality), dan kualitas layanan interaksi (service interaction quality). 

 Berdasarkan perhitungan dari CSI dengan menggunakan skor rata-rata 

tingkat ekspektasi dan persepsi dari setiap atribut yang ada yaitu dengan hasil 

akhir 78,124%. Berdasarkan kriteria dari perhitungan skor rata-rata tingkat 

ekspektasi dan persepsi diperoleh hasil bahwa tingkat kepuasan pelanggan 

terhadap aplikasi Maxim berada pada level puas dengan nilai CSI sebesar 

73,124%.  

Kata Kunci : Analisis, Webqual 4.0, Maxim 
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ABSTRACT 

The Maxim application is an application operating in the online 

transportation sector originating from Russia which was founded by engineers 

from the city of Kurgan. The Maxim application provides modes of offering 

transportation services in the form of public transportation such as four-wheeled 

or two-wheeled. The Maxim application has various problems with customer 

satisfaction, such as poor service, unclear information in the application, and 

ease of using the Maxim application. 

This shows that the quality of service provided by the Maxim application is 

not yet optimal, which affects the satisfaction of Maxim application users. The aim 

of this research is to determine the satisfaction of Maxim application service users 

from a customer perspective using the Webqual 4.0 method based on three 

dimensions, namely, usability, information quality and service interaction quality. 

Based on calculations from CSI using the average score for the level of 

expectations and perceptions of each existing attribute, the final result is 

78.124%. Based on the criteria for calculating the average score for the level of 

expectations and perceptions, the results show that the level of customer 

satisfaction with the Maxim application is at a satisfied level with a CSI value of 

73.124%. 

Keywords: Analysis, Webqual 4.0, Maxim


