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Gita Putri Rosanti, 2022. Analisis Tingkat Kepuasan Pelaku UMKM
Terhadap Layanan Kepengurusan Nomor Induk Berusaha pada Website OSS
di Surabaya dengan Metode Customer Satisfaction Index dan Analythical
Hierarchy Process. Skripsi dibawah bimbingan Dr. Ardi Kurniawan, M.Si. dan Ir.
Elly Ana, M.Si., Program studi S-1 Statistika, Departemen Matematika, Fakultas

Sains dan Teknologi, Universitas Airlangga Surabaya

ABSTRAK

Sistem Website Online Single Submission (OSS) di Surabaya merupakan suatu
sistem perizinan yang menggunakan teknologi informasi yang mengintegrasikan
antara perizinan di tingkat pusat dan tingkat daerah. Website OSS diluncurkan
sebagai pelayanan perizinan berusaha terintegrasi secara elektronik. Pelaku UMKM
Surabaya mengurus surat izin berusaha salah satunya Nomor Induk Berusaha (NIB)
pada website OSS. Penelitian ini bertujuan untuk menganalisis kepuasan pelaku
UMKM di Surabaya dan menganalisis urutan prioritas indikator pelayanan website
yang perlu diperbaiki pihak sistem website OSS dengan menggunakan Customer
Satisfaction Index (CSI) dan Analythical Hierarchy Process (AHP). CSI memberi
kejelasan data tentang tingkat kepuasan pelanggan maka dalam satuan waktu
tertentu bisa mengevaluasi secara terus menerus untuk meningkatkan layanan yang
dinilai pelanggan dan memperbaiki apa yang kurang. Metode AHP ini dapat
diandalkan karena memiliki keuntungan yaitu dapat digambarkan secara grafis
sehingga semua pihak yang terlibat dalam pengambilan keputusan dapat
memahaminya dengan mudah dan membantu pengambil keputusan sampai di
keputusan terbaik. Terdapat 115 sampel dan didapatkan hasil CSI sebesar 73,3%,
yaitu responden sangat puas dengan layanan kepengurusan NIB pada website OSS
di Surabaya. Berdasarkan hasil AHP, menunjukkan bahwa urutas prioritas indikator
layanan website adalah dimensi daya tanggap terdapat atribut “website memberikan
respon dengan cepat dan tepat terhadap keluhan pelaku UMKM (0,422)”, dimensi
keandalan website terdapat atribut “tidak ada kendala/error saat website digunakan
untuk mengurus NIB (0,206)”, dimensi daya tanggap terdapat atribut “website bisa
diakses 24 jam (0,106)”, dimensi keamanan website terdapat atribut “website sudah
jelas dan mudah terbaca (0,093)”. Hasil uji disimpulkan bahwa daya tanggap,
atribut “website memberikan respon dengan cepat dan tepat terhadap keluhan
pelaku UMKM” menduduki prioritas tertinggi dalam meningkatkan kualitas
layanan website, saran untuk pihak website agar menambah tenaga kerja untuk
customer service agar dapat selalu tanggap membalas keluhan para pendaftar, selain
itu diharapkan agar customer service selalu memiliki jam kerja bergantian agar
selalu on saat sewaktu-waktu website sedang banyak keluhan.

Kata Kunci : Website Online Single Submission (OSS), Nomor Induk Berusaha
(NIB), UMKM, Kepuasan Pelanggan, Customer Satisfaction Index (CSI) dan
Analythical Hierarchy Process (AHP).
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ABSTARCT

The Website Online Single Submission (OSS) system in Surabaya is a licensing
system that uses information technology that integrates licensing at the central and
regional levels. The OSS website was launched as an electronically integrated
business licensing service. The Surabaya MSME actors take care of business
permits, one of which is the Business Identification Number (NIB) on the OSS
website. This study aims to analyze the satisfaction of SMEs in Surabaya and
analyze the order of priority of website service indicators that need to be improved
by the OSS website system using the Customer Satisfaction Index (CSI) and
Analythical Hierarchy Process (AHP). CSI provides clarity of data about the level
of customer satisfaction so that within a certain time unit it can be evaluated
continuously to improve the services that customers value and improve what is
lacking. This AHP method is reliable because it has the advantage that it can be
described graphically so that all parties involved in decision making can understand
it easily and help decision makers arrive at the best decision. There are 115 samples
and the CSI results are 73.3%, namely the respondents are very satisfied with the
NIB management services on the OSS website in Surabaya. Based on the results of
the AHP, it shows that the priority sequence of website service indicators is the
responsiveness dimension, there is an attribute "the website responds quickly and
accurately to the complaints of MSME actors (0.422), the reliability dimension of
the website has the attribute "there are no problems/errors when the website is used
to manage NIB (0.206)", the responsiveness dimension contains the attribute
"website can be accessed 24 hours (0.106)", the website security dimension
contains the attribute "website is clear and easy to read (0.093)". Therefore, it can
be concluded that responsiveness, the attribute "the website responds quickly and
accurately to the complaints of MSME actors" occupies the highest priority in
improving the quality of website services, suggestions for the website to increase
the workforce for customer service so that they can always respond to complaints
from customers. registrants, it is also expected that customer service always has
alternating working hours so that it is always on at any time when the website is
experiencing a lot of complaints.

Keywords: Website Online Single Submission (OSS), Business Identification
Number (NIB), UMKM, Customer Satisfaction, Customer Satisfaction Index (CSI)
and Analythical Hierarchy Process (AHP).
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