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ABSTRAK 

Kantor imigrasi merupakan salah satu pelayanan administratif yang yang 
dilaksanakan oleh lembaga pemerintahan untuk dapat memenuhi kebutuhan 
masyarakat dalam perizinan terkait imigrasi. Pada masa pandemic saat ini, terdapat 
beberapa adaptasi kebiasaan baru seperti pembatasan pengunjung. Hal ini tentu 
menjadi salah satu tantangan besar dimana harus tetap dapat mempertahankan 
kepuasan pengunjung. Oleh karena itu, penelitian bertujuan untuk menganalisis 
tingkat kepuasan serta perbandingan prioritas perbaikan fasilitas-fasilitas pada pada 
kantor imigrasi kelas I khusus Surabaya berdasarkan metode Customer Satisfication 
Index dan Potential Gain in Customer Value. Hasil Penelitian ini menunjukkan 
bahwa tingkat kepuasan pengunjung kantor imigrasi kelas I khusus Surabaya 
sebesar 76,51% yang berarti pengunjung merasa sangat puas. Selanjutnya 
berdasarkan PGCV pada analisis Importance Perfomance Analysis menunjukkan 
bahwa terdapat 8 variabel yang termasuk dalam 
yang berarti bahwa faktor tersebut mempunyai harapan tinggi dan kenyataan 
rendah. Urutan prioritas perbaikan untuk kantor imigrasi kelas I khusus Surabaya 
berdasarkan masing-masing dimensi adalah protokol kesehatan selalu dilaksanakan 
dengan baik oleh petugas pada dimensi keandalan, aparatur/ petugas merespon 
dengan baik segala bentuk kritik, saran dan pertanyaan dari pengunjung pada 
dimensi daya tanggap, kesesuaian waktu yang ditentukan di website dengan waktu 
pelayanan di kantor pada dimensi jaminan, pada dimensi bukti nyata terdapat 
ketersediaan penjelasan informasi dalam mengoperasikan aplikasi Layanan Paspor 
Online, dan pada dimensi empati terdapat faktor kejelasan petunjuk lokasi 
pelayanan/ divisi.  
 

Kata Kunci :  Kantor Pelayanan Imigrasi Kelas I Khusus Surabaya, Customer 
Satisfication Index, Importance Perfomance Analysis, Analisis Potential Gain in 
Customer Value

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO



 

viii 

Aditya Wiranto, 2022.  Satisfication Analysis Services on Imigrasi Kelas I 
Khusus TPI Surabaya Office Through Pandemic COVID-19 Using Customer 
Satisfication Index and Potential Gain in Customer Value Method. This final  
Project is under supervised  By Ir. Elly Ana,  M.Si,  and  Dr. Nur Chamidah,  M.Si,  
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ABSTRACT 
Immigration office as one of administrative services held by the government has to 
fulfill people demand in the need of immigration permission. During the pandemic, 
there have been several new normal adaptation such as avoiding crowded place. 
This thing can escalated quickly and became big challenge where the immigration 
office still have to maintain visitor satisfaction. Regarding explanation above, this 

satisfaction level also comparing which facilities in 
Surabaya immigration office must be top priority to be improved based on 
Customer Satisfaction Index and Potential Gain In Customer Value methods. The 
result shows that 
was 76,51% which means that the visitor are very satisfied. Based on PGCV on IPA 
analysis, it shows that there are 8 variables inside 
two, which means that these factors have high expectations and low in reality. The 
improvement priority for Surabaya immigration office based on each dimension is 
health protocol executed well by the officer in reliability dimension, suggestion and 
question from visitor responded well by the officer in responsiveness dimension, 
time punctuality between time decided in website with the reality in the field in 
assurance dimension, in tangibles dimension there is the availability of information 
about operationg layanan paspor online application, and for emphaty dimension 
there is the sign about service/ division location factor.  
  

Keywords :  Surabaya Immigration Office, Customer Satisfication Index Analysis, 
Importance Perfomance Analysis, Potential Gain in Customer Value Analysis

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO



 

ix 

DAFTAR ISI 

Halaman 

LEMBAR JUDUL .................................................................................................. ii 

LEMBAR PERNYATAAN .................................................................................... ii 

LEMBAR PENGESAHAN NASKAH SKRIPSI .................................................. iii 

PEDOMAN PENGGUNAAN SKRIPSI ............................................................... iv 

LEMBAR ORISINALITAS ................................................................................... v 

KATA PENGANTAR ........................................................................................... vi 

ABSTRAK ............................................................................................................ vii 

ABSTRACT ......................................................................................................... viii 

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

DAFTAR TABEL ................................................................................................. xii 

DAFTAR GAMBAR ........................................................................................... xiii 

DAFTAR LAMPIRAN ........................................................................................ xiv 

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

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

1.2 Rumusan Masalah .................................................................................... 5 

1.3 Tujuan Penelitian ...................................................................................... 5 

1.4 Manfaat Penelitian .................................................................................... 5 

1.5 Batasan Masalah ....................................................................................... 6 

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

2.1 Kualitas Pelayanan ................................................................................... 7 

2.2 Pelayanan Publik ...................................................................................... 8 

2.3 Kantor Imigrasi Kelas I Khusus Surabaya ............................................... 9 

2.4 Teknik Sampling .................................................................................... 11 

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO



 

x 

2.5 Statistika Deskriptif ................................................................................ 13 

2.6 Analisis Data .......................................................................................... 14 

2.6.1 Uji Validitas .................................................................................... 14 

2.6.2 Uji Reliabilitas ................................................................................ 15 

2.7 Analisis Customer Satisfication Indeks .................................................. 17 

2.8 Importance Perfomance Analysis ........................................................... 19 

2.9 Potentital Gain Customer Value ............................................................. 22 

BAB III METODE PENELITIAN........................................................................ 25 

3.1 Data dan Sumber Data ............................................................................ 25 

3.2 Teknik Pengumpulan Data ..................................................................... 25 

3.3 Metode Pengumpulan Data .................................................................... 25 

3.4 Variabel Penelitian ................................................................................. 26 

3.4.1 Demografi ....................................................................................... 26 

3.4.2 Karakteristik Perilaku Pengunjung ................................................. 27 

3.4.3 Kepuasan Pengunjung ..................................................................... 27 

3.4.4 Atribut Pertanyaan .......................................................................... 28 

3.5 Langkah Analisis Data ........................................................................... 30 

BAB IV HASIL DAN PEMBAHASAN .............................................................. 32 

4.1 Karakteristik Pengunjung Kantor Imigrasi Kelas I Khusus Surabaya ... 32 

4.2 Uji Validitas ........................................................................................... 35 

4.3 Uji Realibilitas Kuisioner ....................................................................... 42 

4.4 Analisis Customer Satisfication Index (CSI) .......................................... 43 

4.5 Analisis Importance Perfomance Index (IPA) ....................................... 45 

4.6 Analisis Potential Gain in Customer Value (PGCV) ............................. 55 

BAB V PENUTUP  ............................................................................................... 57 

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO



 

xi 

5.1 Kesimpulan ............................................................................................. 57 

5.2 Saran ....................................................................................................... 58 

DAFTAR PUSTAKA ........................................................................................... 60 

LAMPIRAN .......................................................................................................... 62 

 

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO



 

xii 

DAFTAR TABEL 
 

Nomor Judul Tabel Halaman 

2.1 Tingkat Reliabilitas Nilai Alpha 16 

2.2 Kriteria Nilai Customer Satisfication Index 19 

3.1 Variabel Demografi Pengunjung 26 

3.2 Variabel Karakteristik Perilaku Pengunjung 27 

4.1 Uji Validitas pada Variabel Keandalan 36 

4.2 Uji Validitas pada Variabel Daya Tanggap 37 

4.3 Uji Validitas pada Variabel Jaminan 38 

4.4 Uji Validitas pada Variabel Empati 39 

4.5 Uji Validitas pada Variabel Bukti Nyata 41 

4.6 Uji Reliabilitas 43 

4.7 Hasil Perhitungan Customer Satisfication Index 43 

4.8 Hasil Perhitungan Tingkat Kesesuaian Responden 45 

4.9 Posisi variabel-variabel Dimensi Keandalan 48 

4.10 Posisi variabel-variabel Dimensi Daya Tanggap 49 

4.11 Posisi variabel-variabel Dimensi Jaminan 51 

4.12 Posisi variabel-variabel Dimensi Empati 52 

4.13 Posisi variabel-variabel Dimensi Bukti Nyata 54 

4.14 Variabel yang terdapat pada kuadran II 56 

4.15 Hasil perhitungan Potential Gain in Customer Value 56 

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO



 

xiii 

DAFTAR GAMBAR 
 

Nomor Judul Gambar Halaman 

2.1 Visualisasi Hubungan Antara Validitas dan Reliabilitas 15 

2.1 Kuadran Importance-Perfomance Analysis 20 

3.1 Penilaian Kuisioner Pertanyaan 27 

4.1 Diagram Karakteristik Responden Berdasarkan Jenis Kelamin 32 

4.2 Diagram Kelompok Usia Responden 33 

4.3 Diagram Kewarganegaraan Responden 33 

4.4 Diagram Karakteristik Pekerjaan 34 

4.5 Diagram Karakteristik Tujuan Berkunjung 35 

4.6 Scatterplot untuk Dimensi Keandalan 47 

4.7 Scatterplot untuk Dimensi Daya Tanggap 49 

4.8 Scatterplot untuk Dimensi Jaminan 51 

4.9 Scatterplot untuk Dimensi Empati 52 

4.10 Scatterplot untuk Dimensi Bukti Nyata 53 

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO



 

xiv 

DAFTAR LAMPIRAN 
 

Nomor Judul 

1.  Lembar Penjelasan Penelitian 

2.  Lembar Persetujuan Pengunjung 

3.  Data Identitas Pengunjung 

4.  Instrumen Penelitian 

5.  Data Penelitian Variabel Demografi 

6.  Data Kenyataan & Harapan Dimensi Keandalan 

7.  Data Kenyataan & Harapan Dimensi Daya Tanggap 

8.  Data Kenyataan & Harapan Dimensi Jaminan 

9.  Data Kenyataan & Harapan Dimensi Empati 

10.  Data Kenyataan & Harapan Dimensi Bukti Nyata 

11.  Perhitungan Uji Validitas 

12.  Output Uji Reliabilitas Kuisioner SPSS 

13.  Analisis Customer Satisfication Index 

14.  Output Analisis Importance Perfomance Analysis SPSS 

15.  Analisis Potential Gain in Customer Value (PGCV) 

IR - PERPUSTAKAAN UNIVERSITAS AIRLANGGA

SKRIPSI ANALISIS KEPUASAN PELAYANAN... ADITYA WIRANTO


