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ABSTRAK

Elda Ernanda Maulina. 16610180. Analisis Harapan Dan Kinerja Perusahaan
Terhadap Kualitas Kartu Indosat Ooredoo Pada Masyarakat Desa
Gondang Rejo Kecamatan Pekalongan Lampung Timur. Skripsi
Program Studi Manajemen Fakultas Ekonomi dan Bisnis Universitas
Muhammadiyah Metro. Pembimbing: (1) H. Suwarto. S.E., M.M. (2) H.
Febriyanto. S.E., M.M.

Persaingan yang ketat dalam industri telekomunikasi seluler, khususnya
produk prabayar 4G LTE menyebabkan operator berlomba adu strategi untuk
merebut hati pelanggan, tidak hanya melakukan penetrasi pasar tetapi juga
meningkatkan layanan dalam hal: luasnya jaringan, kualitas jaringan, inovasi
produk, pelayanana pelanggan dan tarif kompetetif. Hal ini akan memberikan
harapan kepada pelanggan, namun apa yang diterima belum tentu sesuai
dengan harapan. Sebagian dari masyarakat Desa Gondang Rejo Kecamatan
Pekalongan adalah pengguna kartu Indosat Ooredoo, yang mempunyai harpan
terhadap kualitas kartu indosat.

Tujuan penelitian adalah untuk mengetahui apakah ada gap antara
harapan dan kinerja pelanggan terhadap kualitas kartu Indosat Ooredoo pada
masyarakat Desa Gondang Rejo Kecamatan Pekalongan Lampung Timur.
Penulis menarik hipotesis bahwa ada gap antara harapan dan kinerja pelanggan
terhadap kualitas kartu Indosat Ooredoo pada masyarakat Desa Gondang Rejo,
serta harapan melebihi kinerja.

Metode penelitian yang digunakan adalah metode analasis gap/kuadran.
Data yang digunakan adalah data kuisioner dan data dokumentasi. Penelitian
mengunakan 44 orang responden sebagai sempel. Penelitian ini didukung oleh
teori produk, kualitas kualitas, teori gap, teori harapan, teori kinerja, uraian teoritis
dan jurnal tentang harapan dan kinerja.

Hasil penelitian menunjukan bahwa secara keseluruhan untuk kualitas
kartu Indosat Ooredoo, ,Masih terdapat gap antara harapan dan kinerja terhadap
kualitas kartu Indosat Ooredoo.Tingkat kepuasan konsumen relatif lebih tinggi
terhadap kartu Indosat namun kinerja masih banyak yang tidak sesuai harapan
konsumen.

Kata Kunci : Harapan, Kinerja, Kualitas Produk, Analisis Gap



ABSTRACT

Elda Ernanda Maulina. 16610180. Analysis of Company Expectations and
Performance on the Quality of Indosat Ooredoo Cards in the
Community of Gondang Rejo Village, Pekalongan District, East
Lampung. Thesis Management Study Program Faculty of Economics
and Business, University of Muhammadiyah Metro. Supervisor: (1) H.
Suwarto. S.E., M.M. (2) H. Febriyanto. S.E., M.M.

Intense competition in the cellular telecommunications industry, specifically
4G LTE prepaid products, has caused operators competing in strategies to win
customers' hearts, not only penetrating markets but also improving services in
terms of: network coverage, network quality, product innovation, customer
service and competitive rates. This will give hope to the customer, but what is
received is not necessarily in accordance with expectations. Some of the people
of Gondang Rejo Village, Pekalongan District are Indosat Ooredoo card users,
who have the price of the Indosat card quality.

The purpose of this study is to determine whether there is a gap between
customer expectations and performance of the quality of Indosat Ooredoo cards
in the community of Gondang Rejo Village, Pekalongan District, East Lampung.
The author draws the hypothesis that there is a gap between customer
expectations and performance on the quality of Indosat Ooredoo cards in the
Gondang Rejo Village community, as well as expectations beyond performance.
The research method used is the gap / quadrant analysis method. The data used
are questionnaire data and documentation data. The study used 44 respondents
as a sample. This research is supported by product theory, quality quality, gap
theory, expectancy theory, performance theory, theoretical descriptions and
journals about expectations and performance.

The results showed that overall for the quality of Indosat Ooredoo cards,
There is still a gap between expectations and performance on the quality of
Indosat Ooredoo cards. The level of customer satisfaction is relatively higher with
Indosat cards, but there are still many performances that do not match consumer
expectations.

Keywords: Expectations, Performance, Product Quality, Gap Analysis
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