Aplikasi Program Survey Kepuasan Nasabah Menggunakan Metode
Skala Likert Berbasis Web Pada PT Bank Central Asia Tbhk Cabang

Utama Rawamangun

Ambarwati
41815310014
Yoan Amrini Wahyuningsih
41814110167

PROGRAM STUDI SISTEM INFORMASI
FAKULTAS ILMU KOMPUTER
UNIVERSITAS MERCU BUANA

JAKARTA
2017

http://digilib.mercubuana.ac.id



Aplikasi Program Survey Kepuasan Nasabah Menggunakan Metode
Skala Likert Berbasis Web Pada PT Bank Central Asia Tbhk Cabang

Utama Rawamangun

Laporan Tugas Akhir
Diajukan Untuk Melengkapi Salah Satu Syarat

Memperoleh Gelar Sarjana Komputer

Oleh:

Ambarwati
41815310014
Yoan Amrini Wahyuningsih
41814110167

PROGRAM STUDI SISTEM INFORMASI
FAKULTAS ILMU KOMPUTER
UNIVERSITAS MERCU BUANA

JAKARTA
2017

http://digilib.mercubuana.ac.id



http://digilib.mercubuana.ac.id



http://digilib.mercubuana.ac.id



DAFTAR 1Sl

LEMBAR PERNYATAAN ..ottt i
LEMBAR PENGESAHAN ..o s i
KATA PENGANTAR ..ottt sttt sneenne s 1\
ABSTRACTION ..ottt Vi
ABSTRAK ettt nes vii
DAFTAR IS oo viii
DAFTAR GAMBAR ..ottt Xii
DAFTAR TABEL ... Xiv
BAB | ettt 1
PENDAHULUAN ...ttt et se e e seensesneens 1
1.1 Latar BelaKang ........cccoeoiiiiiiiiiieeeeeeeeee et 1

1.2 Perumusan Masalah ..........cccoooiiiiiiiiicecceeee e 2

1.3 Batasan Masalah .........cccocoiiiiiiiiiiiieeeeee e 2

1.4 Tujuan Dan Manfaat ..........cccoooiiiiiiiiiiie e 3

1.5 Metode Penelitian .........cccoceeiiriieniieienieieeiesiceeeee e 3
1.5.1 Teknik Pengumpulan Data ...........ccccoviiiiiiniiiniiiieceeee e 3

1.5.2 Jenis — Jenis Penelitian ...........ccocceeverieniiniieniieniieeneeieeeeeee e 4

1.5.3 Metode Pengembangan Sistem .........cccceevevieniriinienennicnicnenienens 5

1.6 Sistematika Penulisan ..........ccccoocveiiiiiiniiniiiineeeeeeeee e 6
BAB Tl ettt r b enean 8
LANDASAN TEORI ..ottt 8
2.1 Teori AplIKasi WD ......coioviiiiiiiiiiieneceee e 8
2.2 Rekayasa Perangkat Lunak ..........cccccveiiiiiiiiiiiiiieeeeee e 8
2.2.1 SDLC (System Development Life Cycle) .......cccovveieieieieieieieee. 9

2.2.2 Waterfall Model .........coooiieiiiiiiieeeeee e 9

2.3 UML (Unified Modeling Language).........ccecvevveriereeeereeieieieeeeesiesienns 10
2.3.1 MOdel USE CASE .....c.eeuiimiiiiiiiietinieeiececteteteste st 10

2.3.2 ClasS DIa@Iam ........cceeuerueieiiriiieiieieeieieite et 12

2.3.3 SEQUENCE DIAZIAM ...c.veeeevieiieeiieeiieeieeieeeee et eve e e eereereessaeesaeseneens 15

2.3.4 ACHIVItY DIQIam ........cccceeuieierieieieieieeeieiee ettt 17

2.4 WEDSIEE ..ottt ettt ettt e 20
2.5 XAMPP ettt ettt 20
2.6 Konsep Dasar PHP ........cccooiiiiiieeeeee e 20
2.6.1 php My AdMIN ..ooccoieiiiiiiiiiiee e 20

2.6.2 MY SQL ..ottt 21

2.6.3 DaSAr JQUETY ..ovieeiiieiieeiieeiieeieetee et ettt e et e sateete et eenbeesseeebeenaeeens 22

2.7 SKala LIKET ....ooiiiiiiiiiieeeee e 22
2.8 RUMUS SLIOVIN coutiiiiiiiieiiieiieieet et 23
2.8.1 Populasi Dan Sampel ........cccccooiieiiieeiiieeieece e 23

2.8 Mengukur dan Mengelola Kualitas Layanan ...........cccoceeveniencnicneenennne. 24
2.8.1 Strategi Mewujudkan Layanan Prima ..........cccccoevvveviiienciieeniieee. 24

http://digilib.mercubuana.ac.id



2.8.2 Memahami Kepuasan Nasabah ..........ccccccccveeiiieeiiiicieeee e 26

2.8.3 Mengukur Kepuasan Pelanggan ............cccccoeveiiiieiieniienienieeiieee 27

2.9 Survey Kepuasan Pelanggan ...........cccceevvveeiiiieiiieeieeeeeeee e 28
2.9.1 Memilih Tipe SUIVEY ..cccvieviiieiieiieeiieieeeie ettt e 28
BAB T ettt ettt eneas 29
ANALISA DAN PERANCANGAN ....coiiiieeee et 29
3.1 Profil Perusahaan ..........cccccoooiiiiiiiiiiieiie e 29
3.2 Sejarah Perusahaan ............cccceeviieriieniieiiieiieccee e 29
3.3 Analisis Sistem Berjalan ..........ccccoooiiiiiiiiiieeeeee e 31
3.3.1 Analisis Prosedur yang Sedang Berjalan .............cccooceeviieniiiniennns 31
3.3.2 Permasalahan yang Dihadapi ..........ccccceeeiiieiiieeiiieeiecee e, 33
3.3.3 Metode Penelitian ..........cccooceevuieriirienienieeienieeieeesce e 33
3.3.4 Sumber Dan Cara Penentuan Data ............cccccoeiiiiiiiniiiiieniiiieee 35
3.3.5 Cara Penentuan Data ...........cocoeeiiiiiiiniiiiiiiiccceceeeceee 36
3.3.6 Teknik Pegumpulan Data ...........ccooooiiiiiiiiiiiieeeeeee 37
3.3.6.2 Melakukan Uji Validitas dan Reliabiltas ............ccccoceeviieniiiinennnns 39

3.4 USUlan SISTEM ..o.eieiiiiiieiieee ettt 42
3.4.1 Usulan Pemecahan Masalah ............cccooiiiiiniiiininiiceeeee 42
3.4.2 Model Sistem Desain Usulan ..........ccoceeiiiniiiniiiiienieeiceieeieee 43
3.4.2.1 Use Case Diagram Sistem Usulan ...........cccoeevvevienieeciieneeeneenne. 43
3.4.2.2 ACtIVItY DIQ@Iam ......c.ccoevierierierrieiieiieiieieiesee e eie e e 43
3.4.2.2.1 Activity Diagram Login Petugas Customer Service ............... 46
3.4.2.2.2 Activity Diagram Login Login Supervisor .........c..ccccceeerueneee. 47
3.4.2.2.3 Activity Diagram Login Manager ...........ccccceeeveeeevreereeneennenne. 48
3.4.2.2.4 Activity Diagram Kelola Nasabah ...........c.ccccooeviiineiininnnn. 50
3.4.2.2.5 Activity Diagram Kelola Data Survey ..........cccoceevveeieeniennnne. 52
3.4.2.2.6 Activity Diagram Kelola User Customer Service ................... 54
3.4.2.2.7 Activity Diagram Kelola User Supervisor ..........c.cccceeveverunee. 56
3.4.2.2.8 Activity Diagram Kelola Rating Customer Service ................ 57
3.4.2.2.9 Activity Diagram Report .........ccccooveiririeininieieeeeeeeeenene 59

3.4.2.3 Sequence Diagram Sistem Usulan ...........cccceeveveviienieeciieneeeneenne, 60
3.4.2.3.1 Sequence Diagram Login All ACtOr .....c.ccoeeveeviineniieniennennes 60
3.4.2.3.2 Sequence Diagram Kelola Data Nasabah .............c..ccoevueennee. 61
3.4.2.3.3 Sequence Diagram Kelola Data Pertanyaan Survey .............. 62
3.4.2.3.4 Sequence Diagram Kelola User Customer Service ................ 63
3.4.2.3.5 Sequence Diagram Kelola User Supervisor ........c..ccceeceeneee. 64
3.4.2.3.6 Sequence Diagram Report .........ccccceevieeiienieeiieenie e 65

3.5 ClasS DIAGIram ........c.cccvevuieiieieiieieceeste ettt et et ae e saeesseeaaesseeseennas 66
3.6 Tampilan INTEITACE .......coveeviiiieeeeeee e 69
306.1 LOZIN ottt ettt ettt ettt sttt en 69
3.6.2 Menu CUStOMEr SETVICE .......eeuieriiiiiieniiieitie ettt 70
3.6.3 Menu Kelola Data Nasabah ........c..ccccoviiiiiniiiiniiniiccee 71
3.6.4 Menu Tambah Nasabah ..........ccccoiiiiiiiiiii, 72
3.6.5 DAt SUIVEY .uvviiiiiiieiiieeeiee ettt ettt ettt sbee e sabee e 73
3.6.6 IST SUIVEY .eviiiiiieeiiieeiie ettt e et eesive e e seae e et eeesaeesnseeesnseeesnseeenns 74

http://digilib.mercubuana.ac.id



3.6.7 Option CUSLOMET SETVICE ....ccvvveerrieeriiieesiieeesiieeesereeessreesseeesseeesseeenns 75

3.6.8 MENU SUPETVISOT ...eevvvieniieieieeiieeiieesitesaeenteeeseenseesseesseessseessnesnseensneens 76
3.6.9 Menu Kelola Data CSO ......cccooiiiiiiiiiiieeee e 77
3.6.10 Tambah Data CSO ......cooiiiiiiiiiiieeceeeee e 78
3.6.11 Kelola CSO ACCOUNL .....eeruiiiiiiiiieeiieeie et 79
3.6.12 Ubah Data CSO  ...cccooiiiiiiiiieieeeeee et 80
3.6.13 Approval Data SUIVEY ......ccececiiieiiieiiieeieeee e 81
3.6.14 RAtiNg CS .ottt e e 82
3.6.15 Kelola Supervisor ACCOUNE ........c.eeevvieeiiieeiireeiieeeireeeieeeereeeeveeeseneees 83
3.6.16 MenU MaANQ@ET .....cc.ceeeiiieeiiiieeiiieeiiee et siee e et e e st e e sbeeesbeessnreeennreeenes 84
3.6.17 Periode Manager .........cccceecveeeiuiieeiiieeeciieeeieeeeereesveeesveeesseeesnveeessseeenns 85
3.6.18 Tambah Data Periode Manager ............ccoceeeierieenieenieeniienieeieeeeee e 86
3.6.19 Ubah Data Periode Manager ..........ccccceceeveeiienienienienienecenecneeeeeene 87
3.6.20 Laporan Data SUIVEY .......ccceeeviiiiiiieiieeeieeceeeiee et 88
3.6.21 Kelola Data SUPETVISOT ....cc.eeviieiiieniiiiiienie ettt 89
3.6.22 Tambah Data SUPETVISOT ......ccceeevuieeiieiieiieeieeeie et 90
3.6.23 Kelola Account SUPETVISOT .......cceeeiieiiieniieiieniie et 91
3.6.24 Ubah AcCCOUNt SUPETVISOT ....ccvieiiieeiiieiiieniieeiieeieesieesneeseeseseeneesenesnnees 92
BAB TV e ettt et ae e eneas 93
ANALISA DAN PENGUJIIAN ..ottt 93
4.1 Implementasi APIKAST ....ccveeeiiieeiiiecieecee et e e 93
4.1.1 Perangkat KEras ........cccccveeiiieeiiieniieeeieeeiee et eeee e e 93
4.1.2 Perangkat Lunak .........cccccooiiiiiiiiiiieeee e 94

4.2 Implementasi Basis Data .........cccooceeriiiiieniieiierie et 94
4.2.1 Tabel CUSIOMEN SEIVICE .....ccccirieuiririeiirieiieeieireceeteie et 94
4.2.2 Tabel Nasabah .........ccccoiiiiiiiiiiiiee e 94
4.2.3 TaDEI USEI ..ot 95
4.2.4 Tabel Database SUIVEY .......cceceverieirierieieiieieieieeie e 95
4.2.5 Tabel Periode .........ccoooeiiiiiiiiiiiieiieeeeeeee e 95
4.2.6 Tabel VRating Total .......ccccoeriiriiiiiiiniiieiicneeccceeceeeeeeeee 96
4.2.7 Tabel VReport Bulanan ............ccccoevviieiiieniieeeiieece e 96

4.3 Implementasi Antar MUKA ........cocoeviiiieriiniiienieeeeeceeeseee e 97
4.3.1 Halaman LOZIN .......ccoeeiiiieiiieiiieeieeeie e 97
4.3.2 Tampilan Home Customer Service Officer ........ccoceevvvvieneniicncenennne. 98
4.3.3 Tampilan Menu Data Nasabah ..........cccccceveiiiniiiinciiinieee e 98
4.3.4 Tampilan Penambahan Data Nasabah .........c.cccoceviriiniininicniinennnn. 99
4.3.5 Tampilan Merubah Data Nasabah ...........cccccceeiiiiniiiiniiiiniieciees 99
4.3.6 Tampilan Data SUTVEY ......cccuiiiiiiiiieiiieiieeie ettt 100
4.3.7 Tampilan IST SUIVEY ...ccccveieiiiieiieeiieeceecee e 100
4.3.8 Tampilan Hasil SUIVEY ......cccoovviiiiiiiiiiiieiieeeeee e 101
4.3.9 Tampilan Option ACCOUNE ......cccveeecureeeiiieeeiieeeiieeeieeesieeesreeesaee e 101
4.3.10 Tampilan Data Customer Service pada Account Supervisor ......... 102
4.3.11 Tampilan Menambah Data Customer Service Officer ................... 103
4.3.12 Tampilan Merubah Data Customer Service Officer ....................... 103
4.3.13 Tampilan Approval Data SUrvey ........ccccoeeveeercieenciieeniieeeiee e 104

http://digilib.mercubuana.ac.id



4.3.14 Tampilan Ubah Data SUIVEY........cccceeeiuiiiiiiieeeiieeciie et 104

4.3.15 Tampilan Rating Customer Service Officer ...........cocvvvverirenennne. 105

4.3.16 Tampilan Rating Customer Service Officer View ...........ccceeeuveenns 105

4.3.17 Tampilan Option Account SUPEIVISOT .......ccceervvrerieerveesieenreeneennns 106

4.3.18 Tampilan Menu Manager ...........ccccveeeeiieeeiieeniieeeiieeeieeesveeesvee e 106

4.3.19 Tampilan Data Periode ..........cccceevviieiiiniieiiecieeiee e 107

4.3.20 Tampilan Tambah Data Periode ............ccccoeeeviiiinciieinieecieeeieees 107

4.3.21 Tampilan Laporan Data SUrvey ........cccoceevieriiieriienieeieeieeieene 108

4.3.21 Tampilan Laporan Data SUIvVey ........ccccceevveeriiieniieeeiie e 108

4.3.22 Tampilan Tambah Data SUpervisor ..........ccccceeeveeriencieenienieeneenne, 109

4.3.23 Tampilan Ubah Data SUPETVISOT ........cceeevuieeriiieeniieeniieeeieeeeiee s 109

4.3.24 Tampilan Account Option Account Manager ...........c.cccceeevrennennne. 110

BAB V et ettt re et nneenes 111
KESIMPULAN DAN SARAN ..o 111
5.1 KESIMPUIAN  .oeiiiiiiiiiicceece et 111

5.2 SATAN ..ottt ettt 112
DAFTAR PUSTAKA ettt 113
LAMPIRAN ettt et sttt ettt e b enee 112

Sampel Survey Kepuasan Nasabah
Hasil Laporan Survey Kepuasan Nasabah Per Cabang

http://digilib.mercubuana.ac.id



DAFTAR GAMBAR

Gambar 1.1 Waterfall Model ..., 7

Gambar 2.1 Waterfall Model ..o 7

Gambar 2.2 Use Case DIiagram .........ccccceeeieeiienieeiiienieeieenieereesee e sene e 9

Gambar 2.3 Diagram Kelas Untuk Perancanaan Lantai Dasar ....................... 11
Gambar 2.4 Diagram SEqUENCE ..........cecueeriieriieriieeiienieereesiee et esieeereeseneenees 14
Gambar 2.5 Activity DIiagram .........ccceeeiieeiiieeiie e 16
Gambar 3.1 Struktur OrganiSasi .........ccceeveeeieerieriieenieereeneeereeseeereeseneenees 28
Gambar 3.2 Activity Diagram Survei Kepuasan Nasabah ............c.cccceueeeeee. 32
Gambar 3.3 Use Case Pada BCA Cabang Rawamangun ............c.ccccceevuennne. 43
Gambar 3.4 Activity Diagram Login Customer Service ........c.cceceevverervuenncene 46
Gambar 3.5 Activity Diagram Login SUpervisor ..........ccccceevveeereerveerveenvennnen. 47
Gambar 3.6 Activity Diagram Login Manager ...........cccceccevvenerieneenennicnnns 48
Gambar 3.7 Activity Diagram Kelola Data Nasabah ...........ccccccovvvieeiiennnnen. 50
Gambar 3.8 Activity Diagram Kelola Data Survei ........ccccoceveveiniencnncnnn. 52
Gambar 3.9 Activity Diagram Kelola User Customer Service ...................... 54
Gambar 3.10 Activity Diagram Kelola User SUpervisor ..........ccccceceevervieneene 56
Gambar 3.11 Activity Diagram Kelola Data Rating Customer Service ......... 57
Gambar 3.12 Activity Diagram Report ........ccccoceeviiniininiinieniniceieneeienene 59
Gambar 3.13 Sequence Diagram Login All ACtOr.........cccveevveecvienieeieeniieenen. 60
Gambar 3.14 Sequence Diagram Kelola Data Nasabah..........ccccccccevveninnicncne 61
Gambar 3.15 Sequence Diagram Kelola Data Pertanyaan Survei .................. 62
Gambar 3.16 Sequence Diagram Kelola User Customer Service.................... 63
Gambar 3.17 Sequence Diagram Kelola User Supervisor ...........ccoccveveveennnee. 64
Gambar 3.18 Sequence Diagram Report .........cccevviiiiiiiiiiiniieniieieeeeeeen 65
Gambar 3.19 Class Diagram Survei Kepuasan Nasabah ...........c..ccccceevenennee. 66
Gambar 3.20 Interface LOZIn .....c..coovviiiiiiiiniiniiiiiicecceeeeceee e 69
Gambar 3.21 Interface Menu Customer Service ..........coeceeveerieeneenieeneennen. 70
Gambar 3.22 Interface Menu Data Nasabah ..........cccccccoeiiiiiiiiiniiiicee, 71
Gambar 3.23 Interface Menu Tambah Nasabah ...........c.ccoceniiiiinin. 72
Gambar 3.24 Interface Menu Data SUrvey ........ccccoeveviiicniininicnicnccicnee 73
Gambar 3.25 Interface Menu ISi SUTVEY ...occvvveiiieiiiiieieeceece e 74
Gambar 3.26 Interface Menu Option Customer Service .........cceeveeeerereenneene 75
Gambar 3.27 Interface Home SUpervisor ........ccccuveevvieecieeeciieenieeeiee e 76
Gambar 3.28 Interface Data CSO SUPETVISOT .......cccviervireiieniieeiieiie e 77
Gambar 3.29 Interface Tambah Data CSO Supervisor.........ccccecveevevveenveeennee. 78
Gambar 3.30 Interface CSO Account SUPEIVISOT ......cc.eeeveerieriiieniieeieenireennenn 79
Gambar 3.31 Interface Ubah Data CSO Supervisor .........ccecveeecvveercveeenveennnee. 80
Gambar 3.32 Interface Approval Data SUpervisor..........ceccevvereerieneenerneeneens 81
Gambar 3.33 Interface Rating CSO ........c.cooviieeiiiieiiiecieeeeeee e 82
Gambar 3.34 Interface Menu Option SUPETVISOT .......cceeeviereeriveeniieeieenireenneen 83
Gambar 3.35 Interface Menu Home Manager ...........ccceccveevivienciieenciieccieeeee, 84

http://digilib.mercubuana.ac.id



Gambar 3.36 Interface Periode Manager ..........ccceeeevveeecieeeciieesiieecee e 85
Gambar 3.37 Interface Tambah Data Periode Manager............c.cccceeeveenunennnen. 86
Gambar 3.38 Interface Ubah Data Periode Manager...........c.cccccvvevvveeenreennee. 87
Gambar 3.39 Interface Laporan Data SUrvey ........ccceeveeiienieeiienieeieeereee, 88
Gambar 3.40 Interface Data SUPEIVISOT ......cccueeevuiieeieiieeiieeeiie e 89
Gambar 3.41 Interface Tambah Data Supervisor Manager ..............ccccceuvennee. 90
Gambar 3.42 Interface Account Data Supervisor Manager .............cccceeuveenneee. 91
Gambar 3.43 Interface Ubah Account Data Supervisor Manager ................... 92
Gambar 4.2 : Implementasi Basis Data ..........ccccceeviieeiiieeciiiecieccee e, 90
Gambar 4.1 : Tabel Customer Service OffiCer .........coocvvvirieniniiniencnienene 91
Gambar 4.2 : Tabel Nasabah ..........cccoooiiiiiiiiiiie e, 91
Gambar 4.3 : Tabel USET .....c.coceeviiiiiiiiiiiierieeeeee et 92
Gambar 4.4 : Tabel Database SUIVey ......cccccoceveeiiiniiniiiinicnieiceeceeienene 92
Gambar 4.5 : Tabel Periode .........ccccoeierieieniiiieceeeceeeeee e 92
Gambar 4.6 : Tabel Vrating Total ........cccoceviiiiniiniiniineeceeceeee 93
Gambar 4.7 : Tabel VReport Bulanan ............cccccoeevieviieiiiiniieiiieieeieeeeeen 93
Gambar 4.8 : Tampilan Login ........cccoceviiiiniiiiiiiiceececeeeee 94
Gambar 4.9 : Tampilan Home Customer Service ..........cccevveeerverveerreenvennnen. 94
Gambar 4.10: Tampilan Menu Data Nasabah ..........cccccoocciininiiiniiieee. 95
Gambar 4.11: Tampilan Tambah Data Nasabah .............cccccccevviiiriiiciennnnnnen. 95
Gambar 4.12: Tampilan Ubah Data Nasabah ..........c.cccoccooniiniiiiniiie, 96
Gambar 4.14: Tampilan [Si SUIVEY .....ccceeviieiiieiiiiiieiecieerie e 97
Gambar 4.15: Tampilan Hasil SUIVeY ......coccovviriiiiniiiiiiiccceece 98
Gambar 4.16: Tampilan Option ACCOUNE ......c.cecveeveiieriieeiierie e 98
Gambar 4.17: Tampilan Data Customer Service pada Account Supervisor ... 99
Gambar 4.18: Tampilan Tambah Customer Service .........ccccceevevveercrveereeeennne. 99
Gambar 4.19: Tampilan Tambah Customer Service .........ccccevvveevrveernveennne. 100
Gambar 4.20: Tampilan Ubah Data Customer Service .........ccccceeveerveeneennen. 100
Gambar 4.21: Tampilan Approval Data SUrvey ........cccccceveeeerieevrcieenneeennne 101
Gambar 4.22: Tampilan Ubah Data Survey .........cccoceevenieiinicnencnicneene, 101
Gambar 4.23: Tampilan Rating Customer Service .........cccoeveervveerrveernveennne 102
Gambar 4.24: Tampilan Rating Customer Service VIEW .......cccccoceeveeienneenne. 102
Gambar 4.25: Tampilan Option Account SUPETrVISOT .......cccceeevveeerveerneveennne. 103
Gambar 4.26: Tampilan Home Manager .........c.cccceevevienieniniineencnicneene, 103
Gambar 4.27: Tampilan Data Periode .........ccccoeevieeiiiiniiiiieceee e 104
Gambar 4.28: Tampilan Tambah Data Periode ..........c.ccccevviiniiiiiiniiecen. 104
Gambar 4.29: Tampilan Laporan Data SUrvey .........ccccccevvevveerieeerieeneeenne, 105
Gambar 4.30: Tampilan Hasil Laporan Data Survey ..........ccccocvevveniieneennn. 105
Gambar 4.31: Tampilan Tambah Data Supervisor ..........cccccceeevvveercieeenveenne. 106
Gambar 4.32: Tampilan Tambah Account SUPErvisor ..........ccceeeeevveevenneenne. 106
Gambar 4.33: Tampilan Ubah Data Supervisor .........cccccceeeevveervieenrveeseeeennne, 107
Gambar 4.28: Tampilan Option Account Manager .........c.cceccevcveveevuereenneenne. 107

http://digilib.mercubuana.ac.id



DAFTAR TABEL

Tabel 2.1 Simbol Use Case Diagram ............cccecceeeevienieeciienieeieenie e 9

Tabel 2.2 Simbol Class Diagram ..........cccceeveeeiiieeiiieeiee et 11
Tabel 2.3 Simbol Sequence Diagram ............cccocceeveiienieeiienieeieenie e 12
Tabel 2.4 Simbol Activity DIagram ..........ccccceeeviieeiiieeiieecieecee e 14
Tabel 3.1 Operasionalisasi Variabel X.........c.cccooviviiiiiniieiiiinieeiieee e 34
Tabel 3.2 Operasionalisasi Variabel Y ........ccccoevviiiiiiieiiieeieeeeeeeee e 35
Tabel 3.3 Total rekening Tabungan Nasabah ...........ccceccevviiiiiiiniiieiieniee. 36
Tabel 3.4 Koefisien Validitas Variabel X .......ccccoooiiiiiiiiiniiniiiiiceceieee, 40
Tabel 3.5 Koefisien Validitas Variabel Y ........cccocceviiniiiiniiiniiinienceienene 40
Tabel 3.6 Koefisien Reliabilitas Variabel X ..........cccoooiiiiiiiniiiiiieiee, 42
Tabel 3.7 Koefisien Reliabilitas Variabel Y .......ccccooceviiiiniiniiiiieieieee 42
Tabel 3.8 Skenario Use Case Kelola Data Nasabah .........cc.cccocceeviiiiiinnnnnen. 44
Tabel 3.9 Skenario Use Case Kelola Data Survei Nasabah ..........c.cccccceeueeee 44
Tabel 3.10 Skenario Use Case Kelola User Customer Service ...........cc......... 45
Tabel 3.11 Skenario Use Case Kelola User Supervisor .........c.ccceeeveeeveenvennnen. 45
Tabel 3.12 Skenario Use Case Report .......cccccoeveeviieiiiiiiinieeiieie e 45
Tabel 3.13 Skenario Activity Diagram Login Customer Service ................... 47
Tabel 3.14 Skenario Activity Diagram Login Supervisor ........c.ccocceeeevieneene 48
Tabel 3.15 Skenario Activity Diagram Login Manager ...........c.cccceeevverurennnen. 49
Tabel 3.16 Skenario Activity Diagram Kelola Data Nasabah .............c.......... 51
Tabel 3.17 Skenario Activity Diagram Kelola Data Survei ..........ccccceeeueennne. 53
Tabel 3.18 Skenario Activity Diagram Kelola User Customer Service .......... 55
Tabel 3.19 Skenario Activity Diagram Kelola User Supervisor...................... 57
Tabel 3.20 Skenario Activity Diagram Kelola Rating Customer Service ....... 58
Tabel 3.21 Skenario Activity Diagram Report ..........cccoevvviieniiieniieenieeeee, 59
Tabel 3.22 Skenario Sequence Diagram Login All Actor .........cccceeveveeienneene 60
Tabel 3.23 Skenario Sequence Diagram Kelola Data Nasabah ..................... 61
Tabel 3.24 Skenario Sequence Diagram Kelola Data Pertanyaan Survei ....... 62
Tabel 3.25 Skenario Sequence Diagram Kelola User Customer Service ........ 63
Tabel 3.26 Skenario Sequence Diagram Kelola User Supervisor.................... 64
Tabel 3.27 Skenario Sequence Diagram Report .........cccceevcivievciveenciieenieeennee. 65
Tabel 3.28 Tabel USET ......cccueeiiiiiiieiieiieceee et 67
Tabel 3.29 Tabel Nasabah ........ccccccooiiiiiiiiiiieeen 67
Tabel 3.30 TabEl CSO ..ccueirvieiiriiiiiiieteeeer et 67
Tabel 3.31 Tabel Periode .........ccccooiiiiiiiiiiiiieeeee e 68
Tabel 3.32 Tabel VIating .......cccccoeeiiiiiieiieciieece e 68
Tabel 3.33 Tabel Vratingtotal .........ccccoeviieeiiieeiieceeeeeee e 68
Tabel 3.34 Tabel Vreportbulanan ..........ccccecceeviiiiiiiniiiiiienieeeee e 69

http://digilib.mercubuana.ac.id





