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ABSTRAK

Skripsi berjudul "Hubungan Kualitas Pelayanan Buku Pelaut Berbasis Online
Dengan Kepuasan Pelaut di Kantor Kesyahbandaran dan Otoritas Pelabuhanan
Kelas II Cirebon. “berawal dari adanya masalah yang sering dialami oleh pelaut
saat ini adalah belum adanya kemudahan bagi pengguna jasa buku pelaut dalam
proses pengurusan dokumen buku pelaut secara online”. Penelitian ini bertujuan
untuk mengetahui hubungan antara kualitas pelayanan buku pelaut berbasis online
dengan tingkat kepuasan pelaut di lokasi penelitian, mengukur presepsi pelaut
terhadap kualitas pelayanan buku pelaut berbasis online di Kantor
Kesyahbandaran dan Otoritas Pelabuhan Kelas II Cirebon, mengukur persepsi
tentang kepuasan pelaut, menentukan faktor-faktor yang dapat mempengaruhi
persepsi pelaut terhadap kualitas pelayanan buku pelaut online. Populasi
penelitian adalah para pengguna (user) jasa pelayanan di Kantor Kesyahbandaran
dan Otoritas Pelabuhan Kelas I Cirebon Jawa Barat. Penetapan sampel dengan
sampling accidental dan terkumpul sebanyak 69 responden. Data diambil melalui
kuesioner. Pengolahan data dengan cara coding dan tabulating. Uji instrument
dengan uji validitas dan reliabilitas. Analisis data menggunakan analisis korelasi
product moment, uji t dan koefisien determinasi. Hasil penelitian diperoleh nilai r
= 0,678 (hubungan kuat) antara kualitas pelayanan dengan kepuasan pelaut. Hasil
uji t sebesar 7,5499 > 1.668, artinya hubungan Kualitas Pelayanan dengan
Kepuasan Pelaut terbukti secara empiris. Kontribusi Kualitas Pelayanan terhadap
Kepuasan Pelaut sebesar 45,97% sisannya 54,03% merupakan faktor yang tidak
diteliti.

Kata kunci: Kualitas Pelayanan Buku Pelaut, Kepuasan Pelanggan



ABSTRACT

Research on The Relationship between the Quality of Online-Based Seafarer Book
Service and Seafarer Satisfaction at the Cirebon Class Il Port Authority and
Municipal Office* is started with a problem that is often experienced by seafarers
today, namely the lack of convenience in online process service of seaman's book
documents. This research aims to determine the relationship between the quality
of online-based seaman's book services and the level of satisfaction of seafarers at
the research location, to measure seafarers' perceptions of the quality of online-
based seaman's book services at the Cirebon Class Il Port Authority and
Municipal Office, to measure perceptions of seafarer satisfaction, determine
factors that can influence seafarers' perceptions of the quality of online seaman's
book services. This study benefit primary data from respondents. The research
population is all service users at the Cirebon Class Il Port Authority and
Municipal Office, West Java. The sample was was determined using accidental
sampling and collected 69 respondents who filled in a questionnaire. Data
processing were coding and tabulating phases Test the instrument were validity
and reliability test. Data analysis used product moment correlation analysis, t-test
and determination coefficient. The results of the study obtained a value of r =
0.678 (strong relationship) between service quality and seafarer satisfaction. The
results of the t-test was 7.5499 > 1,668 which meant that the relationship between
service quality and seafarer satisfaction was empirically proven. The contribution
of service quality to satisfaction was 45.97%. The remaining percentage was
54.03% which is contribute by other factors that has not been studied on this
study.

Keywords: Service Quality Seaman Book, Customer Satisfaction.
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