DAFTAR ISI

ABSTRAK ..uceirtiieininnninnisnississssnsssissssssssssssssssssssssssssssssssssssssssssssssssssssssssssssss ii
LEMBAR PERYATAAN KARYA ILMIAH.......cooivvininreicsennsensnenseccnssesssnssnes iii
LEMBAR PENGESAHAN ...couiininniniininsnisseissssssesssnssssssssssssssssssssssssssssssssssssss iv
KATA PENGANTAR .....uooiiiiniininsnisnisssssessassssisssssssssssssssssssssssssssssssssssssssssssssss v
DAFTAR ISL..uuuioiiiiinrinseinsnissanssessssssssssssssssssssssssssssssssssssssssssssassssssssssssssasssasssssss viii
DAFTAR TABEL ....couiiniiiiiiiiniinnicsnenssiniisesssecssessssssssssessssssssssssssessssssssssssssasssee xi
DAFTAR GAMBAR ...uuiiriiniiiisinssissnisssissessesssisssissssssssssssssssssssssssssssssssassssssns xii
DAFTAR LAMPIRAN ...coouiiruirrensinssisssssssssssssssssssssssssssssasssssssssssssssssssssasssasssssss xiii
BAB I PENDAHULUAN ....ccuiinininiicstissenssesssesssssssisssssssssssssssssssssssssssssssssssssssssss 1
A. Latar Belakang Penelitian ..........cccccvveviiiiieiiiieniieiciiee e 1
B. Rumusan Masalah ........ccccooeiiiiiiniiiiiiieeccteeee e 6
C. Tujuan Penelitian..........ccceeviieiieiiiieiie ettt ere e 6
D. Manfaat Hasil Penelitian............coccooeeiiiiiniiniiiiiniiniiiciccicnecieeceee 6
E. Kerangka Berpikir........coociiiiiiiiiiiiiiiieiiiieeeee et 7
U o 11 0107 1) USRS 12
G. Hasil Penelitian Terdahulu .........ooooviiiiiienniiiiiceeee 12
BAB II KAJTAN PUSTAKA .....ccciiiiienincnnsensnsssecssecsssssesssesssnssssssssssessssssssssssans 18
A. Continuous IMProVEMeENt ..........cc.uueeeieiuisesieiiieeeaniieeeeessieeeessneeeeessnnneeeens 18

1. Definisi dan Konsep continuous improvement...............cccoueeeveeevenennns 18

2. Prinsip continuous improVement ...............ccueeveeereeeceeesieeesreesveessnesneens 24

3. Model continuous improvement .................ccccceeeeueeeueesieeieenieeieennens 26

4. Implemetasi continuous improvement terhadap Kepuasan Siswa......... 30

B. Fokus Pelangg@an ..........c.ccccouiiiiiiiiiiiiecieeeeeetee et 32

1. Definisi Pelanggan Pendidikan ............ccccooeviiniiniininniniccs 32

2. Identifikasi Jensi Pelanggan..........cccccooovvviiiiiieiiiiiniieeieeeee e, 33

3. Definisi Fokus Pelang@an ............cccceeviiiiiiiiiiiiieciieeee e, 36

4. Indikator Fokus Pelanggan............cccccveviiiiiieniiiniiicieecieeeeee e 38

5. Fokus Pelangan terhadap Kepuasan SiSwa .........ccccccveeviieviienieeninennnen, 41

C. KePUASAN SISWA ..uveieiiieiiieiieeiieiieeiee et eseteeteeseveeseesseessseessaeeseessseeseeenne 42

viii



2.
3.
4.

Definisi dan Teori Kepuasan..........cccoecceeeeiiieniiieniiieeieeeieeeeee e, 42

Dimensi Kepuasan Siswa Sebagai Pelanggan Pendidikan.................... 44
Faktor-Faktor Kepuasan SiSWa ..........cceveiieiieniiieniieiieeieee e, 46
Indikator Kepuasan SiSWa.........ccceceeeiiierireiienieeie e 49

D. Relevansi Continuous Improvement dan Fokus Pelanggan terhadap

Kepuasan SISWa .......ooiiiiiiiee et 51
BAB III METODOLOGI PENELITIAN ...cccccevvinnuicrenssenssessanssasssesssessssssasssessns 52
A. Pendekatan dan Metode Penelitian ...........cccccovveviiviincniinienicnenicccene 52
1. Pendekatan Penelitian ..........coccooiiiiiiiiiiiiiiiniiiicieeeeeeeeeee 52
2. Metode Penelitian..........cociiiiiiiiiiiiiiieieeee e 52
B. Jenis dan Sumber Data........cccooeiiiiiiiiiiiiiie e 53
Lo Jenis Data.co..ceouiiiiiiiieeeeee et 53
2. SUMDBET Data....coeeiiiiiiiiiiiieiieeeieeereeee e 53
C. Teknik Pengumpulan Data ............ccccoeieiiiiiieiiiniiieiiececeeeeee e 57
1. KueSioner/ANGKEL .......cocuiiiiiiiieiiieiiesie ettt 57
2. DOKUMENLAST ..euviiiiiiiiiiiieiiienicete sttt ettt 64
D. Teknik Analisis Data .........cocceiiiiiiiiiiiiiieeeee e 64
1. Uji Instrumen Penelitian ..........cocoueovvueeniiiniiniiiniieieceeeieeeeee e 65
2. AnNalisis StatiStIK .........ooiiiiiiieiiieie i 70
3. Uji ASumsi KIaSTK ....cccviieriiiieiiee e seeee s see e eee e e e esvee e sevee e 71
4. Analisis Regresi Linier Berganda ...........ccoooveviiiiiiniiiniieieeceeeen, 74
5. UJi HIPOLESIS woovviieiieiieeiieeie ettt et ettt e e eeaeessaeseneens 75
6. Uji Koefisien Determinasi (Uji - R?).......ccovoveeeveeereeeieeeeeeseeeeeenn, 76
7. Tempat dan Waktu Penelitian...........ccoocueeviiiiiiiniienieeiienieeieeeieene 77
BAB IV HASIL PENELITIAN DAN PEMBAHASAN ....ccccceetenernessnessnnsnnens 79
A, Hasil Penelitian ...........coccooiiiiiiiiiiiiiiiicicteeceeeee e 79
1. Profil Madrasah Aliyah Negeri 1 Kota Batam............c.cccccvveviieennnnn. 79

2. Pengaruh Implementasi Continuous improvement Terhadap Kepuasan
Siswa di Madrasah Aliyah Negeri 1 Kota Batam .............ccccccveeieenennn. 84
3. Pengaruh Fokus Pelanggan Terhadap Kepuasan Siswa............ccoc....... 87



4. Pengaruh Implementasi Continuous improvement Dan Fokus Pelanggan

Terhadap Kepuasan Si1SWa..........coeciieeiiieiiiieenieeeee e 89

B. Pengujian Hipotesis Penelitian............cooccoeiiiiiiiiiiiiiieiecceeeeeeieee 91
1. ANalisi StatiStiK ......coouieriiiieiieeeeee e 91

2. Uji Asumsi KIaSiK ...coooiiiiiiiiiiiiiiiccceceeeec 101

3. Analisis Ragresi Linier Berganda ............ccccooiiiiiiiiiiiniiiieie, 105

4. UJTHIPOLESTS weeenriiiieeiieeieeieeeeeesiee ettt ettt e st 106

5. Uji Koefisien Determinasi ( Uji- R?).....ccovvvovvceeeeeeeeeeeeceeeeveneeens 109

C. Pembahasan Hasil Peneitian ..........cccccooviiiiiiiiiiiiiniiiniiceeieeecen, 109

1. Implementasi Continuous Improvement di Madrasah Aliyah Negeri 1
Kota Batam.........cocoeiiiiiiiiiieiiiiiiiciecicccceceecreee e 110

2. Fokus Pelanggan di Madrasah Aliyah Negeri 1 Kota Batam............... 112

3. Pengaruh Implementasi Continiuous Improvement dan Fokus Pelanggan

terhadap Kpeuasan Siswa di Madarasah Aliyah Negeri 1 Kota Batam

.............................................................................................................. 114

4. Keterbatasan Hasil Penelitian ............ccoooveriiiniiniiiiniiiiiiciieieeee, 116

BAB V PENUTUP .....uiiiiiintintininsinsssssnssisssssssssssssssssssssssssssssssssssssssssssssssssssssns 117
AL SIMPULAN ..ottt se e sesnne st e e e sseesseenseensesseesseenseensesnnenns 117
B. SARAN .ottt ettt sttt ettt ettt te st etenteeneenean 118
DAFTAR PUSTAKA.....cconuririinisnieissnnsaisnsssssssssssasssssasssssssssssssssssssssssssssssssassassns 119
LAMPIRAN ....ciiiiinrinsrnsnississississsssssssisssssssssssssssssssssssssssssssssssssssssssssssssssssssssosses 126
RIWAYAT HIDUP......cucouiuisriirinensensnisaississesssssasssssssssessssssssssssssssssssssssassassssssess 144



