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Abstract: Halodoc is an ICT that supports access to health service facilities, with various facili-

ties such as consultations with doctors, purchasing medicines, making appointments with hospi-

tals, as well as several other health support facilities. This research is based on calculations us-

ing the Customer Satisfaction Index (CSI) method to determine the overall level of customer 
satisfaction with an approach that considers the level of importance of product or service attrib-

utes as measured by an importance scale (Importance), a satisfaction/performance level scale 

(Performance) and the question indicators include usability, information quality, interaction 
quality, then the satisfaction level criteria are obtained with a CSI value of 61.29%, meaning 

that the patient gives the criteria as being quite satisfied with Halodoc services. 
 

Keywords: CSI, halodoc, patient 
 
 

Abstrak: Halodoc merupakan TIK yang mendukung akses fasilitas pelayanan kesehatan, dengan 

berbagai fasilitas yang dimiliki seperti konsultasi dengan dokter, pembelian obat, buat janji 

dengan rumah sakit, serta beberapa fasilitas pendukung kesehatan lainnya. Penelitian ini ber-

dasarkan perhitungan menggunakan metode Customer Satisfaction Index (CSI) untuk menen-
tukan tingkat kepuasan pelanggan secara menyeluruh dengan pendekatan yang mempertim-

bangkan tingkat kepentingan dari atribut-atribut produk atau jasa yang diukur dengan skala 

tingkat kepentingan (Importance), skala tingkat kepuasan/kinerja (Performance) dan indikator 
pertanyaan meliputi usability, information quality, interaction quality maka diperoleh kriteria 

tingkat kepuasan dengan nilai CSI 61.29% artinya bahwa pasien memberikan kriteria cukup 

puas terhadap layanan Halodoc. 
 

Kata kunci: CSI, halodoc, pasien 
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INTRODUCTION 

 

Technological innovation in the health 

sector is halodoc [1]. Halodoc health ser-

vices aim to provide more efficient, ac-

cessible and innovative health service 

solutions, and this technology helps 

overcome geographical limitations in 

time and have wider access to health ser-

vices for the community [2]. 

The Ministry of Health of the Republic of 

Indonesia launched four health applica-

tions to accommodate and make it easier 

for the public to obtain accurate, credible 

and trustworthy health services [3] [4]. 

The increasing use of smartphones in In-

donesia because of increasing internet 

use has given rise to various innovations 

that can facilitate various activities. Ac-

cording to research conducted by the In-

donesian Internet Service Providers As-

sociation (APJII) between 2019 and 

2020, there was a significant increase in 

the number of users of around 8.9% or 

reaching 73.7% or more than 196.7 mil-

lion users in Indonesia [5]. 

With the help of the internet, 

smartphones have the benefit of search-

ing for information. M-Health and halo-

doc are digital services in the health sec-

tor that have been downloaded by more 

than one million users with high ratings 

[6]. Continuous technological develop-

ments from year to year have resulted in 

several new innovations being discovered 

[7]. The amount of e-commerce in Indo-

nesia is also increasing during this pan-

demic, one of which is health-focused 

applications such as halodoc, Alodokter, 

Go-Dok, and others which offer a few 

features that can make things easier for 

their users. to carry out consultations, 

buy medicine, even make appointments 

at their homes [8].  

The Halodoc application is increasingly 

known among the public [9]. Digital 

health services have experienced contin-

uous and significant improvement, in 

2020 there was an increase in health ser-

vice consultations via video by >6500 or 

reflecting an increase in health service 

consultations of 2000% [10]. 

Based on the background above, the 

problem identification that will be dis-

cussed in this research is: Does Service 

Quality Influence Customer Value of the 

Halodoc E-Health Application? Does 

Customer Value Influence Customer 

Loyalty of the Halodoc E-Health Appli-

cation? Does Service Quality Influence 

Customer Loyalty of the Halo-doc E-

Health Application? Does Service Quali-

ty Influence Customer Loyalty through 

E-Health Application customer value 

Hellodoc? 

This research analyzes customer satisfac-

tion with the Halodoc application service 

using the Customer Satisfaction Index 

(CSI) method so that it can identify pa-

tient needs which are influenced by tech-

nological readiness related to their inter-

est in using Halodoc, as well as identify-

ing patient who know the benefits of 

Halodoc so that they do not hesitate to 

use Halodoc and identify patients. not 

confused about using the Halodoc appli-

cation, so there is a high tendency for pa-

tients to use the Halodoc application [11]. 

The Halodoc application is used to sim-

plify health services or provide easy ac-

cess to health for the Indonesian people. 

Halodoc is a secure platform that con-

nects patients with licensed physicians, 

insurers, laboratories and pharmacies into 

one mobile application [12] [13]. 

People's limitations in accessing health 

services during the pandemic have shift-

ed people's interest in considering long-

distance access to health using telemedi-
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cine soon. The government is also devel-

oping telemedicine to increase access to 

quality health services amidst the Covid-

19 pandemic. The Ministry of Health is 

developing the use of technological de-

velopments, to make it easier for people 

to seek treatment without having to meet 

a doctor face to face. Telemedicine ser-

vices are health services provided by 

doctors using information and communi-

cation technology to diagnose, treat, pre-

vent, and evaluate patients' health condi-

tions. This service allows doctors to pro-

vide services without face-to-face contact 

Until 2018, the total funding received 

was around US$13 million or around Rp. 

170 billion; Some of its investors include 

Gojek, Blibli, Clermont, and NSI Ven-

tures. Halodoc announced a collaboration 

with Gojek in May 2018. Through this 

collaboration, Gojek will connect the 

Gomed feature in the Gojek application 

with the Halodoc application. So Go-jek 

users will be directly directed to the Hal-

odoc application to order medical needs 

such as medicine or vitamins. 

According to the Halodoc.com website, 

Halodoc provides the most complete 

health solutions in Indonesia, such as 

chatting with doctors, buying medicine, 

making hospital appointments, lab 

checks, the latest information about 

health and others that can be accessed 

anywhere, anytime. Halodoc services are 

available in more than 100 cities 

throughout Indonesia for drug delivery, 

to more than 20,000 doctors with various 

specialties, and to 1,600 hospitals 

throughout Indonesia[14]. 

There are 4 types of business models 

available at halodoc including: First Con-

sult in the consult business model, there 

are several services available to patients, 

including: Users can consult a general 

practitioner or specialist doctor. Users 

will be charged a consultation service fee 

with prices starting from Rp. 15,000, Us-

ers will be given a few minutes to consult 

via chat with several selected doctors. 

After sufficient consultation, the doctor 

will prepare a prescription for the user's 

medication needs. Next, the medication 

will be ordered through the Halodoc 

partnership pharmacy and will be sent 

directly to the home. Book. In the book 

business model, there are several services 

available to patients, including: Patients 

simply make an appointment with a doc-

tor online at the hospital of their choice 

and arrive at the specified time. 

To use it, patients only need to go to the 

'Hospital' section on the official Halodoc 

website. Then, select the hospital you 

want to visit and determine the type of 

registration. Next, the patient just must 

choose the type of treatment based on the 

polyclinic, select a doctor, then determine 

the date and time of the consultation. Af-

ter determining the schedule, the patient 

only needs to fill in the requested data. If 

approved, a confirmation SMS will be 

sent to the patient's cellphone number via 

SMS. Next, patients only need to come to 

the hospital 30 minutes before the sched-

uled consultation, then show the verifica-

tion code to confirm attendance. Orders. 

In the order business model, there are 

several services available to patients, in-

cluding: The Halodoc application is 

equipped with a Health Shop which al-

lows us to buy online medicines, supple-

ments, vitamins, and medicines with a 

doctor's prescription. Online orders are a 

Pharmacy Delivery service where orders 

are placed directly by the buyer or on the 

recommendation of the doctor who han-

dles the patient/buyer based on previous 

online consultations carried out by the 

patient. Offline Orders is a service where 

the Pharmacy (user) and Patient Rela-
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tions Officer make orders for pa-

tients/buyers based on a doctor's prescrip-

tion [11]. Orders made can be sent via the 

Go-Jek delivery service (Delivery Order) 

or patients can pick up the medicine di-

rectly at the Pharmacy (Pickup 

Order)[15]. Insurance. In the insurance 

business model, there are several services 

available to patients, including: FWD 

Insurance Indonesia (FWD Insurance) is 

improving the FWD Max application 

service through collaboration with Halo-

doc. Making it easier for the public to 

access health services, by providing fea-

tures to ask a doctor, buy medicine, la-

boratory tests, and make appointments 

with doctors at hospitals via the applica-

tion. Easy access to health services at 

halodoc can also be connected to your 

health insurance[11]. 

 
Image 1 Business Process Flowchart 

Halodoc 

According to Kasmir, service is the ac-

tions or deeds of a person or organization 

to provide satisfaction to customers, fel-

low employees, and leaders. 

A service or service is an appearance per-

formance, intangible and can be felt, dis-

appears more quickly, and can be owned 

or imitated, and customers are more able 

to participate actively in the process of 

using or utilizing the service. Services are 

a form of service consisting of appear-

ance, activities and benefits or satisfac-

tion which are basically intangible and do 

not result in a transfer of ownership but 

can be felt[16]. 

 

 

METODE 

 

The following is a research data collec-

tion technique for customer satisfaction 

analysis of Halodoc application services 

using the Customer Satisfaction Index 

(CSI) method [17]. There were 50 ques-

tionnaires distributed to patients using 

Halodoc which received 45 valid an-

swers. 

Data collection in this research used ob-

servation and literature study methods. 

Observations are carried out to study 

problems in the fieldwhich is related to 

the object under study. Literature Study 

This method is carried out by looking for 

materials that support the definition of 

the problem through books, journals, and 

the internet. Questionnaire, a method 

used to collect user opinions and experi-

ences regarding the digital health services 

provided [18]. 

 

 
Image 2 Research Diagram 
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The following is a research design for 

customer satisfaction analysis of the ha-

lo-doc application service using the Cus-

tomer Satisfaction Index (CSI) method to 

determine the attributes that need to be 

prioritized in improving quality and ser-

vice to increase halodoc costumer satis-

faction [17]. By using CSI it provides 

clear data on the level of custommer sat-

isfaction so that reguler evaluations can 

be carried out over time to correct defi-

ciencies and improve service as assessed 

by consummers [19]. Objective Identifi-

cation The research aims to determine the 

overall level of customer satisfaction us-

ing the approach and consideration of the 

product attributes being measured, so that 

the level of customer satisfaction is ob-

tained to be evaluated periodically by 

making improvements that are lacking to 

improve health services. Study of litera-

ture. To understand the conceptual 

framework, previous research findings 

and current trends in related research, so 

that significant results will be obtained. 

Definition of population and sample. De-

termine the halodoc population and sam-

ple to reflect the diversity of users for 

more representative results[20]. 

Tabel 1. Customer Satisfaction Indeks 

(CSI) 
Atribut Interest 

(I) 

 Satisfac-

tion 

(P) 

Score 

(S) 

 Scala 1-

5 

Scala 1-5 (S) =  

(I) x (P) 

……….    

……….    

Score 

Total 

Total 

(I)=(Y) 

 Total 

(S)=(T) 

 

Customer Satisfaction Index (CSI) 

calculated by the formula: 

CSI = 
 

  
                 

Information: 

T   = Total CSI Value 

1 = Maximum value on scale  

   measurement 

Y   = Total Value of the expected colum 

 

Table 2 Satisfaction Level Criteria 

No Nilai CSI (%) Keterangan (CSI) 

1 81% - 100% Very satisfied 

2 66% - 80.99% Satisfied 

3 51% - 65.99% Quite satisfied 

4 35% - 50.99% Less Puas 

5 0% - 34.99% Not Puas 

The maximum CSI value is 100%. A CSI 

value of 50% or lower indicates poor ser-

vice performance. A CSI value of 80% or 

higher indicates that users are satisfied 

with service performance. 

 

 

RESULT AND DISCUSSION 

 

Continuous technological developments 

from year to year have resulted in several 

new innovations being discovered. To 

carry out consultations, buy medicine, 

even make appointments at their homes. 

The following are the results of demo-

graphic data on the distribution of re-

spondents. Respondent demographics 

base on age based on the data that has 

been collected, it can be concluded, 

showing that most respondents who use 

the halodoc application are aged 19 to 25, 

numbering 14 or 70%, then those aged 26 

to 35 are 6 people out of 20 respondents 

or 30%. 

 
Image 2 Respondent demographics 

base on age 

Respondent demographics base on 

age  

19-25 Tahun 26-60 Tahun
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Respondent demographics base on gen-

der. Based on the data that has been col-

lected, it can be concluded showing that 

the majority of Halodoc application users 

are women with a total of 11 people or 

55% and male respondents totaling 9 

people or 45% of the total sample of 20 

data. 

 
Image 2 Respondent demographics 

base on gender 

Respondent demographics base on occu-

pantion Based on the data that has been 

collected, it can be concluded, the dia-

gram shows that most respondents are 

students with a total of 16 people or 80% 

of the 20 data, then employees etc. are 4 

people or 20%. 

 
Image 2 Respondent demographics 

base on occupantion 

 

The Customer Satisfaction Index (CSI) is 

an index to determine the overall level of 

customer satisfaction with an approach 

that considers the level of importance of 

product and service attributes. In imple-

menting the CSI method, a questionnaire 

will be carried out which will be filled in 

by consumers and will produce data on 

the level of satisfaction that has been 

achieved [13]. to determine the attributes 

that need to be prioritized in improving 

quality and service to increase halodoc 

customer satisfaction [14] 

The following is the required question-

naire: Determining the Importance Level 

Scale as a guide for customers to assess 

the level of importance of service quality, 

using a Likert scale with a value of 1-4. 

Seen in table 3. 

 

Tabel 3. Likert Scale of Level of Im-

portance 

Bobot Keterangan 

1 Very unimportant (VU) 

2 Not Important (NI) 

3 Important (I) 

4 Very Important (VI) 

Determining the level of satisfaction/ per-

formance scale (Performance). As a 

guide for customers to assess the level of 

service quality performance, using a Lik-

ert scale with 1-4. As in table 4 

 

Table 4. Performance Level Likert 

Scale 

Bobot Keterangan 

1 Very dissatisfied (VD) 

2 Not satisfied (NS) 

3 Satisfied (P) 

4 Very Satisfied (VS) 

 

Determining question indicators. In 

measuring service quality factors, the 

model (WEBQUAL) is used which con-

sists of three indicators Usability, Infor-

mation Quality, Interaction Quality as in 

table 5 

 

 

Respondent demographics base on 

gender 

Perempuan Laki-laki

Respondent demographics base on 

occupantion  

Pelajar/Mahasiswa Pegawai, Dll.
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Tabel 5. Question Indicator Table 

No Indikator Kode 

- Usability - 

1 Availability of consulta-

tion services with the 

right doctor on the Hal-

odoc application 

A1 

2 Halodoc application 

services make it easy for 

users to immediately get 

solutions to health prob-

lems 

A2 

 Information Quality  

3 

The Halodoc application 

is my main choice in 

increasing my 

knowledge about health 

A3 

4 

The Halodoc application 

provides accurate health 

information according 

to user needs. 

A4 

 Interaction Quality   

5 

Medical explanations in 

the Halodoc application 

provide accurate infor-

mation according to the 

needs of application us-

ers 

A5 

6 

The availability of hos-

pitals that collaborate 

with Halodoc makes it 

easier for users to 

schedule hospital visits 

as desired 

A6 

 

Based on the data that has been collected, 

it can be concluded, showing that most 

respondents who use the halodoc applica-

tion are aged 19 to 25, numbering 14 or 

70%, then those aged 26 to 35 are 6 peo-

ple out of 20 respondents or 30%. 

Based on the data that has been collected, 

it can be concluded, showing that the ma-

jority of Halodoc application users are 

women with a total of 11 people or 55% 

and male respondents totaling 9 people or 

45% of the total sample of 20 data. 

Based on the data that has been collected, 

it can be concluded, the diagram shows 

that most respondents are students with a 

total of 16 people or 80% of the 20 data, 

then employees etc. are 4 people or 20%. 

The following is a manual calculation 

using only three respondents as follows: 

Table 6. Table of Interests 

Kode R1 R2 R3 Total Average 

A1 4 2 1 7 2.33 

A2 3 4 3 10 3.33 

A3 2 4 2 8 2.67 

A4 5 4 2 11 3.67 

A5 4 5 5 14 4.67 

A6 3 1 2 6 2 

 

Table 7.   Satisfaction Table 

Kode R1 R2 R3 Total Average 

A1 3 3 2 8 2.67 

A2 1 3 2 6 2 

A3 1 5 1 7 2.33 

A4 5 3 3 11 3.67 

A5 3 5 4 12 4 

A6 4 2 3 9 3 

 

Table 8. Table Customer  

Satisfaction Index (CSI) 

Kode 
Kepentingan 

(I) 

Kepuasan 

(P) 

Skor (S) 

(I x P) 

A1 2.33 2.67 6.22 

A2 3.33 2 6.67 

A3 2.67 2.33 6.22 

A4 3.67 3.67 13.44 

A5 4.67 4 18.67 

A6 2 3 6 

 

Total (I) = 

18.67 

Total (I) = 

(Y) 

 Total (S) 

= 57.22 

Total (S) 

= (T) 

 
CSI  =  T_ x 100%  
                5Y  

            = 57.22 x 100% 

               5 (18.67) 
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            = 57.22 x 100% 
                93.35 

            = 61.29% 

 

Tabel 9. Satisfaction Level Criteria 

No Nilai CSI (%) CSI 

1 81% - 100% Very Satisfied 

2 66% - 80.99% Satisfied 

3 51% - 65.99% Quite Satisfied 

4 35% - 50.99% Less satisfied 

5 0% - 34.99% Not Satisfied 

 

 

CONCLUSION 

 

Based on the Customer Satisfaction In-

dex (CSI) calculation, halodoc has 

61.29% satisfaction criteria levels from 

the importance table, satisfaction table 

and CSI table, meaning that there is con-

venience in the halodoc application from 

fast health access so that patients can 

consult with doctors equipped with the 

convenience of consulting without need-

ing come physical health facilities with 

online medicine ordering. 

 

 

ACKNOWLEGMENTS 

 

Thank for LPPM ITEBA with a letter of 

assignment for funding research custom-

er satisfaction analysisregarding using 

halodoc application services customer 

satisfaction index (CSI) method. 

 

 

BIBLIOGRAPHY 

 

[1] A. A. Pratama and A. B. Mutiara, 

“Software Quality Analysis for 

Halodoc Application using ISO 

25010:2011,” Int. J. Adv. Comput. 

Sci. Appl., vol. 12, no. 8, pp. 383–

392, 2021, doi: 

10.14569/IJACSA.2021.0120844. 

[2] Mochammad Aldi Kushendriawan, 

Harry Budi Santoso, Panca O. 

Hadi Putra, and Martin Schrepp, 

“Evaluating User Experience of a 

Mobile Health Application 

„Halodoc‟ using User Experience 

Questionnaire and Usability 

Testing,” J. Sist. Inf., vol. 17, no. 

1, pp. 58–71, Apr. 2021, doi: 

10.21609/jsi.v17i1.1063. 

[3] D. I. Sari, “Implementasi 

Manajemen Proyek CPM pada 

Pembangunan Infrastruktur IT 

Optical Distribution Point,” 

JURTEKSI (Jurnal Teknol. dan 

Sist. Informasi), vol. 7, no. 3, pp. 

267–276, 2021. 

[4] Kemkes.go.id, “Kemenkes 

Luncurkan 4 Aplikasi Bidang 

Kesehatan – Sehat Negeriku,” 

Kemkes.Go.Id, no. November, 

2018. 

[5] APJII, “Profil Internet Indonesia 

2022,” 2022. 

[6] A. Pratama, M. P. W, B. A. P, and 

R. A. F, “PENGUKURAN 

USABILITY SYSTEM 

APLIKASI HALODOC 

SEBAGAI LAYANAN M-

HEALTH MENGGUNAKAN 

USE QUESTIONNAIRE,” Pros. 

Semin. Nas. Inform. Bela Negara, 

vol. 2, 2021, doi: 

10.33005/santika.v2i0.120. 

[7] D. I. Sari and M. Jufri, 

“INTEGRATED NETWORK 

SYSTEM SECURITY TO 

DETERMINE GIS 

(GEOGRAPHIC INFORMATION 

SYSTEM) BASED CYBER 

CRIME PATTERNS,” JURTEKSI 

(Jurnal Teknol. dan Sist. 

Informasi), vol. 9, no. 1, 2022, doi: 

10.33330/jurteksi.v9i1.1890. 



 
JURTEKSI (Jurnal Teknologi dan Sistem Informasi)                 ISSN 2407-1811 (Print) 

Vol. X No 2, Maret 2024, hlm. 247 - 256      ISSN 2550-0201 (Online) 

DOI:   https://doi.org/10.33330/jurteksi.v10i2.2956 

Available online at http://jurnal.stmikroyal.ac.id/index.php/jurteksi 
 

 

255 

 

[8] “QUALITY CONTROL OF 

OPTICAL FIBER DISRUPTION 

WITH BIG DATA USING THE 

SIX SIGMA METHOD,” STMIK 

R., vol. Vol 8, No, 2022. 

[9] D. A. Saputra and R. K. Dewi, 

“Hubungan Kualitas Pelayanan 

Terhadap Kepuasan Pengguna 

Platform Telemedicine Halodoc 

Tahun 2022,” JURMIK (Jurnal 

Rekam Medis dan Manaj. Inf. 

Kesehatan), vol. 2, no. 2, pp. 1–16, 

2022. 

[10] B. M. Demaerschalk, R. N. 

Blegen, and S. R. Ommen, 

“Scalability of Telemedicine 

Services in a Large Integrated 

Multispecialty Health Care System 

during COVID-19,” Telemed. e-

Health, vol. 27, no. 1, pp. 96–98, 

Jan. 2021, doi: 

10.1089/tmj.2020.0290. 

[11] Maciej Serda et al., “Hubungan 

Antara Terpaan Iklan Aplikasi 

Halodoc Dan Terpaan Persuasi 

Reference Group Dengan Minat 

Untuk Menggunakan Aplikasi 

Halodoc Sebagai Sarana 

Konsultasi Dengan Dokter,” 

Interak. Online, vol. 9, no. 1, 

2020. 

[12] V. Yoga, P. Ardhana, U. Qamarul, 

and H. Badaruddin, “Pengujian 

Usability Aplikasi Halodoc 

Menggunakan Metode System 

Usability Scale ( SUS ),” J. 

Kesehat. Qamarul Huda, vol. 9, 

2021. 

 

[13] D. Tarmidi, S. Mardhatillah, F. 

Masripah, D. Febriyanto, and T. 

A. Pribadi, “The Influence Of 

Product Innovation And Price On 

Customer Satisfaction In Halodoc 

Health Application Services 

During COVID-19 (Survey of 

HaloDoc App Users in Bandung In 

2021),” 2021. 

[14] A. Chandra and P. Henriette 

Pattyranie Tan, “Analysis of 

Factors Affecting E-Loyalty With 

E-Trust and E-Satisfaction as 

Mediation Variables on Halodoc 

Application Users in Indonesia,” 

Quant. Econ. Manag. Stud., vol. 3, 

no. 6, 2022, doi: 

10.35877/454ri.qems1272. 

[15] D. A. P. Satrya Dewi, P. E. 

Arimbawa, and N. P. Wintariani, 

“Halodoc Selama Pandemi Covid-

19 di Apotek Satrya Pharmacy,” 

Sang Pencerah J. Ilm. Univ. 

Muhammadiyah But., vol. 9, no. 2, 

2023, doi: 

10.35326/pencerah.v9i2.2998. 

[16] P. A. Putra and I. G. N. P. 

Suryanata, “SINERGI HALODOC 

DALAM MUTU PELAYANAN 

RUMAH SAKIT DI MASA 

PANDEMI COVID 19,” E-Jurnal 

Ekon. dan Bisnis Univ. Udayana, 

2021, doi: 

10.24843/eeb.2021.v10.i04.p04. 

[17] S. M. Widodo and J. Sutopo, 

“Metode Customer Satisfaction 

Index (CSI) Untuk Mengetahui 

Pola Kepuasan Pelanggan Pada E-

Commerce Model Business to 

Customer,” J. Inform. Upgris, vol. 

4, no. 1, 2018. 

[18] S. Eivazzadeh, J. S. Berglund, T. 

C. Larsson, M. Fiedler, and P. 

Anderberg, “Most influential 

qualities in creating satisfaction 

among the users of health 

information systems: Study in 

seven european union countries,” 

JMIR Med. Informatics, vol. 6, no. 

4, 2018, doi: 10.2196/11252. 

[19] S. H. A. Syukri, “Penerapan 



 
JURTEKSI (Jurnal Teknologi dan Sistem Informasi)                 ISSN 2407-1811 (Print) 

Vol. X No 2, Maret 2024, hlm. 247 - 256      ISSN 2550-0201 (Online) 

DOI:   https://doi.org/10.33330/jurteksi.v10i2.2956 

Available online at http://jurnal.stmikroyal.ac.id/index.php/jurteksi 
 

 

256 

 

Customer Satisfaction Index (CSI) 

Dan Analisa GAP Pada Kualitas 

Pelayanan Trans Jogja,” J. Ilm. 

Tek. Ind., vol. 13, no. 2, 2014. 

[20] M. N. Pranata, A. Hartiati, and C. 

A. B. Sadyasmara, “Analisis 

Kepuasan Konsumen terhadap 

Kualitas Produk dan Pelayanan di 

Voltvet Eatery and Coffee 

menggunakan Metode Customer 

Satisfaction Index (CSI),” J. 

REKAYASA DAN Manaj. 

AGROINDUSTRI, vol. 7, no. 4, 

2019, doi: 

10.24843/jrma.2019.v07.i04.p11. 

 

 


