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ABSTRAK 

 
Sistem pembelajaran yang terjadi di beberapa kampus umumnya masih 

menggunakan metode tradisional. Salah satu program studi teknik industri di 

Universitas Pembangunan Nasional “Veteran” Jawa Timur mengalami tingkat 

kualitas pelayanan yang menurun terhadap penggunaan metode pembelajaran 
berbasis online.di tengah maraknya sistem pembelajaran online. Dari segi kualitas 

belum pernah dilakukan analisa mengenai kepuasan mahasiswa dan dosen akan 

sistem pembelajaran berbasis online ini. Maka dari itu perlu dilakukan penelitian 
yang bertujuan untuk menganilisa kualitas pelayanan sistem pembelajaran berbasis 

online yang telah diberikan. Sehingga didapatkan saran perbaikan bagi perusahaan 

untuk meningkatkan kualitas pelayanannya. Penelitian dilakukan dengan 

menggunakan metode Kano kemudian dianalisa dalam tabel Kano. Hasil penelitian 
yang didapati berupa analisis sistem pembelajaran yang ada dan perbaikan berupa 

pengenalan lebih lanjut baik mahasiswa dan dosen untuk sistem pembelajaran online 

dan penam- bahan fitur fitur baru untuk sinkronisasi saat pembelajaran berlangsung 
sehingga apabila diterap- kan maka akan tercipta upaya peningkatan kualitas 

pelayanan sistem pembelajaran berbasis onlene untuk program studi teknik industri 

UPN Veteran Jawa Timur. 
 
Kata kunci : Sistem pembelajaran, Kualitas pelayanan,Kano,Tabel Kano,. 

 



ABSTRACT 

 

Learning systems that occur on several campuses generally still use 

traditional methods. One of the industrial engineering study programs at the 

East Java "Veteran" National Development Uni- versity experienced a 

decreased level of service quality towards the use of online-based learning 

methods. In terms of quality, there has never been an analysis of student and 

lecturer satisfaction with this online-based learning system. Therefore it is 

necessary to conduct research aimed at ana- lyzing the quality of online-based 

learning system services that have been provided. so we get sug- gestions for 

improvements for companies to improve the quality of service. The study was 

conducted using the Kano methods and then analyzed in the Kano tables. The 

results found in the form of a gap between the expectations and satisfaction of 

students and lecturers of the learning system that applies and things that are 

prioritized for improvement in the form of further introduction of both 

students and lecturers for online learning systems and the addition of new 

features for synchroniza- tion during learning so that when applied an effort 

will be made to improve the quality of online- based learning system services 

for the engineering study program of the UPN Veteran industry in East Java. 
 
Keywords: Learning system, Service quality, KANO,Table Kano.. 
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