
ANALYSIS IMPACT USABILITY UT CONNECT APPLICATION ON 

THE CUSTOMER SATISFACTION LEVEL PT. UNITED 

TRACTORS, Tbk BALIKPAPAN BRANCH USING 

QUESTIONNAIRE METHOD 
 

 

 

 

 

 

By 

 

MUHAMAD ABDUL MUID 

12207022 

 

 

 

 

BACHELOR’S DEGREE  

in 

 

 

INDUSTRIAL ENGINEERING 

FACULTY OF ENGINEERING AND INFORMATION TECHNOLOGY 

 

 

  

 

 

 

 

 

 

 

 

 

 

SWISS GERMAN UNIVERSITY 

The Prominence Tower 

Jalan Jalur Sutera Barat No. 15, Alam Sutera 

Tangerang, Banten 15143 - Indonesia 

 

 

 

Revision after the Thesis Defense on July 08th, 2024



Analysis Impact Usability UT Connect Application on The  

Customer Satisfaction Level PT. United Tractors, Tbk 

Balikpapan Branch Using Questionnaire Method  Page 2 of 130 

 

 

STATEMENT BY THE AUTHOR 

 

 

 

I hereby declare that this submission is my own work and to the best of my 

knowledge, it contains no material previously published or written by another 

person, nor material which to a substantial extent has been accepted for the award 

of any other degree or diploma at any educational institution, except where due 

acknowledgement is made in the thesis. 

 

 
 

Muhamad Abdul Muid 
_____________________________________________ 

Student 

  

 

 

 

 

July 08th, 2024 

Date 

 

 

Approved by: 

 

 

 

 

Dr. Ir. Gembong Baskoro, M. Sc, IPU 

_____________________________________________ 

Thesis Advisor 

  

 

 

 

 

 

 

 

 

 

Date 
 

 

 

 

Edi Sofyan, B.Eng., M.Eng., Phd 
_____________________________________________ 

Thesis Co-Advisor 

  

 

 

 

 

 

Date 
 

 

 

 

 

Dr. Maulahikmah Galinium, S. Kom, M. Sc 
_____________________________________________ 

Dean 

  

 

 

 

 

 

Date 

                                                     

July 24, 2024

Stamp



Analysis Impact Usability UT Connect Application on The  

Customer Satisfaction Level PT. United Tractors, Tbk 

Balikpapan Branch Using Questionnaire Method  Page 3 of 130 

 

  

                                                                                    Muhamad Abdul Muid 

 

     ABSTRACT 

 

 

ANALYSIS IMPACT USABILITY UT CONNECT APPLICATION 

ON THE CUSTOMER SATISFACTION LEVEL PT. UNITED 

TRACTORS, Tbk BALIKPAPAN BRANCH USING 

QUESTIONNAIRE METHOD 
 

By 

 

 

Muhamad Abdul Muid 

Dr. Ir. Gembong Baskoro, M. Sc, IPU, Advisor 

Edi Sofyan, B.Eng., M.Eng., Phd, Co-Advisor 

 

 

SWISS GERMAN UNIVERSITY 

 

 

PT. United Tractors, Tbk is a company operating in various fields in Indonesia. In 

this research assignment, what the author will discuss is the application owned by 

PT. United Tractors, Tbk is named UT Connect, which is a special application for 

customers which is useful for maintenance and maintenance of heavy equipment. 

This application is not only used as a digital interaction platform between 

customers and UT but can also be used to monitor heavy equipment.  

However, since this application was launched in 2019 there has been no research 

related to usability testing after using the application, so it is important to carry 

out testing so that it can later become input or recommendations for improvements 

for companies in developing the UT CONNECT application, and the level of 

customer satisfaction with UT services, especially in Balikpapan branch. This 

research uses the USE Questionnaire method (Usefulness, Easy of Use, Easy of 

Learning, and Satisfaction). And the results of this research are all variables in the 

Very Feasible category so that the application can increase customer satisfaction 

with company services. 

Keywords: UT Connect Application, Impact Usability, Customer Satisfaction 

Level, USE Questionnaire (Usefulness, Easy of Use, Easy of Learning and 

Satisfaction)  
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       ABSTRAK 

 

ANALYSIS IMPACT USABILITY UT CONNECT APPLICATION 

ON THE CUSTOMER SATISFACTION LEVEL PT. UNITED 

TRACTORS, Tbk BALIKPAPAN BRANCH USING 

QUESTIONNAIRE METHOD 
 

Oleh 

 

Muhamad Abdul Muid 

Dr. Ir. Gembong Baskoro, M. Sc, IPU, Advisor 

Edi Sofyan, B.Eng., M.Eng., Phd, Co-Advisor 

 

 

SWISS GERMAN UNIVERSITY 

 

 

PT. United Tractors, Tbk adalah perusahaan yang bergerak di berbagai bidang di 

Indonesia. Dalam tugas penelitian ini, yang akan dibahas oleh penulis adalah 

Aplikasi yang dimiliki PT. United Tractors, Tbk diberi nama UT Connect, yaitu 

aplikasi khusus buat para pelanggan yang berguna untuk perawatan dan 

pemeliharaan alat berat. Aplikasi ini tidak hanya digunakan sebagai platform 

interaksi digital antara pelanggan dan UT, namun juga dapat digunakan untuk 

memonitor alat beratnya. 

Namun, sejak aplikasi ini diluncurkan pada 2019 belum ada penelitian terkait uji 

usabilitas setelah menggunakan aplikasi tersebut, sehingga penting untuk 

dilakukan pengujian untuk nantinya dapat menjadi masukan atau rekomendasi 

perbaikan bagi perusahaan dalam pengembangan aplikasi UT CONNECT, dan 

juga tingkat kepuasan pelanggan terhadap layanan UT terutama di cabang 

Balikpapan. Dalam penelitian ini menggunakan metode USE Questionnaire 

(Usefulness, Easy of Use, Easy of Learning, dan Satisfaction). Dan hasil atas 

penelitian tersebut semua variable kategori Sangat Layak sehingga aplikasi 

tersebut dapat meningkatkan kepuasan pelanggan terhadap layanan perusahaan. 

Keywords: UT Connect Application, Impact Usability, Customer Satisfaction 

Level, USE Questionnaire (Usefulness, Easy of Use, Easy of Learning, And 

Satisfaction) 
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