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ABSTRAK 

 

Dewa Ayu Diah Saraswati (11200238), Analisa Pemilihan Operator Terbaik 

Menggunakan Metode Profile Matching Pada PT. Panggilan Burung Kutilang 

 

Pengolahan data untuk penilaian operator terbaik di PT. Panggilan Burung Kutilang 

masih dilakukan secara manual sehingga operator menyimpulkan hasil penilaian di 

dapat secara subjektif. Penilaian yang subjektif dianggap tidak akurat dan tidak tepat. 

Ada beberapa kriteria penilaian dalam pemilihan operator terbaik yaitu : Aspek 

pertama adalah aspek kinerja meliputi prosedur kerja, kehadiran dan kemampuan. 

Aspek kedua adalah aspek sikap kerja meliputi kesopanan, kedisplinan, kejujuran dan 

kerjasama. Tujuan dari penelitian ini adalah membantu Perusahaan dengan melakukan 

penilaian yang tidak subjektif dan menghasilkan penilaian secara tepat dan akurat 

dengan menggunakan Metode Profile Matching. Dengan melakukan penelitian ini, 

penulis dapat memahami bagaimana prosedur-prosedur yang dilakukan untuk 

memenuhi syarat pemilihan operator terbaik. Hasil penelitian dengan menggunakan 

metode profile matching dalam pemilihan operator terbaik di PT. Panggilan Burung 

Kutilang Cabang Jakarta, operator terbaik berdasarkan hasil akhir perangkingan 

adalah Anita Karlina dengan memperoleh nilai rata-rata tertinggi yaitu 4,7. 

 

Kata Kunci : Operator Terbaik, Profile Matching, PT. Panggilan Burung 

Kutilang 
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ABSTRACT 

 

Dewa Ayu Diah Saraswati (11200238), Analysis of the Best Operator Selection 

Using the Profile Matching Method at PT. Panggilan Burung Kutilang 

 

The data processing method to assess the best operator at PT. Panggilan Burung 

Kutilang is still being done manually so that the operator who concludes the 

assessment results can be subjective. Subjective assessments are considered 

inaccurate and imprecise. There are several assessment criteria in selecting the best 

operator, namely: The first aspect is the performance aspect including working 

procedures, attendance, and skills. The second aspect is the aspect of work attitude 

which includes politeness, discipline, honesty, and cooperation. The purpose of this 

research is to assist the company by making a non-subjective assessment and 

generating a precise and accurate assessment using the Profile Matching Method. By 

doing this research, the writer can understand how the procedures are carried out to 

meet the requirements for selecting the best operator. The results of the study using 

the profile matching method in selecting the best operator at PT. Panggilan Burung 

Kutilang Jakarta Branch, the best operator based on the final ranking results is Anita 

Karlina with the highest average score of 4.7. 

 

Keywords : Best Operator, Profile Matching, PT. Panggilan Burung Kutilang 

  



xi 
 

DAFTAR ISI 

 

LEMBAR JUDUL SKRIPSI...................................................................................... i 

LEMBAR PERSEMBAHAN .................................................................................... ii 

LEMBAR PERNYATAAN KEASLIAN SKRIPSI .................................................. iii 

LEMBAR PERNYATAAN PERSETUJUAN PUBLIKASI KARYA ILMIAH ...... iv 

LEMBAR PERSETUJUAN DAN PENGESAHAN SKRIPSI ................................. v 

LEMBAR PEDOMAN PENGGUNAAN HAK CIPTA ........................................... vi 

 

Kata Pengantar ........................................................................................................... vii 

Abstrak ....................................................................................................................... ix 

Daftar Isi..................................................................................................................... xi 

Daftar Simbol .......................................................................................................................  xiii 

Daftar Gambar .....................................................................................................................  xiv 

Daftar Tabel .........................................................................................................................  xv 

Daftar Lampiran ...................................................................................................................  xvi 

 

BAB I PENDAHULUAN ......................................................................................... 1 

1.1. Latar Belakang Masalah .......................................................................... 1 

1.2. Identifikasi Masalah ................................................................................ 2 

1.3. Rumusan Masalah ................................................................................... 3 

1.4. Tujuan Penelitian..................................................................................... 3 

1.5. Ruang Lingkup ........................................................................................ 3 

 

BAB II LANDASAN TEORI .................................................................................. 5 

2.1. Tinjauan Pustaka ..................................................................................... 5 

2.1.1. Pengertian Telemarketing ............................................................ 5 

2.1.2. Tugas dan Tanggung Jawab Telemarketing ................................ 5 

2.1.3. Kelebihan dan Kekurangan Telemarketing ................................. 6 

2.1.4. Metode Profile Matching ............................................................ 7 

2.1.5. Tahapan Metode Profile Matching ............................................. 7 

2.2. Penelitian Terkait .................................................................................... 10 

2.3.Tinjauan Organisasi.................................................................................. 13 

2.3.1. Sejarah PT. Panggilan Burung Kutilang ..................................... 13 

2.3.2. Visi dan Misi PT. Panggilan Burung Kutilang ........................... 13 

2.3.3. Struktur Organisasi PT. Panggilan Burung Kutilang .................. 14 

 



xii 
 

BAB III METODOLOGI PENELITIAN .............................................................. 15 

3.1. Tahapan Penelitian ................................................................................ 15 

3.2. Metode Penelitian ................................................................................. 21 

3.2.1. Metode Pengumpulan Data ....................................................... 21 

3.2.2. Populasi dan Sampel Penelitian ................................................ 22 

3.2.3. Skala Pengukuran ..................................................................... 23 

3.3. Analisis Data  ........................................................................................ 24 

3.3.1. Analisa Data Kuantitatif ........................................................... 24 

3.3.2. Pencocokan Profile (Profile Matching) .................................... 25 

3.3.3. Kriteria Penilaian ...................................................................... 27 

 

BAB IV HASIL DAN PEMBAHASAN.................................................................. 28 

4.1. Hasil Penelitian ..................................................................................... 28 

4.2. Tahap-Tahap Perhitungan Metode Profile Matching ........................... 32 

4.2.1. Pemetaan GAP Kompetensi ...................................................... 33 

4.2.2. Pembobotan .............................................................................. 38 

4.2.3. Perhitungan dan Pengelompokkan Core Factor dan Secondary 

Factor ........................................................................................ 40 

4.2.4. Perhitungan Nilai Total ............................................................. 46 

4.2.5. Pehitungan Penentuan Ranking ................................................ 51 

4.3. Hasil Akhir Perankingan ....................................................................... 53 

4.4. Desain Sistem Pendukung Keputusan Pemilihan Operator Terbaik..... 54 

BAB V PENUTUP .................................................................................................... 60 

5.1. Kesimpulan.............................................................................................. 60 

5.2. Saran ........................................................................................................ 61 

 

DAFTAR PUSTAKA ............................................................................................... 62 

DAFTAR RIWAYAT HIDUP ................................................................................ 64 

LEMBAR BIMBINGAN SKRIPSI ........................................................................ 65 

SURAT KETERANGAN RISET ........................................................................... 66 

LAMPIRAN .............................................................................................................. 67 

 

  



xiii 
 

DAFTAR SIMBOL 

 

TERMINAL 

Menunjukkan awal dan akhir suatu proses. Biasanya, akan 

diberi kata-kata seperti ‘Mulai’, ‘Start’, ‘Selesai’, ‘Finish’ atau 

‘End’. 

 

PROCESS, MANUAL OPERATION, MANUAL INPUT 

Untuk menunjukkan sebuah proses atau operasi menggunakan 

persegi panjang. Teks dalam simbol berisi kata kerja. 

 

FLOW LINE, DIRECTION 

Untuk menghubungkan antara simbol satu dengan simbol yang 

lain atau menyatakan arus suatu proses. 

  



xiv 
 

DAFTAR GAMBAR 

 

Halaman 

Gambar II.1 Struktur Organisasi PT. Panggilan Burung Kutilang ............................ 14 

Gambar III.1 Diagram Alur Proses Penelitian ........................................................... 19 

Gambar IV.1 Tampilan Login .................................................................................... 55 

Gambar IV.2 Tampilan Dashboard ........................................................................... 56 

Gambar IV.3 Tampilan Data Operator....................................................................... 56 

Gambar IV.4 Tampilan Penilaian  ............................................................................. 57 

Gambar IV.5 Tampilan Laporan Perhitungan dan Ranking....................................... 57 

Gambar IV.6 Tampilan Ganti Password .................................................................... 58 

Gambar IV.7 Tampilan Master User ......................................................................... 58 

  



xv 
 

DAFTAR TABEL 

 

Halaman 

Tabel II.1 Tabel Nilai Pembobotan GAP ................................................................... 8 

Tabel III.1 Skala Penilaian Likert .............................................................................. 24 

Tabel III.2 Data Kriteria Penilaian pada PT. Panggilan Burung Kutilang................. 27 

Tabel IV.1 Tabel Profil Operator ............................................................................... 29 

Tabel IV.2 Tabel Aspek Kinerja ................................................................................ 31 

Tabel IV.3 Tabel Aspek Sikap Kerja ......................................................................... 32 

Tabel IV.4 Tabel Hasil GAP Operator Terbaik Aspek Kinerja ................................. 33 

Tabel IV.5 Tabel Hasil GAP Operator Terbaik Aspek Sikap Kerja .......................... 35 

Tabel IV.6 Tabel Hasil Pembobotan Operator Terbaik Aspek Kinerja ..................... 38 

Tabel IV.7 Tabel Hasil Pembobotan Operator Terbaik Aspek Sikap Kerja .............. 39 

Tabel IV. 8 Tabel Contoh Nama Operator Perhitungan Core Factor  

dan Secondary Factor Aspek Kinerja ........................................................................ 41 

Tabel IV.9 Tabel Hasil Perhitungan Core Factor dan Secondary Factor  

Aspek Kinerja............................................................................................................. 42 

Tabel IV.10 Tabel Contoh Nama Operator Untuk Perhitungan Core Factor 

dan Secondary Factor Aspek Sikap Kerja ................................................................. 44 

Tabel IV.11 Tabel Hasil Perhitungan Core Factor dan Secondary Factor 

Aspek Sikap Kerja...................................................................................................... 45 

Tabel IV.12 Tabel Contoh Nama Operator Untuk Perhitungan Nilai Total 

Aspek Kinerja............................................................................................................. 47 

Tabel IV.13 Tabel Hasil Perhitungan Nilai Total Aspek Kinerja .............................. 48 

Tabel IV.14 Tabel Contoh Nama Operator Untuk Perhitungan Nilai Total 

Aspek Sikap Kerja...................................................................................................... 49  

Tabel IV.15 Tabel Hasil Perhitungan Nilai Total Aspek Sikap Kerja ....................... 50 

Tabel IV.16 Tabel Contoh Nama Operator Untuk Perhitungan Ranking .................. 51 

Tabel IV.17 Tabel Hasil Perhitungan Rangking ........................................................ 52 

Tabel IV.18 Tabel Hasil Akhir Penentuan Operator Terbaik .................................... 54 

  



xvi 
 

DAFTAR LAMPIRAN 

Halaman 

1. Lampiran A. Surat Keterangan Riset ................................................................... 66 

2. Lampiran B. Hasil Wawancara ............................................................................ 67 

3. Lampiran C. Hasil Penilaian Ranking Operator ................................................... 70 

4. Lampiran D. Google Form Kuesioner ................................................................. 71 

5. Lampiran E. Bukti Hasil Pengecekan Plagiarisme .............................................. 75 

Lampiran F. Bukti Submit Artikel Ilmiah 



ix 
 

ABSTRAK 

 

Dewa Ayu Diah Saraswati (11200238), Analisa Pemilihan Operator Terbaik 

Menggunakan Metode Profile Matching Pada PT. Panggilan Burung Kutilang 

 

Pengolahan data untuk penilaian operator terbaik di PT. Panggilan Burung Kutilang 

masih dilakukan secara manual sehingga operator menyimpulkan hasil penilaian di 

dapat secara subjektif. Penilaian yang subjektif dianggap tidak akurat dan tidak tepat. 

Ada beberapa kriteria penilaian dalam pemilihan operator terbaik yaitu : Aspek 

pertama adalah aspek kinerja meliputi prosedur kerja, kehadiran dan kemampuan. 

Aspek kedua adalah aspek sikap kerja meliputi kesopanan, kedisplinan, kejujuran dan 

kerjasama. Tujuan dari penelitian ini adalah membantu Perusahaan dengan melakukan 

penilaian yang tidak subjektif dan menghasilkan penilaian secara tepat dan akurat 

dengan menggunakan Metode Profile Matching. Dengan melakukan penelitian ini, 

penulis dapat memahami bagaimana prosedur-prosedur yang dilakukan untuk 

memenuhi syarat pemilihan operator terbaik. Hasil penelitian dengan menggunakan 

metode profile matching dalam pemilihan operator terbaik di PT. Panggilan Burung 

Kutilang Cabang Jakarta, operator terbaik berdasarkan hasil akhir perangkingan 

adalah Anita Karlina dengan memperoleh nilai rata-rata tertinggi yaitu 4,7. 

 

Kata Kunci : Operator Terbaik, Profile Matching, PT. Panggilan Burung 

Kutilang 
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ABSTRACT 

 

Dewa Ayu Diah Saraswati (11200238), Analysis of the Best Operator Selection 

Using the Profile Matching Method at PT. Panggilan Burung Kutilang 

 

The data processing method to assess the best operator at PT. Panggilan Burung 

Kutilang is still being done manually so that the operator who concludes the 

assessment results can be subjective. Subjective assessments are considered 

inaccurate and imprecise. There are several assessment criteria in selecting the best 

operator, namely: The first aspect is the performance aspect including working 

procedures, attendance, and skills. The second aspect is the aspect of work attitude 

which includes politeness, discipline, honesty, and cooperation. The purpose of this 

research is to assist the company by making a non-subjective assessment and 

generating a precise and accurate assessment using the Profile Matching Method. By 

doing this research, the writer can understand how the procedures are carried out to 

meet the requirements for selecting the best operator. The results of the study using 

the profile matching method in selecting the best operator at PT. Panggilan Burung 

Kutilang Jakarta Branch, the best operator based on the final ranking results is Anita 

Karlina with the highest average score of 4.7. 
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