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Abstract
This study aimed to determine customer preferences for the use of tutoring services.
The attributes studied were teacher (X1), location (X2), facilities (X3) and method (X4).
The population were students in Surabaya. The sample of this study was students
in NMC in 2019-2020 who had children 7-17 years old and had used another course
located in Surabaya. The total number of respondents was 96. Based on the results
of conjoint analysis, the main preferences were a teacher with a degree above a
bachelor’s degree who can speak English, the location in West Surabaya, a facilities
exercise module, and an offline method. The most important attribute was the learning
method.
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1. Introduction

Tutoring is the process of providing assistance from teachers or mentors to students
in order to help students out of learning difficulties, develop students’ abilities, and
provide conducive learning to achieve optimal learning outcomes (Suherman, 2013).

Students are dissatisfied with the result obtained in school and students feel inconser-
able with the teacher’s in school. Finally students take the decision to follow a tutoring
service institution to satisfy the student’s dissatisfaction. The institution of course makes
the concept that in order to be the best student then students must participate in the
tutoring service. Various offers are made by the tutoring service institution, this is what
can attract students (Nugroho,2016).

Information and communication technology (ICT) is widely known by the public. All
information is easily accessible. The development of technology from gadgets, laptops,
mobile phones is very fast and we can use directly easily to search for information
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online. Usually those who use and utilize information and communication technology
we refer to as millennials (Gideon,2018). Therefore, online learning tutoring service was
born with an electronic teaching learning system, namely, “Ruang Guru” founded by
Iman Usman and Belva Devara that focuses on educational services (Shofi,2019).

We can see from the phenomenon that online learning course suggested by the
Government that the “Ruang Guru” in 2019 has the number of students who have
reached more 15 million students and have 300,000 teachers although is born on
2018. If we compared with famous offline course such as Ganesha Operation. They are
only has 41,000 students in 2019 but they had born since 1984. Seeing the movements
of online course dominate the market, this makes the authors conduct research through
simple surveys.

Looking at progress of online learning course, the authors made the research and
the result is 6 out of 10 students choose online learning course and some students
want to move online learning course later, after their tutoring package ends this school
year. It supported from other institutions survey that are primagama. They said that The
presence of online learning course becomes a challenge for Primagama, even slowly
starting to erize its consumers. This is reflected in the number of Primagama Branches
that have started to decline since 2015, along with a graph of the number of Primagama
Branches throughout Indonesia

Figure 1: Number of primagama branches throughout Indonesia Source: primagama.co.id

Compare that with one of online learning course “Ruangguru”, a company that is still
classified as a Start up in Indonesia and has been established since April 2014, currently
has 15 million users. In addition, the data on the evaluation of the number of students of
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NMC Surabaya tutoring experienced a significant decrease from 2018-2019 the number
of students reached 120 people while in 2019-2020 only reached 45 people.

According to Nurlatifah (2020), generally in the condition of pandemic the change
of consumer behaviour happens that consumers will be motivated to be more alert in
making purchase decisions. All are more considered before buying because it avoids
health risks in the COVID19 pandemic season. It is supported by the Government’s
recommendation for restrictions on social activities. While the behavior of consumers
post Covid (New normal) is also a change is based on 3 views perspective between oth-
ers more rational, based on experience (ekperiential) and behaviorial which essentially
prioritizes availability and ease in obtaining goods, choosing products online because
it avoids the crowd. This phenomenon is encouraging to know the preferences of
consumers in selecting tutoring service.

2. Methods and Equipment

The research methods used are quantitative and conjoint analysis.The study uses
purporsive sampling where each individual has been considered based on specific
reasons. The research place is in the New Miracle Course that located in Dukuh Kupang
Barat 20 no 5 Surabaya. Researchers chose respondents who are domiciled in surabaya
because the author need the results of analyzing the attributes of consumer preferences
that used tutoring services. Researchers want to develop teaching methods so that they
require consumer preferences. This research was conducted in March-April 2020 by
giving questionnaires to respondents who used the services in New Miracle Course
Surabaya. Questionnaires shared with respoden via Whatsapp or on the spot during a
visit to the office to make it easier to get answers.

Preference theory used conjoin analysis is referred to as a choice-based conjoint
analysis (CBC). The theory suggests that in a selection-based konjoin analysis, each
respondent must choose one of a number of options at different levels or rank or
preference to the various options provided. Respondents chose an option that offered
maximum utility. Furthermore, the analysis of konjoin by choice (CBC) as a method of
measuring preferences was developed based on the theory of random utility theory.
Based on the frameworkof random utility theory, it is assumed in the CBC that consumers
choose an object with characteristics that can provide maximum utility to the consumer
(Sumarwan,2017).

According to Putra (2017) conjoin analysis is a method used to analyze the influence
of attributes and their combination levels on products or services according to consumer
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preferencesThe Steps of using conjoint analysis are starting by formulating problems,
compose stimuli, decide the form of input data, select the design of conjoint analysis,
collect and interpretation data, assess and interpretation data, asses reliability and
validity, and perform of simulations (choice simulators).

According to Pagita (2015) Conjoin analysis obtained results that the preference of
high school students in choosing the place of English course is the type of Conversation
Class program with total students 10 to 20 people/class, the location is close to the
school and the teaching method is using an teacher from expert faculty. Attribute level
sizes are teachingmethods, location, number of students, and program type. The results
of the study have similarities to the authors research. But the attributes and methods
used are different.

In this study data collection using questionnaire techniques or often called ques-
tionnaires. Questionnaire is a method of collecting data ang give to the respondent
so that the respondent gives the answer.In this study, researchers selected their own
respondents who have the criteria,actually know or have competence in this study with
criteria namely 1) Respondents are parents or guardians of students who are actively
students of the academic year 2019-2020. 2) Respondents have at least used other
study guidance services. 3) Respondents are parents of students who have children
aged 7-17 years in Surabaya.

In this study the formation of stimuli used full profile procedure method with SPSS
Generate orthogonal design. This study has 4 attributes and 8 levels, then the possible
stimuli formed is 2x2x2x2 = 16.

The sample size required in this study is determined by the Cochran formula which
is the estimated interval method for unknown population size (Suliyanto, 2018)

𝑛 = 𝑍2𝛼/2
4𝑑2

Where n = minimum sample size

Z = area below normal curve

d = error tolerance level

𝑛 = 1, 962
4(0, 10)2 = 96, 04 ≈ 96

From the calculation of the Cochran formula above, it is known that the number of
samples in this study is as many as 96 respondents
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Figure 2: Analysis Model (Source: Processed Data)

3. Results

The average spending on the monthly education costs 500,000 to 1,000,000 of 45
respondents. The second most order is Rp 1 million-Rp 2 million by 26 respondents.
The third most order was Rp 2 million-Rp 3 million by 17 respondents. The last order
above Rp 3 million is 7 respondents. That the respondents most select teachers above
S1 can English as much as 78% from 96 of the cry. In contrast, the S1 can be Mandarin
only 37.5% of the total 96 respondents. The respondent’s chosen level is near the West
Surabaya area by 75%. Surabaya area besides West Surabaya got the lowest yield of
28%. The most preferred level is the offline method with a percentage of 68.8%.The
online method is only 45.8%.

4. Discussion

Respondents who prefer the teachers above bachelor degree that can speak English
as much as 78% from 96 of the cry. In contrast, the S1 can be Mandarin only 37.5% of
the total 96 respondents. From the location,respondent’s choice is near West Surabaya
area of 75%. Surabaya area besides West Surabaya got the lowest yield of 28%. facility
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TABLE 1: Overall utilities Utilities

Utilities

Source: Processed Data (2020)

TABLE 2: Overall Importance ValuesImportance Values

Importance Values

Averaged Importance Score

TABLE 3: Overall Correlations

Correlationsa

a. Correlations between observed and estimated preferences

level that is the choice of respondents is the practice module about 75%. While the
Video animation is only 39.6%. From the method attribute, the most preferred level is
the offline method with a percentage of 68.8%. While the online method is only 45.8%.

Correlation is used to measure preductive accuracy, the purpose is to determine the
level of predictive precision of a high and significant correlation between estimates and
actual results. In the teacher attribute shows teachers above S1 can be English is the
most preferred with a value of 0.083. In the Location attribute near West Surabaya area
is the preferred level with a value of 0.086. Furthermore, the training module facility is
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more liked with a value of 0.315. On the method attribute, offline is more liked with a
value of 0.271 then online less liked can be viewed by-0.271.

The most important attribute order is the method with the highest yield of 36.478,
both facilities amounting to 23,018, the three teachers with a value of 20.987, the fourth
which gets the lowest result is a location of 19.517. Based on the value of person’s R it
has a value of 0859 and Kendall’s Tau has a value of 0714 which means that the level
of accuracy is high answer because it is more than 0.5. Based on a significant of the
person’s R amounting to 0.003 and Kendall’s Tau 0.007 This indicatesstrong correlation
between estimates and actual conditions due to a value of less than 0.01 so that H1 is
accepted.

5. Conclusion

The combination of preference that can be taken according to the research is the guid-
ance of learning by offline methods, teachers above S1 can be English and accompanied
by training module facilities that have a location near West Surabaya area. For the most
important attribute based on the results of the conjoin analysis is the teaching method.
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