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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh langsung dan tidak 

langsung kualitas pelayanan, financial technology dan persepsi nilai pelanggan 

terhadap kepuasan pelanggan pada pengguna aplikasi Go-Pay. 

Penelitian ini menggunakan data primer dengan penyebaran kuisioner. 

Populasi dalam penelitian ini adalah seluruh pelanggan Go-Pay yang tinggal di 

RW.007 Kel. Utan Kayu Utara Jakarta Timur, dengan jumlah sampel 100 

respoden menggunakan teknik simple random sampling. Analisis data 

penelitian ini menggunakan analisis jalur. Metode pengolahan data 

menggunakan metode PLS (Parsial Least Square) dengan bantuan program 

SmartPLS versi 3.0 dan di evaluasi dengan outer model dan inner model. 

Hasil penelitian ini menunjukan bahwa variabel kualitas pelayanan (X1) 

berpegaruh positif dan signifikan terhadap kepuasan pelanggan pada pengguna 

aplikasi Go-Pay. Kemudian variabel financial technology (X2) berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan pada pengguna aplikasi Go-

Pay. Dan persepsi nilai pelanggan (X3) berpengaruh positif dan signifikan 

terhadap kepuasan pelanggan pada pengguna aplikasi Go-Pay. Nilai determinasi 

(R
2
) bahwa kepuasaan pelanggan dipengaruhi oleh kualitas pelayanan, financial 

technology dan persepsi nilai pelanggan sebesar 90,8% sedangkan sisanya 

sebanyak 9,2% dijelaskan oleh variabel lain.  

Dari penelitian ini dapat disimpulkan bahwa kualitas pelayanan, 

financial technology dan persepsi nilai pelanggan berpengaruh secara positif 

dan signifikan terhadap kepuasan pelanggan pada pengguna aplikasi Go-Pay. 

Kata kunci : Kualitas Pelayanan, Financial Technology, Persepsi Nilai 

Pelanggan, dan Kepuasan Pelanggan. 
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ABSTRACT 

 

This study aims to study directly and indirectly the quality of service, 

financial technology and customer value perceptions of customer satisfaction in 

Go-Pay application users. 

This study uses primary data using questionnaires. The population in 

this study are all Go-Pay customers who live in RW.007 Ex. Utan Kayu Utara 

East Jakarta, with a sample size of 100 respondents using a simple random 

sampling technique. Data analysis in this study used path analysis. Methods of 

data processing using the PLS (Partial Least Square) method with the 

SmartPLS assistance program version 3.0 and evaluated with external models 

and internal models. 

The results of this study indicate that the service quality variable (X1) 

has a positive and significant effect on customer satisfaction on Go-Pay 

application users. Then the financial technology variable (X2) is positive and 

significant to customer satisfaction in Go-Pay application users. And the 

perception of customer value (X3) positive and significant perception of 

customer satisfaction in Go-Pay application users. The value of determination 

(R2) is customer satisfaction according to service quality, financial technology 

and customer value perception of 90.8% while the remaining 9.2% is requested 

by other variables. 

From this research it can be denied about service quality, financial 

technology and positive and significant customer value perceptions of customer 

satisfaction in Go-Pay application users. 

 

Keywords: Service Quality, Financial Technology, Customer Value 

Perception, and Customer Satisfaction. 

 

  



 

 

DAFTAR ISI 

        Halaman 

HALAMAN JUDUL   .........................................................................................  i 

HALAMAN PERNYATAAN KEASLIAN SKRIPSI  ......................................  ii 

PERSETUJUAN PEMBIMBING  ......................................................................  iii 

HALAMAN PENGESAHAN .............................................................................  iv 

KATA PENGANTAR  .......................................................................................  v 

HALAMAN PERNYATAAN PERSETUJUAN 

PUBLIKASI SKRIPSI ........................................................................................  vii 

ABSTRAK ..........................................................................................................  viii 

ABSTRACT ........................................................................................................  ix 

DAFTAR ISI .......................................................................................................  x 

DAFTAR TABEL ...............................................................................................  xiii 

DAFTAR GAMBAR ..........................................................................................  xiv  

DAFTAR LAMPIRAN .......................................................................................  xv  

 

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

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

1.2. Perumusan Masalah ....................................................................   5 

1.3. Tujuan Penelitian ........................................................................   5 

1.4. Manfaat Penelitian ......................................................................   5 

 

BAB II KAJIAN PUSTAKA ..........................................................................   7 

2.1. Review Hasil-hasil Penelitian Terdahulu ....................................   7 

2.2. Landasan Teori ............................................................................   9 

2.2.1. Manajemen Pemasaran....................................................   9 

2.2.2. Kualitas Pelayanan ..........................................................  9 

2.2.3. Financial Technology......................................................  14 

2.2.4. Persepsi Nilai Pelanggan .................................................  17 

2.2.5. Kepuasan Pelanggan .......................................................  19 

2.3. Keterkaitan antar Variabel Penelitian .........................................  22 



 

 

Halaman 

2.3.1. Pengaruh Kualitas Pelayanan Terhadap Kepuasan  

Pelanggan ........................................................................  22 

2.3.2. Pengaruh Financial Technology Terhadap Kepuasan  

Pelanggan ........................................................................  22 

2.3.3. Pengaruh Persepsi Nilai Pelanggan Terhadap Kepuasan  

Pelanggan ........................................................................  22 

2.4. Pengembangan Hipotesis Penelitian ...........................................  23 

2.5. Kerangka Konseptual Penelitian .................................................  23 

 

BAB III METODA PENELITIAN ..................................................................   25 

3.1. Strategi Penelitian .......................................................................  25 

3.2. Populasi dan Sampel ...................................................................  25 

3.2.1. Populasi penelitian ..........................................................  25 

3.2.2. Sampel penelitian ............................................................  25 

3.3. Data dan Metoda Pengumpulan Data ..........................................  27 

3.3.1. Jenis data .........................................................................  27 

3.3.2. Metode pengumpulan data ..............................................  27 

3.4. Operasionalisasi Variabel............................................................  28 

3.5. Metoda Analisis Data ..................................................................  30 

3.5.1. Evaluasi Model ...............................................................  30 

3.5.2. Pengujian Hipotesis .........................................................  32 

 

BAB IV HASIL DAN PEMBAHASAN ..........................................................  34 

4.1. Deskripsi Obyek Penelitian .........................................................  34 

4.1.1.  Sejarah Singkat PT. Gojek Indonesia .............................  34 

4.1.2. Visi dan Misi ...................................................................  36 

4.2. Deskripsi Responden ...................................................................  36 

4.3. Deskripsi Data .............................................................................  39 

4.3.1. Uji Validitas ....................................................................  40 

4.3.2. Uji Reliabilitas ................................................................  43 

4.3.3. Struktur Model (Inner Model) .........................................  44 

4.3.4. Hasil Bootstrapping .........................................................  46 

4.3.5.  Pengujian Hipotesis .........................................................  48 



 

 

Halaman 

4.3.6. Pembahasan Hasil Penelitian ..........................................  49 

 

BAB V SIMPULAN DAN SARAN ................................................................  51 

5.1. Simpulan .....................................................................................  51 

5.2. Saran ............................................................................................  51 

5.3. Keterbatasan dan Pengembangan Penelitian Selanjutnya ...........  52 

 

DAFTAR REFERENSI ....................................................................................  53 

LAMPIRAN .............  .........................................................................................  55 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

DAFTAR TABEL 

Halaman  

Tabel 3.1. Nilai Skor Skala Likert…………………………………………………   28 

Tabel 3.2. Jabaran Variabel Kualitas Pelayanan .............................................  28 

Tabel 3.3. Jabaran Variabel Financial Technology.........................................  29 

Tabel 3.4. Jabaran Variabel Persepsi Nilai Pelanggan ....................................  29 

Tabel 3.5. Jabaran Variabel Kepuasan Pelanggan ..........................................  29 

Tabel 3.6. Klasifikasi Nilai R
2
………………………………………………  32 

Tabel 3.7. Klasifikasi Nilai Q
2
……………………………………………... .  32 

Tabel 4.1.  Profil Responden Berdasarkan Jenis Kelamin ...............................  36 

Tabel 4.2. Profil Responden Berdasarkan Usia  .............................................  37 

Tabel 4.3. Profil Responden Berdasarkan Pendidikan ....................................  37 

Tabel 4.4. Profil Responden Berdasarkan Pekerjaan ......................................  38 

Tabel 4.5. Profil Responden Berdasarkan Pemakaian ....................................  38 

Tabel 4.6. Loadings Factor ………………………… . …………………………… 41 

Tabel 4.7. Correlation Among Laten Variabel and Cross Loadings ..............  42 

Tabel 4.8. Avarange Variabel Extracted (AVE) .............................................  43 

Tabel 4.9. Composite Reliability (CR)…………………………………….. ..  43 

Tabel 4.10. Cronbach Alpha (CA)……………… ............................................  44 

Tabel 4.11. Nilai R-squared……………………… ..........................................  45 

Tabel 4.12. Path Coefficients……………............... ...........................................  48 

Tabel 4.13. Kesimpulan Hasil Hipotesis…………… .......................................  49 

  

 

 

 

 

 

 

 



 

 

DAFTAR GAMBAR 

Halaman 

Gambar 1.1. Saluran Layanan Keluhan Pelanggan ......................................  4 

Gambar 2.1.  Model Kualitas Pelayanan........................................................  10 

Gambar 2.2.  Indikator Persepsi Nilai Pelanggan ..........................................  18 

Gambar 2.3.  Kerangka Konseptual Penelitian ..............................................  24 

Gambar 4.1. Diagram Skala Likert Variabel Kualitas Pelayanan .................  39 

Gambar 4.2. Diagram Skala Likert Variabel Financial Technology ............  39 

Gambar 4.3.  Diagram Skala Likert Variabel Persepsi Nilai Pelanggan........  40 

Gambar 4.4. Diagram Skala Likert Variabel Kepuasan Nilai Pelanggan .....  40 

Gambar 4.5. Hasil Bootstrapping ..................................................................   

 

 

 

 

 

 

 



1 

1 

DAFTAR LAMPIRAN 

Halaman 

Lampiran 1. Kuesioner Penelitian ................................................................   55 

Lampiran 2. Tabulasi Skor Variabel Kualitas pelayanan (X1).....................   59 

Lampiran 3. Tabulasi Skor Variabel Financial Technology (X2) ................   62 

Lampiran 4. Tabulasi Skor Variabel Persepsi Nilai Pelanggan (X3) ...........   65 

Lampiran 5. Tabulasi Skor Variabel Kepuasan Pelanggan (Y) ....................   68 

Lampiran 6. Nilai Outer Loadings ...............................................................   71 

Lampiran 7. Nilai Cross Loadings ...............................................................   72 

Lampiran 8. Nilai Construc Reliability and Validity ....................................   73 

Lampiran 9.    Total Effects .............................................................................   74 

Lampiran 10.   Surat Riset ................................................................................   75 

Lampiran 11. Daftar Riwayat Hidup Peneliti .................................................   76 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

PENGARUH KUALITAS PELAYANAN, FINANCIAL 

TECHNOLOGY, DAN PERSEPSI NILAI PELANGGAN 

TERHADAP KEPUASAN PELANGGAN 
(Studi Kasus pada Pengguna Aplikasi Go-Pay) 

 

 

 

SKRIPSI 

 

 

 

DWI FIRMAWATI  

2114000085 

 

 
 

 

 

 

 

 
 

 

 

PROGRAM STUDI STRATA-1 MANAJEMEN 

SEKOLAH TINGGI ILMU EKONOMI INDONESIA 

JAKARTA 

2019 


