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PENGARUH KUALITAS PRODUK, PERCEIVED EASE OF USE, DAN 

PERCEIVED RISK TERHADAP KEPUASAN PELANGGAN E-WALLET 

OVO 

 

ABSTRAK 
 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas produk, 

perceived ease of use, dan perceived risk terhadap kepuasan pelanggan dompet 

digital OVO di PT. Visi Global Impex 

Jenis penelitian yang digunakan adalah penelitian kuantitatif dengan 

menggunakan metode pengumpulan data kuesioner. Sampel yang diambil 

adalah konsumen yang melakukan transaksi pembayaran menggunakan OVO 

pada periode Oktober, November dan Desember 2020 dengan jumlah 100 

responden. Teknik pengambilan sampel menggunakan purposive sampling. 

Penelitian ini menggunakan analisis jalur dengan metode Partial Least Square 

menggunakan warpPLS 7.0. 

Hasil penelitian menunjukkan bahwa kualitas produk berpengaruh 

negatif terhadap kepuasan pelanggan, perceived ease of use berpengaruh positif 

terhadap kepuasan pelanggan, dan perceived risk berpengaruh positif terhadap 

kepuasan pelanggan. 

Kata Kunci : Kualitas Produk, Perceived ease of use, Perceived Risk, 

Kualitas Pelayanan 
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THE EFFECT OF PRODUCT QUALITY, PERCEIVED EASE OF USE, 

AND PERCEIVED RISK ON CUSTOMER SATISFACTION OVO 

DIGITAL PAYMENT 

 

ABSTRACT 
 

This study aims to determine the effect of product quality, perceived 

ease of use, and perceived risk on customer satisfaction of OVO digital wallet at 

PT. Global Vision Impex 

This type of research is quantitative research using a questionnaire data 

collection method. Samples taken are consumers who had made payment 

transactions using OVO in the period October, November and December 2020 

with a total of 100 respondents. The sample technique uses purposive sampling. 

This study uses path analysis with the Partial Least Square method using 

warpPLS 7.0. 

The results showed that product quality had a negative effect on 

customer satisfaction, perceived ease of use had a positive effect on customer 

satisfaction, and perceived risk had a positive effect on customer satisfaction. 

Keyword: product quality, perceived ease of use, perceived risk, and customer 

satisfaction 
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