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ANALISIS TINGKAT KEPUASAN KONSUMEN MOBILE PAYMENT  

Binti Miladiyatul Faizah1  

 

ABSTRAK   

Perkembangan teknologi keuangan membawa perubahan pada kehidupan 

masyarakat salah satunya adalah dengan munculnya mobile payment. Layanan 

mobile payment memudahkan masyarakat untuk melakukan transaksi keuangan 

kapanpun dan dimanapun melalui smartphone. Mobile payment memiliki peluang 

penggunaan yang sangat besar di Indonesia, mengingat jumlah pengguna 

smartphone yang makin meningkat dari tahun ke tahun. Saat ini OVO merupakan 

mobile payment yang paling banyak digunakan nomer dua setelah Gojek di 

Indonesia. Penelitian ini bertujuan untuk menganalisis karakteristik konsumen, 

tingkat harapan pengguna, dan kepuasan konsumen terhadap E-SERVQUAL 

layanan mobile payment OVO. Penelitian ini dilakukan dengan membandingkan 

tingkat harapan pengguna mobile payment secara keseluruhan terhadap kinerja 

layanan mobile payment OVO yang dibagi ke dalam 7 dimensi e-SERVQUAL, 

diantaranya: reliability, fulfillment, privacy, responsiveness, efficiency, 

compensation, dan contact. Metode analisis yang digunakan adalah analisis 

deskriptif, Importance Performace Analysis (IPA), dan Customer Satisfaction 

Index (CSI). Hasil analisa Importance Performace Analysis (IPA) membagi tingkat 

urgency perbaikan layanan mobile payment OVO ke dalam 4 dimensi. Hasil 

analisis Customer Satisfaction Index (CSI) menunjukkan bahwa tingkat kepuasan 

pengguna mobile payment OVO adalah sebesar 84.83%. Hal ini menunjukkan 

bahwa pengguna mobile payment OVO sudah merasa sangat puas dengan layanan 

mobile payment OVO. 

 

 

Kata Kunci: Kepuasan Pelanggan, e-SERVQUAL, Importance Performace 

Analysis (IPA), dan Customer Satisfaction Index (CSI). 
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ANALISIS TINGKAT KEPUASAN KONSUMEN MOBILE PAYMENT  

Binti Miladiyatul Faizah1  

 

ABSTRACT   

The financial technology development has bought changes to peoples lives, one of 

them is mobile payments. With mobile payment service people could access 

financial transaction anytime and anywhere via smartphone. Mobile payment has a 

big potential usage in Indonesia, considering the increase of smartphone users over 

the time. Currently OVO is the second mobile payment with largest users in 

Indonesia after Gopay. This study aims to analyze consumer characteristics, users 

expectations, and consumer satisfaction of mobile payment OVO with e-

SERVQUAL. This research conducted by comparing the level of expectations of 

mobile payment users as a whole towards the performance of service of OVO 

mobile payment, which are divided into 7 dimensions of e-SERVQUAL, including: 

reliability, fulfillment, privacy, responsiveness, efficiency, compensation, and 

contact. The analytical method used is descriptive analysis, Importance Performace 

Analysis (IPA), and Customer Satisfaction Index (CSI). The results of the 

Importance Performance Analysis (IPA) analysis divide the level of urgency to 

improving OVO mobile payment services into 4 dimensions. The results of the 

Customer Satisfaction Index (CSI) analysis shows that the satisfaction level of 

OVO mobile payment users is 84.83%. This shows that OVO mobile payment users 

are very satisfied with the OVO mobile payment service. 

 

Keywords: Customer Satisfaction, e-SERVQUAL, Importance Performace 

Analysis (IPA), dan Customer Satisfaction Index (CSI). 
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