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ABSTRAK 

Penelitian ini bertujuan untuk mengkaji dan menguraikan secara rinci bagaimana 

keyakinan nasabah terbangun ketika mereka beralih dari cara lama berinvestasi 

emas (fisik) ke transaksi digital melalui aplikasi Tring! Mobile by Pegadaian. 

Kerangka berpikir penelitian ini didasarkan pada unsur-unsur kepercayaan yang 

diajukan oleh Mayer dkk. (1995), yakni Ability (kapasitas teknis), Benevolence 

(niat baik atau perhatian), dan Integrity (kejujuran atau kredibilitas). Penelitian ini 

memakai pendekatan kualitatif deskriptif dengan metode pengumpulan data berupa 

wawancara mendalam, observasi, dan telaah dokumen. Narasumber penelitian ini 

berjumlah 12 orang, mencakup 1 orang dari PT Pegadaian (Staf Marketing Tring! 

Mobile) dan 11 orang dari luar perusahaan (pengguna aktif Tring! Mobile serta 

pengguna emas fisik tradisional). Hasil penelitian menunjukkan bahwa: (1) Unsur 

Ability menjadi daya tarik utama untuk mulai menggunakan aplikasi, karena 

nasabah menyukai tampilan yang mudah dipakai (UI/UX), kelengkapan fitur sekali 

sentuh, dan kemudahan bertransaksi dari rumah, meskipun ada beberapa catatan 

tentang kendala server saat harga naik drastis (peak traffic) dan sistem yang lambat 

dimuat (loading lama); (2) Unsur Benevolence menjaga kenyamanan dan hubungan 

jangka panjang berkat keluwesan layanan dana darurat (Gadai Digital), cepat 

tanggapnya layanan pelanggan (Customer Service), dukungan langsung dari staf 

cabang (pendekatan personal), serta adanya fitur Tabungan Emas yang terjangkau 

mulai dari Rp10.000; dan (3) Unsur Integrity berfungsi sebagai perlindungan 

keamanan total yang dibangun berkat status Pegadaian sebagai BUMN di bawah 

Holding Ultra Mikro (BRI Group/Danantara), pemantauan resmi dari OJK, jaminan 

ketersediaan emas fisik yang setara 1:1 (aset dasar), serta keterbukaan dalam 

perhitungan biaya dan bunga transaksi yang dilakukan secara terang-terangan. 

Kesimpulan penelitian ini adalah penguatan ketiga unsur ini secara bersamaan 

merupakan faktor krusial dalam mempercepat adopsi keuangan digital emas di 

Indonesia. 

Kata kunci : Kepercayaan Nasabah, Emas Digital, Tring! Mobile, Ability, 

Benevolence, Integrity 
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ABSTRACT 

This study aims to examine and describe in detail how customer confidence is built 

when they switch from the old way of investing in gold (physical) to digital 

transactions through the Tring! Mobile application by Pegadaian. The framework 

of this study is based on the elements of trust proposed by Mayer et al. (1995), 

namely Ability (technical capacity), Benevolence (goodwill or concern), and 

Integrity (honesty or credibility). This study uses a descriptive qualitative approach 

with data collection methods in the form of in-depth interviews, observations, and 

document reviews. The informants for this study numbered 12 people, including 1 

person from PT Pegadaian (Tring! Mobile Marketing Staff) and 11 people from 

outside the company (active users of Tring! Mobile and traditional physical gold 

users). The results of the study indicate that: (1) The Ability element is the main 

attraction for starting to use the application, because customers like the easy-to-use 

interface (UI/UX), complete one-touch features, and the ease of transactions from 

home, although there are some notes about server problems when prices increase 

drastically (peak traffic) and slow system loading (long loading); (2) The 

Benevolence element maintains comfort and long-term relationships thanks to the 

flexibility of emergency fund services (Digital Pawn), responsive customer service 

(Customer Service), direct support from branch staff (personal approach), and the 

availability of affordable Gold Savings features starting from IDR 10,000; and (3) 

The Integrity element functions as total security protection built thanks to 

Pegadaian's status as a BUMN under the Ultra Micro Holding (BRI 

Group/Danantara), official monitoring from the OJK, guaranteed availability of 

physical gold equivalent to 1:1 (basic assets), and openness in calculating 

transaction fees and interest that are carried out openly. The conclusion of this study 

is that strengthening these three elements simultaneously is a crucial factor in 

accelerating the adoption of digital gold finance in Indonesia.. 

Keywords : Customer Trust, Digital Gold, Tring! Mobile, Ability, Benevolence, 

Integrity. 
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