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ABSTRAK 
 

Ahmad Rinaldi (11220621), Analisis Kepuasan Nasabah Pengguna Aplikasi Mobile Livin 

By Mandiri Dengan Metode E-Service Quality Dan Kartesius. 

 

Penelitian ini memiliki tujuan untuk mengetahui seberapa besar tingkat kepuasan nasabah 

kepada kualitas sistem layanan livin by Mandiri, yang masih memiliki rating atau review 

kurang baik di Playstore, maupun Appstore, penelitian ini menggunakan metode E – Service 

Quality menggunakan pengukuran yang dilakukan dengan perhitungan kesenjangan dengan 

menghitung selisih antara nilai kenyataan terhadap pelayanan sistem yang ada dan nilai 

harapan nasabah dan Diagram Kartesius atau Importance Performance Analysis (IPA) untuk 

menentukan atribut yang sangat penting agar lebih cepat diperbaiki,. penelitian ini dilakukan 

pada nasabah sekitar Jakarta, dengan jumlah sampel sebanyak 95 responden menggunakan 

kuesioner, hasil dari penelitian tingkat kepuasan masih dalam presentase 98% artinya masih 

kurang 2% tingkat kepuasan nasabah. dengan ketujuh dimensi e-servqual masih belum 

memenuhi kepuasan nasabah. 

 

Kata Kunci: E-Service Quality, Kepuasan pelanggan, Mobile banking livin by Mandiri, 

Diagram Kartesius, Importance Performance Analysis   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ABSTRACT 



 

Ahmad Rinaldi (11220621) Customer Satisfaction Analysis of Livin By Mandiri Mobile 

Application Users Using the E-Service Quality and Cartesian Methods. 

 

 

This study aims to find out how much the level of customer satisfaction is related to the quality 

of the livin by Mandiri service system, which still has unfavorable ratings or reviews in 

Playstore, nor Appstore, this study uses the method E – Service Quality using measurements 

made by calculating the gap by calculating the difference between the actual value of the 

existing system services and the customer's expectation value and the Cartesian Diagram or 

Importance Performance Analysis (IPA) to determine the attributes that are very important to 

be repaired more quickly. This research was conducted on customers around Jakarta, with a 

total sample of 95 respondents using a questionnaire, the results of the research on the level 

of satisfaction are still in the percentage of 98%, meaning that there is still less than 2% of the 

level of customer satisfaction. with the seven e-servqual dimensions it still does not meet 

customer satisfaction. 

 

Keywords: E-Service Quality, Customer satisfaction, Mobile banking livin by Mandiri, 

Cartesian Diagram, Importance Performance Analysis 
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