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ABSTRAK

Nanin Julydar Eldida (11211518), Analisis Kualitas Layanan Aplikasi Mobile
Banking Berdasarkan Model E-ServQual dan Ulasan Pengguna di Playstore

Penelitian ini bertujuan untuk menganalisis kualitas layanan pada tiga aplikasi mobile
banking di Indonesia, yaitu BCA Mobile, BRImo, dan Livin’ by Mandiri,
menggunakan pendekatan model E-ServQual dan analisis ulasan pengguna dari
Google Playstore. Metode penelitian yang digunakan adalah mixed methods, yaitu
pendekatan kuantitatif dan kualitatif. Pendekatan kuantitatif dilakukan melalui
penyebaran kuesioner kepada 203 responden dengan skala Likert, mencakup enam
dimensi E-ServQual: Efficiency, Reliability, Fulfillment, Privacy, Responsiveness,
dan Contact. Data dianalisis menggunakan Microsoft Excel dan SPSS melalui uji
validitas, reliabilitas, serta analisis gap antara persepsi dan harapan pengguna.
Pendekatan kualitatif diperoleh dari analisis sentimen dan isi ulasan pengguna di
Google Playstore terhadap masing-masing aplikasi. Hasil penelitian menunjukkan
bahwa terdapat gap negatif pada seluruh dimensi layanan di ketiga aplikasi mobile
banking, dengan BRImo memiliki nilai gap tertinggi (-5,33), diikuti olen BCA Mobile
(-4,57), dan Livin’ by Mandiri dengan nilai gap terkecil (—3,65). Analisis ulasan
pengguna mendukung hasil kuantitatif, di mana pengguna memberikan respons
beragam mengenai kecepatan layanan, kestabilan sistem, hingga kemudahan akses
fitur. Penelitian ini menunjukkan bahwa penggunaan pendekatan mixed methods
mampu memberikan gambaran yang lebih komprehensif mengenai kualitas layanan

digital dari sudut pandang pengguna.

Kata Kunci: E-ServQual, Mobile Banking, Gap Analisis



ABSTRAK

Nanin Julydar Eldida (11211518), Analysis of Mobile Banking Application

Service Quality Based on the E-ServQual Model and User Reviews on Playstore

This study aims to analyze the service quality of three mobile banking applications in
Indonesia: BCA Mobile, BRImo, and Livin’ by Mandiri, using the E-Servqual model
and user reviews from Google Play Store. The research employs a mixed-methods
approach, combining quantitative and qualitative techniques. The quantitative method
involved distributing questionnaires to 203 respondents using a Likert scale, covering
six dimensions of E-Servqual: Efficiency, Reliability, Fulfillment, Privacy,
Responsiveness, and Contact. The data were processed using Microsoft Excel and
SPSS through validity tests, reliability tests, and gap analysis between user perceptions
and expectations. The qualitative approach was conducted by analyzing user reviews
and sentiments from the Google Play Store for each application. The findings show
that all three applications have negative gaps across all service dimensions, with
BRImo showing the largest gap (-5.33), followed by BCA Mobile (—

4.57), and Livin’ by Mandiri with the smallest gap (—3.65). The user review analysis
supports the quantitative results, highlighting user concerns about service speed,
system stability, and ease of access to features. This study demonstrates that the use of
a mixed-methods approach provides a more comprehensive view of digital service

quality from the users’ perspective.

Keyword: E-ServQual, Mobile Banking, Gap Analysis
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