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PENGARUH SERVICE QUALITY DAN FLEKSIBELITAS E-PAYMENT 

TERHADAP KEPUASAN PELANGGAN WIFI BUMDESA DI DESA 

BANJARWUNGU, KABUPATEN SIDOARJO 

 

ABSTRAK 

 

Perubahan zaman dari masa ke masa selalu mengalami kemajuan, baik kemajuan 

pada budaya, sosial, ekonomi dan teknologi. Kemajuan teknologi merupakan salah 

satu kemudahan yang diciptakan manusia dimana berperan sangat penting dalam 

kegiatan dan aktivitas jual beli, merubah sistem dimana sistem yang awalnya 

digunakan yaitu konvensional berubah menjadi digital. Rumusan masalah penelitian 

ini guna mengetahui apakah berpengaruh antara variabel service quality, e-payment 

dan kepuasan pelanggan. Tujuan dalam penelitian ini untuk untuk mengetahui dan 

menganalisa pengaruh variabel Service Quality, E-Payment dan Kepuasan 

Pelanggan. Penelitian ini menggunakan metode kuantitatif pendekatan probability 

jenis Simple Random Sampling. Jumlah sampel dalam penelitian sebanyak 95 

responden. Teknik pengumpulan data yang digunakan peneliti jenis e-kuesioner 

tertutup. Teknik analisis data yang digunakan dalam menjawab hipotesis peneliti 

adalah uji parsial dan uji simultan. Berdasarkan pembahasan dari hasil penelitian 

yang telah dilakukan oleh peneliti terkait Service Quality dan Fleksibelitas E-

Payment terhadap Kepuasan Pelanggan WIFI BUMDesa di Desa Banjarwungu, 

Kabupaten Sidoarjo, maka dapat disimpulkan bahwa secara Parsial, variabel Service 

Quality terdapat pengaruh terhadap Kepuasan Pelanggan dan variabel E-Payment 

terdapat pengaruh terhadap Kepuasan Pelanggan. Secara simutan, variabel Service 

Quality dan E-Payment terdapat pengaruh terhadap Kepuasan Pelanggan. 

Rekomendasi yang disarankan yaitu manambah jumlah teknisi pelayanan yang 

sangat minimum, menambah fitur e-payment QRIS dan peneliti selanjutnya harus 

menggunakan lebih banyak variasi variabel. 

 

 

Kata Kunci : Service Quality, E-Payment, Kepuasan Pelanggan. 
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THE INFLUENCE OF SERVICE QUALITY AND E-PAYMENT 

FLEXIBILITY ON BUMDESA WIFI CUSTOMER SATISFACTION IN 

DESA BANJARWUNGU, KABUPATEN SIDOARJO  

 

ABSTRACT 

 

Changes from time to time always progress, both advances in culture, social, 

economic and technology. Technological progress is one of the conveniences created 

by humans which plays a very important role in buying and selling activities, 

changing the system where the system that was originally used, namely conventional, 

has turned into digital. The formulation of this research problem is to determine 

whether there is an effect between service quality variables, e-payment and customer 

satisfaction. The purpose of this study is to determine and analyze the effect of 

Service Quality variables, E-Payment and Customer Satisfaction. This study uses a 

quantitative method probability approach of the Simple Random Sampling type. The 

number of samples in the study were 95 respondents. The data collection technique 

used by researchers is a closed e-questionnaire type. The data analysis technique 

used in answering the researcher's hypothesis is partial test and simultaneous test. 

Based on the discussion of the results of research that has been conducted by 

researchers related to Service Quality and E-Payment Flexibility on BUMDesa WIFI 

Customer Satisfaction in Banjarwungu Village, Sidoarjo Regency, it can be 

concluded that partially, the Service Quality variable has an influence on Customer 

Satisfaction and the E-Payment variable has an influence on Customer Satisfaction. 

Simultaneously, Service Quality and E-Payment variables have an influence on 

Customer Satisfaction. The recommendations suggested are increasing the number 

of service technicians which is very minimum, adding QRIS e-payment features and 

further researchers should use more variable variations. 

 

 

Keywords: Service Quality, E-Payment, Customer Satisfaction. 
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