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ABSTRAK 
 

Tujuan penelitian ini adalah untuk menganalisis pengaruh E-Service Quality, 

Perceived Ease of Use dan Perceived Usefulness Terhadap Kepuasan Pelanggan 

Pada Pengguna Aplikasi Mobile Banking Livin’ by Mandiri di DKI Jakarta. 

Pengumpulan data dilakukan dengan menyebar kuesioner kepada 100 responden 

yang menggunakan Aplikasi Mobile Banking Livin’ by Mandiri di DKI Jakarta 

minimal 5 kali dalam kurun waktu 1 bulan terakhir. Pengambilan sampel dilakukan 

dengan menggunakan rumus proporsi tak terduga. Alat analisis yang digunakan 

adalah regresi linier berganda, uji asumsi klasik (uji normalitas, uji 

multikolinieritas, uji heteroskedastisitas dan uji autokorelasi) dilakukan sebagai 

persyaratan yang harus dipenuhi dalam analisis regresi linier berganda. Pengujian 

hipotesis secara simultan menggunakan uji F dan secara parsial menggunakan uji 

T.  

Hasil penelitian ini menunjukan bahwa variabel e-service quality, perceived ease 

of use dan perceived usefulness berpengaruh secara simultan terhadap kepuasan 

pelanggan. Hal tesebut dibuktikan dengan uji F dengan nilai Fhitung > Ftabel 

(178,337 > 2,70). Sedangkan e-service quality secara parsial mempunyai pengaruh 

terhadap kepuasan pelanggan, hal tersebut dibuktikan dengan Thitung > Ttabel 

sebesar (6,020 > 1,984), perceived ease of use secara parsial mempunyai pengaruh 

terhadap kepuasan pelanggan, hal tersebut dibuktikan dengan Thitung > Ttabel 

sebesar (3,432 > 1,984) dan perceived usefulness secara parsial mempunyai 

pengaruh terhadap kepuasan pelanggan, hal tersebut dibuktikan dengan Thitung > 

Ttabel sebesar (6,306 > 1,984). 

Kata Kunci : E-Service Quality, Perceived Ease of Use, Perceived Usefulness, 

Kepuasan Pelanggan 
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ABSTRACT 
 

The purpose of this study was to analyze the effect of E-Service Quality, Perceived 

Ease of Use and Perceived Usefulness on Customer Satisfaction in Using Livin’ by 

Mandiri Mobile Banking Application in DKI Jakarta. Data used Livin’ by Mandiri 

Mobile Banking Application in DKI Jakarta at least within the last 1 months. 

Sampling was carried out using the unexpected proportion formula. The analytical 

tools used multiple linear regression, classical assumption tests (normality test, 

multicollinearity test, and heteroscedasticity test) are carried out as requirements 

that must be met in multiple linear regression analysis. Simultaneous hypothesis 

testing using the (F) test, partially using the (T) test. 

The result of this study indicate that the variable E-Service Quality, Perceived Ease 

of Use and Perceived Usefulness have a simultaneous effect on customer 

satisfaction, this evidenced by the F test with a value of Fcount > Ftable (178,337 

> 2,70). While e-service quality partially has an influence on customer satisfaction, 

this is proven by the T test with a value cont Tcount > Ttable of (6,020 > 1,984), 

perceived ease of use partially has an influence on customer satisfaction, this is 

proven by the T test with a value cont Tcount > Ttable of (3,432 > 1,984), and 

perceived usefulness partially has an influence on customer satisfaction, this is 

proven by the T test with a value cont Tcount > Ttable of (6,306 > 1,984). 
 

Keywords: E-Service Quality, Perceived Ease of Use and Perceived Usefulness, 

Customer Satisfaction   
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