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ABSTRAK

Nama Mahasiswa / NPM : Ayu Fakhira Ardini / 20082010169

Judul Skripsi : Analisis Kualitas Layanan Pada Website Surabaya
Single Window Alfa Menggunakan Model
E- Government Quality

Dosen Pembimbing : 1. Anita Wulansari, S.Kom., M.Kom.
2. Eristya Maya Safitri, S.Kom., M.Kom.

Surabaya Single Window Alfa merupakan salah satu website utama kota
Surabaya dalam memberikan pelayanan perizinan secara online dimanapun dan
kapanpun. Dengan berjalanya waktu, perlu adanya evaluasi untuk terus
meningkatkan kualitas layanan pada website tersebut. Berdasarkan ulasan dari
media sosial dan website keluhan masyarakat Surabaya masih terdapat
permasalahan pada penggunaan Ssw Alfa sehingga website perlu di evaluasi.
Tujuan dilakukan penelitian skripsi ini yaitu untuk mengetahuai faktor apa saja
yang mempengaruhi kualitas layanan website Surabaya Single Winfow Alfa dengan
menerapkan model E-Govqual. Variabel yang digunakan Reliability, Efficiency,
Citizen Support dan E-Govqual Service Quality. Dalam penelitian skripsi ini,
kuesioner dibagikan kepada 400 responden dengan kriteria pernah menggunakan
website Surabaya Single Window Alfa dengan pertanyaan sesuai kriteria e-
GovQual dan untuk mengolah data menggunakan pendekatan PLS-SEM. Hasil
penelitian skripsi ini memperlihatkan bahwa semua variabel yang diusulkan yaitu
Efficiency, Trust, dan Citizen Support memiliki hubungan positif dan signifikan
terhadap kualitas layanan e-government pada aplikasi website Surabaya Single
Window Alfa. sedangkan Variabel Reliability memiliki hubungan positif dan tidak
signifikan terhadap kualitas layanan e-goverment pada website Surabaya Single

Window Alfa.

Kata Kunci: Kualitas Layanan, Surabaya Single Window Alfa, E-Govqual
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ABSTRACT

Student Name / NPM : Ayu Fakhira Ardini / 20082010169
Thesis Title : Service Quality Analysis on the Website Surabaya
Single Window Alfa Using the E-Government
Quality Model
E- Government Quality
Advisors : 1. Anita Wulansari, S.Kom., M.Kom.
2. Eristya Maya Safitri, S.Kom., M.Kom.

Surabaya Single Window Alfa is one of Surabaya's main websites for
providing online licensing services anytime and anywhere. Over time, an evaluation
is necessary to continuously improve the quality of services on the website. Based
on reviews from social media and public complaint websites, issues regarding the
usage of SSW Alfa have been identified, indicating the need for further evaluation.
The purpose of this thesis research is to identify the factors influencing the service
quality of the Surabaya Single Window Alfa website by applying the E-GovQual
model. The variables used in this study include Reliability, Efficiency, Citizen
Support, and E-GovQual Service Quality. In this research, a questionnaire was
distributed to 400 respondents who met the criteria of having used the Surabaya
Single Window Alfa website. The questions were designed according to E-
GovQual criteria, and the data was processed using the PLS-SEM approach. The
results of the study show that all proposed variables Efficiency, Trust, and Citizen
Support have a positive and significant relationship with e-government service
quality on the Surabaya Single Window Alfa website. Reliability variable has a
positive but insignificant relationship with e-government service quality on the

website.

Kata Kunci: Service Quality, Surabaya Single Window Alfa, E-Govqual
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