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ABSTRAK

Nama Mahasiswa/NPM : Najwa Hamidah Erwin Effendi/21082010228
Judul Skripsi : Evaluasi Penerimaan Website SSW-Alfa
Oleh Warga Surabaya Menggunakan Model
UMEGA
Dosen Pembimbing : 1. Asif Faroqi, S.Kom, M.Kom

2. Siti Mukaromah, S.Kom, M.Kom

Pemerintah Kota Surabaya meluncurkan Surabaya Single Window Alfa
(SSW Alfa) sebagai inovasi dalam layanan masyarakat. Namun implementasi
layanan Surabaya Single Window (SSW) Alfa masih menghadapi berbagai
kendala, mulai dari prosedur yang dianggap rumit, masalah teknis, hingga
kekhawatiran masyarakat terkait keamanan dan keandalan sistem. Penelitian ini
bertujuan untuk mengidentifikasi faktor-faktor yang mempengaruhi penerimaan
warga Surabaya terhadap layanan e-government Surabaya Single Window (SSW)
Alfa menggunakan model modifikasi Unified Model of Electronic Government
Adoption (UMEGA). Responden penelitian adalah 414 warga Surabaya yang
pernah menggunakan website SSW Alfa. Teknik pengambilan sampel yang
digunakan purposive sampling. Teknik analisis yang digunakan adalah SEM-PLS.
Variabel-variabel penelitian meliputi performance expectancy, effort expectancy,
social influence, facilitating conditions, perceived risk, attitude, behavioral
intention to use, perceived service quality, trust in government, dan intention to
recommend. Hasil penelitian menunjukkan bahwa performance excpectancy
berpengaruh signifikan positif terhadap attitude, namun effort expectancy
berpengaruh signifikan negatif, sedangkan social influence tidak berpengaruh
signifikan. Perceived risk berpengaruh signifikan negatif terhadap attitude.
Facilitating conditions berpengaruh signifikan positif terhadap effort expectancy.
Facilitating conditions, attitude, perceived service quality dan trust in government
berpengaruh signifikan positif terhadap behavior intention to use. Perceived service
quality, trust in government dan behavior intention to use berpengaruh signifikan
positif terhadap intention to recommend. Maka dapat disimpulkan bahwa pengguna
yang berniat menggunakan layanan cenderung memberikan rekomendasi.
Penelitian ini memberikan wawasan bagi Pemerintah Kota Surabaya untuk
meningkatkan kualitas layanan, kepercayaan, dan mengatasi persepsi risiko guna
memperluas adopsi SSW Alfa.

Kata Kunci: intention to recommend, modifikasi UMEGA, SSW Alfa
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ABSTRACT

Student Nama/NPM : Najwa Hamidah Erwin Effendi/21082010228

Thesis Tittle : Evaluation of the Acceptance of the SSW-Alfa
Website by Surabaya Residents Using the UMEGA
Model.

Dosen Pembimbing : 1. Asif Faroqi, S.Kom, M.Kom

2. Siti Mukaromah, S.Kom, M.Kom

The Surabaya City Government launched the Surabaya Single Window Alfa
(SSW Alfa) as an innovation in public services. However, the implementation of
the Surabaya Single Window (SSW) Alfa service still faces various obstacles,
ranging from procedures that are considered complicated, technical problems, to
public concerns regarding the security and reliability of the system. This study aims
to identify the factors that influence the acceptance of Surabaya residents towards
the e-government service Surabaya Single Window (SSW) Alfa using a modified
Unified Model of Electronic Government Adoption (UMEGA). The research
respondents were 414 Surabaya residents who had used the SSW Alfa website. The
sampling technique used was purposive sampling. The analysis technique used was
SEM-PLS. The research variables include performance expectancy, effort
expectancy, social influence, facilitating conditions, perceived risk, attitude,
behavioral intention to use, perceived service quality, trust in government, and
intention to recommend. The results showed that performance expectancy had a
significant positive effect on attitude, but effort expectancy had a significant
negative effect, while social influence had no significant effect. Perceived risk had
a significant negative effect on attitude. Facilitating conditions had a significant
positive effect on effort expectancy. Facilitating conditions, attitude, perceived
service quality, and trust in government had a significant positive effect on
behavioral intention to use. Perceived service quality, trust in government, and
behavioral intention to use had a significant positive effect on the intention to
recommend. It can be concluded that users who intend to use the service tend to
provide recommendations. This research provides insights for the Surabaya City
Government to improve service quality, trust, and overcome risk perceptions to
expand the adoption of SSW Alfa.

Keywords: intention to recommend, modified UMEGA, SSW Alfa
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