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ABSTRAK

Nama Mahasiswa / NPM : Ida Ayu Ernawati / 21082010030

Judul Skripsi : Analisis Kepuasan Pengguna Aplikasi Flip
Menggunakan Model End User Computing
Satisfaction

Dosen Pembimbing : 1. Asif Farogi, S.Kom., M.Kom.
2. Virdha Rahma Aulia, S.Kom., M.Kom.

Perkembangan teknologi digital telah mendorong transformasi layanan
keuangan melalui inovasi financial technology (fintech) seperti Flip. Aplikasi ini
menawarkan layanan transfer antarbank tanpa biaya admin serta kemudahan
transaksi seperti top up e-wallet, pembayaran tagihan, dan pengiriman uang ke luar
negeri. Meski diminati, pengguna masih mengeluhkan keterlambatan transaksi dan
respons layanan pelanggan yang kurang optimal. Oleh karena itu, pengukuran
kepuasan pengguna menjadi penting untuk melihat kesenjangan antara harapan dan
realitas layanan.

Oleh karena itu, skripsi ini bertujuan untuk mengetahui hasil analisis
kepuasan pengguna pada aplikasi Flip. Skripsi ini menggunakan model konseptual
End User Computing Satisfaction (EUCS) yang mencakup lima variabel yaitu
Content, Accuracy, Format, Ease Of Use, dan Timeliness. Proses analisis dilakukan
dengan teknik Partial Least Square-Structural Equation Model (PLS-SEM)
menggunakan software SmartPLS 3 dengan melibatkan 415 responden.

Hasil analisis menunjukkan bahwa pengguna cenderung merasa puas
terhadap aplikasi Flip. Selain itu, content, format, ease of use, dan timeliness
memiliki pengaruh positif signifikan terhadap kepuasan pengguna. Namun pada
Accuracy memiliki pengaruh positif tetapi tidak signifikan terhadap kepuasan

pengguna.

Kata kunci: Fintech, Flip, EUCS, SEM-PLS
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ABSTRACT

Student Name / NPM : Ida Ayu Ernawati / 21082010030

Thesis Title . Analysis of User Satisfaction of the Flip
Application in the End User Computing Satisfaction
Model

Advisor : 1. Asif Farogi, S.Kom., M.Kom.

2. Virdha Rahma Aulia, S.Kom., M.Kom.

The advancement of digital technology has driven a transformation in
financial services through the emergence of financial technology (fintech)
innovations such as Flip. This application offers interbank transfer services with
no administrative fees, as well as convenience in transactions such as e-wallet top-
ups, bill payments, and international money transfers. Despite its popularity, some
users have reported complaints regarding delayed transactions and suboptimal
customer service responses. Therefore, measuring user satisfaction is essential to
identify gaps between service expectations and actual performance.

This study aims to analyze user satisfaction with the Flip application. It
adopts the conceptual model of End User Computing Satisfaction (EUCS), which
includes five variables: Content, Accuracy, Format, Ease of Use, and Timeliness.
The analysis was conducted using the Partial Least Squares-Structural Equation
Modeling (PLS-SEM) technique with SmartPLS 3 software, involving 415
respondents.

The results indicate that users tend to be satisfied with the Flip application.
Furthermore, Content, Format, Ease of Use, and Timeliness have a significant
positive effect on user satisfaction. However, Accuracy shows a positive but not

significant influence on user satisfaction.

Keywords: Fintech, Flip, EUCS, SEM-PLS
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