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ABSTRAK

Nama Mahasiswa / NPM : Ni Made Berliana Deswita Rini /21082010149

Judul Skripsi : Analisis Faktor — Faktor Penerimaan Pengguna
Aplikasi Pospay di Kota Surabaya menggunakan TAM
Modifikasi.

Dosen Pembimbing . 1. Anita Wulansari, S.Kom., M.Kom.
2. Virdha Rahma Aulia S.Kom., M.Kom.

Penelitian ini bertujuan untuk menganalisis faktor - faktor yang memengaruhi
penerimaan pengguna aplikasi Pospay di Kota Surabaya menggunakan model
Technology Acceptance Model (TAM) yang dimodifikasi. Aplikasi Pospay merupakan
platform digital milik PT Pos Indonesia yang telah diunduh lebih dari 5 juta kali, namun
masih menghadapi tantangan penerimaan, yang terlihat dari banyaknya ulasan negatif
terkait sistem error, verifikasi gagal, dan performa aplikasi yang tidak stabil. Model
TAM diperluas dengan menambahkan variabel Attitude, Facilitating Conditions,
Lifestyle Compatibility, Quality of Internet Connection, Perceived Security, Perceived
Trust, Perceived Risk, Self-Efficacy, Satisfaction dan Intention to Use. Data
dikumpulkan dari 523 pengguna aktif dan dianalisis dengan metode SEM-PLS.

Hasil analisis menunjukkan bahwa Facilitating Conditions, Perceived Ease of
Use, dan Perceived Usefulness berpengaruh signifikan terhadap Attitude. Sementara itu,
Perceived Ease of Use, Perceived Usefulness, Perceived Security, Self-Efficacy, dan
Satisfaction berpengaruh signifikan terhadap Intention to Use. Di sisi lain, variabel
Attitude, Lifestyle Compatibility, Quality of Internet Connection, Perceived Trust, dan
Perceived Risk tidak menunjukkan pengaruh signifikan terhadap Intention to Use.
Temuan ini menegaskan pentingnya peningkatan aspek kemudahan, manfaat,
keamanan, kepuasan, dan keyakinan diri pengguna untuk meningkatkan penerimaan

dan penggunaan aplikasi Pospay secara lebih luas.

Kata Kunci : Pospay, Penerimaan Pengguna, Technology Acceptance Model (TAM),
Dompet Digital, Surabaya
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ABSTRACT

Student Name / NPM : Ni Made Berliana Deswita Rini /21082010149
Thesis Title : Analysis of Acceptance Factors of Pospay Application

Users in Surabaya City Using Modified TAM
Advisor : 1. Anita Wulansari, S.Kom., M.Kom.

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

This study aims to analyze the factors that influence user acceptance of the
Pospay application in Surabaya by using a modified Technology Acceptance Model
(TAM). Pospay is a digital platform owned by PT Pos Indonesia that offers financial
transaction services. Although the app has been downloaded over 5 million times, it
still faces acceptance issues, as reflected by the high number of negative reviews due
to system errors, verification failures, and unstable performance. To address these
challenges, the TAM model was extended by incorporating variables such as Attitude,
Facilitating Conditions, Lifestyle Compatibility, Quality of Internet Connection,
Perceived Security, Perceived Trust, Perceived Risk, Self-Efficacy, Satisfaction and
Intention to Use. Data were collected from 523 active users and analyzed using
Structural Equation Modeling—Partial Least Squares (SEM—PLS).

The results showed that Facilitating Conditions, Perceived Ease of Use, and
Perceived Usefulness significantly influence Attitude. Furthermore, Perceived Ease of
Use, Perceived Usefulness, Perceived Security, Self-Efficacy, and Satisfaction have a
significant effect on Intention to Use. Meanwhile, variables such as Attitude, Lifestyle
Compatibility, Quality of Internet Connection, Perceived Trust, and Perceived Risk
did not significantly affect Intention to Use. These findings highlight the importance
of improving usability, usefulness, security, satisfaction, and user confidence to

enhance the acceptance and usage of the Pospay application more effectively.

Keywords : Pospay, User Acceptance, Technology Acceptance Model (TAM), E-
Wallet, Surabaya.
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