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ABSTRAK 

SAFINA NURUL RAMADHANI, 22042010117, Pengaruh Kualitas Layanan 

Elektronik (E-Service Quality) Terhadap Tingkat Kepuasan Pelanggan 

Dalam Penanganan Pengaduan Melalui Aplikasi Customer Information 

System (CIS) Pada PDAM Surya Sembada Kota Surabaya 

 

Fokus utama kajian ini diarahkan untuk mengkaji hubungan antara kualitas layanan 

elektronik dengan tingkat kepuasan pelanggan dalam proses penanganan keluhan 

yang dilakukan melalui aplikasi CIS PDAM Surabaya. Metodologi penelitian yang 

digunakan ialah studi asosiatif dengan pendekatan kuantitatif. Pelanggan PDAM 

Surya Sembada di Surabaya yang sebelumnya telah mengajukan keluhan melalui 

aplikasi CIS diberikan kuesioner untuk diisi guna mengumpulkan data. Analisis 

regresi linier berganda terhadap data yang telah dikumpulkan dilakukan 

menggunakan bantuan SPSS Statistics versi 31. Hasil kajian ini memperlihatkan 

jika secara simultan setiap aspek kualitas layanan elektronik memberi pengaruh 

yang signifikan terhadap kepuasan pelanggan. Variabel Efisiensi, Pemenuhan, 

Keandalan, Kompensasi, dan Kontak terbukti mempunyai pengaruh terhadap 

kepuasan pelanggan, sedangkan Privasi dan Responsivitas tidak memperlihatkan 

pengaruh yang signifikan. Temuan tersebut mengindikasikan jika kualitas layanan 

elektronik pada aplikasi CIS berperan penting dalam meningkatkan kepuasan 

pelanggan, terutama dalam proses penanganan pengaduan. 

Kata Kunci: E-Service Quality, Kepuasan Pelanggan, Aplikasi CIS, PDAM 

Surabaya 
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ABSTRACT 

SAFINA NURUL RAMADHANI, 22042010117, The Effect of Electronic 

Service Quality (E-Service Quality) on Customer Satisfaction Levels in 

Complaint Handling Through the Customer Information System (CIS) 

Application at PDAM Surya Sembada in Surabaya 

 

The purpose of this study is to determine how customer satisfaction with complaint 

handling via the PDAM Surabaya CIS app is influenced by the quality of electronic 

services. The research methodology used was an associative study with a 

quantitative approach. Customers of PDAM Surya Sembada in Surabaya who had 

previously submitted complaints via the CIS application were given a questionnaire 

to complete in order to collect data. Using SPSS Statistics version 31, multiple 

linear regression analysis was performed on the collected data. The results of the 

study indicate that customer satisfaction is significantly influenced by every aspect 

of electronic service quality simultaneously. Customer satisfaction is strongly 

influenced by the variables of Efficiency, Fulfillment, Reliability, Compensation, 

and Contact, but is not influenced by Privacy or Responsiveness. These findings 

suggest that the quality of electronic services via the CIS application plays a crucial 

role in enhancing customer satisfaction, particularly in the complaint handling 

process. 

Keywords: E-Service Quality, Customer Satisfaction, CIS Application, PDAM 

Surabaya


