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ABSTRAK

Nama Mahasiswa / NPM  : Dinda Nur Halisa /  21082010032

Judul Skripsi                     : Evaluasi Kualitas Aplikasi Qpon Menggunakan E-

Servqual dan Importance Performance Analysis

(IPA)

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

2. Muhammad Septama Prasetya, S.Kom., M.Kom.

Transformasi digital dan pergeseran perilaku konsumsi ke arah gaya hidup 

hemat (frugal living) mendorong tingginya adopsi aplikasi service aggregator

berkonsep Online-to-Offline (O2O) seperti aplikasi Qpon. Meskipun memiliki 

tingkat unduhan yang tinggi, penilaian kepuasan pengguna yang stagnan 

mengindikasikan adanya permasalahan teknis dan keluhan operasional dalam 

pemenuhan ekspektasi layanan. Penelitian ini bertujuan untuk mengevaluasi

kualitas layanan aplikasi Qpon menggunakan model Electronic Service Quality (E-

Servqual) dengan metode Importance Performance Analysis (IPA). Pendekatan 

kuantitatif deskriptif diterapkan dengan mengumpulkan data primer melalui 

kuesioner elektronik dari 425 responden valid yang didominasi oleh kelompok 

Generasi Z dan Milenial. Evaluasi dilakukan terhadap tujuh dimensi utama dari 

model E-Servqual, yaitu Efficiency, Fulfillment, System Availability, Privacy, 

Responsiveness, Compensation, dan Contact yang diukur berdasarkan perspektif 

kinerja aktual (Performance) dan tingkat kepentingan (Importance). Hasil evaluasi 

kualitas layanan aplikasi Qpon menggunakan model E-ServQual dan metode 

Importance Performance Analysis (IPA) menunjukkan bahwa variabel 

Responsiveness (-1,26), Compensation (-1,24), dan System Availability (-1,20) 

memiliki kinerja yang rendah karena belum memenuhi tingkat kepentingan 

pengguna. Sebaliknya, variabel Privacy (+0,10) dan Contact (+0,52) memiliki 

kinerja yang tinggi karena telah memenuhi tingkat kepentingan pengguna. Hasil 

pemetaan menggunakan IPA menunjukkan terdapat 13 indikator yang berada pada 

Kuadran I (Concentrate Here) sehingga menjadi prioritas utama perbaikan. Oleh 

karena itu, rekomendasi perbaikan difokuskan pada peningkatan kualitas layanan 

dari 13 indikator pada variabel Responsiveness, Compensation, dan System 

Availability agar kinerja layanan tinggi sehingga dapat memenuhi tingkat 

kepentingan pengguna.

Kata kunci : Model E-Servqual, Metode IPA, Gap Analysis, Service Aggregator, 

Kualitas Layanan Digital, Online-to-Offline.
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ABSTRACT

Student Name / NPM       : Dinda Nur Halisa /  21082010032

Thesis Title                       : Evaluation of Qpon Application Quality Using E-

Servqual and Importance Performance Analysis 

(IPA)

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

2. Muhammad Septama Prasetya, S.Kom., M.Kom.

Digital transformation and the shift in consumer behavior toward a frugal 

lifestyle have driven the high adoption of Online-to-Offline (O2O) service 

aggregator applications, such as the Qpon application. Despite having a high 

download rate, stagnant user satisfaction ratings indicate the presence of technical 

issues and operational complaints in meeting service expectations. This study aims 

to evaluate the service quality of the Qpon application using the Electronic Service 

Quality (E-Servqual) model and the Importance-Performance Analysis (IPA) 

method. A descriptive quantitative approach was applied by collecting primary 

data through an electronic questionnaire from 425 valid respondents, 

predominantly consisting of Generation Z and Millennials. The evaluation was 

conducted on the seven main dimensions of the E-Servqual model, namely 

Efficiency, Fulfillment, System Availability, Privacy, Responsiveness, 

Compensation, and Contact, which were measured based on the perspectives of 

actual performance and expected importance. The evaluation of the Qpon 

application’s service quality using the E-Servqual model and the Importance-

Performance Analysis (IPA) method reveals that the Responsiveness (-1.26), 

Compensation (-1.24), and System Availability (-1.20) variables have performance 

levels that do not yet meet user expectations. Meanwhile, the Privacy (+0.10) and 

Contact (+0.52) variables have performance levels that meet or exceed user 

expectations. The IPA mapping results indicate that 13 indicators are located in 

Quadrant I (Concentrate Here), making them the top priority for improvement. 

Therefore, improvement recommendations are focused on enhancing the service 

quality of the 13 indicators within the Responsiveness, Compensation, and System 

Availability variables to ensure that service performance meets user expectations

Keywords: E-Servqual Model, IPA Method, Gap Analysis, Service Aggregator, 

Digital Service Quality, Online-to-Offline.
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