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ABSTRAK 

 

      Aplikasi Kredivo merupakan aplikasi pinjaman online pertama kali yang 

diluncurkan sebagai penyempurna dari layanan kredivo yang awalnya hanya 

menyediakan pinjaman online melalui e-commerce. Kredivo memiliki 

berbagai masalah dan keluhan dari pelanggan terhadap kualitas layanannya, 

seperti penangguhan permanen aplikasi kredivo, kenaikan limit yang tidak 

mudah,  pelayanan buruk dan tidak bisa melakukan transaksi pinjaman. 

      Hal ini menunjukan bahwa kualitas layanan yang diberikan oleh aplikasi 

kredivo belum sepenuhnya maksimal yang berpengaruh pada kepuasan 

pelanggan. Tujuan penelitian ini untuk mengetahui tingkat kepuasan pengguna 

layanan aplikasi Kredivo dari perspektif pelanggan menggunakan metode E-

servqual berdasarkan tujuh dimensi yaitu, Efficiency, Fulfilment, Reliability, 

Privacy, Responsiveness, Compensation, dan contact.  

 Berdasarkan perhitungan CSI masing–masing variabel diperoleh nilai CSI 

yaitu, Efficiency 71,87945%, Fulfilment 75,02448%, Reliability 75,33966%, 

Privacy 72,60417%, Responsiveness 72,76049%, Compensation 68,75467%, 

dan Contact 75,31898% Berdasarkan kriteria CSI bahwa masing-masing 

variabel tersebut pengguna Aplikasi Kredivo merasa puas, dan Berdasarkan 

perhitungan seluruh variabel pengolahan data diperoleh hasil bahwa tingkat 

kualitas layanan Aplikasi Kredivo berada pada level sudah puas dengan nilai 

CSI sebesar 73,1524% dan berada pada kriteria CSI 66,00%–80,99% yang 

berarti pelanggan merasa puas dengan layanan Aplikasi Kredivo. 

        Kata Kunci : Analisis, CSI, E-servqual,  Kredivo 
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ABSTRACT 

      The Kredivo application is the first online lending application launched as a 

complement to the Kredivo service, which initially only provided online loans 

through e-commerce. Kredivo has various problems and complaints from 

customers regarding the quality of its services, such as permanent suspension of 

the Kredivo application, limit increases that are not easy, poor service and unable 

to make loan transactions.  

      This shows that the quality of service provided by the Kredivo application has 

not been fully maximized which has an effect on customer satisfaction. The purpose 

of this study was to determine the level of satisfaction of Kredivo application service 

users from a customer perspective using the E-servqual method based on seven 

dimensions namely, Efficiency, Fulfillment, Reliability, Privacy, Responsiveness, 

Compensation, and contact.  

      Based on CSI calculations, each variable obtained CSI values, namely, 

Efficiency 71.87945%, Fulfillment 75.02448%, Reliability 75.33966%, Privacy 

72.60417%, Responsiveness 72.76049%, Compensation 68.75467%, and Contact 

75.31898% Based on the CSI criteria that each of these variables Kredivo 

Application users are satisfied, and Based on the calculation of all data processing 

variables the result is that the Kredivo Application service quality level is at the 

level of satisfaction with a CSI value of 73.1524% and is at the CSI criteria are 

66.00%–80.99% which means that customers are satisfied with the Kredivo 

Application services. 

Keywords: Analysis, CSI, E-servqual, Kredivo 

 


