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ABSTRAK

Rizky Jaya Pranata, NIM. 04020420046, 2024. Pengaruh Web Service Quality
Terhadap Customer Satisfaction Dengan Karakteristik pengguna Sebagai Variabel
Moderasi Pada Layanan Website di Badan Amil Zakat Nasional Jawa Timur.

Penelitian ini bertujuan untuk mengetahui pengaruh Web Service Quality terhadap
Customer Satisfaction dan mengetahui berapa nilai pengaruh pengaruh Web
Service Quality terhadap Customer Satisfaction Badan Amil Zakat Nasional Jawa
Timur. Serta dapat mengetahui pengaruh Karakteristik Pengguna dapat memoderasi
hubungan antara Web Service Quality dengan Customer Satisfaction Badan Amil
Zakat Nasional Jawa Timur. Dalam penelitian ini menggunakan metode penelitian
kuantitatif. Teknik analisis data yang digunakan dalam penelitian ini menggunakan
software Smart PLS 4 melalui Uji Model Struktural atau Inner Model untuk
menjawab tujuan dari penelitian. Hasil dalam penelitian ini menunjukan bahwa: (1)
Web Service Quality berpengaruh secara signifikan terhadap Customer Satisfaction
di Badan Amil Zakat Nasional Jawa Timur karena memiliki nilai #- statistics sebesar
4.151> 1.96, sedangkan nilai p-values yang didapatkan sebesar 0.00 < 0.05 (2) Web
Service Quality memiliki hubungan terhadap Customer Satisfaction sebesar 0.933.
Perolehan nilai tersebut menjelaskan bahwa Web Service Quality dalam
mempengaruhi Customer Satisfaction adalah bersifat kuat yaitu 72.4% (pengaruh
tinggi), sedangkan 27.6 % sisanya merupakan pengaruh variabel lain yang tidak
diukur dalam penelitian ini. Maka, variabel Web Service Quality memuat yang
signifikan terhadap hubungan dengan Customer Satisfaction di Badan Amil Zakat
Nasional Jawa Timur (3) Karakteristik Pengguna tidak mampu memoderasi
hubungan antara Web Service Quality dengan Customer Satisfaction . Kesimpulan
tersebut dibuktikan dengan nilai ' t-statistics sebesar 0,370 < 1.96, sedangkan nilai
p-values yang didapatkan’ sebesar 0.712 > 0.05 menunjukkan bahwasanya
Karakteristik Pengguna tidak memoderasi hubungan antara Web Service Quality
terhadap Customer Satisfaction.

Kata kunci: Web Service Quality, Customer Satisfaction, Karakteristik Pengguna.



vi

ABSTRACT

Rizky Jaya Pranata, NIM. 04020420046, 2024. The Influence of Web Service Quality
on Customer Satisfaction with User Characteristics as a Moderating Variable on
Website Services at the National Zakat Agency of East Java.

This study aims to determine the effect of Web Service Quality on Customer
Satisfaction and find out how much the value of the influence of the influence of Web
Service Quality on Customer Satisfaction of the National Amil Zakat Agency of East
Java. And can determine the effect of User Characteristics can moderate the
relationship between Web Service Quality and Customer Satisfaction of the National
Amil Zakat Agency of East Java. In this study using quantitative research methods.
The data analysis technique used in this study uses Smart PLS 4 software through the
Structural Model Test or Inner Model to answer the objectives of the study. The
results in this study indicate that: (1) Web Service Quality has a significant effect on
Customer Satisfaction at the East Java National Amil Zakat Agency because it has a
t-statistics value of 4.151> 1.96, while the p-values obtained are 0.00 <0.05 (2) Web
Service Quality has a relationship with Customer Satisfaction of 0.933. The
acquisition of this value explains that Web Service Quality in influencing Customer
Satisfaction is strong, namely 72.4% (high influence), while the remaining 27.6% is
the influence of other variables not measured in this study. So, the Web Service
Quality variable contains a significant relationship with Customer Satisfaction at the
East Java National Amil Zakat Agency (3) User Characteristics are not able to
moderate the relationship between Web Service Quality and Customer Satisfaction.
This conclusion is-evidenced by the t-statistics value of 0.370 < 1.96, while the p-
values obtained are 0.712 > 0.05, indicating that User Characteristics do not
moderate the relationship between Web Service Quality and Customer Satisfaction.

Web Service Quality, Customer Satisfaction, User Characteristics.
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