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ABSTRAK

ANALISIS KEPUASAN PENGGUNA DAN KEPERCAYAAN PUBLIK
PADA APLIKASI GOBIS SURABAYA MENGGUNAKAN METODE
CUSTOMER SATISFACTION INDEX (CSI)

Oleh:
Taufik Ramadhani Rahman Putra

Aplikasi GOBIS Surabaya sebagai inovasi e-government mengalami penurunan
rating dari 4,0 menjadi 3,0 sejak peluncuran tahun 2018, dengan keluhan pengguna
terkait error sistem, ketidakakuratan GPS, dan minimnya fitur penting. Penelitian
ini bertujuan menganalisis tingkat kepuasan pengguna dan kepercayaan publik
terhadap aplikasi GOBIS Surabaya menggunakan metode Customer Satisfaction
Index (CSI). Penelitian kuantitatif ini melibatkan 100 responden pengguna aplikasi
GOBIS yang dipilih melalui teknik random sampling di Terminal Joyoboyo
Surabaya. Instrumen penelitian berupa kuesioner yang mengukur dua variabel
utama: kepuasan pengguna dengan indikator informasi, user interface, dan system
reliability; serta kepercayaan publik dengan indikator keakuratan sistem, keamanan
data, dan komitmen pengembangan. Data dianalisis menggunakan metode CSI
melalui perhitungan Mean Satisfaction Score, Mean Importance Score, Weighted
Factor, dan Weighted Score. Hasil penelitian menunjukkan tingkat kepuasan
pengguna mencapai skor CSI 76,58% (kategori Puas), dengan indikator system
reliability tertinggi (77,13%) dan user interface terendah (75,24%). Tingkat
kepercayaan publik mencapai skor CSI 77,03% (kategori Percaya), dengan
indikator keakuratan sistem tertinggi (79,04%) dan komitmen pengembangan
terendah (75,78%). Analisis Weighted Score mengidentifikasi aspek desain visual
dan penambahan fitur baru sebagai prioritas perbaikan utama. Penelitian
merekomendasikan | redesign | user. | interface, peningkatan! - transparansi
pengembangan, dan optimalisasi akurasi sistem real-time untuk meningkatkan
kualitas layanan aplikasi GOBIS Surabaya secara berkelanjutan.

Kata Kunci: Customer Satisfaction Index, E-Government, Kepuasan
Pengguna, Kepercayaan Publik, Aplikasi GOBIS Surabaya, Transportasi
Digital.



ABSTRACT

ANALYSIS OF USER SATISFACTION AND PUBLIC TRUST IN THE
GOBIS SURABAYA APPLICATION USING THE CUSTOMER
SATISFACTION INDEX (CSI) METHOD

By:
Taufik Ramadhani Rahman Putra.

The GOBIS Surabaya application, an e-government innovation, has seen its rating
drop from 4.0 to 3.0 since its launch in 2018, with user complaints related to system
errors, GPS inaccuracy, and a lack of important features. This study aims to analyze
user satisfaction and public trust in the GOBIS Surabaya application using the
Customer Satisfaction Index (CSI) method. This quantitative study involved 100
respondents who are users of the GOBIS application, selected through random
sampling at the Joyoboyo Terminal in Surabaya. The research instrument was a
questionnaire that measured two main variables: user satisfaction with indicators of
information, user interface, and system reliability; and public trust with indicators
of system accuracy, data security, and development commitment. The data were
analyzed using the CSI method through the calculation of Mean Satisfaction Score,
Mean Importance Score, Weighted Factor, and Weighted Score. The results of the
study show that user satisfaction reached a CSI score of 76.58% (Satisfied
category), with the highest indicator being system reliability (77.13%) and the
lowest being user interface (75.24%). The level of public trust reached a CSI score
of 77.03% (Trust category), with the highest system accuracy indicator (79.04%)
and the lowest development commitment indicator (75.78%). Weighted Score
analysis identified visual design and new feature.additions as the main priorities for
improvement. The study recommends redesigning the user interface, increasing
development transparency, and optimizing real-time system accuracy to
continuously improve the quality of the GOBIS Surabaya application service.

Keywords: Customer Satisfaction Index, E-Government, User Satisfaction,
Public Trust, GOBIS Surabaya Application, Digital Transportation.
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