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ABSTRAK

Aplikasi Pegadaian Digital Service merupakan sebuah aplikasi yang
menggunakan sistem penyaluran pinjaman dan transaksi secara online yang
praktis dan cepat dalam melakukan pinjaman dan transaksi oleh para nasabah
maupun calon nasabah. Untuk memberikan kemudahan kepada para nasabah, PT
Pegadaian akhirnya meluncurkan Aplikasi Pegadaian Digital Service. Aplikasi ini
diharapkan akan membantu para nasabah melakukan transaksi melalui
smartphone tanpa harus melakukan transaksi secara manual. Saat ini banyak
bermunculan berbagai program aplikasi yang menyediakan fitur dalam penyaluran
pinjaman maupun transaksi secara online kepada masyarakat salah satunya adalah
aplikasi yang digunakan oleh PT Pegadaian Rantepao. Metode yang digunakan
dalam penelitian ini yaitu PIECES Framework yang terdiri dari Performance,
Information, Economics, Control and security, Efficiency dan Service.
Berdasarkan hasil penelitian dalam mengukur tingkat kepuasan nasabah terhadap
pengguna aplikasi pegadaian digital service pada PT Pegadaian Rantepao dari
keseluruhan indikator memperoleh nilai rata-rata sebesar 4,17 kategori puas. Dari
masing-masing domain, dimana domain Performance memperoleh nilai rata-rata
4.24 kategori puas, domain Information memperoleh nilai rata-rata 4.09 kategori
puas, domain Economics memperoleh nilai rata-rata 4.17, domain Control and
security memperoleh nilai rata-rata 4.15 kategori puas, domain Efficiency
memperoleh nilai rata-rata 4.21 kategori puas, dan domain Service memperoleh
nilai rata-rata 4.19 kategori puas. Dalam hal ini meunjukkan bahwa aplikasi
pegadaian digital service berperan baik dalam meningkatkan kepuasan nasabah
sehingga memberikan respon yang positif kepada nasabah terhadap aplikasi
pegadaian digital service pada PT Pegadaian Rantepao.

Kata Kunci : Kepuasan Nasabah, Pegadaian Digital Service, PIECES



ABSTRACK

The Pegadaian Digital Service application is an application that uses an
online loan and transaction distribution system that is practical and fast in
carrying out loans and transactions by customers and prospective customers. To
provide convenience to customers, PT Pegadaian finally launched the Pegadaian
Digital Service Application. It is hoped that this application will help customers
carry out transactions via smartphone without having to carry out transactions
manually. Currently, various application programs have emerged that provide
features for distributing loans and online transactions to the public, one of which
is the application used by PT Pegadaian Rantepao. The method used in this
research is the PIECES Framework which consists of Performance, Information,
Economics, Control and security, Efficiency and Service. Based on the results of
research measuring the level of customer satisfaction with users of the digital
service pawnshop application at PT Pegadaian Rantepao, the overall indicator
obtained an average score of 4.17 in the satisfied category. From each domain,
the Performance domain gets an average score of 4.24 in the satisfied category,
the Information domain gets an average score of 4.09 in the satisfied category,
the Economics domain gets an average score of 4.17, the Control and security
domain gets an average score of 4.15 in the satisfied category. , the Efficiency
domain received an average score of 4.21 in the satisfied category, and the
Service domain obtained an average score of 4.19 in the satisfied category. In this
case, it shows that the digital service pawnshop application plays a good role in
increasing customer satisfaction so that it gives customers a positive response to
the digital service pawnshop application at PT Pegadaian Rantepao.

Keywords: Customer Satisfaction, Pegadaian Digital Service, PIECES



