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ABSTRACT

ALFATHNUR PRADIPTAVANZA. 2025. The Influence of
Digitalization Implementation on Member Satisfaction as Customers through
Service Quality (A Case Sudy on the Retail Unit of PRIMKOPKAR Cooperative
Perum Perhutani Unit 111 West Java and Banten), supervised by Franklin Kharisma
Genta.

PRIMKOPKAR Cooperative Perum Perhutani Unit 111 West Java and
Banten is a multipurpose cooperative that manages various business units, one of
which istheretail store. In its devel opment, the cooperative has faced a declinein
member transactions, which hasled to reduced income. This condition is suspected
to result from the suboptimal implementation of digitalization, thereby affecting
service quality and ultimately member satisfaction.

This study aims to examine: (1) the implementation of digitalization; (2)
service quality; (3) member satisfaction; (4) the effect of digitalization on service
quality; (5) the effect of digitalization on member satisfaction; (6) the effect of
service quality on member satisfaction; and (7) managerial strategies to enhance
digitalization and service quality effectiveness.

The research employed a descriptive quantitative approach with an
explanatory design using a survey method. Data wer e collected through interviews,
questionnaires, observations, and literature studies, then analyzed with SEM-PLS,
The research population consisted of 1,012 cooper ative members, with a sample of
100 respondents selected through simple random sampling.

The results show that digitalization implementation significantly influences
service quality (original sample 0.771; t-statistic 9.470). Service quality
significantly affects member satisfaction (original sample 0.895; t-statistic 27.229).
Moreover, service quality serves as a mediating variable that strengthens the effect
of digitalization on member satisfaction (original sample 0.690; t-statistic 7.553).
Based on these findings, the cooperative is advised to develop a more integrated,
accessible, and responsive digital system to continuously improve service quality
and ultimately create member satisfaction as customers.

Keywords: Digitalization, Service Quality, Customer Satisfaction



ABSTRAK

ALFATHNUR PRADIPTAVANZA. 2025. Pengaruh Implementas
Digitalisas terhadap Kepuasan Anggota sebagai Pelanggan melalui Kualitas
Pelayanan (Studi Kasus pada Unit Usaha Niaga (Toko) Koperass PRIMKOPKAR
Perum Perhutani Unit [11 Jawa Barat dan Banten), di bawah bimbingan Franklin
Kharisma Genta.

Koperas PRIMKOPKAR Perum Perhutani Unit 111 Jawa Barat dan Banten
merupakan koperasi multiusaha yang mengelola berbagai unit, salah satunya toko
niaga. Dalam perkembangannya, koperasi menghadapi penurunan transaksi
anggota yang berdampak pada menurunnya pendapatan. Hal ini diduga karena
penerapan digitalisasi belum optimal sehingga memengaruhi kualitas pelayanan
dan kepuasan anggota.

Penelitian ini bertujuan untuk mengetahui: (1) bagaimana implementasi
digitalisasi; (2) bagaimana kualitas pelayanan; (3) bagaimana kepuasan anggota;
(4) pengaruh digitalisasi terhadap kualitas pelayanan; (5) pengaruh digitalisasi
terhadap kepuasan; (6) pengaruh kualitas pelayanan terhadap kepuasan; serta (7)
upayamangjerial dalam meningkatkan efektivitas digitalisasi dan pelayanan.

Metode yang digunakan adalah pendekatan kuantitatif deskriptif dengan
jenis penelitian penjelasan melalui survei. Data diperoleh dari wawancara,
kuesioner, observasi, dan studi pustaka, kemudian dianalisis menggunakan SEM -
PLS. Populas penelitian mencakup 1.012 anggota dengan sampel 100 responden
melalui teknik pengambilan sampel acak sederhana.

Hasil penelitian menunjukkan bahwaimplementasi digitalisasi berpengaruh
signifikan terhadap kualitas pelayanan (nilai sampel asli 0,771; t-statistic 9,470).
Kualitas pelayanan berpengaruh signifikan terhadap kepuasan anggota (nilai
sampel asli 0,895; t-statistic 27,229). Selain itu, kualitas pelayanan terbukti
memediasi pengaruh digitalisas terhadap kepuasan anggota (nilai sampel adli
0,690; t-statistic 7,553). Berdasarkan hasil tersebut, koperasi disarankan
mengembangkan sistem digital yang terintegrasi, mudah diakses, dan responsif agar
kualitas pelayanan terus meningkat sehingga dapat menciptakan kepuasan anggota
sebagai pelanggan.

Kata kunci: Digitalisasi, Kualitas Pelayanan, Kepuasan Pelanggan
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