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 (Armando Joseph Suah Meliala) 

ABSTRAK 

 

Soekarno Hatta International Airport (SHIA) merupakan salah satu bandara 

internasional terbesar di Indonesia. Jumlah penumpang kedatangan internasional di 

SHIA pada tahun 2022 mencapai 3.518.429 orang meningkat 446,60% dibanding 

tahun 2021 sejumlah 643.688 orang, dimana mereka wajib memberitahukan barang 

bawaannya melalui Customs Declaration (CD). Dengan adanya transformasi 

digital di Kementerian Keuangan, berbagai instrumen didorong menjadi digital 

untuk akuntabilitas dan peningkatan kualitas layanan termasuk untuk CD. Selain 

CD konvensional (formulir kertas), saat ini Bea Cukai juga memberlakukan CD 

berbasis elektronik atau Electronic Customs Declaration (ECD). Namun sejak 

diterapkan pada Juli 2022, muncul berbagai keluhan baik secara lisan kepada 

petugas di lapangan, maupun keluhan secara tulisan berupa teknis pengisian ECD 

(83,14%), jaringan internet dan sistem yang tidak stabil (12,83%), dan keluhan 

lainnya. Meningkatnya keluhan karena ketidakpuasan penumpang terhadap 

penerapan ECD. Tujuan penelitian ini adalah untuk menganalisis faktor-faktor yang 

mempengaruhi kepuasan penumpang untuk menggunakan ECD dengan pendekatan 

Expectation Disconfirmation Model (EDM). Penelitian ini dilakukan dengan 

metode cross-sectional quantitative menggunakan purposive sample dengan 209 

responden. Analisis data menggunakan Partial-Least Square Structural Equation 

Model untuk menganalisis berbagai hubungan antara variabel di dalam kerangka 

penelitian yang dikembangkan dari penelitian sebelumnya. Hasil penelitian 

menunjukkan bahwa variabel Perceived Disconfirmation memiliki pengaruh 

terbesar terhadap Customer Satisfaction, diikuti oleh variabel Effort Expectancy 

dan System Quality. Hal ini menunjukkan bahwa penerapan ECD lebih baik dari 

yang diharapkan, sehingga ekspektasi penumpang terkonfirmasi. 
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USING ELECTRONIC CUSTOMS DECLARATION (ECD) WITH 

THE EXPECTATION DISCONFIRMATION MODEL (EDM) 

APPROACH AT SOEKARNO HATTA INTERNATIONAL 

AIRPORT (SHIA) 
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ABSTRACT (English) 

 

Soekarno Hatta International Airport (SHIA) is one of the largest international 

airports in Indonesia. The number of passengers with international arrivals at 

SHIA in 2022 reached 3,518,429 people, an increase of 446.60% compared to 2021 

of 643,688 people, where they are required to declare their luggage through 

Customs Declaration (CD). Due to the digital transformation in the Ministry of 

Finance, various instruments are encouraged to be digitalized for accountability 

and improved service quality including for CDs. In addition to conventional CDs 

(paper forms), Customs currently also applies electronic-based CDs or Electronic 

Customs Declaration (ECD). However, since its implementation in July 2022, 

various complaints have emerged both verbally to officers in the field, as well as 

complaints in writing in the form of technical ECD filling (83.14%), unstable 

internet networks and systems (12.83%), and other complaints. The increase in 

complaints is caused by passenger dissatisfaction with the implementation of the 

ECD. The purpose of this study is to analyze the factors affecting passenger 

satisfaction with using ECD with the Expectation Disconfirmation Model (EDM) 

approach. This research was conducted using cross-sectional quantitative method 

using purposive sample with 209 respondents. Data analysis used Partial-Least 

Square Structural Equation Model to analyze various relationships between 

variables in the research framework developed from previous research. The results 

showed that the Perceived Disconfirmation variable had the greatest influence on 

Customer Satisfaction, followed by the Effort Expectancy and System Quality 

variables. This shows that the implementation of ECD is better than expected, so 

that passenger expectations are confirmed. 

 

 

Keywords: Expectation, System Quality, Disconfirmation, Satisfaction, 

Customs Airport 

  



 

 

x 
Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Penggunaan Electronic Customs 

Declaration (ECD) dengan Pendekatan Expectation Disconfirmation Model (EDM) di Soekarno 

Hatta International Airport (SHIA), Armando Joseph Suah Meliala, Universitas Multimedia 

Nusantara 

 

DAFTAR ISI 

 

HALAMAN PERNYATAAN TIDAK PLAGIAT ............................................. ii 

HALAMAN PERSETUJUAN ............................................................................ iii 

HALAMAN PENGESAHAN .............................................................................. iv 

HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH UNTUK 

KEPENTINGAN AKADEMIS ............................................................................ v 

KATA PENGANTAR .......................................................................................... vi 

ABSTRAK .......................................................................................................... viii 

ABSTRACT (English) .......................................................................................... ix 

DAFTAR ISI .......................................................................................................... x 

DAFTAR TABEL .............................................................................................. xiii 

DAFTAR GAMBAR .......................................................................................... xiv 

DAFTAR LAMPIRAN ....................................................................................... xv 

 

BAB I  PENDAHULUAN ........................................ Error! Bookmark not defined. 

1.1. Latar Belakang Penelitian ...................... Error! Bookmark not defined. 

1.2. Rumusan Masalah ................................................................................... 7 

1.3. Tujuan Penelitian ................................... Error! Bookmark not defined. 

1.4. Batasan Masalah Penelitian..................................................................... 8 

1.5. Manfaat Penelitian .................................................................................. 8 

BAB II  TINJAUAN LITERATUR ........................ Error! Bookmark not defined. 

 Tinjauan Teori ........................................ Error! Bookmark not defined. 

2.1.1. Direktorat Jenderal Bea dan Cukai ...... Error! Bookmark not defined. 

2.1.2. Expectation Disconfirmation Model (EDM) ...... Error! Bookmark not 

defined. 

2.1.3. Effort Expectancy ................................. Error! Bookmark not defined. 

2.1.4. System Quality ...................................... Error! Bookmark not defined. 

2.1.5. Perceived Disconfirmation .................. Error! Bookmark not defined. 

2.1.6. Customer Satisfaction .......................... Error! Bookmark not defined. 

 Penelitian Terdahulu .............................. Error! Bookmark not defined. 



 

 

xi 
Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Penggunaan Electronic Customs 

Declaration (ECD) dengan Pendekatan Expectation Disconfirmation Model (EDM) di Soekarno 

Hatta International Airport (SHIA), Armando Joseph Suah Meliala, Universitas Multimedia 

Nusantara 

 

 Kerangka Konseptual ............................. Error! Bookmark not defined. 

 Hipotesis ................................................. Error! Bookmark not defined. 

2.4.1. Hubungan Effort Expectancy dengan System Quality .................. Error! 

Bookmark not defined. 

2.4.2. Hubungan Effort Expectancy dengan Perceived Disconfirmation

 ........................................................................ Error! Bookmark not defined. 

2.4.3. Hubungan System Quality dengan Perceived Disconfirmation ... Error! 

Bookmark not defined. 

2.4.4. Hubungan Effort Expectancy dengan Customer Satisfaction melalui 

Perceived Disconfirmation............................. Error! Bookmark not defined. 

2.4.5. Hubungan System Quality dengan Customer Satisfaction melalui 

Perceived Disconfirmation............................. Error! Bookmark not defined. 

2.4.6. Hubungan Effort Expectancy dengan Customer Satisfaction ...... Error! 

Bookmark not defined. 

2.4.7. Hubungan Perceived Disconfirmation dengan Customer Satisfaction

 ........................................................................ Error! Bookmark not defined. 

2.4.8. Hubungan System Quality dengan Customer Satisfaction ........... Error! 

Bookmark not defined. 

BAB III  METODE PENELITIAN ........................ Error! Bookmark not defined. 

3.1. Paradigma Penelitian .............................. Error! Bookmark not defined. 

3.2. Objek Penelitian ..................................... Error! Bookmark not defined. 

3.3. Populasi dan Sampel .............................. Error! Bookmark not defined. 

3.3.1. Populasi ................................................ Error! Bookmark not defined. 

3.3.2. Sampel .................................................. Error! Bookmark not defined. 

3.4. Operasional Variabel ................................... Error! Bookmark not defined. 

3.5. Teknik Pengumpulan Data .......................... Error! Bookmark not defined. 

3.6. Teknik Analisis Data ................................... Error! Bookmark not defined. 

3.6.1. Statistik Deskriptif ............................... Error! Bookmark not defined. 

3.6.2. Analisis Data Pre-Test ......................... Error! Bookmark not defined. 

3.6.2.1. Uji Validitas .................................. Error! Bookmark not defined. 

3.6.2.2. Uji Reliabilitas .............................. Error! Bookmark not defined. 

3.6.3. Analisis Data Main-Test ....................... Error! Bookmark not defined. 

3.6.3.1. Perancangan Model Pengukuran (Outer Model) Error! Bookmark 

not defined. 

3.6.3.2. Perancangan Model Struktural (Inner Model) ... Error! Bookmark 

not defined. 

3.7. Hasil Analisis Data Pre-Test ....................... Error! Bookmark not defined. 



 

 

xii 
Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Penggunaan Electronic Customs 

Declaration (ECD) dengan Pendekatan Expectation Disconfirmation Model (EDM) di Soekarno 

Hatta International Airport (SHIA), Armando Joseph Suah Meliala, Universitas Multimedia 

Nusantara 

 

3.7.1. Hasil Pengujian Validitas ..................... Error! Bookmark not defined. 

3.7.2. Hasil Pengujian Reliabilitas ................. Error! Bookmark not defined. 

BAB IV  ANALISIS DAN PEMBAHASAN .......... Error! Bookmark not defined. 

4.1. Karakteristik Responden ........................ Error! Bookmark not defined. 

4.1.1. Karakteristik Responden berdasarkan Jenis Kelamin .................. Error! 

Bookmark not defined. 

4.1.2. Karakteristik Responden berdasarkan Usia ....... Error! Bookmark not 

defined. 

4.1.3. Karakteristik Responden berdasarkan Latar Belakang Pendidikan 

Terakhir .......................................................... Error! Bookmark not defined. 

4.1.4. Karakteristik Responden berdasarkan Frekuensi Pengisian ECD Saat 

Melakukan Perjalanan Dari Luar Negeri ....... Error! Bookmark not defined. 

4.1.5. Karakteristik Responden berdasarkan Lokasi Pengisian ECD ........... 59 

4.2. Analisis Statistik Penelitian.................... Error! Bookmark not defined. 

4.2.1. Hasil Analisis Statistik Deskriptif ........ Error! Bookmark not defined. 

4.2.2. Hasil Analisis Outer Model .................. Error! Bookmark not defined. 

4.2.2.1. Validitas Konvergen (Convergent Validity) Error! Bookmark not 

defined. 

4.2.2.2. Validitas Diskriminan (Discriminant Validity) .. Error! Bookmark 

not defined. 

4.2.2.3. Internal Consistency Reliability .... Error! Bookmark not defined. 

4.2.3. Hasil Analisis Inner Model .................. Error! Bookmark not defined. 

4.2.3.1. Pengujian Koefisien Determinasi (R2) ....... Error! Bookmark not 

defined. 

4.2.3.2. Pengujian Effect Size (f2) .............. Error! Bookmark not defined. 

4.2.3.3. Pengujian Koefisien Jalur ............. Error! Bookmark not defined. 

4.2.3.4. Pengujian Mediasi ......................... Error! Bookmark not defined. 

4.3. Pembahasan Hipotesis ............................ Error! Bookmark not defined. 

4.3.1. Pengaruh Effort Expectancy dengan System Quality Error! Bookmark 

not defined. 

4.3.2. Pengaruh Effort Expectancy terhadap Perceived Disconfirmation

 ...................................................................... 7Error! Bookmark not defined. 

4.3.3. Pengaruh System Quality terhadap Perceived Disconfirmation... Error! 

Bookmark not defined. 

4.3.4. Pengaruh Effort Expectancy terhadap Customer Satisfaction dengan 

Mediasi Perceived Disconfirmation ............... Error! Bookmark not defined. 

4.3.5. Pengaruh System Quality terhadap Customer Satisfaction dengan 

Mediasi Perceived Disconfirmation ............... Error! Bookmark not defined. 



 

 

xiii 
Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Penggunaan Electronic Customs 

Declaration (ECD) dengan Pendekatan Expectation Disconfirmation Model (EDM) di Soekarno 

Hatta International Airport (SHIA), Armando Joseph Suah Meliala, Universitas Multimedia 

Nusantara 

 

4.3.6. Pengaruh Effort Expectancy terhadap Customer Satisfaction ...... Error! 

Bookmark not defined. 

4.3.7. Pengaruh Perceived Disconfirmation dengan Customer Satisfaction

 ........................................................................ Error! Bookmark not defined. 

4.3.8. Pengaruh System Quality terhadap Customer Satisfaction ................. 90 

4.4. Pembahasan Variabel ............................. Error! Bookmark not defined. 

4.4.1. Variabel Effort Expectancy .................. Error! Bookmark not defined. 

4.4.2. Variabel System Quality ....................... Error! Bookmark not defined. 

4.4.3. Variabel Perceived Disconfirmation .... Error! Bookmark not defined. 

4.4.4. Variabel Customer Satisfaction........................................................... 99 

BAB IV  KESIMPULAN DAN SARAN................. Error! Bookmark not defined. 

5.1. Kesimpulan ................................................. Error! Bookmark not defined. 

5.2. Saran ............................................................ Error! Bookmark not defined. 

DAFTAR PUSTAKA ............................................... Error! Bookmark not defined. 

LAMPIRAN .............................................................. Error! Bookmark not defined. 

 

DAFTAR TABEL 

 

Tabel 2. 1 Penelitian Terdahulu ............................. Error! Bookmark not defined. 
 

Tabel 3. 1 Operasionalisasi Variabel ..................... Error! Bookmark not defined. 
Tabel 3. 2 Hasil Pengujian Validitas Data Pre-Test ............ Error! Bookmark not 

defined. 
Tabel 3. 3 Hasil Pengujian Reliabilitas Data Pre-Test ......... Error! Bookmark not 

defined. 
 

Tabel 4. 1 Hasil Analisis Statistik Deskriptif dan Distribusi Frekuensi ........ Error! 

Bookmark not defined. 
Tabel 4. 2 Hasil Pengukuran Validitas Konvergen Error! Bookmark not defined. 
Tabel 4. 3 Hasil Pengukuran Nilai Cross Loading Error! Bookmark not defined. 
Tabel 4. 4 Hasil Pengukuran Fornell-Larcker Criterion ..... Error! Bookmark not 

defined. 
Tabel 4. 5 Hasil Pengukuran Heterotrait Monotrait Ratio (HTMT) ............. Error! 

Bookmark not defined. 
Tabel 4. 6 Hasil Pengukuran Reliabilitas .............................................................. 69 



 

 

xiv 
Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Penggunaan Electronic Customs 

Declaration (ECD) dengan Pendekatan Expectation Disconfirmation Model (EDM) di Soekarno 

Hatta International Airport (SHIA), Armando Joseph Suah Meliala, Universitas Multimedia 

Nusantara 

 

Tabel 4. 7 Hasil Pengujian Koefisien Determinasi Error! Bookmark not defined. 
Tabel 4. 8 Hasil Pengujian Effect Size ................... Error! Bookmark not defined. 
Tabel 4. 9 Hasil Pengujian Koefisien Jalur ............ Error! Bookmark not defined. 
Tabel 4. 10 Hasil Pengujian Mediasi ..................... Error! Bookmark not defined. 
Tabel 4. 11 Hasil Analisis Hipotesis ...................... Error! Bookmark not defined. 
Tabel 4. 12 Hasil Statistik Variabel EE ................. Error! Bookmark not defined. 
Tabel 4. 13 Hasil Statistik Variabel SQ ................. Error! Bookmark not defined. 
Tabel 4. 14 Hasil Statistik Variabel PD ................. Error! Bookmark not defined. 
Tabel 4. 15 Hasil Statistik Variabel CS ................................................................ 99 
  



 

 

xv 
Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Penggunaan Electronic Customs 

Declaration (ECD) dengan Pendekatan Expectation Disconfirmation Model (EDM) di Soekarno 

Hatta International Airport (SHIA), Armando Joseph Suah Meliala, Universitas Multimedia 

Nusantara 

 

DAFTAR GAMBAR 

 

Gambar 1. 1  Jumlah Penumpang Kedatangan Internasional di SHIA .......... Error! 

Bookmark not defined. 
Gambar 1. 2  Jumlah Penerbangan Dari Luar Negeri di SHIA ............................... 2 
Gambar 1. 3 Alur Proses Kedatangan Penumpang Internasional Di SHIA Selama 

Pandemi COVID-19 ................................................................................................ 3 
Gambar 1. 4 Persentase Kategori Keluhan Penumpang Kedatangan Internasional 

Periode Juli-Desember 2022 ................................................................................... 7 

 

Gambar 2. 1 Customs Declaration (CD)................ Error! Bookmark not defined. 
Gambar 2. 2 Electronic Customs Declaration (ECD) ......... Error! Bookmark not 

defined. 
Gambar 2. 3 Expectation Disconfirmation Model (Van Ryzin, 2004) .......... Error! 

Bookmark not defined. 
Gambar 2. 4 Kerangka Konseptual ........................ Error! Bookmark not defined. 
 

Gambar 3. 1 Model Penelitian dengan SmartPLS4Error! Bookmark not defined. 
 

Gambar 4. 1 Karakteristik Responden berdasarkan Jenis Kelamin ............... Error! 

Bookmark not defined. 
Gambar 4. 2 Karakteristik Responden berdasarkan Usia..... Error! Bookmark not 

defined. 
Gambar 4. 3 Karakteristik Responden berdasarkan Latar Belakang Pendidikan 

Terakhir .................................................................. Error! Bookmark not defined. 
Gambar 4. 4 Karakteristik Responden berdasarkan Frekuensi Pengisian ECD Saat 

Melakukan Perjalanan Dari Luar Negeri .............................................................. 59 
Gambar 4. 5 Karakteristik Responden berdasarkan Lokasi Pengisian ECD . Error! 

Bookmark not defined. 
Gambar 4. 6 Hasil Analisis Perancangan Model Struktural Error! Bookmark not 

defined. 
 

  



 

 

xvi 
Analisis Faktor-Faktor yang Mempengaruhi Kepuasan Penggunaan Electronic Customs 

Declaration (ECD) dengan Pendekatan Expectation Disconfirmation Model (EDM) di Soekarno 

Hatta International Airport (SHIA), Armando Joseph Suah Meliala, Universitas Multimedia 

Nusantara 

 

DAFTAR LAMPIRAN 

 

LAMPIRAN A - FORM KUESIONER ................. Error! Bookmark not defined. 
LAMPIRAN B - HASIL DATA RESPONDEN ... Error! Bookmark not defined. 
LAMPIRAN C - HASIL PENGOLAHAN DATA PENGUJIAN VALIDITAS

 ................................................................................ Error! Bookmark not defined. 
LAMPIRAN D - HASIL PENGOLAHAN DATA PENGUJIAN RELIABILITAS

 ................................................................................ Error! Bookmark not defined. 
LAMPIRAN E - HASIL TURNITIN .................... Error! Bookmark not defined. 

LAMPIRAN F - KARTU BIMBINGAN TUGAS AKHIR Error! Bookmark not 

defined. 
LAMPIRAN G - CURRICULUM VITAE ............ Error! Bookmark not defined. 
 

 

 


