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This study aims to determine the effect of using 
the PLN Mobile Application on PLN Mobile 
Application User Satisfaction. This research is a 
type of quantitative research by processing 
primary data using a data collection method 
through questionnaires given to customers within 
the scope of PLN ULP Teluk Betung Bandar 
Lampung. The sample obtained was 100 
respondents by taking samples using purposive 
sampling. The analytical tool in this research uses 
IBM SPPS Version 2. The analysis method used is 
multiple linear regression analysis. By using 
validity test, reality test, t test, and determination 
coefficient test. The analytical method used is 
multiple linear regression analysis. The result of 
this study is that the PLN Mobile application has a 
significant effect on customer satisfaction. 
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INTRODUCTION 
Electricity is one of the basic needs that is used every day, every human 

being uses electricity for various needs ranging from lighting to industrial 
needs, communications, and other activities. PT PLN (Persero) as a State-
Owned Enterprise (BUMN), is a provider of electric power for the public 
interest. The increase in electricity demand is characterized by several factors 
that greatly influence the increasingly advanced development of carrying out 
various studies to improve service quality by offering various service programs 
(Markoni, 2015). PT Services. PLN includes electricity installation services. 
Maintenance and provision of information, previously PT. PLN uses the 
website as a supporting service which is then upgraded to the PLN Mobile 
Application (Kaban et al. 2020). After using Internet-based services, it was 
launched again with a new application where the application can be used via 
smartphone and can be accessed wherever the customer is. 

The use of information technology in the field of customer service at 
PLN mobile Bandar Lampung City is certainly a very important need and is not 
only used in supporting positions such as data processing and process 
automation, but is also considered strategic, also determining business strategy 
at PLN ULP Teluk Betung. It is easier for customers to get information from 
features, including: 
a) Check billing and token history 
b) Request for new installation/Power change/Temporary connection 
c) Check the status of complaints and requests (Home complaint service) 
d) Latest electricity tariff information. 
e) Latest news regarding PLN 
f) Electrical maintenance information 
g) Contact phones carry out activities that provide various information and 
communications 123 Voice Over internet protocol (VoIP). 
           Through the PLN Mobile application, customers feel helped because if 
there is a complaint, especially a disturbance, it will be more effective to use 
PLN Mobile because PLN Mobile must fulfill the SLA (Service Level 
Agreement) that has been determined by PLN, namely response time (the time 
starting from the report being received until officers arrive at the location of the 
disturbance ) 30 minutes and recovery time (calculated time for handling 
disturbances) of 70 minutes has been recorded systematically in the PLN 
Mobile application. This gives customers certainty of time to resolve 
complaints, but this is still personal because every day there are still customers 
who report an electrical disturbance. 
        With the presence of a complaint application, of course there will definitely 
be errors or complaints that occur when customers submit complaints, therefore 
researchers want to evaluate the usability level of the PLN mobile application. 
The level of success of a company is one of the ways it can be seen from the 
level of satisfaction in the eyes of customers. Customers are an asset for the 
company, because the goal of all companies is customers. Not only how to 
make customers feel satisfied with what the company has provided and create 
loyal customers. 

The following is data on the number of customers from PT PLN Persero 
ULP Teluk Betung who have used the PLN mobile application: 
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Table 1. PLN Mobile Application User Data

 
Source: PT PLN Persero ULP Teluk Betung 
There are 32,632 PT PLN ULP Teluk Betung customers who have used 

the PLN Mobile Application. PT PLN Persero ULP Teluk Betung has regional 
coverage. 
 
Table 2. Areas included in the coverage of PT PLN Persero ULP Teluk Betung 

 
 
 
 
 
 
 
 

 
 
 
 

Source: PT. PLN Persero ULP Teluk Betung, 2023 
 
 
 
 
The PLN Mobile application is one part of the services released by PLN 

to its customers, so all eight of them can aim to make it easier for customers to 
carry out transactions, submit complaints and so on. So that PLN can always 
respond quickly wherever and whenever the time is so that customers don't 
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have to come to the office and all complaints and problems can be resolved, but 
this still becomes a problem because every day there are still customers who 
report it because of electricity problems at home. 

 
 

Figure 1. Several negative reviews of the PLN Mobile application on 
Playstore        

Source: Personal documentation on Playstore 
 
Customer satisfaction is a company benchmark for the company's eight 

directions. In fact, there are several things that need to be changed because 
there are customers who feel dissatisfied or disadvantaged. If customers are not 
satisfied, they will certainly not return again and may also complain about their 
dissatisfaction to other customers. Of course, this could be a threat to the 
company itself. Therefore, a company must be able to increase customer 
satisfaction and minimize customer dissatisfaction. Departing from the 
description above, the author has appointed it as an object in the scientific 
research due to the release in the Playstore on March 30 2021. There are still 
many comments or the implementation of this application requires 
improvement. This has been proven by the large number of comments from 
Playstore users, where out of 50,000 proposed user comments, many still have 
ratings of 1 to 3 of the problems identified. There have been a lot of complaints 
regarding the interface which is still confusing. 
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Problem Formulation 
The formulation of the problem in this research is whether the use of the 

PLN Mobile Application has a positive impact on PLN customer satisfaction at 
PT PLN ULP Teluk Betung? 

 
Research Purposes 

The purpose of this research is to find out the impact of using the PLN 
Mobile Application and to know the satisfaction of PLN Mobile Application 
Users. 
 
LITERATURE REVIEW 
PLN Mobile Application 

PLN Mobile is a PLN service application for customers (Mobile 
Customer Self Service) which has previously utilized Contact Center 123, 
Facebook, Twitter and PLN Web. Through the PLN Mobile application, 
customers can find out various information starting from bank transfer bills, 
Token transactions, usage history of cash receipts, payment locations through 
remote banking as well as information on the status/progress of applications 
and complaints. 

In addition, the digital application also provides information to 
customers regarding the working status of PT PLN (Persero), (Chesanti & 
Setyorini 2018). The New PLN Mobile application as shown above is the first 
application released by PT PLN (Persero) which was launched on 31 October 
2016, coinciding with Hari Listrik National 71st. Through corporate 
transformation, namely customer focus, PT PLN (Persero) re-launched the New 
PLN Mobile application with new features and cell displays shown in Figure 1 
as a superior mobile application for providing good service to consumers, 
providing comfort & ease of use, etc. and different experiences compared to 
conventional methods (Tambunan & Hapsari 2021). According to Yanuarius, 
(2023) stated that the PLN Mobile Application has 7 indicators, including: 

a) Ease of use 
b) Responsibility 
c) Costs 
d) Security in making transactions 
e) Reliability 
f) Quality of service 
g) Achievement of customer expectations 
 

Customer Satisfaction 
Customer Satisfaction according to Kotler in Yuliana et al. (2019) is the 

level at which people compare the performance (results) they feel compared to 
their expectations. Therefore, the needs of service providers must be met so that 
they can achieve proper satisfaction. According to Irawan in Yuliana et al. 
According to Adji & Barusman (2023), customer satisfaction is a key indicator of 
business success. The greater the number of customers who will receive the 
product or service being offered, the greater the number of customers they are 
satisfied with, indicates that the strategy has been quite successful. 
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Customer Satisfaction includes 4 indicators, including: 
a) Price 
b) Service Quality 
c) Product Quality 
d) Emotional Factors 
 

Conceptual Framework 
 

         H1 

 
 

 
Figure 2. Research Conceptual Framework 

 
Research Hypothesis:  
H1: It is suspected that the use of the PLN Mobile Application has a positive 

effect on PLN customer satisfaction at PT PLN ULP Teluk Betung. 
 
METHODOLOGY 

The marketing strategy is an aggregate research using quantitative 
research which aims to explain the influence of the product variable, namely the 
PLN mobile application, on the product variable, namely customer satisfaction. 
This research has a special level compared to descriptive and comparative 
research because with scientific research a theory can be built that can function 
to explain, predict and control a symptom. Considering that the population 
number cannot be known for certain, the research will determine the number of 
respondents using the Lemelshow formula until a total of 96 respondents are 
reached which will be rounded up to 100 respondents. 

 
Based on the population calculation of the Lelmelshow formula in Anilsa, 

(2020), namely: 

𝑛 =
𝑧!𝑝(1 − 𝑝)

𝑑!  
 

𝑛 =
1,96	x	0,5(1 − 0,5)

0,10! = 96,04 

Information: 
n = The size or number of samples required 
Z = Z score at 95% or equivalent level (1,96) 
p = Maximum estimate 0,5 
d = Alpha (0.10) or sampling error used is 10% 
 

In financial research, personal data collection is collected through 
personal research by the research team. The questions in the questionnaire use a 
Likert scale adapted in Anisa, (2020), with a range of 1-5. Accordingly, the data 
is analyzed using software (SPSS) velrsil 23. During the scientific process, the 
research instrument uses validity tests and reliability tests. The next step is to 
test classical assumptions, including normality tests and multicollinearity tests. 

PLN Mobile Application (X) Customer Satisfaction (Y) 
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This is followed by hypothesis testing, which aims to find out the influence of 
the research variables on the data variables. The test of the scientific hypothesis 
includes the validity test, the reliability test, the multiple analysis of the results, 
the results of the analysis of the results, the t-test for testing the results in a 
partial way, the results of the analysis of the results used in research can be 
formulated as follows: 
 

Y = a + bX + e 
 
RESEARCH RESULT 
Validity Test  

According to Imam Ghozali (2016:45), the validity test is used to measure 
whether a qualification is valid or not. It is said to be valid if the value of 
rcount> rtable 0.196 

Table 3. Validity Test Result 
PLN Mobile Aplication (X1) rcount rtable Label 
Point 1 0.839 0,196 Valild 
Point 2 0,877 0,196 Valild 
Point 3 0,861 0,196 Valild 
Point 4 0,799 0,196 Valild 
Point 5 0,884 0,196 Valild 
Point 6 0,757 0,196 Valild 
 
 
Customer Satisfaction (Y) rcount rtable Label 
Point 1 0.664 0,196 Valild 
Point 2 0,786 0,196 Valild 
Point 3 0,824 0,196 Valild 
Point 4 0,898 0,196 Valild 
Point 5 0,863 0,196 Valild 
Point 6 0,869 0,196 Valild 
Point 7 0,802 0,196 Valild 
Point 8 0,810 0,196 Valild 
Point 9 0,761 0,196 Valild 

Sumbelr : Data dilolah delngan SPSS 23 
 

Based on table 3, all scientific statements show rcounts > rtables which 
show that the instruments used can calculate the values to be measured, so the 
data are considered valid. 

 
Reliability Test 

According to Ghozali (2016: 47), data reliability tests are used to evaluate 
the results of questionnaires that function as variable indicators. It is said to be 
reliable if the Cronbach Alpha value is > 0.60. 

 
 
 



Putra, Barusman 

650 
 

Tabel 4. Reliability Test Result 
Varilablele Cronbach Alpha Crisis Value Label 

PLN Mobillel 

Aplilcation  
0,912 0,60 Rellilablel 

Customer Satisfaction 0,933 0,60 Rellilablel 
Sumbelr : Data dilolah delngan SPSS 23 

 
Based on table 4, the PLN mobile application variable, customer 

satisfaction is all greater than Crobach's Alpha above 0.60. For this reason, any 
instrument used in a measurement tool is considered to be reliable as a 
measuring instrument. 
 
Multiple Linear Regression Test 

Multiple linear regression is used to analyze several large influences 
between several variables. 

 
Tabel 5. Multiple Linear Regression Test result  

Coefficientsa 

Modell 
Unstandardilzeld Coelffilcilelnts 

Standardilzeld 
Coelffilcilelnts 

t Silg. B Std. Elrror Belta 
1 (Constant) 11.597 2.092  5.542 .000 

Aplilkasil PLN Mobillel 1.008 .088 .758 11.487 .000 
a. Delpelndelnt Varilablel: Kelpuasan Pellanggan 

Sumbelr : Data dilolah delngan SPSS 23 
 Y = 11.597 + 1,008X1  

Based on the table above, it can be seen that the constant value of 11,597 
indicates that customer satisfaction for all PLN Mobillel applications has not 
remained constant (constant). 

The regression coefficient for the PLN Mobile Application is 1.008, 
indicating that the PLN Mobile Application has an influence on customer 
satisfaction. By increasing one PLN Mobile Application unit, customer 
satisfaction will also increase. 
 
Coefficient of Determination Test (R2) 

According to Ghozali (2016: 95), the delta model coefficient (R2) is used 
to measure the extent of the model's ability to eliminate model variations. 

Tabel 6. Coefficient of Determination Test Result  
Model Summary 

Modell R R Squarel 
Adjusteld R 

Squarel 
Std. Elrror of thel 

Elstilmatel 
1 .758a .574 .569 3.019 
a. Preldilctors: (Constant), Aplilkasil PLN Mobillel 
   Sumbelr : Data dilolah delngan SPSS 23 

In Table 6, the value of the product coefficient (R2) in the R Square 
column is 0.574 x 100% = 57.4%, which shows that the influence of the PLN 
Mobile application on customer satisfaction is 57.4%. And 52.6% of the results 
were influenced by factors that were not determined. 
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T-Test (Partial Test) 
According to Ghozali (2016: 171), the partial test is used to measure the 

influence of each research variable on the data variable. 
 

Tabel 7. T-Test (Partial Test) 
Varilablele Tcount Ttable Silg Alpha 
PLN Mobillel 

Aplilcation 
11,487 1,984 0,000 0,05 

Sumbelr : Data dilolah delngan SPSS 23 
 

Based on table 7, it shows the results of the t test, which shows that the 
PLN Mobile application variable has the value of H1 and it can be concluded 
that the PLN Mobile application has been accepted. influence contribute to 
customer satisfaction. 
 
DISCUSSION 

Based on the results of the multiple linear regression test, it is stated that 
the PLN Mobillel application has an influence on customer satisfaction. And 
based on the results of the t test, which shows that the PLN mobile application 
variable has a total value (11,487) > ttable (1.984) and a significance value 
(0.000) < (0.05) which is different from H1 in the results and it can be concluded 
that the PLN Mobile application has a significant influence on Customer 
satisfaction. Factors such as ease of use, informational sales, and features 
implemented in the PLN Mobile application have a strong influence in 
increasing customer satisfaction. The ease of access and information processing 
of bills, payments and other services via the PLN Mobile application helps 
speed up and streamline administrative processes for customers, which 
ultimately increases their level of satisfaction. 
 
CONCLUSIONS AND RECOMMENDATIONS 

Based on the results of the above data processing, it can be concluded 
that the PLN Mobile application has had a significant impact on customer 
satisfaction. This shows that this application helps improve customer 
experience in telemarketing with PLN services. 
  
ADVANCED RESEARCH 

Based on the objectives and results of the study, several suggestions can be 
made which are expected to be useful for many parties, as follows: 

1. Develop a plan to continue developing the PLN Mobile application by 
adding new features that can enrich the user experience. These could 
include digital billing information updates, information with customer 
service, or even custom intelligence features to provide more 
personalized communications to customers. 

2. Ensure optimal PLN Mobile application sales for all customers by 
expanding the range of services and improving the supporting 
technological infrastructure. This technology includes ensuring stable 
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internet connectivity and good application speed across a variety of 
devices. 

 

REFERENCES 
 
Adjil, K. B., & Barusman, T. M. (2023). Pelngaruh Jilwa Kelwilrausahaan dan  

Kelmandilrilan Prilbadil Telrhadap Kelbelrhasillan Usaha Kulilnelr Martabak dil  
Jalan P. Antarsaril Bandar Lampung. Jurnal ElMT KIlTA, 7(3), 704-710. 

 
Chelsantil, P. C., & Seltyorilnil, R. (2018). Pelngaruh El-Selrvilcel Qualilty telrhadap  

kelpuasan pellanggan selbagail pelngguna Aplilkasil PLN Mobillel. Jurnal  
Pelnelliltilan Pelndildilkan, 18(1), 10-17. 

 
Rachmafiltril Hafnaz, D. (2022). Pelngaruh Pelnggunaan Aplilkasil Pln Mobillel  

Telrhadap Pelmelnuhan Kelbutuhan Ilnformasil Layanan Publilk Dil PT. PLN  
UP3 Kota Pelkanbaru (Doctoral dilsselrtatilon, Unilvelrsiltas Ilslam Rilau). 

 
Tambunan, H. B., & Hapsaril, T. W. D. (2021). Analilsils Opilnil Pelngguna Aplilkasil  

Nelw PLN Mobillel Melnggunakan Telxt Milnilng. 
 
Ulva, U. (2023). Analilsils Aplilkasil PLN Mobillel Telrhadap Kelpuasan Pellanggan  

dil PT. PLN (Pelrselro) ULP Kelnteln Kota Palelmbang (Doctoral dilsselrtatilon,  
Poliltelknilk Nelgelril Srilwiljaya). 

 
Yulilana, S., Norilsantil, N., & Mulila, F. (2019). Pelran Kualiltas Pellayanan delngan  

Aplilkasi PLN Mobillel dalam Melnilngkatkan Kelpuasan Pellanggan. Journal  
of Managelmelnt and Bussilnels (JOMB), 1(2), 356-364. 

 
Markoni, Markoni. “Analisis Kepuasan Pelanggan PT PLN (Persero) terhadap  

Proses Pemasangan Listrik Prabayar (Studi Kasus PT PLN Ws2jb Rayon  
Sukarami).” Jurnal Manajemen dan Bisnis Sriwijaya, vol. 13, no. 4, 2015,  
pp. 487-489, 

 
Kaban, E., Brata, K. C., & Brata, A. H. (2020). Evaluasi Usability Menggunakan  

Metode System Usability Scale (SUS) Dan Discovery Prototyping Pada  
Aplikasi PLN Mobile (Studi Kasus Pt. PLN). Jurnal Pengembangan  
Teknologi Informasi dan Ilmu Komputer, 4(10), 3281-3290. 

 
Yanuarius, G., Priyana, I., & Subagiana, I. (2023). Efektivitas Aplikasi PLN  

Mobile Dalam Meningkatkan Pelayanan Pada PLN Cabang Kuta  
(Doctoral dissertation, Politeknik Negeri Bali). 

 
Barusman, T. M. (2023). The Influence of Work Environment and Motivation on  

the Performance of Employees of the Tanjung Bintang Sub-District,  
South Lampung Regency. Journal of General Business, Innovation and  
Entrepreneurship, 1(1), 44-58. 

 


