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INTISARI

Pertumbuhan fintech mewakili transformasi digital mendasar yang diperlukan bagi organisasi untuk tetap
kompetitif. Transformasi digital mengintegrasikan teknologi ke dalam operasi bisnis, meningkatkan nilai
pelanggan, dengan uang elektronik memfasilitasi transaksi yang cepat dan aman. Mata uang kripto, sebuah
mata uang digital independen yang beroperasi melalui enkripsi, telah merevolusi perdagangan aset.
Tokocrypto, sebuah platform pertukaran di Asia Tenggara, memiliki nilai transaksi yang signifikan dan
basis pengguna yang terus bertumbuh. Penelitian ini bertujuan untuk menilai user experience melalui
HEART Metrics, menganalisis 920 ulasan valid dari Google Play Store, mencatat kekuatan dalam
kebahagiaan dan keberhasilan tugas sambil menyoroti tantangan dalam retensi pengguna dan masalah
teknis.

Kata kunci: Fintech, Transformasi Digital, Mata Uang Kripto, HEART Metrics



ABSTRACT

The growth of fintech represents a fundamental digital transformation necessary for organizations to
remain competitive. Digital transformation integrates technology into business operations, enhancing
customer value, with electronic money facilitating swift and secure transactions. Cryptocurrency, an
independent digital currency operating via encryption, has revolutionized asset trading. Tokocrypto, a
Southeast Asian exchange platform, boasts significant transaction values and a growing user base. This
research aims to assess user satisfaction through HEART Metrics, analyzing 920 valid reviews from Google
Play Store, noting strengths in happiness and task success while highlighting challenges in user retention
and technical issues.

Keywords: Fintech, Digital Transformation, Cryptocurrency, HEART Metrics

Vi



DAFTARISI

LEMBAR PERNYATAAN KEASLIAN PENELITIAN .....cccoevtiiiiiiiinininininininnnnnnn ii
o 7 N 7. N N iii
00 0 2 N PP v
F N 1 27 N N vi
DN g 17 N ) vii
LD N g I N 7 N 2 . N 2 P ix
DAFTAR TABEL. .....cccoiiiiiiiiiiiiiiiiiiiiiiiitinntinennenesssesssenesssesesssssssesssssssssssssssssssssssssesees X
BAB I PENDAHULUAN ....utitttttiiiiiiiitteneesnssssssssssseesssssssssssssssssessssssssssssssssens 1
1.1, Latar BelaKang............ccccooiiiiiiiiiecceeeee e 1
1.2 Rumusan Masalah ...............ccoooiiiii e 2
1.3 Pertanyaan Penelitian.............c.occcooiiiiiiiiiiiiiiii e 2
14 Tujuan Penelitian.............ccoooiiiiiiiiiiiii e 3
1.5 Batasan Masalah ... 3
1.6 Manfaat Penelitian.................ccooiiiiiiiiii 3
1.7  Bagan Keterkaitan..............coccooiiiiiiiiiiiiieeeee e 4
BAB II TINJAUAN PUSTAKA ......coitttrtrtntiiniinnneneesssssssssssssse s ssssssssens 5
2.1 Studi Sebelumnya ...........cooiiiiiiiiiii e 5
2.2 DAaSAr TeOTi.....cooiiiiiiiieeeeeee e e 12
2.2.1 APLIKaST TOKOCTYPLO ..ttt 12
2.2.2 USEF @XPEFIEICE .....eeeeeeeieeeeeee et see et et e eeaaeessaeeenaee s 13
223 Metode Pengukuran User experience ............c.occocevveevercenceeneeceennenn. 14

23 Heart MAatriCs ........oooouiiiiiiiiiiice e 14
BAB III METODOLOGI PENELITIAN.....ccciiiiiiiiiiiiiiniiniininnnnninencssssseseseseseneseeens 19
3.1 Langkah Penelitian ................cccooooiiiiiiiiiii 19
3.1.1 Jenis Penelitian .........occoevuieiiiiiiiiiieee e 19
3.1.2 Penentuan Instrumen Penelitian..............coocoeiiiiiiiiiiniiiiiieeeceeee, 20
3.1.3 POPULAST. ..t 21
3.14 SAMPEL .. et ea 21
3.1.5 Pengumpulan Data. ..........ccooiiiiiiiiiiieeee e 21
3.1.6 Pengolahan Data dan Analisis Data...........ccccceeeviieiiiieniieeeieeeeeeen 22
3.1.6.1 Pengolahan Data ...........ccccceveeiiiiiiiieiiieecieeeee e 22
3.1.6.1.1 Analisis Data Awal .......c..cocoviiiiiiiniiiiiicceeeeeeee 30

3.1.6.1.2  Alat BantU..oocooiuiiiiiiiieiiceee e 32

3.1.6.1.3  Visualisasi Data ..........ccoceiiiiiiiiiiiiie e 33



R I B VA= (T =155 B D 1 7 R 33

3.1.6.2.1 Verifikasi Manual ............ccccoeviieiiiiiiieieeieececee e 34

3.1.6.2.2 Perbandingan Data Agregat...........ccceeeviieeiiieeiieeeieeeee e 34

BAB IV HASIL DAN PEMBAHASAN.....cciitiiiiiiiininnnnninnnnennnsnsnsnsssssssns s senens 35
4.1 Hasil Analisis dan Visualisasi Data................ccccoovviiiiiiiiiiiniii e, 35
4.1.1 Distribusi Skor dan Ulasan ..........c.cccccveeviieeiiieeiieeeeeeeeeeeee e 35
4.1.2 Persentase SeNtimen ...........cccveevuieriieiiiienieeieeree e 36
413 Distribusi Ulasan per Dimensi HEART Metrics ...........oceveeeevveeecvveennnenn. 36
4.14 Tren Skor Ulasan per Bulan...........cccooveiiieeiiiieiiieeeeeeeeeeee e, 43

4.2 Pembahasan.............ooooiiiiiiiiii e 44
4.2.1 HaAPPINESS ...ttt ettt e be et e es 44
422 ENGagemMENt ....cooviiieiiiiieiieecc e 45
423 AOPLION ..ottt et e e e eenns 45
424 REIENEION ...ttt ettt et ebe et e e enes 45

4.4 RiINGKASAN ..ot 47
BAB V KESIMPULAN DAN SARAN ....ciiiiiiiiiiinininininininnnnnsnsssnssssssssssssssssssssssssens 48
5.1 Kesimpulan...........ccooooiiiiiii 48
5.2 SATAIN ..o 49
REFERENSL.....cciiiiiiiiiiiiiiiiirrrnrnnnnnnirrnnnssnessnesss s ses s s s s s s s eseseeens 51
L 97 N T g 2 N\ 53

viii



DAFTAR GAMBAR

Gambar 1 Bagan Keterkaitan............cceeeioiiiiiiiieeiie e svee e 4
Gambar 2 Dashboard Aplikasi TOKOCTYPLO ......ccvieriieiiiiiiieieeiieeie et 13
Gambar 3 Tahapan Penelitian............cccoooiiiiiiiieiiiiccee e 19
Gambar 4 Distribusi SKOT UlaSan .........c.ceeeviirierieniiiienierieeieseeesiceeeeesee e 35
Gambar 5 Distribusi Ulasan Happiness .........ccceecvuieeiieeeiiieeiiiecieeeie e eevee e 37
Gambar 6 Distribusi Ulasan Engagement...........cccocveivieriiiniienieniieiieeie e 38
Gambar 7 Traffic dan Engagement (sumber Tokocrypto.com).........ccceeevveeeveeenveeennnn. 39
Gambar 8 Distribusi Ulasan AdOPLiON..........cceeeereriieiiiiiiieeieeieeeie et ens 40
Gambar 9 Jumlah Users (sumber TokoCrypto.COm) ........cceeevireecieeeiiiienieeeeieeevee e 40
Gambar 10 Distribusi Ulasan Retention ............cccceveeierienienienienieieeiesceieseeseceeeees 41
Gambar 11 Data Pengunjung Bulanan (sumber Tokocrypto.com)...........cccccuveerveeennen. 41
Gambar 12 Distribusi Ulasan Task SUCCESS ......cc.cevueruirieniieiienieniieieeienieeieseeniceieeees 42
Gambar 13 Tampilan Pada Saat Pembelian Koin..........coccoeoieiiiiiiiiiniiiiiciies 43
Gambar 14 Tren Skor Ulasan per Bulan...........c.ccoooveiiiiiiiiniieiiecieciece e 43

1X



DAFTAR TABEL

Table 1 Penelitian Sebelummnya..........c.ccoociiiiiiiieiiie e e 8
Table 2 Goals, Signals dan MELIICS .........cocuieriiiriieniieiie ettt et ere e eeaeens 17
Table 3 Hasil Ekstraksi Data UlaSan ...........cooovvuveviiiiiiiiiiiiiiieeieeee e 25
Table 4 Struktur Data........cccoeiiiiiiiiieicieiie e e e e e 26
Table 5 KlasifiKkasi UlASAnN........coovevivuiiiiiiiiiiieiiieeeeeee ettt e e e 28
Table 6 Kata KUNCI.........coooiiiiiiiiiieeceieiee et e et e e e eaaeae e eennees 46



