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ABSTRACT 
 
 
The purpose of this research was to determine the effect of 
service quality both simultaneously and partially on the decision of consumers 
to pay electricity bills at the PPOB counter, and to find out the dimensions that 
most influence the decision of consumers to pay electricity bills at the PPOB 
counter. The type of research used in this study is causal quantitative 
research. The method used in collecting data, namely: Literature study, field 
study. In this study the subject, namely all customers who pay bills, or 



electricity accounts at payment counters, especially in PPOB. The number of 
samples or respondents in this study were as many as 60 respondents 
obtained from the formula 10 x n (where n = the number of variables in the 
study both independent and dependent variables). Multiple l inear regression 
analysis model which is used to test hypotheses . The results showed that the 
dimensions of service quality, proved to have a positive influence on the 
decision, paying consumer electricity accounts at PPOB in Manado. 
Dimension of reliability, proved to have a positive influence on the decision, 
pay electricity bills.Dimensions of responsiveness, proved to have a positive 
influence on the decision to pay electricity bills. The dimensions of collateral, 
proved to have a positive influence on the decision to pay electricity bills. The 
dimension of empathy, proved to have the greatest influence on the decision 
to pay electricity bills. 
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This can be seen in the table 
of classical assumption test results, and multiple linear analysis in the table of 
coefficients, where the standardized coefficients in beta are 27%. 
Simultaneously, or together, the dimensions 
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of service quality which consist of 
direct evidence, reliability, responsiveness, assurance, and empathy have 
different effects on the decision to pay consumer electricity bills at PPOB in 
Manado. 
 
 
I . INTRODUCTION 
 
 
The State Electricity Company (Persero) is a state-owned enterprise, which is 
engaged in electricity in Indonesia. The State Electricity Company has the 
task of managing transmission, operating systems and transactions of 
electricity, with world-class quality services that are capable of meeting 
stakeholder expectations, and contributing to the improvement of community 
welfare. Therefore, the State Electricity Company must be able to provide the 
best service to people from remote villages to big cities. Service is a very 
important element in the effort to increase customer satisfaction. Basically this 
service position is a supporting factor in the marketing activities of the State 
Electricity Company services. In order to improve electricity supply services by 
the State Electricity Company Limited Company to the public in general and 



customers in particular, then based on the instruction of the Minister of Mines 
and Energy Number: 1800/09 / M.DJL / 89 dated May 25, 1989, instructing all 
levels State Electricity Company, to implement measures to increase 
efficiency, quality of service and reliability of electricity supply. For this reason, 
the State Electricity Company gives special attention to service activities in 
terms of meeting customer needs, so that in its implementation it can satisfy 
its customers. 
 
The object in this study is the Manado State Electricity Company, especially 
the electricity bill payment counter at PPOB counters, or Payment Point 
Online Banking (PPOB). The development of these counters was caused by 
the State Electricity Company having taken a policy, to transfer previous 
electricity bill payments, carried out at branch offices throughout Indonesia to 
third parties, namely through PPOB. This is expected to streamline and 
streamline payments from consumers, and it is hoped that the State Electricity 
Company will only focus on adding networks, and maintaining networks. The 
development of an online electricity payment system has an impact on the 
community, where they can pay electricity bills at counters located anywhere. 
The ease of opening a PPOB counter, also causes it to grow rapidly 
throughout Indonesia, even to remote areas where people who are interested, 
or who wish to open this counter, can open it with small capital, starting from 
500 thousand rupiahs, this benefits consumers who can pay electricity bills 
anywhere, 
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because of the large number of 
counters that appear in residential areas. 
 
Problems from the number of these counters, where services, especially 
quality services, where due to the ease of establishment of these counters, 
have the effect of not selecting prospective PPOB counters, who are 
committed to providing quality services. This also affects consumers where 
consumers in the long run, will pay their electricity bills that provide excellent 
service, or quality services. Based on the background, and phenomena that 
have been described previously, this study takes the title: "Effect of S ervice Q 
uality on C onsumer D ecisions P aying E lectric A ccount In Manado I 
ndonesia” 
 
 
II. RESEARCH M ETHODS 
 



 
The type of research used is quantitative causal. Causal quantitative research 
is the research of a scientific approach to managerial, and economic decision 
making in a company. The aim is to obtain evidence of a causal relationship, 
or the influence of the research variables. The location of the study is at the 
PPOB Counter in Malalayang Manado. This counter is devoted to being an 
official partner of the State Electricity Company, to pay electricity bills. Data 
collection methods, namely: Library studies, and field studies. In this study, 
the subject is all customers who pay bills, or electricity accounts at payment 
counters, especially in PPOB. The sample is part of the number, and 
characteristics of the population. If the population is large, and researchers 
cannot study everything in the population, then researchers can use samples 
taken from that population. Samples taken from the population must be truly 
representative, so that the results of the research that can be concluded, can 
be applied to the population (Sugiyono, 2008). The number of samples, or 
respondents in this study were as many as 60 respondents, obtained from the 
formula 10 x n (where n = the number of variables in the study both 
independent variables and the dependent variable). Where according to 
Sugioyono (2010) one of the criteria for determining the number, if the study 
uses multivariate analysis (correlation or multiple regression, the number of 
sample members is 10 times, from the number of variables studied. 
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The number of independent variables in 
this study are 5 variables, and the dependent variable as many as 1 variable. 
a total of 6 variables multiplied by 10 = 60 respondents. 
 
Table 21 
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above can be concluded that: 
The Fcount value shows a value of 6.878 (significance of F = 0,000). This 
means that together there are differences in the effect of variable X on 
variable Y. Thus, the hypothesis that mentions together the variable X, has a 
different effect on the variable Y is accepted, or proven. 
 
From the R square value shows the value of 0.389, or 38.9%. This means that 
variable Y is affected by 38.9% by Variable X, while 61.1% is influenced by 
other variables, outside of the 5 independent variables studied. 
 
Regression equation: 
 



Y = 2,754 + 0,030X1 + 0,126X2 + 0,234X3 + 0,080X4 + 0,204 X5 + e 
 
The value of α constant is 2.754 where the value means, that if the physical 
evidence, reliability, responsiveness, assurance, and empathy variables do 
not exist, or zero, then the decision to pay, namely paying electricity bills at 
the PPOB counter is 2,754. 
 
Variable X1 is physical evidence, with a regression coefficient of 0.030, and a 
tcount of 0.258, with a probability of 0.000 ( 0.05). Where, every addition, or 
an increase of +1 of physical evidence, increases 
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the decision to pay electricity bills 
of 0.030 (3%). Partially variable X1, has a significant positive effect on 
variable Y, if other independent variables remain in value. Thus, the 
hypothesis that there is a significant effect of physical evidence variables on 
the variable decision to pay is accepted. 
 
X2 variable reliability, with a regression coefficient of 0.126, and a tcount of 
1.774, with a probability of 0.002 ( 0.05). Where, each addition, or an increase 
of +1 reliability variable, increases the electricity bill payment decision by 
0.126 (12.6%). Partially, variable X2 has a significant positive effect on 
variable Y, if other independent variables remain in value. Thus, the 
hypothesis that there is a significant effect of reliability, on the decision to pay 
is accepted. 
 
The X3 variable is responsive, with a regression coefficient of 0.234, and a 
tcount of 2.029 with a probability of 0.000 ( 0.05). Where, each addition, or an 
increase of +1 of the responsiveness variable, increases the electricity bill 
payment decision by 0.234 (23.4%). Partially variable X3, has a significant 
positive effect on variable Y if other independent variables remain in value. 
Thus, the hypothesis that there is a significant effect of responsiveness on the 
decision to pay is accepted. 
 
Variable X4 guarantees, with a regression coefficient of 0.080, and a tcount of 
0.853 with a probability of 0.007 ( 0.05). Where, each addition, or an increase 
of +1 guarantee variable increases 
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the decision to pay electricity bills 
of 0.080 (8%). Partially variable X4 has a significant positive effect on variable 
Y, if other independent variables remain in value. Thus, the hypothesis that 



there is a significant effect of collateral, on the decision to pay is accepted 
 
Variable X5 is empathy, with a regression coefficient of 0.204, and a tcount of 
2.027 with a probability of 0.001 ( 0.05). Where, every addition, or an increase 
of +1 from the empathy variable increases electricity bill payout decisions by 
0.204 (20.4%). Partially variable X5, has a significant positive effect on 
variable Y, if other independent variables remain in value. Thus, the 
hypothesis that there is a significant influence of empathy on the decision to 
pay is accepted. 
 
 
 
1. Effect of Physical Evidence on Paying 
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Decisions 
 
Based on the results of 
multiple regression analysis, it was found that physical evidence variables, 
have a positive influence, and are significant to the decision to pay electricity 
bills. The relationship between physical evidence of payment decisions, in this 
study shows positive, and significant results (0.030, and 0.000). These results 
indicate that the hypothesis that states, physical evidence variables have a 
partial effect on the decision to pay electricity bills, are accepted or proven. 
This can be seen from the results of the t test, for the decision to pay gives the 
result of a p-value, or a significance of 0.000, or 0.05 this indicates that there 
is a significant influence of physical evidence on the decision to pay electricity 
bills. The results of the regression analysis show that the value of the physical 
evidence variable is 0.030, or 3%, where each increase of +1 of physical 
evidence will increase the decision to pay 0.030, or 3%. This result is low, and 
becomes the lowest compared to the other dimensions of service quality in 
this research. 
 
2. Effect of Reliability on Decision to Pay 
 
Based on the results of multiple regression 
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analysis, it was found that the 
reliability variable had a positive influence, and was significant on 
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the decision to pay electricity bills 
at PPOB Manado. The relationship between reliability and payment decisions 
in this study showed positive and significant results (0.126 and 0.002). These 
results indicate that the hypothesis which states that the reliability variable has 
a partial effect on 

id: 21 

Plagiarism detected: 0.09% http://zopoyo.in/electricity-bill-p... 
the decision to pay electricity bills 
is accepted, or proven. This can be seen from the results of the t test, for the 
decision to pay gives the results of p-value, or a significance of 0.002, or 0.05, 
this indicates that there is a significant effect of reliability on the decision to 
pay electricity bills. The results of the regression analysis show that the value 
of the reliability variable is 0.126, or 12.6%, where every increase of +1 of 
reliability will increase the pay decision, by 0.126 or 12.6%. These results 
indicate that the hypothesis which states that the reliability variable is partially 
influential on 
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the decision to pay electricity bills 
at the Manado PPOB counter is accepted, or proven. 
 
3. The Effect of Responding on Decisions to Pay 
 
Based on the results of multiple regression 
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analysis, it was found that the 
responsiveness variable has a positive influence, and is significant on 
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the decision to pay electricity bills 
at PPOB Manado. The relationship between responsiveness to the decision to 
pay in this study, showed positive results, and significant (0.234, and 0.000). 
These results indicate that the hypothesis states that responsiveness 
variables have a partial effect on the decision to pay electricity bills, are 
accepted, or proven. This can be seen from 
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the results of the t test 
for the decision to pay giving the results of the p-value, or a significance of 
0.000 or 0.05, this indicates that there is a significant influence from the 



responsiveness to the decision to pay electricity bills. The results of 
regression analysis show that the value of the responsiveness variable is 
0.234, or 23.4%, where every increase of +1 of responsiveness, will increase 
the decision to pay 0.234, or 23.4%. These results indicate that the hypothesis 
which states that responsiveness variables partially affect 
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the decision to pay electricity bills 
is accepted or proven. 
 
4. The effect of collateral on the decision to pay 
 
Based on the results of multiple regression 
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analysis, it was found that the 
guarantee variable has a positive influence, and is significant on the decision 
to pay electricity bills. The relationship between collateral and payment 
decisions, in this study showed positive and significant results (0.080 and 
0.007). These results indicate that the hypothesis which states that the 
guarantee variable has a partial effect on the decision to pay electricity bills, is 
accepted, or proven. This can be seen from 
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the results of the t test 
for the decision to pay giving the results of the p-value, or a significance of 
0.007, or 0.05. The results of regression analysis show that the variable value 
of the guarantee is equal to 0.080 or by 8%, where each increase of +1 of the 
guarantee will increa se the decision to pay by 0.080 or 8%. These results 
indicate that the hy pothesis states that the guarantee variable partially affects 
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the decision to pay electricity bills 
accepted or proven. 
 
5. Effect of Empathy on Decision to Pay 
 
Based on the results of multiple regression analysis, it was found that 
empathy variables, have a positive influence, and are significant in the 
decision to pay electricity bills. The relationship between empathy for paying 
decisions in this study shows positive, and significant results (0.204, and 



0.001). These results indicate that the hypothesis which states that the 
empathy variable has a partial effect on the decision to pay the electricity 
account F is accepted, or proven. This can be seen from 
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the results of the t test 
for paying decisions giving the results of the p-value, or a significance of 
0.001, or 0.05, this indicates a significant influence of empathy on the decision 
to pay electricity bills. The results of regression analysis show that the value of 
the empathy variable is 0.204, or 20.4%, where each increase of +1 of 
empathy will increase the decision to pay by 0.204 or 20.4%. These results 
indicate that the hypothesis which states that the empathy variable partially 
affects the dec ision to pay electricity bills is accepted or proven. 
 
6. Effect of Physical Evidence, Reliability, Responsiveness, Assurance, and 
Empathy on Decision to Pay 
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Based on the results of the 
F test, it was found 
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that the dimensions of service quality 
variables consisting of physical evidence variables, reliability variables, 
responsiveness variables, assurance variables, and empathy variables, 
together, or simultaneously have different effects on 
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the decision to pay electricity bills 
at the PPOB Manado counter. The effect of these independent variables 
simultaneously on the pay decision in this study shows positive and significant 
results (F = 6.878, and Sig F = 0.000). These results indicate that the 
hypothesis which states that simultaneously, or together dimensions of 
service quality variables consisting of physical evidence variables, reliability 
variables, responsiveness variables, assurance variables, and empathy 
variables have different effects on the decision to pay electricity bills, accepted 
or proven. 
 
 
 



IV. CONCLUSION 
 
The conclusion of 
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this study is based on the 
findings, and discussion of research, namely: 
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The dimensions of service quality in 
the form of physical evidence variables, which consist of indicators: modern 
appearance, visually appealing, neat-looking employees, and visually 
appealing materials, have proven to have a positive influence on the decision 
to pay consumer electricity bills at PPOB in Manado 
 
The reliability dimension, which consists of indicators: promises kept, 
company assistance with real, service, right from the start, services provided 
according to the promised time, as well as error-free records, proved to have 
a positive influence on the decision to pay electricity bills. 
 
The responsiveness dimension, which consists of indicators: telling 
customers, when services will be delivered, providing fast service, always 
willing to help, never too busy, has proven to have a positive influence on the 
decision to pay electricity bills. 
 
Guarantee dimension, which consists of: employee behavior, making 
customers trust, customers feel safe transacting, consistently being polite, and 
having adequate knowledge to answer customer questions, proven to have a 
positive influence on the decision to pay electricity bills. 
 
The empathy dimension, which consists of indicators, providing convenience 
to customers, having comfortable operating hours, having employees who 
give personal attention, always prioritizing the interests of customers, 
understanding the specific needs of customers, proved to have the greatest 
influence on the decision to pay electricity bills. 
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This can be seen in the table 



of classical assumption test results, and multiple linear analysis in the table of 
coefficients, where the standardized coefficients in beta are 27%. 
 
Simultaneously or together, the dimensions 
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of service quality which consist of 
direct evidence, reliability, responsiveness, assurance, and empathy have 
different effects on the decision to pay consumer electricity bills at PPOB in 
Manado. 
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