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Abstract. The purpose of this study is to examine the effectiveness of digital 

transformation and service quality at Pegadaian CP Palangga, Gowa Regency. 

This study uses a qualitative research method to measure the effectiveness of 

digital transformation and a quantitative method to measure service quality 

towards customers. The sampling procedure in this study is based on probability 

sampling. This study uses primary data, and data collection methods include 

distributing questionnaires to customers and employees and conducting 

interviews with employees. The results of the study indicate that the 

effectiveness of digital transformation at Pegadaian CP Palangga, Gowa 

Regency, shows a very good level of effectiveness. This is based on the aspects 

studied, namely Customer Experience Metrics, Operational Efficiency, Digital 

Adaptation Rate, and Employee Productivity, which all yielded positive results. 

Meanwhile, the quality of service at Pegadaian CP Palangga, Gowa Regency, 

showed that all dimensions had positive values, indicating that all dimensions of 

service quality were sufficiently good in terms of customer service quality.  
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Operational Efficiency, Digital Adaptation. 

            
© The Author(s) 2026
M. Nohong et al. (eds.), Proceedings of the 10th International Conference on Accounting, Management, and
Economics (10th ICAME 2025), Advances in Economics, Business and Management Research 388,
https://doi.org/10.2991/978-94-6239-709-5_69

mailto:syarifahkhairinnisai346@gmail.com
https://doi.org/10.2991/978-94-6239-709-5_69
http://crossmark.crossref.org/dialog/?doi=10.2991/978-94-6239-709-5_69&domain=pdf


            1009Digital Transformation Effectiveness and Service Quality at … 



1010             S. Kharinnisai and W. Hakim



        1011Digital Transformation Effectiveness and Service Quality at …     



1012             S. Kharinnisai and W. Hakim



            1013Digital Transformation Effectiveness and Service Quality at … 

X̅ Y̅ 𝑋
𝑋 ∑𝑋𝑛 𝑌 ∑𝑋𝑛

𝑋 ̅ 𝑖𝑌̅ 𝑖
𝑁𝑠𝑖 𝑋 − 𝑌



1014             S. Kharinnisai and W. Hakim



and Service Quality at …             1015Digital Transformation Effectiveness 



✓ ✓
✓ ✓
✕ ✓
✕ ✓
✕ ✓
✓ ✓
✓ ✓
✓ ✓
✓ ✓
✓ ✓
✓ ✓
✓ ✓
✓ ✓
✕ ✓
✓ ✓

1016             S. Kharinnisai and W. Hakim



Digital Transformation Effectiveness and Service Quality at …             1017

✓ ✓
✓ ✓
✕ ✓
✕ ✓
✓ ✓



1018             S. Kharinnisai and W. Hakim



            1019Digital Transformation Effectiveness and Service Quality at … 



1020             S. Kharinnisai and W. Hakim

∑yi (∑ (∑TT (∑ (∑ (∑

Σ yi = the sum of the weights of the answers to the i

Σ
Σ TS = number of people who chose the answer is not fulfilled
Σ
Σ S = number of people who chose the answer fulfilled
Σ

Σyi/n

 ̅
Σ



Digital Transformation Effectiveness and Service Quality at …             1021

∑ (∑ (∑TT (∑ (∑ (∑

Σ
Σ STS = the number of people who choose the answer is very unfulfilled
Σ TS = the number of
Σ
Σ S = the number of people who chose the answer fulfilled
Σ

Σxi/n

 ̅
Σ

〗  ̅  ̅

〗
 ̅
 ̅



1022             S. Kharinnisai and W. Hakim

X̅ ̅ ̅Σ̅̅̅̅ X̅̅̅̅ V̅̅̅̅̅̅𝑛



and Service Quality at …             1023Digital Transformation Effectiveness ̅X̅̅ ̅̅X̅̅ ̅

Y̅ ̅ ̅Σ̅̅̅̅ Y̅̅̅̅ V̅̅̅̅̅̅𝑛
Y̅̅Y̅̅ ̅̅



1024             S. Kharinnisai and W. Hakim



            1025Digital Transformation Effectiveness and Service Quality at … 

customer’s

–

–

–

–

–

http://www.publicsectorexperts.com/blog/public-sector-news-
http://www.publicsectorexperts.com/blog/public-sector-news-


–

–

–

–

–

–

–

–

–

–

–

1026             S. Kharinnisai and W. Hakim



           

–

–

–

Stratēgo:

Digital Transformation Effectiveness and Service Quality at …  1027

http://www.kompasiana.com/airanilis-
http://www.kompasiana.com/shinti-


1028             S. Kharinnisai and W. Hakim

Open Access This chapter is licensed under the terms of the Creative Commons Attribution-
NonCommercial 4.0 International License (http://creativecommons.org/licenses/by-nc/4.0/),
which permits any noncommercial use, sharing, adaptation, distribution and reproduction in any
medium or format, as long as you give appropriate credit to the original author(s) and the
source, provide a link to the Creative Commons license and indicate if changes were made.
        The images or other third party material in this chapter are included in the chapter's
Creative Commons license, unless indicated otherwise in a credit line to the material. If material
is not included in the chapter's Creative Commons license and your intended use is not
permitted by statutory regulation or exceeds the permitted use, you will need to obtain
permission directly from the copyright holder.
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