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Abstract

Mobile Banking (m-banking) gained a high popularity among banking sectors as a
tool to assist its customers in performing banking services independently. Furthermore, m-
banking not only provided convenient facilities for customers to conduct banking
transactions but could also increase the volume of banking transaction and service
coverage. On the other hand, customer satisfaction with m-banking was also important
aspect to consider, so that the provided service met with the expectation of various
banking stakeholders. This study aimed to determine the level of user satisfaction with the
m-banking application by implementing End User Computing Satisfaction (EUCS) as a
theoretical basis in evaluating customer satisfaction. The study managed to collect as
many as X valid responses from the bank XYZ customer which were then analyzed using
SEM-PLS. The results indicated that the five independent variables could convincingly
explained the satisfaction of 44.2%. Furthermore, the research findings also showed that
the variables of Accuracy, Ease and Format had a significant relationship to user
satisfaction where the t-test values were 2,253, 3,474 and 3,563 respectively. However, the
hypothesis related to Content and Timeliness on satisfaction is not proven. As a result, the
bank needs to pay special attention to and improve services on the two variables to match
the expectations of their users.

Keywords: M-banking, EUCS, Satisfaction



Abstrak

Mobile banking (m-banking) memiliki populasi yang tinggi dikalangan
perbankan sebagai alat untuk membantu nasabah dalam melakukan layanan perbankan
secara pribadi. Selain itu m-banking tidak hanya memberikan kemudahan bagi nasabah
untuk melakukan transaksi perbankan juga dapat meningkatkan layanan untuk
nasabah. Kepuasan nasabah juga hal penting yang harus diperhatikan agar layanan
dapat sesuai dengan harapan bagi pihak perbankan. Penelitian ini bertujuan untuk
mengetahui tingkat kepuasan pengguna dengan menggunakan metode End user
computing satisfaction (eucs).

Penelitan ini menggunakan sebanyak X tanggapan valid dari bank XYZ yang kemudian
dianalisis menggunakan SEM-PLS. Hasil penelitian dapat menunjukan bahwa kelima
variable independent dan dependen Kkepuasan yaitu 44,2% dan variable
accuracy,content,format memiliki hubungan yang signifikan = terhadap kepuasan
pengguna dimana nilai t-test adalah 2.253,3.474, dan 3.563. Namun hipotesis yang
berhubungan dengan content dan timeliness terhadap kepuasan pengguna tidak
signifikan, Oleh karena itu pihak perbankan perlu memberikan perhatian khusus dan
meningkatkan layanan pada kedua variable tersebut agar sesuai dengan harapan

nasabah.

Kata Kunci : M-banking,Eucs,Satisfaction.
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