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Abstract 
The mobile banking application of PT. XYZ offers two main services, which are the core banking 

functions: collecting funds from the public and disbursing funds to the public. However, a decline in 

the number of users of the XYZ mobile banking app has been observed in both Monthly Active Users 

and Monthly Transacting Users. The study involves respondents who represent the target market of 

Bank XYZ, such as active users and users who make transactions on the XYZ mobile banking 

application. Thus, the objective of this research is to evaluate the IT functional-level strategy of PT. 

XYZ's mobile banking application concerning continuance intention. Further, the study aims to 

explain the relationships between the variables of performance expectancy, effort expectancy, social 

influence, and facilitating conditions from the UTAUT model, as well as the variable of unfavorable 

attitude toward cash payment (UATC), in relation to satisfaction and continuance intention, and the 

interaction between these variables. Employing a quantitative research method, the sampling 

technique was non-probability sampling, specifically purposive sampling, as the population was 

already sufficiently specific to mobile banking users of PT. XYZ, with 310 respondents who are users 

of PT. XYZ's mobile banking application. Data analysis was performed using CB-SEM with a 

Maximum Likelihood approach. The research findings indicate that performance expectancy has the 

most significant influence on continuance intention. The results also show that satisfaction, as an 

intervening variable, strengthens the significant effect of performance expectancy, effort expectancy, 

and social influence. Based on the findings, it is recommended to focus on performance expectancy, 

in line with the results of the descriptive analysis, which suggest that it is an area requiring urgent 

and critical evaluation. Enhancing performance expectancy can help sustain continuance intention 

among Monthly Active Users and Monthly Transacting Users of the XYZ mobile banking application.  
Keywords: PT. XYZ Apps, Continuance Intention, UTAUT, UATC and  CB-SEM. 

  
I. INTRODUCTION 

A report by McKinsey (2019), Digital Banking in Indonesia: Building Loyalty and 

Generating Growth, highlights the increasing openness of Indonesian consumers toward digital 

banking. Over the past three years, the adoption of digital banking in Indonesia has expanded at a 

rate twice as fast as that of other developing Asian nations. The survey findings indicate that 55% 

of non-digital banking users in Indonesia are inclined to adopt digital banking services within the 

next six months, marking the second-highest rate in Asia after Myanmar. Furthermore, 

approximately 50% of all respondents cited the convenience of non-physical banking interactions 

as a key driver for their preference. This shift in consumer expectations has prompted significant 

innovation within Indonesia’s digital banking sector. 

 

Regarding the expectations for digital banking usage in Asia, including Indonesia, a study on 

the user experience of digital banking in Indonesia (Windasari et al., 2022) revealed that ease of 

use and features significantly influence the intention to use digital banking services. Factors 

influencing user experience have been extensively examined in studies on mobile banking 

applications. Research by Sharma (2023), Hussain et al. (2023), and Shahid et al. (2021) 

consistently highlights that ease of use and convenience significantly predict the overall user 

experience with mobile banking applications. 
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In relation to security, which has been identified as a factor influencing user experience in 

previous studies (Hussain et al., 2023; Yin and Ling, 2022; Egala et al., 2021), an analysis of SMS 

OTP codes (Aparicio et al., 2023) reveals that the implementation of SMS OTP codes is 

vulnerable. Additionally, the adoption of artificial intelligence technology in digital banking 

services (Aparicio et al., 2023) has a positive impact on user satisfaction, although the application 

of this technology is still in its early stages. 

Previous studies have demonstrated that factors such as time, application attributes, and 

system quality significantly influence user experience (Chauhan and Akhtar et al., 2022; Egala et 

al., 2021; Kapoor and Vij, 2020; Huang et al., 2019). The development of PT. XYZ Bank’s m-

banking application utilizes a hybrid approach rather than a native one. By observing the package 

through the command prompt on the Android version of the PT. XYZ Bank application, the 

researchers identified a distinctive feature of the application, namely the webview page 

(Kaczmarczyk et al., 2022). A comparison between native and hybrid applications (Kaczmarczyk 

et al., 2022) reveals that hybrid applications generally exhibit slower performance, less 

customizable user experiences, and frequent changes within the application ecosystem, including 

its attributes. 

The iconcept iof iease iof iuse, ias ia iparameter iin itechnology iacceptance, ihas ibeen 

iexplored iin iseveral istudies i(Sharma, i2023; iHussain iet ial., i2023; iWindasari iet ial., i2022; 

iYin i& iLing, i2022; iEgala iet ial., i2021), ioriginally iintroduced iby iFred iDavis, ithe ipioneer 

iof ithe iTechnology iAcceptance iModel i(TAM). iTAM iis ione iof ithe imost iwidely iused 

imodels ifor iunderstanding itechnology iadoption. iOver itime, iTAM ihas ievolved iinto ithe 

iUnified iTheory iof iAcceptance iand iUse iof iTechnology i(UTAUT), iwhich ifurther irefines 

iand iexpands ion ithe ioriginal iframework. iNumerous istudies iin ithe ibanking isector ihave 

iutilized ithe iUTAUT imodel ito iexplore itechnology iacceptance i(Gan i& iLau, i2024; 

iNamahoot i& iBoonchieng, i2023; iLiang iet ial., i2022; iWindasari iet ial., i2022; iShahid iet 

ial., i2021), ihighlighting iits irelevance iin iunderstanding iuser ibehavior iin ithe icontext iof 

ifinancial itechnologies. 

The imodels iof itechnology iacceptance idiscussed iin ithe iprevious iparagraph i(TAM 

iand iUTAUT) iprimarily ifocus ion ithe iinitial iintention ior iwillingness ito iadopt itechnology. 

iHowever, iresearchers ihave iemphasized ithe ineed ito iexplore iusers' icontinued iintention ito 

iuse ia isystem. iThe iimportance iof ithis icontinuity, ias iopposed ito iinitial iacceptance, iis 

iunderscored iby ithe ifact ithat iacquiring inew icustomers iis ifive itimes imore icostly ithan 

iretaining iexisting iones i(Parthasarathy i& iBhattacherjee, i1998). iUnderstanding icontinued 

iusage, ior icontinuance iintention, ias idistinct ifrom iinitial iusage ior iacceptance, iis ithe 

iprimary ifocus iof ithe iExpectation iConfirmation iModel i(Bhattacherjee, i2001). iWhile 

iinitial iacceptance iof ian iinformation isystem iis icrucial ifor iits isuccess, ilong-term isurvival 

iand ieffectiveness idepend ion icontinued iusage, irather ithan ijust ifirst-time iadoption 

i(Bhattacherjee, i2001). i 

Previous istudies ihave iintegrated ithe iUTAUT imodel iwith ithe iExpectation 

iConfirmation iModel, iincluding iresearch iby iReza iet ial. i(2024), iMarandu iet ial. i(2023), 

iIstijanto iand iHandoko i(2022), iZanetta iet ial. i(2021), iand iMarinković iet ial. i(2019). 

iThese istudies icontribute ito ia ideeper iunderstanding iof itechnology iadoption iby icombining 

ielements iof iboth imodels ito iexplore iuser ibehavior iin igreater idetail. 

Analysis iof iPT. XYZ iBank's imobile ibanking iapplication iusage ireveals ia inotable 

idecline iin iboth iMonthly iActive iUsers i(MAU) iand iMonthly iTransacting iUsers i(MTU) 

ifrom iJanuary i2023 ito iSeptember i2023. iThe ishift iin ithe iz-score ifrom iapproximately i2.3 

ito i-1 ievidences ithis idownward itrend, iindicating ia istatistically isignificant ireduction iin 

iuser iengagement. iThis idecline iis ia icritical iconcern ias iit ipotentially iexerts ia isubstantial 
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inegative iimpact ion icontinuance iintention, ia ikey ideterminant iof isustained iplatform 

iusage. 

Concurrently, ithe istock iperformance iof I PT. XYZ iBank  iTbk. iiexperienced ia 

inegative itrajectory ifrom iJanuary ito iMay i2023. iHowever, ia isubsequent ipositive isurge 

iwas iobserved istarting ifrom ilate iMay. iThis iupward imovement, ias ireported iby 

icnbcindonesia.com i(2023), iis iattributed ito ithe istrategic iacquisition iof i500,000 ishares iby 

iPT. XYZ iBank's iChief iExecutive iOfficer, iat iprices iranging ifrom iRp i1,035 ito iRp i1,060 

iper ishare. iConsequently, ithe ipositive iimpact ion   istock iprices ibecame iapparent ifrom 

iMay i25th ito i29th, i2023. 

The iselection iof iMAU iand iMTU idata ifrom iJanuary ito iSeptember i2023 

i(equivalent ito iQ1 ito iQ3 i2023) iis ideliberate. iThis itimeframe iallows ifor ia ifocused 

ianalysis iof ithe iperiod iexhibiting ia isharp idecline iin iuser iactivity. iBy iconcentrating ion 

ithis ispecific iperiod, ithe istudy iaims ito iidentify ithe iunderlying icauses iof ithis idecline 

iand isubsequently ifacilitate ithe idesign iand iimplementation iof ieffective icorrective 

imeasures ito imitigate isimilar ioccurrences iin ithe ifuture. 

Based ion ithese iobservations iand ithe iaforementioned iphenomena, ithis iresearch 

iinvestigates icontinuance iintention iand isatisfaction iwithin ithe iframework iof ithe 

iExpectation iConfirmation iModel i(ECM) i(Bhattacherjee, i2001), iintegrated iwith ithe 

iUnified iTheory iof iAcceptance iand iUse iof iTechnology i(UTAUT) imodel i(Venkatesh iet 

ial., i2003). iThe iUTAUT icomponent iencompasses iperformance iexpectancy, ieffort 

iexpectancy, isocial iinfluence, iand ifacilitating iconditions ias iindependent ivariables. 

iAdditionally, ithis istudy iincorporates iunfavorable iattitude itoward icash ipayment ias ian 

iindependent ivariable, ireflecting ispecific icharacteristics iof imobile ipayment iusage 

i(Istijanto iand iHandoko, i2022). iRecent istudies iemploying ithe iUTAUT imodel iin ithe 

ibanking iindustry i(Gan i& iLau, i2024; iNamahoot i& iBoonchieng, i2023; iLiang iet ial., 

i2022) iprovide ifurther icontext ifor ithis iresearch. 

 

2. Basic iTheory iand iFramework 

In ithe itheoretical istudy iof isystem ievaluation istrategies, iit iis icrucial ito iunderstand ithe 

idiverse iapproaches iemployed ito iassess ithe ieffectiveness iand iefficiency iof iimplemented 

isystems. iEvaluation istrategies iencompass ia icomprehensive ianalysis iof isystem iperformance, 

iincluding itechnical, ifunctional, iand ipractical iusage iaspects. iThis ievaluation iaims ito iensure 

ithat ithe isystem ifulfills iuser ineeds iand iorganizational iobjectives, iwhile ialso iidentifying 

iareas irequiring iimprovement. iUser iacceptance imodels iserve ias iframeworks ifor 

iunderstanding ihow iusers iadopt iand iutilize itechnology. 

 

2.1 Strategic iManagement iTheory 

According ito iFred iR. iDavid iin ihis ibook iStrategic iManagement: iConcepts iand iCases, 

iThirteenth iEdition i(2011), ithe istrategic imanagement iprocess icomprises ithree istages: 

istrategy iformulation, istrategy iimplementation, iand istrategy ievaluation. iThe istrategy 

iformulation istage iinvolves iestablishing ia ivision iand imission, iidentifying iexternal 

iopportunities iand ithreats ito ithe iorganization, idetermining iinternal istrengths iand 

iweaknesses, isetting ilong-term iobjectives, ideveloping ialternative istrategies, iand iselecting 

ithe istrategy ito ipursue. 

Strategy iimplementation inecessitates ithe iestablishment iof iannual iobjectives, ithe icreation 

iof ipolicies, ithe ienhancement iof iemployee imotivation, iand ithe iprovision iof iresources ito 

iachieve ithese iobjectives. iStrategy iimplementation irepresents ithe i“action istage” iof 

istrategic imanagement. iOften iconsidered ithe imost ichallenging iphase iin istrategic 
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imanagement, istrategy iimplementation idemands ipersonal iskills, icommitment, iand 

idedication. 

The iconcluding istage iof ithe istrategic imanagement iprocess iis istrategy ievaluation, ia 

iprimary imethod iused iby imanagers ito iidentify istrategic ishortcomings. iGiven ithe iconstant 

iflux iof iexternal iand iinternal ifactors, iall istrategies iare isubject ito ifuture imodifications. 

iThree iprincipal istrategy ievaluation iactivities iinclude: i(1) ievaluating ithe iexternal iand 

iinternal ifactors ithat iform ithe ibasis iof icurrent istrategies, i(2) imeasuring iperformance, iand 

i(3) iimplementing icorrective iactions. 

 

2.2 User iAcceptance iModel 

User iacceptance iof inew itechnologies ihas ibeen ia isubject iof iextensive iresearch 

iwithin ithe ifields iof iinformation isystems iand itechnology imarketing ifor iseveral idecades. 

iUser iacceptance inot ionly imeasures ithe ieffectiveness iof inew itechnology iadoption iby 

iindividuals ibut ialso ipredicts ithe itechnology's ilong-term isuccess ior ifailure. 

In i1962, iEverett iRogers ideveloped ithe iInnovation iDiffusion iTheory i(IDT) ito iexplain 

ihow iinnovations ispread iwithin ia ipopulation iover itime iand ithe ifactors iinfluencing 

iadoption irates. iIntroduced iby iFishbein iand iAjzen iin i1975, ithe iTheory iof iReasoned 

iAction i(TRA) iwas iamong ithe ifirst itheories ito iexplain ihow ibeliefs iand iattitudes 

iinfluence iindividual iintentions iand ibehaviors. iIn i1989, iFred iDavis iintroduced ithe 

iTechnology iAcceptance iModel i(TAM), iwhich iquickly ibecame ione iof ithe imost 

iinfluential imodels iin itechnology iacceptance istudies. 

In i2000, iVenkatesh iand iDavis iintroduced ian iextension iof iTAM, iknown ias iTAM2. iThis 

imodel iincorporated isocial iand icognitive ifactors iinfluencing iperceived iusefulness i(PU) 

iand iperceived iease iof iuse i(PEOU). iIn i2003, iVenkatesh iet ial. ideveloped ithe iUnified 

iTheory iof iAcceptance iand iUse iof iTechnology i(UTAUT) iin ian iattempt ito iconsolidate 

ieight idistinct itechnology iacceptance imodels, iincluding iTAM, iTPB, iand iIDT, iinto ia 

isingle icomprehensive iframework. iUTAUT ialso iconsiders ifour imoderating ivariables: 

igender, iage, iexperience, iand ivoluntariness iof iuse, iwhich ican iinfluence ithe irelationships 

ibetween ithe icore iconstructs iand itechnology iusage iintention iand ibehavior. iIn i2012, 

iVenkatesh iet ial. ideveloped iUTAUT2 ito ifurther iexplain itechnology iacceptance iwithin 

iconsumer icontexts. iUTAUT2 iextends ithe ioriginal imodel iby iadding ithree iadditional 

iconstructs: ihedonic imotivation, iprice ivalue, iand ihabit. 

 

2.3 Digital iBanking 

 The iadvent iof itechnology ihas iprofoundly iimpacted ithe ibanking iindustry. iThe 

iintroduction iof ithe itelegraph iin ithe imid-19th icentury ienabled ibanks ito icommunicate 

imore irapidly iand iefficiently, ithereby iaccelerating ifinancial itransactions. iSubsequently, 

ithe iemergence iof icomputers iand ithe iinternet irevolutionized ibanking iby ienabling 

icustomers ito iaccess iaccounts iand iconduct itransactions ionline. 

As itechnology iadvanced, iso itoo idid ithe ibanking iindustry. iThe iintroduction iof iautomated 

iteller imachines i(ATMs) iin ithe i1960s iand i1970s iallowed icustomers ito iaccess itheir 

iaccounts ioutside iof itraditional ibanking ihours, iproviding ienhanced iconvenience iand 

iincreased icustomer isatisfaction. iThe irise iof ionline ibanking iin ithe i1990s iand iearly 

i2000’s ifurther itransformed ithe iindustry, iallowing icustomers ito iconduct itransactions iand 

imanage itheir iaccounts ifrom iany ilocation iwith ian iinternet iconnection. iHowever, iwith 

ithe iarrival iof ithe iweb iand imobile iplatforms, iinitial iapproaches ioften isimply ireplicated 

iexisting ibranch-based idistribution isystems ifor ithese inew ichannels. iInstead iof ire-

evaluating iapplication iprocesses ifor ithe ionline ienvironment, iweb ipages iwere ifrequently 

idesigned ito imirror ithe iprocesses iconducted iin iphysical ibranches. 
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King i(2018, ip. i29) iposits ithat ibanks ifundamentally iprovide ithree icore iservices: i(1) ia 

ivalue istore—the iability ito isecurely istore imoney; i(2) imoney imovement—the iability ito 

isecurely itransfer icustomer ifunds; iand i(3) iaccess ito icredit—the iability ito ilend imoney 

iwhen icustomers irequire iit. 

One iof ithe imost isignificant iimpacts iof itechnology ion ithe ibanking iindustry ihas ibeen ithe 

iemergence iof imobile ibanking. iAccording ito iKing i(2018, ip. i41), i“the inumber iof imobile 

ibanking iusers iworldwide iwas iprojected ito iexceed i1.75 ibillion iby i2019.” iThis itrend iis 

idriven iby ithe iincreasing iprevalence iof ismartphones iand ithe iconvenience iof iaccessing 

ibanking iservices ifrom iany ilocation iat iany itime. 

 

2.4 The iUnified iTheory iof iAcceptance iand iUse iof iTechnology i(UTAUT) 

Based ion iuser iacceptance itheory i(Venkatesh iet ial., i2003), ia ireview iand icomparison iof 

ieight itechnology iacceptance imodels iand itheir iextensions iculminated iin ithe idevelopment 

iof ithe iUnified iTheory iof iAcceptance iand iUse iof iTechnology i(UTAUT). iThrough 

irigorous itesting iand iempirical idata ianalysis, iUTAUT idemonstrated isuperior ipredictive 

ivalidity icompared ito iits ipredecessors. iAccording ito iVenkatesh iet ial. i(2003), iof ithe 

iseven iconstructs iinitially iconsidered, ifour iplay ia icrucial irole ias idirect ideterminants iof 

iuser iacceptance iand iusage ibehavior: iperformance iexpectancy, ieffort iexpectancy, isocial 

iinfluence, iand ifacilitating iconditions, iwhich idirectly iinfluence ibehavioral iintention. 

Performance iexpectancy iis idefined ias ithe idegree ito iwhich ian iindividual ibelieves ithat 

iusing ithe isystem iwill ihelp ihim ior iher ito iattain igains iin ijob iperformance i(Venkatesh iet 

ial., i2003). i1 i iEffort iexpectancy iis idefined ias ithe idegree iof iease iassociated iwith ithe 

iuse iof ithe isystem i(Venkatesh iet ial., i2003). iSocial iinfluence iis idefined ias ithe idegree ito 

iwhich ian iindividual iperceives ithat i2 i iimportant iothers ibelieve ihe ior ishe ishould iuse 

ithe isystem i(Venkatesh iet ial., i3 i i2003). iFacilitating iconditions iare idefined ias ithe 

idegree ito iwhich ian iindividual ibelieves ithat ian iorganizational iand itechnical iinfrastructure 

i4 i iexists ito isupport iuse iof ithe isystem, i5 i ireflecting iaccess ito iresources ithat ifacilitate 

ithe iimplementation iof ia ispecific itechnology i(Bouteraa iet ial., i2024; iZhang iet ial., i2020; 

iVenkatesh iet ial., i2003). iBehavioral iintention icaptures ithe imotivational ifactors ithat 

iinfluence ia ibehavior, iindicating ihow ihard ipeople iare iwilling ito itry iand ihow imuch 

ieffort ithey iare iplanning ito iexert ito iperform ithe ibehavior i(Zhang iet ial., i2020). 

 

2.5 Expectation iConfirmation iModel 

Information iSystem i(IS) iacceptance imodels, isuch ias ithe iTechnology iAcceptance iModel 

i(TAM), iInnovation iDiffusion iTheory i(IDT), iand iTheory iof iPlanned iBehavior i(TPB), 

ihave iextensively iexamined ithe ivariables imotivating iinitial iindividual iacceptance iof iIS. 

iHowever, iaccording ito iBhattacherjee i(2001), iwhile iinitial iIS iacceptance iconstitutes ia 

icrucial ifirst istep itoward iIS isuccess, ithe ilong-term iviability iand iultimate isuccess iof iIS 

idepend ion icontinued iusage, irather ithan iinitial iadoption. iUnderstanding icontinued iusage, 

ior i“continuance” i(as idistinct ifrom iinitial iusage, ior i“acceptance”), iis ithe icentral ifocus 

iof ithe imodel iproposed iby iBhattacherjee i(2001). 

The iExpectation iConfirmation iModel i(ECM) icomprises ifour ikey iconstructs. i(1) 

iSatisfaction iis idefined ias ian iemotional istate iencompassing ipleasure, ipositive iaffect, iand 

icontentment iarising ifrom iinteractions iwith ithe iInformation iSystem i(Bhattacherjee, i2001). 

i(2) iConfirmation iexplains ithe ichronological iprocess ifrom ipre-purchase ito ipost-

consumption; iin ithis icontext, iconfirmation ioccurs iwhen iexpectations iare imet 

i(Bhattacherjee, i2001). i(3) iPerceived iusefulness, ifollowing iinitial iadoption, iuser 

isatisfaction iwith ithe itechnology iand iassessments iof ithe isystem's ivalue imay ievolve, 

iinfluencing itheir icontinued iuse iof ithe itechnology i(Bhattacherjee i& iLin, i2015). i(4) 
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iContinuance iintention, isimply idefined, irefers ito ithe iuser's iintention ito icontinue iusing 

ithe iinformation isystem iafter iinitial iadoption i(Vasuthevan iet ial., i2024). 

 

2.6 Unfavorable iAttitude itoward iCash iPayment i(UATC) 

 The iindependent ivariable, iunfavorable iattitude itoward icash ipayment, iwas 

iemployed iby iIstijanto iand iHandoko i(2022) ito idevelop ia icomprehensive imodel 

iexplaining ithe icontinuance iintention iof imobile ipayment iusage iby icustomers iduring ithe 

iCOVID-19 ipandemic. iAs iposited iby iSchiffman iand iWisenblit i(2015), iconsumer iattitudes 

itoward ian iobject ican ibe ieither ifavorable ior iunfavorable, icontingent iupon ithe iperceived 

isituation. 

During ithe iCOVID-19 ipandemic, iperceptions isurrounding ithe ivirus iinfluenced ipublic 

iattitudes, ileading ito ithe iperception ithat iusing icash ifor ipurchasing itransactions iduring 

ithis iperiod iconstituted ia idetrimental ibehavior i(a ipush ifactor) ithat ishould ibe iavoided 

i(Musyaffi iet ial., i2021). iConsequently, iconsumers iwere imore iinclined ito icontinually 

iutilize im-payment ias ia isafer ialternative icompared ito icash i(Istijanto iand iHandoko, 

i2022). 

 

II. RESEARCH IHYPOTHESIS IAND IFRAMEWORK 

 

To ioperationalize ithe imethodology, ithis istudy iadopts ia icombined iUTAUT iand 

iExpectation iConfirmation iModel, ias idepicted iin iFigure i2.1. iThe ifollowing ihypotheses 

iare iproposed: 

a. Performance iexpectancy ihas ia isignificant i ieffect. 

b. Effort iexpectancy ihas ia isignificant i ieffect. 

c. Social iinfluence ihas ia isignificant i ieffect. 

d. Facilitating iconditions ihas ia isignificant i ieffect. 

e. Unfavorable iattitude itoward icash ipayment ihas ia isignificant  ieffect. 

f. Satisfaction ihas ia isignificant i ieffect. 

 

 
Fig i1.  iFramework 
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Drawing iupon iprior iresearch  i(Bhattacherjee,  i2001; iVenkatesh  iet ial., i2003; iIstijanto  i& iHandoko, i2022;  

iReza  iet ial., i2024), ithe  ifollowing  ihypotheses  iare  iformulated: 

 

H1: iPerformance  iexpectancy   iinfluences significantly  icontinuance iintention ito iuse  iPT. XYZ iBank 

im-banking iapplication i(Vasuthevan iet ial., i2024; iReza iet ial., i2024). 

 

H2: iPerformance iexpectancy   iinfluences significantly  isatisfaction i(Vasuthevan iet ial., i2024; iReza 

iet ial., i2024). 

 

H3: iEffort iexpectancy   iinfluences significantly  icontinuance iintention ito iuse i iPT. XYZ iBank im-

banking  iapplication i(Vasuthevan iet ial., i2024; iReza iet ial., i2024). 

 

H4: iEffort iexpectancy   iinfluences significantly  isatisfaction i(Vasuthevan iet ial., i2024; iReza iet ial., 

i2024). 

 

H5: iSocial iinfluence   iinfluences significantly  icontinuance iintention ito iuse iPT. XYZ iBank im-

banking  iapplication i(Zou  iet ial., i2024; iMarandu iet ial., i2023; iIstijanto i& iHandoko,  i2022; iZanetta iet ial., 

i2021). 

 

H6: iSocial iinfluence i iinfluences significantly  isatisfaction i(Marinković iet ial., i2019). 

 

H7: iFacilitating  iconditions  iinfluences significantly  icontinuance iintention ito iuse  iPT. XYZ iBank 

im-banking iapplication i(Vasuthevan iet ial., i2024; iReza iet ial., i2024; iZou iet ial., i2024; iMarandu iet ial., i2023; 

iIstijanto i& iHandoko, i2022). 

 

H8: iUnfavorable  iattitude itoward icash ipayment  iinfluences significantly  icontinuance iintention ito 

iuse i iPT. XYZ iBank im-banking  iapplication i(Istijanto  i& iHandoko, i2022). 

 

H9: iSatisfaction  iinfluences significantly  icontinuance iintention ito iuse  iPT. XYZ iBank im-banking  

iapplication i(Vasuthevan iet ial., i2024; iReza iet ial., i2024; iMarandu iet ial., i2023; iMarinković  iet ial., i2019). 

 

III. RESEARCH IMETHODS 

Research iObject iand iAnalysis 

This isection idetails ithe iresearch iapproach iemployed iin ithis istudy, iwhich iis ia 

iquantitative iapproach. iQuantitative iresearch iis iutilized ito igain ian iin-depth iunderstanding 

iof ithe iphenomenon iunder iinvestigation. iThis istudy iemploys ian iexploratory iquantitative 

iapproach ito icollect idata ithrough ivarious idata icollection itechniques, iincluding ithe 

iadministration iof iquestionnaires. iIn ithis iresearch, iquestionnaires iwere idistributed ito 

iexamine ipatterns iamong iPT. XYZ iBank iusers. 

 

Variable iOperationalization 

The irelationships ibetween ivariables iin iresearch ican ibe icategorized ias ifollows 

i(Sugiyono, i2013): 

a. iIndependent iVariables: iOften itermed istimulus ior ipredictor ivariables, ithese iare 

icommonly ireferred ito ias iindependent ior iexplanatory ivariables. iIndependent ivariables 

iinfluence ior icause ichanges iin ithe idependent ivariable. iIn ithis istudy, ithe iindependent 

ivariables iinclude iperformance iexpectancy i(X1), ieffort iexpectancy i(X2), isocial iinfluence 

i(X3), ifacilitating iconditions i(X4), iand iunfavorable iattitude itoward icash ipayment i(X5). 

b. iIntervening iVariable: iAccording ito iSugiyono i(2013), ian iintervening ivariable 

itheoretically iinfluences ithe irelationship ibetween iindependent iand idependent ivariables, 

icreating ian iindirect iand iunobservable irelationship. iThis ivariable iacts ias ia imediator ior 

iintermediary isituated ibetween ithe iindependent iand idependent ivariables, isuch ithat ithe 

iindependent ivariable idoes inot idirectly iinfluence ichanges iin ior ithe iemergence iof ithe 

idependent ivariable. iIn ithis istudy, ithe iintervening ivariable iis isatisfaction i(Z). 

c. iDependent iVariable: iFrequently ireferred ito ias ithe ioutcome, icriterion, ior 

iconsequent ivariable, ithis iis icommonly iknown ias ithe idependent ior ioutcome ivariable. 

iThe idependent ivariable iis iinfluenced iby ior iis ia iconsequence iof ithe iindependent 
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ivariable. iIn ithis iresearch, ithe idependent ivariable iis icontinuance iintention ito iuse iPT. 

XYZ iApps i(Y). 

 

Populations iand iSamples 

According ito i(Sugiyono, i2013), ipopulation iis ia igeneralization iarea iconsisting iof iobjects ior 

isubjects ithat ihave icertain iquantities iand icharacteristics iset iby iresearchers ito istudy iand ithen 

idraw iconclusions. iAccording ito iKontan.co.id i(2024), iPT. XYZ iBank iIndonesia iTbk ihas i9 

imillion icustomers iby imid-May i2024. iThus, ithe irespondent ipopulation i(N) iin ithis istudy iare 

iusers iof iPT. XYZ iBank iapplication itotaling i9 imillion ipeople. 

The idetermination iof idata isampling iin ithis istudy iwas icarried iout iusing inonprobability 

isampling itechniques iusing ithe iHair isample iand ipopulation idetermination iformula i(Hair iet ial., 

i2010). iThe isample icalculation ican ibe iseen iin iequation i3.1 ias ifollows: i 

𝑛 i= i5 ix iindicator........................................................................(3.1) 

𝑛 i= i5 ix i51 

𝑛 i= i255 isamples 

n i>= i255 isamples 

The isampling itechnique ithrough inonprobability isampling irefers imore ito ipurposive isampling 

iaccording ito ithe itheory i(Sugiyono, i2013) ibecause ithis iresearch iis ilimited ito iusers iof ithe iPT. 

XYZ iBank im-banking iapplication ionly iwhich ishows ithat ithe ipopulation iis iquite ispecific iand 

ithe iselection iof isamples ibased ion ithe icriteria iof iPT. XYZ iBank im-banking iapplication iusers 

irelevant ito ithe iresearch iobjectives. iThe ipurposive isampling itechnique iwas ialso iused iby 

i(Prasetio iet ial., i2022) iby iexamining iBatik iAir iusers iwho iwere iexposed ithrough ithe iBatik 

iAir iInstagram iaccount. 

 

Test iTechniques 

Covariance-Based iStructural iEquation iModeling i(CB-SEM) iis ia istatistical imethod iused ito 

itest iand iestimate istructural imodels iinvolving ilatent ivariables iand imeasured ivariables. iCB-

SEM iuses ithe iMaximum iLikelihood i(ML) iapproach ifor imodel iparameter iestimation iand 

irelies iheavily ion ithe iassumption ithat ithe idata ifollows ia imultivariate inormal idistribution iand 

irequires ia isufficiently ilarge isample isize ito iprovide ireliable iresults. i 

This iapproach iPT. XYZws ia ithorough ievaluation iof ithe iMahalanobis iD-Squared ito iidentify 

ioutliers iin iorder ito iobtain istandardized imultivariate inormality iand imodel ireliability ias iwell 

ias ithe iprovision iof ivarious ifit iindices ito iassess ihow iwell ithe imodel ifits ithe idata. iThe itool ito 

ibe iused iis iAMOS. 

 
 

IV. RESULTS 

Characteristics iof iRespondent iData 

For idistributing iquestionnaires, ithe inumber iof irespondents iobtained iwas i310 

irespondents iwith ithe icharacteristics iof iPT. XYZ iBank im-banking iapplication iusers. iUsing 

iAMOS isoftware ithrough iCB-SEM idata ianalysis itechniques, idata iprocessing ithrough ithe ifirst 

iorder iby iusing ithe iMaximum iLikelihood i(ML) iapproach ifor imodel iparameter iestimation iand 

irelies iheavily ion ithe iassumption ithat ithe idata ifollows ia imultivariate inormal idistribution. 

iUsing iskewness-curtosis inormality itest, ioutlier iidentification iusing iMahalanobis iD-Squared 

founded 8 datas to be eliminated so it becomes 302 respondents, imodel ifit itest, iand ipath 

icorrelation itest ito iensure ithe idata iused iare ivalid iand iproduce ivalid ioutput. 
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To ianalyze ireliability iusing iCroanbach's iAlpha iwith ia iminimum iinterpretation iof ia 

ivalue iabove i0.7 ifor idata ithat ishows ireliability iand ia ivalue iabove i0.9 iindicates iexcellent 

ireliability. iThen ido ia inormality itest iusing iskewness-curtosis ito ishow ithat ithe idata iis inormal 

iand igood ithrough imultivariate inormality iworth iunder i2.58 ito iensure ithe idata iis inormally 

idistributed. iWe ialso ianalyzed ithese irespondents' idata ito imeet ithe iFit iModel iand iensure 

igoodness iof ifit iby iexamining iRMSEA, iCFI, iand iChi-square ito iachieve ivalues iof iless ithan 

i0.05, imore ithan i0.90, iand i<= i3, irespectively. iThe iPath iCoefficient ion ieach ivariable imust 

ialso imeet ip-values ibelow i0.05 iwhich iindicates istatistical isignificance. 

 

Reliability iTest 

 Using ithe iCroanbach's iAlpha icalculation ito imeasure ithe iconsistency iof ithe iitems 

iin ithe iconstruct, ia ivalue iof imore ithan i0.7 iis iacceptable, ibut iif iit iis imore ithan i0.9 iit 

iwill iindicate iexcellent ireliability. iHere iare isome ireliability iresults iand ivariables 

iavailable. 

a. Performance iExpectancy i(PE) iis i0.934 iindicating ithat iit ihas ivery igood iand 

iconsistent ireliability 

b. Effort iExpectancy i(EE) iis i0.920 iindicating iit ihas ivery igood iand iconsistent 

ireliability 

c. Social iInfluence i(SI) iis iworth i0.890 iindicating ithat iit ihas iacceptable ireliability 

d. Facilitating iConditions i(FC) iis iworth i0.910 iindicating ithat iit ihas ivery igood iand 

iconsistent ireliability 

e. Unfavorable iAttitude itoward iCash iPayment i(UATC) iis iworth i0.911 iindicating 

ithat iit ihas ivery igood iand iconsistent ireliability 

f. Satisfaction i(SF) iis iworth i0.927 iindicating ithat iit ihas ivery igood iand iconsistent 

ireliability 

g. Continuance iIntention i(CI) iis i0.918 iindicating ithat iit ihas ivery igood iand 

iconsistent ireliability. 

Table i2. iReliability iTest iValue iusing iCroanbach’s Alpha 

Indicator Reliability iValue 

Performance  iExpectancy i(PE) 0.934 

Effort  iExpectancy i(EE) 0.920 

Social  iInfluence  i(SI) 0.890 

Facilitating  iConditions  i(FC) 0.910 

Unfavorable  iAttitude  itoward  iCash iPayment  i(UATC) 0.911 

Satisfaction  i(SF) 0.927 

Continuance  iIntention  i(CI) 0.918 

 

Mahalanobis iD-Squared iTest 

In iCB-SEM, ithis iresearch iuses iMahalanobis iD-squared ito idetect ioutliers idata ithat ican 

iaffect ithe iresults iof imodel ianalysis isuch ias iskewness-curtosis inormality itests, ipath 

icoefficient iestimates, iand ioverall imodel ifit itests. iThe ipurpose iof iusing iMahalanobis iD-

Squared iis ito icheck ithe ipresence iof ioutliers iin ithe idata ibecause ithe ipresence iof 

ioutliers ican iaffect ithe iresults iof imodel iestimation iand iparameter iinterpretation.  

In ithe iavailable idata, ithe inormality itest iusing iskewness-kurtosis iproduces ia ivalue iof 

20.513 iwhich iis ibelow ithe ithreshold iof inormal idata ivalues iwhich iis i< i2.58, iso iit iis 

inecessary ito iidentify iwhich idata iare ioutliers. iSome idata iwill ibe iidentified ias ioutliers 

iusing iMahalanobis iD-Squared, idata iwith ivalues iabove i87.97 iare ieliminated, iso i8 idata 

iidentified ias ioutliers iwith iMahalanobis iD-squared ivalues iabove i87.97 iare ieliminated iin 

iTable i4.2. i(*Obs iNo: iObservation iNumber, iMah. iVal: iMahalanobis ivalue i) 

Table i3.  iMahalanobis  iD-Squared iValues 

Obs.  iNo. Mah.  iVal Obs.  iNo. Mah.  iVal Obs.  iNo. Mah.  iVal Obs.  iNo. Mah.  iVal 
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21 159,885 111 65,537 290 61,505 267 56,856 

62 143,831 140 65,163 128 61,089 179 56,758 

190 137,322 177 64,992 188 61,073 152 56,486 

145 127,543 69 64,883 83 60,758 146 56,408 

200 123,629 108 64,614 162 60,710 205 56,326 

255 109,193 171 64,608 112 60,136 157 56,082 

254 104,841 158 64,539 149 60,128 174 56,040 

42 101,168 104 64,407 201 60,122 127 55,927 

142 159,885 259 64,303 173 60,093 264 55,858 

60 143,831 36 64,103 133 59,352 297 55,823 

121 137,322 263 63,685 107 59,316 75 55,808 

123 127,543 151 63,672 156 59,138 122 55,725 

164 70,198 153 63,511 65 58,829 81 55,168 

160 69,862 235 63,422 93 58,732 293 55,158 

117 69,351 119 63,160 258 58,668 184 55,033 

110 69,160 165 63,055 37 58,562 16 54,967 

139 68,673 94 62,873 220 58,083 53 54,776 

90 68,562 41 62,697 144 58,044 105 54,742 

265 68,367 84 62,374 54 57,601 286 54,684 

143 68,345 269 61,981 154 57,446 291 54,678 

167 68,342 302 61,972 125 57,397 124 54,545 

116 67,738 285 61,928 115 57,218 289 54,359 

113 66,669 106 61,750 102 57,212 298 54,325 

256 66,625 29 61,549 288 57,066 135 54,306 

186 66,558 1 61,512 88 56,976 68 53,960 

 

Normality iTest 

 After ieliminating i8 ipieces ioutlier idata, ithe inext istage iis ithe inormality itest. iThis 

istudy iuses ithe iCB-SEM idata ianalysis itechnique iby iusing ithe iMaximum iLikelihood 

i(ML) iapproach ifor iestimating imodel iparameters iand irelies iheavily ion ithe iassumption 

ithat ithe idata ifollows ia imultivariate inormal idistribution. iThis inormality itest iused 

iskewness-curtosis ito iindicate ithat ithe idata iis inormal iand ieither ithrough imultivariate 

inormality iis ibelow i2.58 ito iensure ithe idata iis inormally idistributed. 

 The imultivariate inormality itest iresults iproduced ia ivalue iof i2.245 iaccording ito 

iTable i4.3, iwhich iis ibelow ithe ithreshold iof iless ithan i2.58 ito iensure ithe idata iis 

inormally idistributed. iPreviously, ithe idata itested ifor inormality ibefore ibeing iidentified 

iusing iMahalanobis iD-Squared iand ieliminated, ithe ivalue iof ithe imultivariate inormality 

itest iresulted iin ia ivalue iof i20.513 iso ithat ithe iidentification iprocess ithrough iMahalanobis 

iD-Squared ihad ian ieffect ion ithe ivalue iof ithe imultivariate inormality itest iafter 

ieliminating ia itotal iof i8 irespondent idata ithat ihad ia iMahalanobis iD-Squared ivalue iabove 

i87.97. 
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Table i4. Multivariate iNormality iValue iBefore iand iAfter iOutliers iData iwere 

iEliminated 

 Before ioutliers idata ieliminated After  ioutliers idata ieliminated 

Multivariate  iNormality 20.513 2.245 

 

Model iFit iTest 

Model iFit itest ito ievaluate ihow iwell ithe irespondent's idata ifits ithe ihypothesis imodel iand 

idescribes ihow iwell ithis imodel idescribes ithe idata. iSome iparameters ifor itesting iModel iFit iare 

iRMSEA iworth i<0.05 iindicating ivery igood ior i<0.08 iindicating iacceptable, iCFI iworth> i0.90 

iindicating igood, iand ichi-square iworth i<= i3 iindicating igood, The R-Square value ranges from 

0 to 1, minimum > 0.75.   iThe ifollowing iare ithe iresults iof ithe ianalysis iof ithe irespondent idata 

iincluding iin ithe iTable i4.4 iin ithis istudy 

a. RMSEA iis i0.047, iindicating ia ivery igood ifit iwith iminimal ierror iin ithe imodel ibecause iit 

imeets ithe irequirements ieven ibelow i0.05 

b. CFI iis i0.928, iindicating ithat ithe imodel ihas igood iperformance ion ithe iindependent imodel 

ibecause iit imeets ithe irequirements ifor ia ivalue> i0.90 

c. CMIN i(Chi-square) iis iworth i1.673, iindicating ia igood ifit imodel ibecause iit imeets ithe 

irequirements i<= i3 

d. The R-Square value is 0.80, The R² value of 0.80 indicates that the model used can explain 

80% of the variability in the dependent variable, which shows that this model has very good 

predictability. 

 Table i4.4.  iModel iFit iTest iResults 

Model iFit  iTest Value 

 i iRMSEA 0.047 

 i iCFI 0.928 

 i iCMIN 1.673 

 R-Square (R2)   0.80 

 

Path iCoefficient iTest 

The ipath icoefficient iis ia iparameter ithat iindicates ithe idirect ieffect iof ione ivariable ion 

ianother iin ia istructural imodel. iIn ithe icontext iof iCB-SEM, ithe ipath icoefficient imeasures ithe 

istrength iand idirection iof ithe icausal irelationship ibetween ithe ivariables iin ithe imodel. iIf itwo 

ivariables ihave ia igreater ior ilesser ivalue itogether, iit iis ipositive. iConversely, iif ione ivariable 

iincreases iwhile ithe iother idecreases, iit iis inegative. iIf ithere iis ino ilinear irelationship ibetween 

itwo ivariables, ithe ivalue iwill ibe iclose ito izero. iThe ipath icoefficient iis idirectional iand 

iasymmetric; ithat iis, iβXY iis idifferent ifrom iβYX, ibecause iit ishows ia idifferent idirection iof 

iinfluence ibetween ithe ivariables. iThe ifollowing ipath icoefficient iresults ialso ishow iindirect 

ieffects: 

 

Table i5.  iStandardized  iIndirect iEffects 

 UATC FC SI EE PE SF CI 

SF 0,000 0,000 0,000 0,000 0,000 0,000 0,000 

CI 0,000 0,000 0,002 0,037 0,002 0,000 0,000 
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From iTable i4.5 iabove, iit ican ibe iseen ithat ivariables ithat ihave ia ivalue iof i0.000 ihave ino 

irelationship iat iall, iwhile ifor iSI, iEE, iand iPE ivariables ishow ian iindirect irelationship ithrough 

iintervening ivariables. iSI, iEE, iand iPE ivariables iwill imediate iSF ifirst iand ithen iaffect iCI 

iindirectly. 

 

Table i6. iStandardized  iDirect  iEffects 

 UATC FC SI EE PE SF CI 

SF 0,000 0,000 0,303 0,181 0,326 0,000 0,000 

CI 0,155 0,155 0,164 0,172 0,138 0,318 0,000 

 

While iTable i4.6 iabove ishows ithe idirect ieffects ipath icoefficients, iwhere iit ican ibe iseen 

ithat iFC iand iUATC ihave ia ivalue iof i0.000 ion iSF iwhich iconfirms ithe iproposed iresearch 

iframework. iFor iSF iand iCI ivariables, ithey ihave ino irelationship iwith itheir iown ivariables i(CI 

i iCI, iSF i iSF) iand ithe irelationship iof iCI ito iSF ialso ihas ino irelationship iworth i0.000 i(CI 

i iSF). 

 

Regression iWeight iValidity iTest 

In ithe icontext iof iCovariance-Based iStructural iEquation iModeling i(CB-SEM), ithe iloading 

ifactor iis ioften iused ias ian iindicator ito iassess ithe ivalidity iof ia iconstruct ior ilatent ivariable 

iwithin ithe imeasurement imodel. iThe iloading ifactor, iderived ifrom ithe istandardized iregression 

iweight, iprovides iinformation ion ithe iextent ito iwhich ian iindicator ior imeasurement ivariable ican 

iexplain ithe ilatent ifactor iit irepresents. iThis irelationship iis icrucial ifor ievaluating ithe iconvergent 

ivalidity iof ithe iconstruct, ias ihigher iloading ifactors iindicate ithat ithe iindicators ieffectively 

icapture ithe iunderlying ilatent iconstruct. iThe itable ibelow ishowed istandardized iregression 

iweight ias ivalidity itest. 

 

Table i7. iStandardized  iRegression  iWeight  ias iValidity iTest 

 
Indicator 

 
Estimate 

SF <--- PE ,326 

SF <--- SI ,303 

SF <--- EE ,181 

CI <--- PE ,138 

CI <--- SI ,164 

CI <--- FC ,155 

CI <--- UATC ,155 

CI <--- SF ,318 

CI <--- EE ,172 

PE2 <--- PE ,670 

PE1 <--- PE ,842 

PE3 <--- PE ,815 

CI5 <--- CI ,840 

CI4 <--- CI ,814 

CI3 <--- CI ,765 

CI2 <--- CI ,806 

CI1 <--- CI ,726 

PE4 <--- PE ,736 

CI6 <--- CI ,768 

PE5 <--- PE ,760 

PE6 <--- PE ,830 
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Indicator 

 
Estimate 

PE7 <--- PE ,889 

PE8 <--- PE ,777 

EE2 <--- EE ,779 

EE1 <--- EE ,837 

EE3 <--- EE ,797 

EE4 <--- EE ,649 

EE5 <--- EE ,726 

EE6 <--- EE ,751 

EE7 <--- EE ,775 

EE8 <--- EE ,701 

SI1 <--- SI ,773 

SI2 <--- SI ,773 

SI3 <--- SI ,765 

SI4 <--- SI ,695 

SI5 <--- SI ,764 

SI6 <--- SI ,761 

FC2 <--- FC ,709 

FC1 <--- FC ,700 

FC3 <--- FC ,747 

FC4 <--- FC ,739 

FC5 <--- FC ,739 

FC6 <--- FC ,662 

FC7 <--- FC ,787 

FC8 <--- FC ,706 

UATC2 <--- UATC ,804 

UATC1 <--- UATC ,792 

UATC3 <--- UATC ,753 

UATC4 <--- UATC ,781 

UATC5 <--- UATC ,666 

UATC6 <--- UATC ,676 

UATC7 <--- UATC ,668 

UATC8 <--- UATC ,754 

SF5 <--- SF ,870 

SF4 <--- SF ,843 

SF3 <--- SF ,755 

SF2 <--- SF ,705 

SF1 <--- SF ,821 

SF6 <--- SF ,840 

SF7 <--- SF ,707 

 

Interpretations 

The iinterpretation ishowed ithe ip-values iwhich irequire ia iminimum iof i<0.05 iwhich iindicates 

istatistical isignificance. iThe ifollowing iis ia isummary iof ithe ianalysis iresults: 

a. Performance iExpectancy i(PE) iworth ip i= i0.000 isignificantly iaffects iSatisfaction 

b. Performance iExpectancy i(PE) iworth ip i= i0.018 isignificantly iincreases iContinuance 

iIntention 

c. Social iInfluence i(SI) ihas ia ivalue iof ip i= i0.000 iwhich istrongly isignificantly iaffects 

iSatisfaction 

d. Social iInfluence i(SI) iis iworth ip i= i0.022 istrongly isignificantly iincreases iContinuance 

iIntention 
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e. Effort iExpectancy i(EE) iworth ip i= i0.009 iis ialso isignificantly ipositive iaffecting 

iSatisfaction ion ia ismall iscale. 

f. Effort iExpectancy i(EE) iworth ip i= i0.001 isignificantly iincreases iContinuance iIntention 

g. Facilitating iConditions i(FC) iworth ip i= i0.003 isignificantly iaffects iContinuance iIntention 

h. Unfavorable iAttitude itoward iCash iPayment i(UATC) iworth ip i= i0.003 ihas ia ivery 

inegative iinfluence ion ithe iuse iof ibanknotes, ithus iincreasing iContinuance iIntention 

i. Satisfaction i(SF) iwith ia ivalue iof ip i= i0.001 isignificantly iincreases iContinuance iIntention 

 

Table i8. iP-values iInterpretations 

Indicator P 

SF i<--- iPE .000 

SF i<--- iSI .000 

SF i<--- iEE .009 

CI  i<--- iPE .018 

CI  i<--- iSI .022 

CI  i<--- iFC .003 

CI  i<--- iUATC .003 

CI  i<--- iSF .000 

CI  i<--- iEE ,001 

 

 

IV. CONCLUSIONS  IAND IRECOMMENDATIONS 

Conclusions 

From ithe ibackground ito ithe iresults iof ithe ianalysis, ithe ifollowing iare ithe 

iconclusions iof ithis istudy ion ithe ivariables itested: 

a. The iperformance iexpectancy ivariable ifrom ithe iUTAUT imodel ihas ia isignificant 

ieffect ion ithe icontinuance iintention ito iuse ithe iPT. XYZ iBank im-banking iapplication. 

b. The ieffort iexpectancy ivariable ifrom ithe iUTAUT imodel iinfluences ithe 

icontinuance iintention ito iuse ithe iPT. XYZ iBank im-banking iapplication. 

c. The isocial iinfluence ivariable ifrom ithe iUTAUT imodel iaffects ithe icontinuance 

iintention ito iuse ithe iPT. XYZ iBank im-banking iapplication. 

d. The ifacilitating iconditions ivariable ifrom ithe iUTAUT imodel ihas ian iimpact ion 

ithe icontinuance iintention ito iuse ithe iPT. XYZ iBank im-banking iapplication. 

The iUnfavorable iAttitude itoward iCash iPayment i(UATC) ivariable ifrom ithe iUTAUT 

imodel iplays ia irole iin ishaping ithe icontinuance iintention ito iuse ithe iPT. XYZ iBank im-

banking iapplication. 

 

Recommendations 

a. Academic iAspects: i 

 The Performance Expectancy variable yielded the most significant influence among all 

variables, yet its descriptive analysis results were suboptimal. Performance Expectancy is 

the foremost priority for evaluation due to its paramount significance and unfavorable 

assessment, necessitating improvements in application performance to mitigate payment 

failures, among other issues. 

 The Effort Expectancy variable demonstrated a significant influence but also exhibited 

suboptimal descriptive analysis results. Evaluating and enhancing the application's interface 

design and functionality are imperative to elevate user Effort Expectancy. 

 The Social Influence variable manifested a significant influence while concurrently 

displaying suboptimal descriptive analysis results. Social factors have yet to constitute a 
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robust impetus for respondents to utilize the application. PT. XYZ should contemplate 

strategies to augment social influence, such as testimonials, influencer campaigns, or 

engagement with user communities. 

 The Facilitating Conditions variable indicated a significant influence but presented 

suboptimal descriptive analysis results., suggesting that there remains scope for 

improvement in supporting facilities, such as technical infrastructure, organizational 

support, or more lucid information about the application, to enhance the overall user 

experience. 

 The Unfavorable Attitude toward the Cash Payment variable demonstrated a significant 

influence, yet with suboptimal descriptive analysis results, implies that factors such as 

inconvenience, lack of benefits, and hygiene concerns have not yet become potent drivers 

for respondents to eschew cash payments, indicating that there remains potential for 

individuals who favor cash transactions. 

 The Satisfaction variable exhibited a significant influence while displaying suboptimal 

descriptive analysis results, indicating that PT. XYZ needs to evaluate and enhance user 

satisfaction by considering the independent variables Performance Expectancy, Effort 

Expectancy, and Social Influence, given their significance to Satisfaction. 

 The Continuance Intention variable significantly influenced but presented suboptimal 

descriptive analysis results. Strategies are required to ensure that users continue to utilize 

the XYZ application, thereby increasing and sustaining Monthly Active User and Monthly 

Transacting User metrics. 

 The PE and SF variables are identified as possessing the highest significant influences, 

respectively, PT. XYZ can optimize these variables to retain Monthly Active Users and 

Transacting Users. 

 

b. Practical iAspects: i 

 The corrective actions are an evaluation strategy for PT. XYZ will retain monthly active 

users and monthly transacting users of the XYZ m-banking application, thereby increasing 

the potential for higher paylater submissions from users, impacting PT. XYZ's increased 

profitability. 

 Endeavor to win the hearts of PT. XYZ m-banking application users by offering flexible 

integration with ecosystems outside of PT. XYZ's ecosystem as desired by the market and 

meeting customer needs. 
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