International Journal of Science, Technology & Management ISSN: 2722 - 4015

The Influence Of Perception Of Benefits, Easy Of Use, Use,
Trust, And Availability Of Features On Satisfaction Of
Use Of Bca Mobile Banking Services (Sejabodetabek)

Lukmanul Hakim!*, Euphrasia Susy Suhendra?

12 Program Magister Perbankan
Pasca Sarjana Universitas Gunadarma, Indonesia
J1. Margonda Raya No. 100, Depok 16424, Jawa Barat.
“Corresponding Author:
Email: lukmanulhakim033@gmail.com

Abstract.

The purpose of this study was to determine the effect of perceived usefulness, user
convenience, usability, trustworthiness and feature availability on user satisfaction.
The research sample consisted of 200 consumer respondents using the BCA
mbanking service. Collecting data using an online questionnaire and analyzed using
the AMOS program. The results show that perceived usefulness has no effect on user
satisfaction, ease of use has an effect on user satisfaction, perceived usefulness has
an effect on user satisfaction, trust has no effect on user satisfaction, and perceived
availability of firue has an effect on user satisfactionpreferences from each
macroinvertebrate species towards environmental conditions.

Keywords: Perceived usefulness, ease of use, usability, trustworthiness, Feature
Availability.

L. INTRODUCTION

In this modern life, information technology with high mobility cannot be
separated from all aspects of human life. Banking is one sector that cannot be separated
from the use of the internet. Mandiri services currently also provide mobile facilities or
often called Mobile banking. Now customers want services that are practical and
simple. So we need a system that responds to customer desires that will meet the needs
of banking services effectively and efficiently. Now, the bank continues to improve
mobile banking services from various factors to maximize user satisfaction in using
mobile banking services. Using mobile banking can also result in the wrong number
being sent (Human Error) which results in losses, in addition to using mobile banking
requires a cellular signal and you can imagine what would happen if the situation
required us to be in a remote place with minimal cellular signal. Many customers still
think that mobile banking services still have significant risks that cause anxiety and
doubt.

Some customers think that using mobile banking services will only add to the
complexity and not provide significant additional benefits for them. Meanwhile,
customers who think in terms of the progress of future transactions and emphasize
effectiveness in their work will tend to think that mobile banking will add convenience
in increasing the effectiveness of their work and feel there are additional benefits from
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using mobile banking services. Customers who have a negative perception of the
existence of mobile banking services will also assume that the service is very risky
because of their concerns about mobile banking services which basically prioritize
virtual transactions. This can happen because some customers do not yet have a sense
of trust in the system or the security and confidentiality guarantees provided by banks
for their mobile banking services. While some customers who have a sense of trust in
the bank that launched the mobile banking service will not worry about using the
services it provides, so they think that there will be less risk that will be caused by the
service. However, if most customers are more likely to have a negative perception of
mobile banking services, then few will use these mobile banking services. This can
also cause investors to be reluctant to invest their capital in the development of mobile
banking services, so that the use of new information technology will be in vain..

The purpose of this study is to determine perceived usefulness, perceived ease of
use, perceived trustworthiness, perceived feature availability, and perceived benefits on
user satisfaction. The research is expected to provide benefits for banking companies,
especially BCA bank to be able to develop new innovations from the mobile banking
system in the future that is convenient, safe, and has attractive features, so that BCA
bank customers can continue to receive and always use the mobile electronic service
facility. bankingThe purpose of this study is to determine perceived usefulness,
perceived ease of use, perceived trustworthiness, perceived feature availability, and
perceived benefits on user satisfaction. The research is expected to provide benefits for
banking companies, especially BCA bank to be able to develop new innovations from
the mobile banking system in the future that is convenient, safe, and has attractive
features, so that BCA bank customers can continue to receive and always use the
mobile electronic service facility. banking.

II. METHODS
The object of research in this study are users of BCA mobile banking services.
The population in this study were users of BCA mobile banking services in
Sejabodetabek. The sample was determined using purposive sampling method. The
criteria set out in the research are (1) BCA Bank customers; (2) Using BCA Mobile
Banking services; (3) Aged 20 years and over; (4) Active in using banking services (at
least once a month).Based on the criteria that have been determined, to make it easier
to conduct research, a number of 200 respondents are set to be used as samples. This is
of course in accordance with the size of the sample in SEM with an estimation model
using a minimum Maximum Likelihood (ML) which is 200 samples required.
Operational Variables: Independent Variables (X): The independent variables
used in this study are perceived benefits, ease of use, usability, trustworthiness and
feature availability. Dependent variable (Y): the dependent variable is the variable that
is affected from the involvement of the independent variable used in the study is said to
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be the dependent variable because the dependent variable is influenced by the
independent variable. The dependent variable in this study is Customer Satisfaction.

I11. RESULT AND DISCUSSION

Structural Equation Model Analysis (SEM)

Structural equation modeling analysis was conducted to determine the
structural relationship between the variables being studied. The structural relationship
between variables was tested for conformity with the goodness-of-fit index. From the
analysis results show that the overall model testing is good.

Table 2. Test Results Goodness of Fit
Goodness of index Cut-off Value Hasil Model Keterangan

Chi-square < 146,567 127,911 Very Good Fit
Probability > 0,05 0,294 Adequate Fit
RMSEA <0,08 0,018 Fit

GFI >0,90 0,934 Good
AGFI >0,90 0,906 Good
CMIN/DF <2,00 1,066 Very Good Fit
TLI >0,95 0,980 Good
CFI >0,90 0,985 Very Good Fit

Goodness of fit (GOF) results The chi square value obtained is 127.576 with a p-value
smaller than 0.05, which is 146.567. So it can be said that the structural model is very
good or very good fit. The recommended CMIN/DF value to accept the suitability of a
model is a CMIN/DF value that is less than or equal to 2.00. And the results obtained
are 1.066 indicating that the structural model is very good or Very Good Fit. GFI
(Goodness of Fit Index) with the recommended level of acceptance of GFI> 0.900, and
the model results show the number 0.934, it can be concluded that the model has a
good level of conformity or Good.

AGFI is an index development from GFI, which is an index that has been
adjusted to the available degree of freedom ratio to test whether the model is accepted
or not. With the recommended acceptance rate is > 0.900, and the model has an AGFI
result of 0.906, it can be said to have a good level of conformity or Good. Tucker-
Lewis Index adalah sebuah alternative Increnmental fit Index yang membandingkan
sebuah model yang di uji terhadap sebuah baseline model. The recommended level
value as a good level of conformity is > 0.950, and the model has a TLI result of 0.980,
the level of conformity is good or good. CFI is an incremental suitability index that
also compares the tested model with the null model. A good index indicating that the
model tested has a good fit is if the CFI > 0.900, and the model has a CFI result of
0.985, the level of conformity is very good or Very Good Fit. RMSEA value smaller
than 0.08 is an index that is to accept the model that shows a close fit of the model
based on the degree of freedom. The RMSEA value shows a good suitability value
because it is below 0.08, which is 0.018.
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Uji Hipotesis
Hypothesis testing was conducted to determine whether or not the independent
variable had an effect on the dependent variable. The hypothesis is accepted if the prob
value (P) <0.05. The results of hypothesis testing can be seen in the table below:
Tabel 2. Regression Weights
Estimate S.E. C.R. P Label

Satisfaction_Customer  <--- PM X1 -320 3.077 -.104 917 par 13

S:tisfaction_Customer <--- PP X2 934 168 5.339 *** par 14

S:tisfaction_Customer <--- PK X3 615 360 2.882 .004 par 15

S:l{tisfaction_Customer <---  PerKep X4 -.884 1.682 -525 .599 par 16

S:l{tisfaction_Customer <--- PKF X5 1.636 389 4.634 *** par 17
Y

¢ Perception of Benefits Affects the Satisfaction of Using BCA Mobile

Banking in Jabodetabek.

Based on the data from the research, it is known that the CR (Critical Ratio)
value for the effect of perceived benefits on mobile banking user satisfaction as seen is
-0.104 with a value (Probability) of 0.917. These two values show results that do not
meet the requirements, namely -0.104 < 1.967 for the CR (Critical Ratio) and 0.917 >
0.05 for the P value (Probability). Thus, it can be concluded that H1 in this study is not
accepted, which states that there is no influence between the perceived benefits
variable on the satisfaction of using Mobile Banking..

Perception of ease of use affects the satisfaction of using BCA Mobile

Banking services in Jabodetabek.

Based on the data from the research, it is known that the CR (Critical Ratio)
value for the effect of perceived benefits on interest in using mobile banking as seen is
5.339 with a value (Probability) of 0.000. These two values show results that meet the
requirements, namely 5.339 > 1.967 for the CR (Critical Ratio) and 0.000 < 0.005 for
the P value (Probability). So, it can be concluded that H2 in this study is acceptable,
which states that there is an influence between the perceived benefits variable on the
Satisfaction of Using Mobile Banking Services.).

Perception of Usefulness Affects the Satisfaction of Using BCA Mobile

Banking Services in Jabodetabek.

Based on the data from the research, it is known that the CR (Critical Ratio)
value for the effect of risk perception on interest in using mobile banking as seen is
2.882 with a value (Probability) of 0.004. These two values show results that meet the
requirements, namely 2.882 > 1.967 for the CR (Critical Ratio) and 0.004 < 0.005 for
the P value (Probability). Thus, it can be concluded that H3 in this study is acceptable,
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which states that there is an influence between the perceived usefulness variable on the
satisfaction of using mobile banking services.

Trust affects the satisfaction of using BCA Mobile Banking services in

Jabodetabek.

Based on the data from the research, it is known that the CR (Critical Ratio)
value for the effect of trust on interest in using mobile banking as seen is -0.525 with a
value (Probability) of 0.599. These two values show results that do not meet the
requirements, namely -0.525 < 1.967 for the CR (Critical Ratio) and 0.599 > 0.005 for
the P value (Probability). Thus, it can be concluded that H4 in this study is not
accepted, which states that there is no influence between trust and satisfaction with the
use of mobile banking services.

Availability of features affects the Satisfaction of Using BCA Mobile

Banking Services in Jabodetabek.

Based on the data from the research, it is known that the CR (Critical Ratio)
value for the effect of risk perception on interest in using mobile banking as seen is
4.634 with a value (Probability) of 0.000. These two values show results that meet the
requirements, namely 4.634 > 1.967 for the CR (Critical Ratio) and 0.000 < 0.005 for
the P value (Probability). Thus, it can be concluded that HS in this study is acceptable,
which states that there is an influence between the perceived availability of features on
the Satisfaction of Use of Mobile Banking Services.
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