THE EFFECT OF PERCEIVED USEFULNESS, PERCEIVED
EASE OF USE IN DIGITAL BANKING SERVICES TOWARD
CUSTOMER LOYALTY WITH USER’S TRUST AS MEDIATOR

THESIS

[ERSITAS

BAKRIE

Sri Mulyaningsih
2201082003

PROGRAM STUDY
MAGISTER MANAJEMEN
UNIVERSITAS BAKRIE
JAKARTA
2022



Universitas Bakrie

THE EFFECT OF PERCEIVED USEFULNESS, PERCEIVED
EASE OF USE IN DIGITAL BANKING SERVICES TOWARD
CUSTOMER LOYALTY WITH USER’S TRUST AS MEDIATOR

THESIS

Submitted as one of the requirements to obtain a Master of Management Degree

[ERSITAS

BAKRIE

Sri Mulyaningsih
2201082003

PROGRAM STUDY
MAGISTER MANAJEMEN
UNIVERSITAS BAKRIE
JAKARTA
2022



Universitas Bakrie

ORIGINAL STATEMENT

I have confirmed that this thesis is my own work.

I have correctly cited and referenced all sources that [ have used

Nama : Sri Mulyaningsih
NIM : 2201082003
Signature

Date : 13 August 2022



Universitas Bakrie

APPROVAL PAGE

This thesis was submitted by :

Name : Sri Mulyaningsih

NIM : 2201082003

Study Program : Magister Manajemen

Thesis Title : The Effect of Perceived Usefulness, Perceived Ease of

Use in Digital Banking Services Toward Customer
Loyalty with User’s Trust as Mediator
Has been successfully defended in front of the Board of Examiners, and has been
accepted as a constituent of the requirements needed to get a Master's degree in

Management through the Master of Management Study Program at Bakrie University.

Board of Examiners

Advisor 1 ( ﬂ W )

Jerry Heikal, S.T.,.M.M., Dr.

( M )

Gunardi Endro, Ir., M.B.A.,M.Hum.,M.Soc.Sci.,Ph.D.

Examiner 1

Examiner 2

Date of decision: 13 August 2022

Place : Jakarta, Indonesia



Universitas Bakrie

ACKNOWLEDGEMENTS

Praise and gratitude to Allah SWT blessing so that [ was able to complete my thesis.
This thesis is submitted as one of the requirements to fulfill my Master Degree in

Magister Manajemen Universitas Bakrie Jakarta.

Words cannot express my gratitude to my advisor professor Jerry Haekal for his
guidance and feedback during my thesis assignment. I also could not have undertaken
this journey without the Board of examiners committee, who generously provided
feedback, knowledge, and expertise. Additionally, this endeavor would not have been
possible without the generous support from my family, especially my husband, my,

son and my daughter who keep me motivated all the way.

I am also grateful to my classmates of Batch 2 MM-MBA Bakrie-CQU for their
support. Thanks, should also go to the MM Bakrie education counselor, librarians, and

program study assistants who impacted and support us.

Jakarta, 13 Aug 2022

Sri Mulyaningsih



Universitas Bakrie

PUBLICATION APPROVAL

As a member of Bakrie University academic community, hereby I undersigned:

Name : Sri Mulyaningsih
NIM 2201082003

Study Program : Magister Manajemen
Thesis : Business Research

In the interest of promoting scientific knowledge, I agree to give to the University of
Bakrie the non-exclusive royalty-free right to use my academic thesis title in any

works:

The Effect of Perceived Usefulness, Perceived Ease of Use in Digital Banking

Services Toward Customer Loyalty with User’s Trust as Mediator

in addition, with existing app/software (if any/if needed). With the Non-Exclusive
Royalty-Free Rights, Bakrie University has the right to store, transfer/format, manage
in the form of a database, maintain, and publish my thesis as long as it includes my
name as the author/creator and owner of the copyright for academic purposes.

I made this statement in a good faith
Place: Jakarta

Date: 13 Aug 2022
Undersigned

0l

Sri Mulyaningsih



Universitas Bakrie

THE EFFECT OF PERCEIVED USEFULNESS, PERCEIVED
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LOYALTY WITH USER’S TRUST AS MEDIATOR

Sri Mulyaningsih

ABSTRACT

In today's market, where every bank is striving to digitalize traditional banking
products and services through digital channels, it is critical to understand what factors
drive customer loyalty in digital banking. This paper aims to examine any elements
that contribute to customer lotalty in Digital Banks. The data was collected through
questionnaire from 250 existing customers of Digital Bank in Jakarta & greater
Jakarta, Indonesia. The process of analyzing data was using Structural Equation
Modeling (SEM) through Partial Least Squares (PLS). The result showed that
perceived usefulness, perceived ease of use and customer trust have a positive effect
on customer loyalty in the digital banking. While perceived ease of use affects

customer’s trust, perceived usefulness has no effect on the trust.

Keywords: Digital Banking, Perceived Usefulness, Perceived Ease of Use, Trust,
Customer Loyalty.
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