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Abstrak 

Terkait perkembangan teknologi komunikasi dan informasi di industri 

perbankan, tampaknya lebih maju dibandingkan dengan industri lain. Contohnya, 

hadirnya Perbankan Elektronik (E-Banking) atau Internet Banking, yang 

merupakan salah satu tools/platform e-banking. Selain itu, ada juga M-Banking dan 

lainnya. Internet Banking dapat digunakan untuk bertransaksi, melakukan 

pembayaran dan transaksi lainnya dengan menggunakan website atau aplikasi yang 

telah dikembangkan oleh bank tanpa perlu pergi teller atau Customer Service yang 

ada di kantor cabang. Namun dengan berkembangnya teknologi bukan berarti tidak 

membutuhkan Human Touch, karena sentuhan manusia ini masih dianggap sangat 

penting, dan diyakini pula dengan adanya muncul model hybrid yang sifatnya 

digital tapi tetap akan menggunakan Human Touch dalam operasional usaha atau 

perusahaan. 

Penelitian ini dilakukan untuk mengetahui apakah faktor dari Internet 

Banking Service dan Client Service Support  memengaruhi Customer Experience 

pada Bank ABC. Penelitian ini menggunakan metode penelitian campuran atau 

disebut Mixed Method dengan pendekatan eksplanatoris sekuensial. Metode ini 

menggabungkan antara hasil olah data kuantitatif dengan hasil olah data kualitatif 

untuk memperkuat hasil olah data kuantitatif. Responden utama yang digunakan 

dalam penelitian ini adalah para nasabah pengguna Corporate Internet Banking dan 

layanan Client Service yang ada di Bank ABC dengan jumlah 100 responden yang 

menggunakan metode penyebaran kuesioner, serta responden pendukung yaitu 3 

responden dari nasabah dan 3 responden dari supervisor Bank ABC dengan metode 

wawancara. 

Hasil Uji Parsial atau Uji T yang telah peneliti lakukan menunjukkan bahwa 

variabel Internet Banking Service dan Client Service Support memiliki pengaruh 

yang siginifikan secara individu atau parsial terhadap variabel Customer 

Experience Bank ABC. Melalui hasil Uji Simultan atau Uji F menunjukkan bahwa 

variabel Internet Banking Service dan Client Service Support memiliki pengaruh 

yang siginifikan secara bersamaan atau simultan terhadap variabel Customer 

Experience Bank ABC. Hal ini diperkuat dengan adanya hasil Uji Regresi Linear 

Berganda, yang menunjukkan bahwa R Square sebesar 45,6%. Yang artinya 45,6% 

variabel Customer Experience dapat dijelaskan oleh kedua variabel independen 

yang digunankan yaitu variabel Internet Banking Service dan Client Service 

Support. Sedangkan, sisanya dijelaskan oleh faktor atau variabel lain yang tidak 

disebutkan atau tidak disertakan dalam penelitian ini. 

Data kuantitatif di atas diperkuat dengan adanya hasil wawancara yang 

dilakukan kepada 3 responden dari nasabah dan 3 responden dari supervisor Bank 

ABC. Yang menyatakan bahwa variabel Internet Banking Service dan Client 

Service Support berpengaruh terhadap variabel Customer Experience, baik secara 
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secara individu (parsial) maupun secara bersamaan (simultan). Dengan demikian 

data kualitatif ini telah memperkuat hasil data kuantitatif. 

Kata kunci : Internet Banking, Client Service, dan Customer Experience 
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Abstract  

Regarding the development of communication and information technology 

in the banking industry, it appears to be more advanced compared to other 

industries. For example, the presence of Electronic Banking (E-Banking) or 

Internet Banking, which is one of the tools/platforms of e-banking. In addition, there 

is also Mobile Banking (M-Banking) and others. Internet Banking can be used for 

transactions, payments, and other transactions using a website or application 

developed by the bank without the need to visit a teller or Customer Service at a 

branch office. However, with the advancement of technology, it does not mean that 

it does not require a Human Touch because human interaction is still considered 

very important. It is also believed that a hybrid model will emerge, which is digital 

in nature but will still involve Human Touch in business operations or companies. 

This research was conducted to determine whether factors from Internet 

Banking Service and Client Service Support influence Customer Experience at 

Bank ABC. This research used a mixed method or a Mixed Method research with a 

sequential explanatory approach. This method combines the results of quantitative 

data analysis that was conducted first with the results of qualitative data analysis 

to strengthen the quantitative data results. The main respondents used in this study 

were customers who use Corporate Internet Banking and the Client Service at Bank 

ABC, with a total of 100 respondents who were surveyed using a questionnaire, and 

supporting respondents were customers and supervisors from Bank ABC, who were 

interviewed. 

The Partial or T-Test results conducted by the researcher showed that the 

variables of Internet Banking Service and Client Service Support have a significant 

influence individually or partially on the variable of Customer Experience at Bank 

ABC. The results of the Simultaneous or F-Test showed that the variables of 

Internet Banking Service and Client Service Support have a significant influence 

together or simultaneously on the variable of Customer Experience at Bank ABC. 

This is further supported by the results of Multiple Linear Regression, which 

showed an R Square of 45.6%. This means that 45.6% of the Customer Experience 

variable can be explained by the two independent variables used, namely Internet 

Banking Service and Client Service Support. The remaining percentage is explained 

by other factors or variables that were not mentioned or included in this study. 

The quantitative data above is reinforced by the interview results obtained 

from customers and supervisors from Bank ABC, who stated that the variables of 

Internet Banking Service and Client Service Support have an impact on the 

Customer Experience variable, both individually (partially) and together 

(simultaneously). Thus, this qualitative data has strengthened the quantitative data 

results.  
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