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Integrasi Technology Acceptance dan Digital Service Quality 
Dalam Memprediksi Behavioral Intention Melalui Customer 

Satisfaction pada Nasabah Bank Jago 
Ghufron Alhakim 

 
ABSTRAK 

 
Penelitian ini bertujuan untuk menganalisis pengaruh Technology Acceptance 
Model dan E-Service Quality terhadap Behavioral Intention dengan Customer 
Satisfaction sebagai variabel mediasi pada nasabah Bank Jago. Model penelitian 
dikembangkan untuk menjelaskan bagaimana penerimaan teknologi dan kualitas 
layanan digital membentuk kepuasan serta niat nasabah untuk terus menggunakan 
dan merekomendasikan layanan perbankan digital. 
Penelitian ini menggunakan pendekatan kuantitatif dengan metode Partial Least 
Squares Structural Equation Modeling. Data diperoleh melalui penyebaran 
kuesioner kepada nasabah aktif Bank Jago yang dipilih menggunakan 
teknik purposive sampling. Analisis data dilakukan melalui evaluasi model 
pengukuran, model struktural, dan pengujian hipotesis menggunakan 
prosedur bootstrapping. 
Hasil penelitian menunjukkan bahwa Technology Acceptance Model dan E-Service 
Quality berpengaruh positif dan signifikan terhadap Customer Satisfaction. 
Namun, kedua variabel tersebut tidak berpengaruh secara langsung dan signifikan 
terhadap Behavioral Intention. Sebaliknya, Customer Satisfaction berpengaruh 
positif dan signifikan terhadap Behavioral Intention. Hasil pengujian mediasi 
menunjukkan bahwa Customer Satisfaction memediasi secara penuh 
pengaruh Technology Acceptance Model dan E-Service Quality terhadap 
Behavioral Intention. 
Temuan ini menunjukkan bahwa kemudahan penggunaan, manfaat teknologi, dan 
kualitas layanan digital belum secara langsung membentuk niat penggunaan 
berkelanjutan. Faktor-faktor tersebut perlu terlebih dahulu menghasilkan 
pengalaman yang memuaskan bagi nasabah. Implikasi penelitian menekankan 
pentingnya menempatkan kepuasan sebagai penghubung antara kualitas 
pengalaman digital, retensi nasabah, dan rekomendasi positif yang dapat 
mendukung pertumbuhan basis nasabah Bank Jago. 
 
Kata kunci: Technology Acceptance Model, E-Service Quality, Customer 
Satisfaction, Behavioral Intention, Perbankan Digital, Bank Jago. 
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Integration of Technology Acceptance and Digital Service Quality in 
Predicting Behavioral Intention through Customer Satisfaction 

among Bank Jago Customers 
Ghufron Alhakim 

 
ABSTRACT 

 
This study aims to analyze the effects of the Technology Acceptance Model and E-
Service Quality on Behavioral Intention, with Customer Satisfaction serving as a 
mediating variable among Bank Jago customers. Research model was developed to 
explain how technology acceptance and digital service quality shape customer 
satisfaction and customers’ intentions to continue using and recommending digital 
banking services. 
This study employed a quantitative approach using Partial Least Squares 
Structural Equation Modeling. Data were collected through questionnaires 
distributed to active Bank Jago customers selected using purposive sampling. Data 
analysis was conducted through measurement model evaluation, structural model 
evaluation, and hypothesis testing using the bootstrapping procedure. 
Results indicate that the Technology Acceptance Model and E-Service 
Quality have positive and significant effects on Customer Satisfaction. However, 
neither variable has a direct and significant effect on Behavioral Intention. In 
contrast, Customer Satisfaction has a positive and significant effect on Behavioral 
Intention. Mediation analysis further demonstrates that Customer Satisfaction fully 
mediates the effects of the Technology Acceptance Model and E-Service 
Quality on Behavioral Intention. 
These findings indicate that ease of use, perceived technological benefits, and 
digital service quality do not directly generate continued usage intentions. Instead, 
these factors must first create a satisfying customer experience. Managerial 
implications emphasize the importance of positioning customer satisfaction as a 
link between digital customer experience, customer retention, and positive 
recommendations that may support the growth of Bank Jago’s customer base. 
 
Keywords: Technology Acceptance Model, E-Service Quality, Customer 
Satisfaction, Behavioral Intention, Digital Banking, Bank Jago. 
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