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ABSTRAK

Tujuan penelitian ini untuk mengetahui pengaruh penggunaan mobile banking dan
internet banking terhadap kepuasan nasabah dimasa covid pada bank BCA.
Metode pengumpulan data dengan cara menyebar kuesioner kepada 100 nasabah
bank BCA yang telah melakukan transaksi/penggunaan aplikasi dalam 2 bulan
terakhir. Penelitian ini termasuk dalam kategori penelitian kuantitatif. Dalam
penelitian ini menggunakan pendekatan assosiatif. Uji coba instrumen
menggunakan uji validitas dan uji realibilitas. Uji prasyarat analisis meliputi uji
normalitas, uji heteroskedastisitas, uji multikolinieritas. Teknik analisis data
menggunakan uji regresi linier berganda. Berdasarkan hasil penelitian diketahui
bahwa variabel mobile banking memiliki pengaruh terhadap kepuasan nasabah
dibuktikan dari uji F dengan nilai F hitung sebesar 12.832. secara parsial variabel
mobile banking memiliki pengaruh signifikan terhadap kepuasan nasabah karena
T hitung > T tabel yaitu 3.102 > 1985, sedangkan blu by BCA digital memiliki
pengaruh secara signifikan terhadap kepuasan nasabah dimana T hitung > T tabel
yaitu 4.859 >1.985. Berdasarkan hasil regresi linear berganda yang telah
dilakukan pada penelitian ini, didapat persamaan regresi linear sebagai berikut Y
= 20.896 + 0,133 X1 + 0,294 X2. Hal ini menunjukan bahwa variabel mobile
banking dan internet banking memiliki pengaruh positif dan signifikan terhadap
kepuasan nasabah.

Kata Kunci: Mobile Banking, Internet Banking, Kepuasan Nasabah



ABSTRAC

The purpose of this study was to determine the effect of using mobile banking and
internet banking on customer satisfaction during the covid period at BCA banks.
The data collection method is by distributing questionnaires to 100 BCA bank
customers who have made transactions/used the application in the last 2 months.
This research is included in the category of quantitative research. In this study
using an associative approach. The instrument trial used validity and reliability
tests. The analysis prerequisite test includes normality test, heteroscedasticity test,
autocorrelation test and multicollinearity test. The data analysis technique used
multiple linear regression test. Based on the results of the study, it is known that
the mobile banking variable has an influence on customer satisfaction as
evidenced by the F test with a calculated F value of 12.832. partially mobile
banking variables have significant effect on customer satisfaction because T count
> T table is 3.102 > 1985, while blu by BCA digital has a significant influence on
customer satisfaction where T count > T table that is 4.859 >1.985. Based on the
results of multiple linear regression that has been carried out in this study, the
following linear regression equation is obtained Y = 20,896 + 0.133 X1 + 0.294
X2. This shows that the mobile banking and internet banking variables have a
positive and significant influence on customer satisfaction.

Keywords: Mobile Banking, Internet Banking, Customer Satisfaction
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