DAFTAR ISI

PERNYATAAN KEASLIAN KARYA TUGAS AKHIR.......ccocviiiicirieen i
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR .......cccccovivennnn, i
PERSETUJUAN TIM PENGUJI TUGAS AKHIR........ccovoiiiiieee e iii
ABSTRAK .. .. .. ... s e ... iv
ABSTRACT j TR i o R cardti. 0. U0, OO ........................0. v
KATA PENGANTAR. ..ottt e st stesnesneanaeneens Vi
BAB | PENDAHULUAN ..ottt 1
1 LAt CISKERERE ..................... SR A 1
1.2 Rumusan Masalah Penelitian ...........cccoveiiieiiieiiiiiseeee e 6
153" % Bujuan PEREIURARN. .................. (s NEes . ......... Bl 7
1.4~ Kontribust PEnelitian...........ccc..coomin dernrsneseennesenenniessisessesssesensessessens 8
1.4.1  KoNtribuSi: TEOTILIS ........c.o.iieirerieesiiesiesieesieseresseeseesiessessessssssesssesssesses 8
1.4.2 Kontribusi Manajerial .............cccoooeiieiiiie e 8

1.5 rSistematika Penelitian ... /. <. F P .. ..... .. ... 0 ihe e saidb s naaatis e reeee s 9
BAB | NEINJAUANPUS EAKA e S0 T T, .- Vo e sz ennamassaslieeecessessesses 11
2.1 KofSEPRKOFSHK....... ormm.  crmmmrrees ot A et A - e eeeeene e 11
P R B IR [1F | 1 ] T e e 7O SO 11
2.1.2  USEr INTEITACE .. .o 13
2.1.3  CUSLOMEr EXPEIIENCE ....ecvveveeieceecieeie st se et ste e ee e nraenae s 14
2.1.4 Behavior INtention t0 USE ........cooveiieiiiiiiiee e 16
2.1.5 Brand IMage.......ccceeveriiiieiieie et see ettt 17

2.2 Pengembangan Variabel ... 20
2.2.1 Hubungan User Interface dengan Behavior Intention To Use........... 20
2.2.2 Hubungan Digital Literacy dengan Behavior Intention to Use.......... 20

2.2.3 Hubungan Customer Experience dengan Behavior Intention To Use21

viii



2.2.4 Hubungan Behavior Intention To Use dengan Brand Image............ 22

2.2.5 Hubungan User Interface dengan Brand Image ........ccccocevvvervninne. 23
2.2.6 Hubungan Customer Experience dengan Brand Image................... 23
2.3 Model Konseptual PENETIAN ..........covviveiiriiiiieiicieeeeese e 24
BAB 111l METODELOGI PENELITIAN. ..ottt 26
3.1 Objek Penelitian ........cccoiiiiiiiiiiiiiieeee e 26
3.2  UnjtiEagalisisens 00 . o000 . BV S RSN . . ....................... 27
3.3  JetisiRenelitian. ... ™.................cco.o i A B 27
3.4  Operasionalisasi Variabel Penelitian ..............ccccocoiiiiiiiiiiiiccccecees 27
3.5  Populasi dan SAmMPEl ..........cocooiiiiiiiiii 30
3.5.1 Metode Penarikan Sampel .........ccccooveiiiiiiieiiccee e 31
3.5.2 Menentukan Ukuran Sampel...........cccooviiiiiiiiiinineic e 31
3.6  Metode Pengumpulan Data..........cceoeeieieeiieiie e see e 32
3.6018 Skala PEqEUENFaY:............ o, [ S . ............. RS0 33
B Metode ANAlISIS DALA.........coerieiiiiiiiiiie e 44
3.7.1 Uji Reliabilitas .........ccooveiiiiiiiiiie e 44
Q2 Ul i ditas e 2o P St PP L el ... 45
3.7.3 Partial Least Squares Structural Equation Modelling ...................... 46
BAB IV HASIL DAN PEMBAHASAN PENELITIAN.......ccccoivininenenieniee 47
4.1 Profil Demografi RESPONEN .........coeviiiiiiiiiicie e 47
4.1.1 Profil Responden Berdasarkan Jenis Kelamin...........ccccoovvviieinenne. 47
4.1.2 Profil Responden Berdasarkan UsSIa ..........ccoceveiieneniniienesiie e 48
4.1.3 Profil Responden Berdasarkan Pendidikan...........c.ccccocviveveiinnnnnnn. 48
4.1.4 Profil Responden Berdasarkan Pekerjaan...........cccccccevvvviiiviciiieenen. 49
4.2 Profil Perilaku RESPONAEN ........ociiiiiiiiiiiiieec s 50
4.3  Analisis Deskriptif Variabel Penelitian...........c.cccccoevvivieiiciiccieci, 51
4.3.1 Analisis Deskriptif Variabel Digital Literacy..........ccccocevenerinennnn. 52



4.3.2 Analisis Deskriptif Variabel User Interface .........c.ccccooceviveieninnnnnn. 53
4.3.3 Analisis Deskriptif Variabel Customer Experience...........c.cc.ccoceuee. 54
4.3.4  Analisis Deskriptif VVariabel Behavior Intention to Use..................... 54
4.3.5 Analisis Deskriptif Variabel Brand Image...........ccccoovvirencncinnnnn 55

4.4  ANalisis INFErensial ..........ccooieiiiiiiieii e 56
O R @ T (=) |V oo T SRR 56
4.4.2 INNEEr MOUEL.......ooiiiiiieiee e e 61
4.4.3 Importance-Performances Map Analysis..........ccocovrieienenenenennnn 71
4.4.4 Pembahasan Model Keseluruhan...........ccccocoiiiiiiiinncncnc e 74
BAB VPENESHEREES. .......................c....c..c..... AN ... 77
5.1 KeSIHpulaneimii. . ....................... . (e ORI tey ... B ..o 77
9.2 Implikasi Manajerial ... 79
5.3  Keterbatasan dan Saran Penelitian Berikutnya ...........ccccccoevveviiieieennnns 81
DAFTAR PUSTAKA .. oottt sttt a e ae st b snenneans 83
LAMPIRAIN............. i e ... S — ... Ry 89



DAFTAR GAMBAR
Gambarl.l Mobile internet penetration di  Indonesia  2017-2026

Gambarl.2 Keiinginan masyarakat Indonesia untuk menggunakan digital

DANKING ... ...t e e e e e e e e e e e e e e e
Gambar 1.3 Jumlah pengunduh aplikasi mobile banking di Indonesia................ 5
Gambar 2.1 Model Penelitian...........c.oviiiii e 25
Gambar 4.1 Hasil outer model penelitian...................cccooviiiiiiiiiiien, 57
Gambar 4.2 Hasil inner model penelitian.................cooeiiiiiiiiiiiiiiiiines 62
Gambar 4.3 Hasil IPMA terhadap Behavior Intention to Use.................c.ccc.... 11
Gambar 4.4 Hasil IPMA terhadap Brand Image................coooviiiiiiiniinnennns 72
Gambar 4.5 Hasil model keseluruhan..................ocoiiiiiiiiiii e 74

Xi



DAFTAR TABEL

Tabel 3.1 — Definisi Operasional Variabel Penelitian.................................. 28
Tabel 3.2 — Item Skala Pengukuran Variabel Digital Literasi...........................34
Tabel 3.3 — Item Skala Pengukuran Variabel User Interface............................36
Tabel 3.4 — Item Skala Pengukuran Variabel Customer Experience................. 38
Tabel 3.5 — Item Skala Pengukuran Variabel Behavioral Intention to Use........... 41
Tabel 3.6 — Item Skala Pengukuran Variabel Brand Image............................ 42
Tabel 4.1 Karakteristik Penelitian Berdasarkan Jenis Kelamin........................ 48
Tabel 4.2 Karakteristik Penelitian Berdasarkan Usia.......................c.oeeensl . 48
Tabel 4.3 Karakteristik Penelitian Berdasarkan Pendidikan........................... 49
Tabel 4.4 Karakteristik Penelitian Berdasarkan Pekerjaan............................. 49
Tabel 4.5 Durasi penggunaan perangkat digital dan akses internet per hari........ 50
Tabel 4.6 Kategori berdasarkan nilai rata-rata........................ocoiiiiinnn. 51
Tabel 4.7 Analisis deskriptif variabel digital literacy........................ce..e....B2
Tabel 4.8 Analisis deskriptif variabel user interface......................c.ccooee.evon..53
Tabel 4.9 Analisis deskriptif variabel customer experience..............................54
Tabel 4.10 Analisis deskriptif variabel behaviuor intention to use.................. 55
Tabel 4.11 Analisis deskriptif variabel brand image................................. 56
Tabel 4.12 Hasil pengujian outer 10adings............cco v e eevie ee e e e D8
Tabel 4.13 Hasil pengujian construct reliability.............................. 59
Tabel 4.14 Hasil pengujian convergentvalidity...................cooiiiiiiiiinn, 60
Tabel 4.15 Hasil pengujian Fornell-Larcker................c. .o oo i i e vl .61
Tabel 4.16 Hasil uji multikolinearitas..............c.ooiiiiiiiiiiiiiiiii e, 62
Tabel 4.17 Hasil Uji R-Square.............cooooeiiiii e 63
Tabel 4.18 Hasil Uji Q-Square..........ccoviuiiiiii e, 64
Tabel 4.19 Hasil uji RIPOteSIS ... 65
Tabel 4.20 Hasil uji specific INdireCt ..., 70

xii



DAFTAR LAMPIRAN

Lampiran I. Kuesioner PEnelitian ...........cccovviieiieii i 88
Lampiran I1. Setting PLS AIGhOritm .......c.coooveiiiiiiiie e 96
Lampiran 111. Setting PLS BOOTSIFap.......ccceoverierieriiiniiieieieiee e, 99
Lampiran 1V. Setting PLS BIndfolding..........ccccevveiiiiieiicc e 100
Lampiran V. Setting PLS IPMA ... ..o 101

Xiii



