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ABSTRAK

Penelitian ini bertujuan untuk menganalisis faktor-faktor yang memengaruhi niat
perilaku (Behavioral Intention) dalam penggunaan mobile banking di kalangan
nasabah BCA di Surabaya dengan menggunakan model UTAUT2 vyang
dimodifikasi. Penelitian melibatkan 119 responden yang menjawab kuesioner
secara daring. Variabel independen meliputi Performance Expectancy (PE), Effort
Expectancy (EE), Social Influence (SI), Facilitating Conditions (FC), Hedonic
Motivation (HM), Price Value (PV), Habit (HB), Perceived Trust (PT), dan
Perceived Risk (PR). Usia digunakan sebagai variabel moderasi.

Analisis data dilakukan dengan pendekatan SEM menggunakan software
WarpPLS. Hasil penelitian menunjukkan bahwa PE, EE, Sl, dan PT memiliki
pengaruh negatif terhadap BI, sementara PR memiliki pengaruh positif yang
signifikan. Variabel FC, HM, PV, dan HB tidak menunjukkan pengaruh signifikan.
Moderasi usia signifikan pada hubungan Sl, FC, dan PR terhadap BI, tetapi tidak
pada variabel lainnya.

Penelitian ini memberikan kontribusi teoretis dan praktis, khususnya dalam
memahami faktor yang memengaruhi adopsi mobile banking. Hasilnya dapat
menjadi dasar bagi bank untuk mengembangkan strategi edukasi dan fitur
keamanan guna meningkatkan kepercayaan serta mengurangi persepsi risiko
nasabah.

Kata Kunci: UTAUT 2, Mobile Banking, Behavioral Intention, Perceived Trust,
Perceived Risk
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ABSTRACT

This study aims to analyze the factors influencing Behavioral Intention (Bl) in the
adoption of mobile banking among BCA customers in Surabaya, utilizing the
modified UTAUT2 model. The research involved 119 respondents who completed
online questionnaires. Independent variables include Performance Expectancy
(PE), Effort Expectancy (EE), Social Influence (SI), Facilitating Conditions (FC),
Hedonic Motivation (HM), Price Value (PV), Habit (HB), Perceived Trust (PT),
and Perceived Risk (PR), with age as a moderating variable.

Data analysis was conducted using Structural Equation Modeling (SEM) with
WarpPLS software. The findings indicate that PE, EE, SI, and PT negatively
influence BI, while PR has a significant positive impact. Other variables, such as
FC, HM, PV, and HB, show no significant effect. Age moderation is significant in
the relationships between SI, FC, and PR with BI but not in other variables.

This research provides theoretical and practical contributions, particularly in
understanding the factors affecting mobile banking adoption. The findings can
serve as a basis for banks to develop educational strategies and enhance security
features to build customer trust and reduce perceived risks.

Keywords: UTAUT 2, Mobile Banking, Behavioral Intention, Perceived Trust,
Perceived Risk
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