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ABSTRAK

Penelitian ini dilakukan untuk menganalisis dampak dari tingkat pemahaman
konsumen serta karakteristik layanan terhadap keputusan dalam penggunaan. Metode
purposive sampling diterapkan dengan melibatkan 400 partisipan. Secara teoritis, hasil
penelitian ini mendukung hipotesis yang telah dijabarkan pada bab sebelumnya, yang
menyatakan bahwa persepsi risiko memiliki pengaruh signifikan terhadap minat
masyarakat dalam melakukan transaksi perbankan digital di Surabaya. Penelitian ini
menemukan bahwa Persepsi Risiko berpengaruh secara positif dan signifikan terhadap
minat bertransaksi bank digital di Surabaya, Social influence bernilai positif dan signifikan
yang artinya social influence akan meningkatkan minat bertransaksi bank digital di
Surabaya dan penguatan social influence melalui strategi pemasaran berbasis komunitas,
testimoni pelanggan, atau influencer dapat meningkatkan adopsi layanan bank digital

secara signifikan.

Kata Kunci : Pengetahuan konsumen, fitur layanan, keputusan penggunaan, persepsi
risiko, minat bertransaksi, bank digital, social influence, strategi pemasaran berbasis
komunitas, testimoni pelanggan, influencer.



ABSTRACT

This study was conducted to analyze the impact of the level of consumer understanding
and service characteristics on usage decisions. A purposive sampling method was applied
involving 400 participants. Theoretically, the results of this study support the hypothesis
described in the previous chapter, which states that risk perception has a significant influence
on public interest in conducting digital banking transactions in Surabaya. The study reveals
that perceived risk positively and significantly affects the intention to use digital banking
services in Surabaya. Additionally, social influence is found to be positive and significant,
indicating that social influence can enhance the intention to adopt digital banking services.
Strengthening social influence through community-based marketing strategies, customer

testimonials, or influencers can significantly increase the adoption of digital banking services.

Keywords: Consumer knowledge, service features, usage decision, perceived risk,
transaction intention, digital banking, social influence, community-based marketing

strategies, customer testimonials, influencers



