
 

 

TUGAS AKHIR 

 

ANALISIS KEPUASAN PENGGUNA BCA MOBILE 

MENGGUNAKAN METODE EUCS DENGAN 

MODERATOR GENDER 

(STUDI KASUS: BCA KCU PURWOKERTO) 

 

 

 

 

 

NANDA AISYIAH 

19103067 

 

 

PROGRAM STUDI S1 SISTEM INFORMASI 

FAKULTAS INFORMATIKA 

INSTITUT TEKNOLOGI TELKOM PURWOKERTO 

2023 

  



 

    
 

TUGAS AKHIR 

 

ANALISIS KEPUASAN PENGGUNA BCA MOBILE 

MENGGUNAKAN METODE EUCS DENGAN 

MODERATOR GENDER 

(STUDI KASUS: BCA KCU PURWOKERTO) 

 

ANALYSIS OF BCA MOBILE USER SATISFACTION 

USING THE EUCS METHOD WITH GENDER 

MODERATORS 

(CASE STUDY: BCA KCU PURWOKERTO) 
 

 

 

Disusun Sebagai Salah Satu Syarat untuk Memperoleh Gelar Sarjana Komputer 

 

NANDA AISYIAH 

19103067 

 

PROGRAM STUDI S1 SISTEM INFORMASI 

FAKULTAS INFORMATIKA 

INSTITUT TEKNOLOGI TELKOM PURWOKERTO 

2023 











 

v 
 

DAFTAR ISI 

 

 

LEMBAR PERSETUJUAN PEMBIMBING .......................................................... i 

HALAMAN PERNYATAAN KEASLIAN TUGAS AKHIR .............................. iii 

KATA PENGANTAR ........................................................................................... iv 

DAFTAR ISI ........................................................................................................... v 

DAFTAR TABEL ................................................................................................ viii 

DAFTAR GAMBAR ............................................................................................. ix 

DAFTAR LAMPIRAN ........................................................................................... x 

ABSTRAK ............................................................................................................. xi 

ABSTRACT .......................................................................................................... xii 

BAB I PENDAHULUAN ....................................................................................... 1 

1.1 Latar Belakang.......................................................................................... 1 

1.2 Rumusan Masalah .................................................................................... 6 

1.3 Pertanyaan Penelitian ............................................................................... 6 

1.4 Batasan Masalah ....................................................................................... 6 

1.5 Tujuan Penelitian ...................................................................................... 6 

1.6 Manfaat Penelitian .................................................................................... 7 

BAB II TINJAUAN PUSTAKA ............................................................................. 8 

2.1 Kajian Pustaka .......................................................................................... 8 

2.2 Dasar Teori ............................................................................................. 14 

2.2.1 Teknologi Informasi ........................................................................ 14 

2.2.2 Aplikasi ........................................................................................... 14 

2.2.3 Aplikasi Mobile ............................................................................... 15 

2.2.4 Mobile Banking ............................................................................... 15 

2.2.5 BCA Mobile .................................................................................... 16 

2.2.6 Populasi dan Sampel ....................................................................... 17 

2.2.7 Skala Likert ..................................................................................... 19 

2.2.8 SEM-PLS ........................................................................................ 19 

2.2.9 Kepuasan Pengguna ........................................................................ 22 

2.2.10 End User Computing Satisfaction (EUCS) ..................................... 23 



 

vi 
 

2.2.11 Extended Variable Gender .............................................................. 29 

BAB III  METODOLOGI PENELITIAN............................................................. 31 

3.1 Subjek dan Objek Penelitian .................................................................. 31 

3.1.1 Subjek Penelitian ............................................................................. 31 

3.1.2 Objek Penelitian .............................................................................. 31 

3.2 Alat dan Bahan Penelitian ...................................................................... 31 

3.2.1 Alat Penelitian ................................................................................. 31 

3.2.2 Bahan Penelitian.............................................................................. 32 

3.3 Diagram Alir Penelitian .......................................................................... 32 

1. Identifikasi Masalah ............................................................................... 34 

2. Studi Literatur ......................................................................................... 34 

3. Penyusunan Kerangka Penelitian ........................................................... 34 

4. Penyusunan Kuesioner ........................................................................... 34 

5. Penyebaran Kuesioner ............................................................................ 36 

6. Perhitungan Setiap Variabel Kepuasan Pengguna dengan EUCS .......... 36 

7. Perhitungan Validitas dan Reliabilitas ................................................... 36 

8. Pengujian Hipotesis Menggunakan Path Coefficient dan P-Values....... 37 

9. Rekomendasi Perbaikan Sistem ............................................................. 38 

BAB IV HASIL DAN PEMBAHASAN .............................................................. 39 

4.1 Hasil ........................................................................................................ 39 

4.1.1 Hasil Demografis Responden .......................................................... 39 

4.1.2 Perhitungan Setiap Variabel Kepuasan Pengguna Aplikasi dengan 

EUCS 41 

4.1.3 Uji Validitas dan Reliabilitas .......................................................... 52 

4.1.4 Uji Hipotesis.................................................................................... 58 

4.2 Pembahasan ............................................................................................ 59 

4.2.1 Hasil Perhitungan Variabel EUCS dari Setiap Pertanyaan Kuesioner

 59 

4.2.2 Hasil Uji Hipotesis .......................................................................... 61 

4.2.3 Rekomendasi Perbaikan Sistem ...................................................... 66 

BAB V KESIMPULAN DAN SARAN ................................................................ 68 

5.1 Kesimpulan ............................................................................................. 68 

5.2 Saran ....................................................................................................... 69 



 

vii 
 

DAFTAR PUSTAKA ........................................................................................... 70 

DAFTAR LAMPIRAN ......................................................................................... 75 

 



 

viii 
 

DAFTAR TABEL 

 

 

Tabel 2. 1 Kajian Pustaka........................................................................................ 8 

Tabel 2. 2 Skala Likert [43] .................................................................................. 19 

Tabel 2. 3 Instrumen Penelitian ............................................................................ 27 

Tabel 2. 4 Interval Skala Likert............................................................................. 29 

Tabel 3. 1 Alat dan Bahan Penelitian .................................................................... 32 

Tabel 3. 2 Instrumen Penelitian ............................................................................ 35 

Tabel 4. 1 Hasil Penyebaran Kuesioner ................................................................ 41 

Tabel 4. 2 Range Kategori Variabel Content ........................................................ 45 

Tabel 4. 3 Range Kategori Variabel Accuracy...................................................... 47 

Tabel 4. 4 Range Kategori Variabel Format ......................................................... 48 

Tabel 4. 5 Range Kategori Variabel Ease of Use.................................................. 50 

Tabel 4. 6 Range Kategori Variabel Timeliness.................................................... 52 

Tabel 4. 7 Nilai Outer Loadings dan AVE Variabel Content ............................... 53 

Tabel 4. 8 Nilai Outer Loadings dan AVE Variabel Accuracy............................. 54 

Tabel 4. 9 Nilai Outer Loadings dan AVE Variabel Format ................................ 55 

Tabel 4. 10 Nilai Outer Loadings dan AVE Variabel Ease of Use....................... 55 

Tabel 4. 11 Nilai Outer Loadings dan AVE Variabel Timeliness......................... 56 

Tabel 4. 12 Nilai Outer Loadings dan AVE Variabel User Satisfaction .............. 56 

Tabel 4. 13 Hasil Uji Reliabilitas .......................................................................... 57 

Tabel 4. 14 Hasil Uji Hipotesis ............................................................................. 59 

Tabel 4. 15 Hasil Uji Hipotesis ............................................................................. 61 

 

 

  



 

ix 
 

DAFTAR GAMBAR 

 

Gambar 1. 1 Jumlah Pengguna Internet di Indonesia [5] ........................................ 2 

Gambar 2. 1 Variabel EUCS ................................................................................. 24 

Gambar 3. 1 Diagram Alir Penelitian ................................................................... 33 

Gambar 3. 2 Hipotesis Penelitian .......................................................................... 37 

Gambar 4. 1 Usia Responden ................................................................................ 39 

Gambar 4. 2 Jenis Kelamin Responden ................................................................ 40 

Gambar 4. 3 Pekerjaan Responden ....................................................................... 40 

Gambar 4. 4 Pengalaman Penggunaan .................................................................. 41 

Gambar 4. 5 Hasil Analisis Outer Loadings dan AVE ......................................... 53 

Gambar 4. 6 Hasil Analisis Cronbach Alpha ........................................................ 57 

Gambar 4. 7 Hasil Analisis Path Coeficient ......................................................... 58 

 

  



 

x 
 

DAFTAR LAMPIRAN 

 

Lampiran 1 Kuesioner Pra-Penelitian ................................................................... 75 

Lampiran 2 Surat Pengantar Penelitian ................................................................. 78 

Lampiran 3 Surat Perizinan Penelitian .................................................................. 79 

Lampiran 4 Kuesioner Peneletian ......................................................................... 80 

 

  


