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ABSTRAK

Tujuan Penelitian: Penelitian ini bertujuan untuk menganalisis dan membuktikan secara
empiris pengaruh Perceived Usefulness (PU) dan Perceived Ease of Use (PEOU) terhadap
Actual System Use (ASU) melalui Behavioral Intention (BI) sebagai variabel mediasi pada
pengguna aplikasi mobile banking JConnect Bank Jatim. Penelitian ini dilatarbelakangi
oleh urgensi transformasi digital perbankan dan perlunya memahami faktor determinan
adopsi teknologi oleh nasabah di era cashless society.

Metode Penelitian: Penelitian ini menggunakan pendekatan kuantitatif kausalitas.
Populasi penelitian adalah nasabah aktif Bank Jatim Cabang Utama Surabaya yang
berjumlah 46.788 pengguna. Teknik pengambilan sampel menggunakan non-probability
sampling dengan metode purposive sampling, menghasilkan sampel sebanyak 100
responden yang dihitung berdasarkan rumus Slovin dengan batas kesalahan 10%.
Pengumpulan data dilakukan melalui kuesioner berskala Likert. Analisis data dilakukan
menggunakan teknik Structural Equation Modeling (SEM) berbasis Partial Least Square
(PLS) dengan bantuan perangkat lunak SmartPLS 4.

Hasil Penelitian: Hasil analisis statistik menunjukkan bahwa: (1) Perceived Usefulness
(PU) berpengaruh positif dan signifikan terhadap Behavioral Intention (Bl); (2) Perceived
Ease of Use (PEOU) berpengaruh positif dan signifikan terhadap Behavioral Intention
(BI); (3) Perceived Usefulness (PU) dan Perceived Ease of Use (PEOU) tidak berpengaruh
positif terhadap Actual System Use (ASU); (4) Behavioral Intention (BI) berpengaruh
positif dan signifikan terhadap Actual System Use (ASU) dengan koefisien pengaruh paling
dominan dibandingkan variabel lainnya.

Temuan Penelitian: Temuan kunci dalam penelitian ini adalah terbuktinya peran
Behavioral Intention sebagai mediator parsial (partial mediation) yang signifikan. Hal ini
mengimplikasikan bahwa keberhasilan peningkatan penggunaan nyata aplikasi JConnect
tidak cukup hanya dengan menyediakan fitur canggih (kegunaan) dan kemudahan akses
(kemudahan) semata, tetapi kedua faktor tersebut harus mampu dikonversi menjadi niat
psikologis nasabah yang kuat. Manajemen Bank Jatim disarankan berfokus pada strategi
retensi yang mengikat niat nasabah melalui peningkatan fungsionalitas yang relevan dan
pengalaman pengguna yang mulus.

Kata Kunci: Perceived Usefulness (PU), Perceived Ease of Use (PEOU), Behavioral
Intention (BI), Actual System Use (ASU), JConnect, Bank Jatim, Technology Acceptance
Model (TAM).
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ABSTRACT

Research Objectives: This study aims to analyze and empirically prove the influence of
Perceived Usefulness and Perceived Ease of Use on Actual System Use through Behavioral
Intention as a mediating variable among users of the JConnect mobile banking application
by Bank Jatim. This research is motivated by the urgency of banking digital transformation
and the need to understand the determinants of technology adoption by customers in the
cashless society era.

Research Methods: This study employs a quantitative causality approach. The population
comprises 46,788 active customers of Bank Jatim Surabaya Main Branch. The sampling
technique utilized was non-probability sampling with a purposive sampling method,
resulting in a sample of 100 respondents calculated using the Slovin formula with a 10%
margin of error. Data collection was conducted via Likert-scale questionnaires. Data were
analyzed using variance-based Structural Equation Modeling (Partial Least Square - PLS)
assisted by SmartPLS 4 software.

Research Results: The results of the statistical analysis indicate that: (1) Perceived
Usefulness (PU) has a positive and significant effect on Behavioral Intention (BI); (2)
Perceived Ease of Use (PEQOU) has a positive and significant effect on Behavioral Intention
(Bl); (3) Perceived Usefulness (PU) and Perceived Ease of Use (PEOU) do not have a
positive effect on Actual System Use (ASU); and (4) Behavioral Intention (BI) has a positive
and significant effect on Actual System Use (ASU), with the most dominant influence
compared to the other variables.

Research Findings: A key finding of this study is the proven role of Behavioral Intention
as a significant partial mediator. This implies that successfully increasing the actual usage
of the JConnect application relies not only on providing advanced features (usefulness)
and ease of access (ease of use) but also on converting these factors into strong
psychological intention among customers. Bank Jatim management is advised to focus on
retention strategies that secure customer intention through enhancing relevant
functionality and seamless user experience.

Keywords: Perceived Usefulness, Perceived Ease of Use, Behavioral Intention, Actual
System Use, JConnect, Bank Jatim, Technology Acceptance Model (TAM).
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