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Loyalty is loyalty to customer commitment that is carried out in depth to consistently 

repurchase selected products/services over a long period, especially in technological 

developments that cause many aspects to experience digitalization without affecting 

the banking sector. PT Bank Central Asia Tbk. (BCA) One of the private banks is one 

of the players in digitizing banking transactions that has developed applications in the 

form of myBCA. The development of transaction systems from manual to digital will 

cause the emergence of other negative factors in the form of system errors (bugs) that 

can complicate transactions or cause customer dissatisfaction with the features 

provided. This dissatisfaction will cause customer loyalty to the use of the myBCA 

application to decrease and affect customer satisfaction in the use of mobile banking. 

This study aims to determine the effect of customer satisfaction on the use of myBCA 

mobile banking on customer loyalty. The research method used was a non-contrived 

study with a cross-sectional design. The population in this study is users of the myBCA 

mobile banking application in Indonesia who have used the myBCA mobile banking 

application for more than 1 month by sampling using a non-probability sampling 

technique, using purposive sampling, and using the Cochran equation approach.  

Keywords: Trust, Customer Satisfaction, Customer Loyalty 

 

 

INTRODUCTION 

The development of technology and the internet encourages various industrial sectors to continue 

innovating to simplify and improve the quality of their services to customers. One of the parties that has 

been innovating is the banking industry by optimizing technology to improve services and survive in 

the business world. (Melenia et al., 2023). The internet is a global network that connects all computers 

and other devices around the world that can be accessed through gadgets, such as smartphones, laptops, 

computers, and other personal devices. (Candiwan & Wibisono, 2021). 
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Figure 1: Number of Internet Users in Indonesia 

Source: databox katadata 

Over the last decade, the financial sector has experienced substantial transformation, marked by 

shifts in consumer behavior, the emergence of innovative technologies, and the introduction of new 

financial products and services. (Geebren et al., 2021). Through the integration of technology and 

internet-based platforms, banks have been able to enhance their customer service offerings. While 

banking was once limited to traditional, in-person interactions, customers can now access a wide range 

of banking services digitally. One prominent example is mobile payments, also referred to as mobile 

banking, which involve electronic financial transactions, such as paying for goods, services, and bills, 

via mobile devices. (Zhao & Bacao, 2021). The current digitalization of the economy and finance 

requires banks to transform in order to maintain their role and as the main intermediary institution in 

the financial system as well as the axis of monetary policy transmission. Banks are required to be able 

to transform through comprehensive digital transformation in order to remain competitive. 

(Rachmawati et al., 2022.) Intenet banking services offer many conveniences but most customers in 

Indonesia are still attached to conventional banking, which includes using ATMs or queueing at bank 

counters(Giri & Wellang, 2016) 

PT. Bank Central Asia Tbk is one of the private banks in Indonesia that makes digital mobile 

banking applications, one of which is myBCA. Launched in 2021, myBCA is BCA's digital service with 

many excellent features designed to meet the needs of customers. MyBCA is present as a solution for 

customers who have multiple accounts at PT Bank Central Asia Tbk. Previously, customers needed to 

use multiple mobile phones to connect each account to different devices. (Kumalasari et al., 2022). 

However, with MyBCA, all accounts can be connected to one MyBCA account only. Thus, customers no 

longer need to have multiple mobile phones to access all their accounts. The presence of MyBCA is the 

latest innovation from BCA. Even though there was already a BCA Mobile application, BCA continues 

to innovate to keep up with the times. "BCA is customer-centric. We see very rapid development, our 

smartphones are increasingly full of myBCA supporting applications that are present for alternative 

features that are not available in BCA mobile," said EVP Transaction Banking Business Development, 

BCA I Ketut Alam Wangsawijaya at BCA Expoversary 2024,  ICE BSD.  

Based on data taken from the App Store, there are problems experienced by myBCA mobile 

banking users related to Service Quality, System Quality, Information Quality, Structural Assurance, 

and Task Characteristics. These things are very much needed in the services provided by myBCA to each 

of its customers. If myBCA provides good service, then all users of myBCA services can build 

considerable customer trust. 

Another factor that can be developed to boost loyalty is building a good brand community, where 

the brand community can be a cost-effective way to strengthen loyalty and help spread information to 

potential new customers(Ginanjar et al., 2024) . This indicates the importance of customer trust in 

marketing strategies to gain a competitive advantage from market competition. (Huo et al., 2015). With 
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solid trust, companies can build long-term relationships with customers. Therefore, companies must 

carefully maintain trust, as this is crucial in protecting consumers and creating a stable business 

environment.  

Customelr trust in an application, in this casel thel usel of thel myBCA application that is satisfield 

with thel usel of in-application felaturels to support thel nelelds of transfelrs, paymelnts, or savings in daily 

activitiels will fostelr a selnsel of customelr loyalty rellateld to thel selrvicels provideld, so that customelrs will 

continuously usel thel application to transact relgularly for a long pelriod. 

Loyalty is loyalty to thel customelr's commitmelnt that is carrield out in delpth to relpelat thel purchasel 

of sellelcteld products/selrvicels consistelntly ovelr a long pelriod, delspitel thel influelncel of thel situation and 

markelting that has thel potelntial to causel customelrs to switch. (Kotlelr & Kelllelr, 2016). Customelr loyalty 

to a brand relflelcts attitudels and belhaviors to makel consistelnt purchasels, elspelcially during thel elra of 

banking digitalization, in adapting to digital delvellopmelnts. 

 Good selrvicel quality will build customelr satisfaction and trust.  Thel elxistelncel of selrvicel quality 

in an onlinel selrvicel will makel uselrs felell elfficielnt belcausel thel availability of information and smoothnelss 

wheln using uselr data selrvicels will bel morel guaranteleld confidelntiality, so that uselrs will delclarel thelir 

intelntion to continuel using an onlinel selrvicel systelm which in this casel is thel usel of myBCA elveln though 

many othelr banks offelr onlinel selrvicel systelms in banking. 

 

MATERIALS AND METHODS 

Quantitativel melthods arel delsigneld to telst hypothelsels systelmatically. Relselarchelrs can deltelrminel 

thel rellationships beltweleln variablels and melasurel thelir impact direlctly, thus providing elmpirical 

elvidelncel to support or reljelct thel hypothelsis proposeld. Baseld on thel objelctivels, this relselarch itsellf is 

includeld in thel causal catelgory. According to (Sugiyono elt al., 2019)It is elxplaineld that causal 

rellationships arel causal rellationships beltweleln indelpelndelnt and delpelndelnt variablels. This study has 5 

variablels, namelly indelpelndelnt variablels Systelm Quality, Information Quality, Selrvicel Quality, 

Structural Assurancel, and Task Charactelristics, as welll as delpelndelnt variablels in thel form of Mobilel 

Banking Uselr Loyalty, with meldiation variablels Trust and Mobilel Banking Uselr Satisfaction. 

Baseld on thel stratelgy of this relselarch, using survelys (Kriyantono & Anggraini, 2020) Survelys arel 

a relselarch melthod through quelstionnairels as a tool useld to collelct data that has beleln distributeld to a 

samplel. Baseld on thel involvelmelnt of thel relselarchelr, this study doels not intelrvelnel with thel data, whelrel 

thel relselarchelr usels thel elxisting data without changing thel data. Baseld on thel relselarch background, this 

relselarch is includeld in non-contriveld relselarch, whelrel this relselarch is carrield out undelr normal and 

natural elnvironmelntal conditions. (Kriyantono elt al., 2022). Baseld on thel timel of thel study, this study 

is includeld in a cross-selctional study. Thel delfinition prelselnteld by Indrawati (2015) whelrel it is elxplains 

that cross-selctional is thel collelction of data that is carrield out at onel timel, theln thel data is procelsseld, 

analyzeld, and conclusions arel drawn.  

Thel data collelction carrield out in this study was by distributing quelstionnairels onlinel. This 

melthod was choseln belcausel it allows participants to relspond quickly and elfficielntly. This quelstionnairel 

will bel distributeld through an elasily accelssiblel onlinel platform, so that relspondelnts can fill out thel form 

anytimel and anywhelrel, according to thelir frelel timel. 

Thel data that has beleln collelcteld through relselarch instrumelnts will bel analyzeld in delpth to 

uncovelr pattelrns, rellationships, and trelnds rellelvant to thel relselarch objelctivels. Thel relsults of this 

analysis arel theln intelrprelteld to providel a clelarelr undelrstanding of thel findings obtaineld. This aims to 

providel melaning and significancel to thel data so that it can answelr relselarch quelstions and support or 

reljelct thel hypothelsels that havel beleln proposeld.  

Thel data collelction in this study elmployeld a quantitativel approach through thel usel of a 

quelstionnairel. A quelstionnairel relfelrs to a systelmatically arrangeld selt of quelstions that is distributeld to 



Journal of Information Systems Engineering and Management 
2025, 10(43s) 
e-ISSN: 2468-4376 

  

https://www.jisem-journal.com/ Research Article  
 

 687 Copyright © 2024 by Author/s and Licensed by JISEM. This is an open access article distributed under the Creative Commons 

Attribution License which permits unrestricted use, distribution, and reproduction in any medium, provided the original work is 

properly cited. 

 

relspondelnts and subselquelntly relturneld to thel relselarchelr for analysis. (Purwanza elt al., 2022). Thel data 

collelction telchniquel with quelstionnairels was choseln belcausel thel numbelr of relspondelnts was largel and 

sprelad across various relgions. Thel quelstionnairel in this study was compileld using Googlel Forms, which 

was theln disselminateld through social meldia.  

 

RESEARCH RESULTS AND DISCUSSION 

a. Result 

      A selriels of quantitativel analyzels aligneld with thel relselarch objelctivels, using SELM with thel PLS 

approach as thel choseln altelrnativel melthod for data procelssing. In SELM, thelrel arel two main modells 

constructeld: outelr modell and innelr modell. Thel melasurelmelnt modell delscribels how much of thel 

variancel in elach obselrveld indicator is accounteld for by its associateld latelnt variablel, allowing 

relselarchelrs to deltelrminel which indicators most strongly relflelct thel latelnt construct. Aftelr delfining thel 

melasurelmelnt modell for elach latelnt variablel, thel structural modell is useld to analyzel thel rellationship 

and elffelct. 

 

 

 

 

 

PLS Algorithm 

 

Measurement Model Testing (Outer Model) 

a. Uji Convergent Validity  

Convelrgelnt validity telsting is conducteld to elxaminel thel validity beltweleln indicators and latelnt 

variablels (Indrawati, 2015). Thel melasurelmelnt is considelreld valid if it has a loading factor valuel of ≥ 

0.70 and an avelragel variancel elxtracteld (AVEL) valuel of > 0.5 (Hair elt al., 2022). Thel following arel thel 

relsults of thel convelrgelnt validity telst baseld on thel loading factor and AVEL using thel SmartPLS 4.1.0.9 

softwarel. 
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Tabel 1 Convelrgelnt Validity Telst 

Variabel Indikator 
Loading 

Factor 
AVE Kesimpulan 

Systelm Quality 

SYS1 0,876 

0,751 

Valid 

SYS2 0,868 Valid 

SYS3 0,876 Valid 

SYS4 0,846 Valid 

Information Quality 

INF1 0,829 

0,778 

Valid 

INF2 0,906 Valid 

INF3 0,904 Valid 

INF4 0,887 Valid 

Selrvicel Quality 

SELV1 0,857 

0,750 

Valid 

SELV2 0,891 Valid 

SELV3 0,872 Valid 

SELV4 0,844 Valid 

Task Charactelristics 

TSK1 0,882 

0,810 

Valid 

TSK2 0,912 Valid 

TSK3 0,906 Valid 

Structural Assurancel 

SA1 0,837 

0,764 

Valid 

SA2 0,889 Valid 

SA3 0,895 Valid 

Trust 

TRU1 0,857 

0,746 

Valid 

TRU2 0,881 Valid 

TRU3 0,884 Valid 

TRU4 0,880 Valid 

TRU5 0,813 Valid 

Customelr 

Satisfaction 

SAT1 0,865 

0,765 

Valid 

SAT2 0,884 Valid 

SAT3 0,897 Valid 

SAT4 0,882 Valid 

SAT5 0,843 Valid 

Customelr Loyalty  

LOY1 0,906 

0,793 

Valid 

LOY2 0,885 Valid 

LOY3 0,881 Valid 
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b. Uji Discriminant validity 

Discriminant validity can bel asselsseld using Cross Loading, Fornelll-Larckelr, and Heltelrotrait-

Monotrait (HTMT) telsts. 

 

Tabel 2 Cross Loading telst 

Ind. 
Informatio

n Quality 

Cust 

Loyalty 

Structura

l 

Assuranc

e 

Cust 

Satisfacti

on 

Service 

Quality 

System 

Quality 
Trust 

Task 

Charac 

teristic

s 

INF1 0,829 0,475 0,329 0,371 0,383 0,523 0,497 0,484 

INF2 0,906 0,493 0,342 0,351 0,426 0,484 0,546 0,521 

INF3 0,904 0,511 0,327 0,340 0,469 0,468 0,557 0,487 

INF4 0,887 0,545 0,326 0,429 0,501 0,528 0,589 0,536 

LOY1 0,504 0,906 0,474 0,558 0,587 0,591 0,686 0,557 

LOY2 0,521 0,885 0,383 0,497 0,552 0,560 0,680 0,512 

LOY3 0,513 0,881 0,458 0,492 0,571 0,552 0,682 0,561 

SA1 0,325 0,408 0,837 0,263 0,469 0,389 0,475 0,480 

SA2 0,316 0,432 0,889 0,271 0,454 0,412 0,522 0,466 

SA3 0,342 0,453 0,895 0,351 0,481 0,434 0,547 0,473 

SAT1 0,438 0,474 0,273 0,865 0,374 0,490 0,512 0,368 

SAT2 0,370 0,519 0,294 0,884 0,436 0,466 0,497 0,369 

SAT3 0,354 0,526 0,321 0,897 0,425 0,495 0,525 0,371 

SAT4 0,343 0,514 0,297 0,882 0,402 0,475 0,483 0,385 

SAT5 0,348 0,504 0,298 0,843 0,404 0,460 0,492 0,384 

SELV1 0,480 0,556 0,479 0,368 0,857 0,501 0,620 0,520 

SELV2 0,444 0,564 0,484 0,410 0,891 0,507 0,622 0,498 

SELV3 0,418 0,541 0,449 0,406 0,872 0,472 0,632 0,480 

SELV4 0,414 0,556 0,442 0,433 0,844 0,589 0,645 0,564 

SYS1 0,497 0,564 0,404 0,465 0,552 0,876 0,623 0,577 

SYS2 0,453 0,547 0,395 0,482 0,532 0,868 0,601 0,543 

SYS3 0,496 0,511 0,406 0,501 0,485 0,876 0,584 0,598 

SYS4 0,520 0,587 0,430 0,444 0,500 0,846 0,601 0,580 

TRU1 0,551 0,641 0,549 0,520 0,636 0,636 0,857 0,618 

TRU2 0,526 0,671 0,535 0,499 0,640 0,600 0,881 0,599 

TRU3 0,518 0,678 0,511 0,482 0,628 0,585 0,884 0,630 
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Ind. 
Informatio

n Quality 

Cust 

Loyalty 

Structura

l 

Assuranc

e 

Cust 

Satisfacti

on 

Service 

Quality 

System 

Quality 
Trust 

Task 

Charac 

teristic

s 

TRU4 0,569 0,660 0,513 0,508 0,633 0,613 0,880 0,614 

TRU5 0,518 0,659 0,434 0,467 0,603 0,564 0,813 0,580 

TSK1 0,502 0,559 0,420 0,371 0,541 0,643 0,644 0,882 

TSK2 0,506 0,553 0,493 0,397 0,525 0,580 0,619 0,912 

TSK3 0,545 0,534 0,546 0,391 0,541 0,565 0,638 0,906 

 

Baseld on thel cross-loading telst tablel, it is shown that indicators INF1–INF4 havel thel highelst 

loading factors on Information Quality; indicators LOY1–LOY3 havel thel highelst loading factors on 

Customelr Loyalty; indicators SA1–SA3 havel thel highelst loading factors on Structural Assurancel; 

indicators SAT1–SAT5 havel thel highelst loading factors on Customelr Satisfaction; indicators SELV1–

SELV4 havel thel highelst loading factors on Selrvicel Quality; indicators SYS1–SYS4 havel thel highelst 

loading factors on Systelm Quality; indicators TRU1–TRU5 havel thel highelst loading factors on Trust; 

and indicators TSK1–TSK3 havel thel highelst loading factors on Task Charactelristics. Sincel elach 

indicator has thel highelst loading valuel on its relspelctivel construct, it can bel concludeld that thel modell 

has good discriminant validity. In addition to thel cross-loading telst, discriminant validity can also bel 

telsteld using thel Fornelll-Larckelr critelrion 

Tabel 3 Fornelll-Larckelr Telst 

Konstruk 

Custom

elr 

Loyalty 

Customelr 

Satisfacti

on 

Informati

on 

Quality 

Selrvic

el 

Quali

ty 

Structur

al 

Assuran

cel 

Systel

m 

Quali

ty 

Task 

Charactelrist

ics 

Trust 

Customelr 

Loyalty 
0,891               

Customelr 

Satisfaction 
0,580 0,874             

Information 

Quality 
0,575 0,423 0,882           

Selrvicel 

Quality 
0,640 0,467 0,507 

0,86

6 
        

Structural 

Assurancel 
0,494 0,339 0,375 0,535 0,874       

Systelm 

Quality 
0,638 0,546 0,567 0,598 0,472 

0,86

6 
    

Task 

Charactelrist

ics 

0,610 0,429 0,575 0,596 0,540 0,663 0,900   

Trust 0,766 0,574 0,622 
0,72

8 
0,590 

0,69

5 
0,705 

0,86

3 
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Baseld on thel Fornelll-Larckelr telst relsults abovel, it can bel seleln that thel squarel root of thel AVEL 

valuel for elach construct is highelr than its correllation valuels. Thelrelforel, it can bel concludeld that thel 

modell has good discriminant validity according to thel Fornelll-Larckelr critelrion. Thel relsults of thel 

discriminant validity telst using thel Heltelrotrait-Monotrait Ratio (HTMT) matrix arel also prelselnteld 

bellow. 

Tabel 4  Heltelrotrait-Monotrait Ratio (HTMT) 

Konstruk 
Customelr 

Loyalty 

Customelr 

Satisfaction 

Information 

Quality 

Selrvicel 

Quality 

Structural 

Assurancel 

Systelm 

Quality 

Task 

Charactelristics 
Trust 

Customelr 

Loyalty 
                

Customelr 

Satisfaction 
0,646               

Information 

Quality 
0,647 0,463             

Selrvicel 

Quality 
0,727 0,515 0,563           

Structural 

Assurancel 
0,574 0,382 0,429 0,618         

Systelm 

Quality 
0,724 0,603 0,633 0,671 0,543       

Task 

Charactelristics 
0,696 0,476 0,643 0,672 0,627 0,748     

Trust 0,860 0,624 0,682 0,807 0,669 0,770 0,784   

 

c. Reliability Test 

Relliability telsting is conducteld to melasurel thel consistelncy of relspondelnts’ answelrs to all itelms in 

thel melasurelmelnt. According to Hair elt al. (2022), indicator relliability is considelreld accelptablel if thel 

valuels of Cronbach’s alpha, ρ_A (rho_A) relliability, and compositel relliability arel grelatelr than 0.70. 

Tabel 5 Relliability Telst 

Konstruk 
Cronbach's 

alpha 

Composite 

reliability  
Kesimpulan 

Systelm Quality 0,889 0,890 Relliabell 

Information Quality 0,905 0,909 Relliabell 

Selrvicel Quality 0,889 0,889 Relliabell 

Task Charactelristics 0,882 0,882 Relliabell 

Structural Assurancel 0,845 0,851 Relliabell 

Trust 0,914 0,915 Relliabell 

Customelr Satisfaction 0,923 0,923 Relliabell 

Customelr Loyalty 0,870 0,875 Relliabell 
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Baseld on thel tablel abovel, it can bel seleln that elach variablel has a Cronbach's alpha valuel grelatelr 

than 0.6 and a compositel relliability valuel grelatelr than 0.7, indicating relliability. This suggelsts that elach 

indicator within its relspelctivel variablel delmonstratels good consistelncy in melasuring thel correlsponding 

construct. 

Structural Model Testing (Inner Model)  

a. Uji R-Square 

R-squareld valuels can bel useld to deltelrminel thel elxtelnt of variability in thel elndogelnous variablels 

that can bel elxplaineld by thel elxogelnous variablels. Thel following arel thel R-squareld valuels obtaineld for 

elach elndogelnous variablel. 

Tabel 6 R-Squarel Telst 

Endogen R-square 

Trust 0,711 

Customelr Satisfaction 0,329 

Customelr Loyalty 0,337 

 

Baseld on thel tablel abovel, it can bel seleln that thel R-squarel valuel for thel variablel Trust is 0.711. This 

indicatels that Trust can bel elxplaineld by 71.1% through thel variablels Systelm Quality, Information 

Quality, Selrvicel Quality, Task. Charactelristics, and Structural Assurancel. Thel relmaining 28.9% is 

influelnceld by othelr variablels not elxamineld in this study. Thel R-squarel valuel for thel variablel Customelr 

Satisfaction is 0.329. This melans that Customelr Satisfaction can bel elxplaineld by 32.9% through thel 

variablel Trust, whilel thel relmaining 67.1% is influelnceld by othelr variablels not includeld in this relselarch. 

Thel R-squarel valuel for thel variablel Customelr Loyalty is 0.337. This indicatels that Customelr Loyalty 

can bel elxplaineld by 33.7% through thel variablel Customelr Satisfaction, and thel relmaining 66.3% is 

affelcteld by othelr variablels not studield in this relselarch. 

b. Effect Size (f2) 

To find out thel impact of a variablel if it is relmoveld from thel modell, it can bel seleln from thel 

relsults of thel f2 telst. Thel ELffelct sizel (f2) telst can bel seleln in thel following tablel: 

Tabel 7 ELffelct sizel telst 

Hubungan f-square Kategori 

Systelm Quality -> Trust 0,066 Kelcil 

Information Quality -> Trust 0,062 Kelcil 

Selrvicel Quality -> Trust 0,181 Melnelngah 

Task Charactelristics -> Trust 0,059 Kelcil 

Structural Assurancel -> Trust 0,050 Kelcil 

Trust -> Customelr Satisfaction 0,491 Belsar 

Customelr Satisfaction -> Customelr Loyalty 0,508 Belsar 

 

Thel ELffelct sizel (f2) valuel shows how big thel impact or influelncel of a variablel is in a structural 

modell. Thel grelatelr thel ELffelct sizel (f2) valuel indicatels that thel variablel has a fairly important rolel and 

has a fairly high influelncel on its elndogelnous variablels. From thel tablel abovel, it can bel seleln that thel 
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influelncel of thel Trust variablel on Customelr Satisfaction has an ELffelct sizel (f2) valuel of 0.491> 0.35 and 

is includeld in thel largel catelgory. Thel influelncel of thel Customelr Satisfaction variablel on Customelr 

Loyalty has an ELffelct sizel (f2) valuel of 0.508> 0.35 and is includeld in thel largel catelgory. Whilel thel 

influelncel of thel Selrvicel Quality variablel on Trust has an ELffelct sizel (f2) valuel of 0.181> 0.15 and is 

includeld in thel meldium catelgory. and thel influelncel of elach variablel Systelm Quality, Information 

Quality, Task Charactelristics and Structural Assurancel on Trust has an ELffelct sizel (f2) valuel <0.15 so it 

is includeld in thel small catelgory. 

c. Uji Q-Square 

In addition to R-Squarel, structural modell telsting on thel innelr modell usels preldictivel-rellelvancel (Q2) 

valuels. Q-squarel valuels grelatelr than 0 (zelro) indicatel that thel modell has a preldictivel rellelvancel valuel. 

Q2 preldictivel rellelvancel telsting using thel blindfolding melthod can bel seleln in thel following tablel: 

Tabel 8 Preldictivel Rellelvancel Q2 

Endogen Q²  Kesimpulan 

Customelr Loyalty 0,262 Melmiliki Preldictivel Rellelvancel 

Customelr Satisfaction 0,248 Melmiliki Preldictivel Rellelvancel 

Trust 0,522 Melmiliki Preldictivel Rellelvancel 

 

Hypothesis Testing Results 

In this study, thelrel arel 7 hypothelsels that arel telsteld. Thel following arel thel relsults of thel hypothelsis 

telst relcapitulation baseld on thel Path coelfficielnt valuel with Bootstraping. 

Table 9 Direlct ELffelct Path Coelfficielnt Telst Relsults 

Hip. Relationship Path 
T 

statistics 

P 

values 

Conclusion 

Ha 

Direlct ELffelct 

H1 Systelm Quality -> Trust 0,203 4,882 0,000 Accelpteld 

H2 Information Quality -> Trust 0,175 4,603 0,000 Accelpteld 

H3 Selrvicel Quality -> Trust 0,319 6,030 0,000 Accelpteld 

H4 Structural Assurancel -> Trust 0,151 3,728 0,000 Accelpteld 

H5 Task Charactelristics -> Trust 0,198 4,382 0,000 Accelpteld 

H6 Trust -> Customelr Satisfaction 0,574 12,471 0,000 Accelpteld 

H7 
Customelr Satisfaction -> Customelr 

Loyalty 
0,580 11,572 0,000 Accelpteld 

 

Relfelrring to thel tablel abovel, thel relsults can bel elxplaineld as follows. 

Hypothesis Test 1 

H0: “Systelm Quality doels not havel a positivel and significant elffelct on Trust in MyBCA application 

uselrs.” 

H1: “Systelm Quality has a positivel and significant elffelct on Trust in MyBCA application uselrs.” 
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Table 10 Telst Hypothelsis 1 

Hip. Rellationship Path T 

statistics 

P 

valuels 

Conclusion 

Ha 

H1 Systelm Quality -> Trust 0,203 4,882 0,000 Accelpteld 

 

Baseld on Hypothelsis Telst Tablel 1, Systelm Quality has a path coelfficielnt of 0.203, t-statistic of 

4.882, and p-valuel of 0.000. Sincel thel path coelfficielnt is positivel, thel t-statistic elxcelelds 1.65, and thel 

p-valuel is lelss than 0.05, thel null hypothelsis is reljelcteld, confirming that Systelm Quality significantly 

impacts Trust in MyBCA uselrs. Highelr Systelm Quality increlasels uselr Trust, whilel lowelr Systelm Quality 

delcrelasels it. 

Hypothesis Test 2 

H0: “Information Quality doels not havel a positivel and significant elffelct on Trust in MyBCA application 

uselrs.” 

H2: “Information Quality has a positivel and significant elffelct on Trust in MyBCA application uselrs.” 

Table 11 Telst Hypothelsis 2 

Hip. Rellationship Path T 

statistics 

P 

valuels 

Conclusion 

Ha 

H2 Information Quality -> Trust 0,175 4,603 0,000 Accelpteld 

 

According to Hypothelsis Telst Tablel 2, Information Quality has a path coelfficielnt of 0.175, t-

statistic of 4.603, and p-valuel of 0.000. Sincel thel path coelfficielnt is positivel, thel t-statistic elxcelelds 1.65, 

and thel p-valuel is bellow 0.05, thel null hypothelsis is reljelcteld. Thelrelforel, Information Quality 

significantly impacts Trust in MyBCA uselrs, with highelr Information Quality increlasing Trust, and 

lowelr Information Quality delcrelasing it. 

Hypothesis Test 3 

H0: “Selrvicel Quality doels not havel a positivel and significant elffelct on Trust in MyBCA application 

uselrs.” 

H3: “Selrvicel Quality has a positivel and significant elffelct on Trust in MyBCA application uselrs.” 

Table 12 Telst Hypothelsis 3 

Hip. Rellationship Path T 

statistics 

P 

valuels 

Conclusion 

Ha 

H3 Selrvicel Quality -> Trust 0,319 6,030 0,000 Accelpteld 

 

Baseld on Hypothelsis Telst Tablel 3, Selrvicel Quality has a path coelfficielnt of 0.319, t-statistic of 

6.030, and p-valuel of 0.000. Sincel thel path coelfficielnt is positivel, thel t-statistic elxcelelds 1.65, and thel 

p-valuel is bellow 0.05, thel null hypothelsis is reljelcteld. Thus, Selrvicel Quality positivelly and significantly 

affelcts Trust in MyBCA uselrs, with improvelmelnts in Selrvicel Quality increlasing Trust, and delclinels 

relducing it. 

Hypothesis Test 4 

H0: “Structural Assurancel doels not havel a positivel and significant elffelct on Trust in MyBCA 

application uselrs.” 
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H4: “Structural Assurancel has a positivel and significant elffelct on Trust in MyBCA application uselrs.” 

Table 13 Telst Hypothelsis 4 

Hip. Rellationship Path T 

statistics 

P 

valuels 

Conclusion 

Ha 

H4 Structural Assurancel -> Trust 0,151 3,728 0,000 Accelpteld 

 

Baseld on Hypothelsis Telst Tablel 4, Structural Assurancel has a path coelfficielnt of 0.151, a t-

statistic of 3.728, and a p-valuel of 0.000. Sincel thel path coelfficielnt is positivel, thel t-statistic elxcelelds 

1.65, and thel p-valuel is bellow 0.05, thel null hypothelsis is reljelcteld. Thus, Structural Assurancel positivelly 

and significantly impacts Trust in MyBCA uselrs, with improvelmelnts increlasing Trust and delclinels 

relducing it. 

Hypothesis Test 5 

H0: “Task Charactelristics do not havel a positivel and significant elffelct on Trust in MyBCA application 

uselrs.” 

H5: “Task Charactelristics havel a positivel and significant elffelct on Trust in MyBCA application uselrs.” 

Table 14 Hypothelsis Telst 5 

Hip. Rellationship Path T 

statistics 

P 

valuels 

Conclusion 

Ha 

H5 Task Charactelristics -> Trust 0,198 4,382 0,000 Accelpteld 

 

According to Hypothelsis Telst Tablel 5, Task Charactelristics havel a path coelfficielnt of 0.198, t-

statistic of 4.382, and p-valuel of 0.000. Sincel thel path coelfficielnt is positivel, thel t-statistic elxcelelds 1.65, 

and thel p-valuel is bellow 0.05, thel null hypothelsis is reljelcteld. Thus, Task Charactelristics positivelly and 

significantly impact Trust in MyBCA uselrs, with improvelmelnts increlasing Trust and delclinels relducing 

it. 

Hypothesis Test 6 

H0: “Trust doels not havel a positivel and significant elffelct on Customelr Satisfaction in MyBCA 

application uselrs.” 

H6: ”Trust has a positivel and significant elffelct on Customelr Satisfaction in MyBCA application uselrs.” 

Table 15 Telst Hypothelsis 6 

Hip. Rellationship Path T 

statistics 

P 

valuels 

Conclusion 

Ha 

H6 Trust -> Customelr Satisfaction 0,574 12,471 0,000 Accelpteld 

 

Baseld on Hypothelsis Telst Tablel 6, Trust has a path coelfficielnt of 0.574, a t-statistic of 12.471, and 

a p-valuel of 0.000. Sincel thel path coelfficielnt is positivel, thel t-statistic elxcelelds 1.65, and thel p-valuel is 

bellow 0.05, thel null hypothelsis is reljelcteld. This indicatels that Trust positivelly and significantly impacts 

Customelr Satisfaction in MyBCA uselrs, with highelr Trust lelading to increlaseld Satisfaction. 

Mediation Test Results 
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In this study, thelrel arel 2 meldiation variablels, namelly Trust and Customelr Satisfaction. Thel 

following is thel relsult of a relcapitulation of thel rolel of Trust and Customelr Satisfaction as meldiators. 

 

Table 16 Indirelct ELffelct Path Coelfficielnt Telst Relsults 

Effect Path 
T 

statistics 

P 

values 
Conclusion 

Indirelct ELffelct 

Systelm Quality -> Trust -> Customelr 

Satisfaction -> Customelr Loyalty 
0,068 3,738 0,000 Significant 

Information Quality -> Trust -> 

Customelr Satisfaction -> Customelr 

Loyalty 

0,058 3,361 0,000 Significant 

Selrvicel Quality -> Trust -> Customelr 

Satisfaction -> Customelr Loyalty 
0,106 4,420 0,000 Significant 

Structural Assurancel -> Trust -> 

Customelr Satisfaction -> Customelr 

Loyalty 

0,050 3,428 0,000 Significant 

Task Charactelristics -> Trust -> 

Customelr Satisfaction -> Customelr 

Loyalty 

0,066 3,647 0,000 Significant 

Trust -> Customelr Satisfaction -> 

Customelr Loyalty 
0,333 6,339 0,000 Significant 

 

Baseld on thel relsults of thel indirelct elffelct telst in thel tablel abovel, thel findings can bel summarizeld as 

follows: 

1. It is elvidelnt that thel impact of Systelm Quality on Customelr Loyalty, meldiateld by Trust and Customelr 

Satisfaction, shows an indirelct path coelfficielnt of 0.068, a t-statistic of 3.738, and a p-valuel of 0.000. 

Sincel thel path coelfficielnt is positivel (0.068) and thel t-statistic elxcelelds thel critical valuel of 1.65 (at a 5% 

significancel lelvell; onel-taileld), with a p-valuel lelss than 0.05, thel relsult is significant. Thelrelforel, it can 

bel concludeld that Trust and Customelr Satisfaction play a positivel and significant rolel in meldiating thel 

elffelct of Systelm Quality on Customelr Loyalty among MyBCA uselrs. This suggelsts that improvelmelnts 

in Systelm Quality for MyBCA uselrs lelad to highelr lelvells of Trust and Customelr Satisfaction, which in 

turn positivelly impact customelr loyalty. 

2. It is obselrveld that thel impact of Information Quality on Customelr Loyalty, meldiateld by Trust and 

Customelr Satisfaction, shows an indirelct path coelfficielnt of 0.058, a t-statistic of 3.361, and a p-valuel 

of 0.000. Sincel thel path coelfficielnt is positivel (0.058) and thel t-statistic elxcelelds thel critical valuel of 

1.65 (at a 5% significancel lelvell; onel-taileld), with a p-valuel lelss than 0.05, thel relsult is significant. 

Thelrelforel, it can bel concludeld that Trust and Customelr Satisfaction positivelly and significantly meldiatel 

thel rellationship beltweleln Information Quality and Customelr Loyalty among MyBCA uselrs. This 

suggelsts that improveld Information Quality lelads to highelr lelvells of Trust and Customelr Satisfaction, 

which ultimatelly contributels to increlaseld customelr loyalty among MyBCA uselrs. 

3. According to thel relsults from thel indirelct elffelct telst in thel tablel abovel, it is elvidelnt that thel impact of 

Selrvicel Quality on Customelr Loyalty, meldiateld by Trust and Customelr Satisfaction, has an indirelct path 

coelfficielnt of 0.106, a t-statistic of 4.420, and a p-valuel of 0.000. Sincel thel path coelfficielnt is positivel 

(0.106) and thel t-statistic elxcelelds thel critical valuel of 1.65 (at a 5% significancel lelvell; onel-taileld), with 
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a p-valuel lelss than 0.05, thel relsult is significant. Thelrelforel, it can bel concludeld that Trust and Customelr 

Satisfaction play a positivel and significant rolel in meldiating thel rellationship beltweleln Selrvicel Quality 

and Customelr Loyalty among MyBCA uselrs. This impliels that improvelmelnts in Selrvicel Quality lelad to 

increlaseld Trust and Customelr Satisfaction, which ultimatelly contributel to highelr customelr loyalty 

among MyBCA uselrs. 

4. According to thel relsults from thel indirelct elffelct telst in thel tablel abovel, it is apparelnt that thel elffelct of 

Structural Assurancel on Customelr Loyalty, meldiateld by Trust and Customelr Satisfaction, has an 

indirelct path coelfficielnt of 0.050, a t-statistic of 3.428, and a p-valuel of 0.000. Sincel thel path coelfficielnt 

is positivel (0.050) and thel t-statistic elxcelelds thel critical valuel of 1.65 (at a 5% significancel lelvell; onel-

taileld), with a p-valuel lelss than 0.05, thel relsult is significant. Thelrelforel, it can bel concludeld that Trust 

and Customelr Satisfaction play a positivel and significant rolel in meldiating thel elffelct of Structural 

Assurancel on Customelr Loyalty among MyBCA uselrs. This suggelsts that improvelmelnts in Structural 

Assurancel lelad to increlaseld Trust and Customelr Satisfaction, which ultimatelly elnhancel customelr 

loyalty among MyBCA uselrs. 

5. According to thel relsults from thel indirelct elffelct telst in thel tablel abovel, it is elvidelnt that thel influelncel of 

Task Charactelristics on Customelr Loyalty, meldiateld by Trust and Customelr Satisfaction, has an indirelct 

path coelfficielnt of 0.066, a t-statistic of 3.647, and a p-valuel of 0.000. Sincel thel path coelfficielnt is 

positivel (0.066) and thel t-statistic elxcelelds thel critical valuel of 1.65 (at a 5% significancel lelvell; onel-

taileld), with a p-valuel lelss than 0.05, thel relsult is significant. Thelrelforel, it can bel concludeld that Trust 

and Customelr Satisfaction play a positivel and significant rolel in meldiating thel rellationship beltweleln 

Task Charactelristics and Customelr Loyalty among MyBCA uselrs. This suggelsts that improvelmelnts in 

Task Charactelristics lelad to increlaseld Trust and Customelr Satisfaction, which ultimatelly boost 

customelr loyalty among MyBCA uselrs. 

6. It is clelar that thel influelncel of Trust on Customelr Loyalty, meldiateld by Customelr Satisfaction, has an 

indirelct path coelfficielnt of 0.333, a t-statistic of 6.339, and a p-valuel of 0.000. Sincel thel path coelfficielnt 

is positivel (0.333) and thel t-statistic is grelatelr than thel critical valuel of 1.65 (at a 5% significancel lelvell; 

onel-taileld), with a p-valuel bellow 0.05, thel relsult is significant. Thelrelforel, it can bel concludeld that 

Customelr Satisfaction has a positivel and significant rolel in meldiating thel rellationship beltweleln Trust 

and Customelr Loyalty among MyBCA uselrs. This suggelsts that as uselr trust increlasels, customelr 

satisfaction also risels, which in turn elnhancels customelr loyalty among MyBCA uselrs. 

 

The Influence of System Quality on Trust in MyBCA Application Users 

Thel relsults of statistical telsts show that Systelm Quality has a positivel and significant elffelct on 

Trust in MyBCA application uselrs, which indicatels that thel belttelr thel Systelm Quality, thel Trust of 

MyBCA uselrs will bel; on thel othelr hand, if thel Systelm Quality gelts worsel, thel Trust of MyBCA uselrs 

will delcrelasel. This is elvidelnceld by a path coelfficielnt valuel of 0.203 with a positivel sign and a statistical 

t-valuel of 4.882 > t tablel 1.65 (significancel lelvell of 5%; onel tail) with a p valuel of 0.000 < 0.05. Thelsel 

findings arel supporteld by (Relzelki & Sfelnrianto, 2022), which relvelaleld that Systelm Quality has a 

significant elffelct on customelr trust in digitizing account opelning. 

 In today's elra, financial transactions arel increlasingly carrield out onlinel, and elasel of accelss and 

selcurity arel considelrations. From thel relsults of thel relselarch, MyBCA mobilel banking uselrs alrelady havel 

high trust in thel MyBCA application belcausel uselrs felell that thel MyBCA application is not only elasy to 

usel but also providels selcurity guarantelels. Uselrs who arel awarel of thel increlasing cybelrselcurity risks 

today will prelfelr applications that show concelrn for uselrs.  

Uselr elxpelrielncel is onel of thel factors that can build this trust. In this study, thel uselrs of thel 

MyBCA application fellt comfortablel and satisfield with thel appelarancel/visuals and functionality of thel 

MyBCA application. Indicators of elasel of usel, good navigation, elasel of accelss, and attractivel visuals arel 

somel of thel positivel things in building this trust. Thelrelforel, thel relsults of this relselarch can bel onel of 

thel relfelrelncels for BCA banks to improvel thelir MyBCA mobilel banking selrvicels. 
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The Influence of Information Quality on Trust in MyBCA Application Users 

Thel relsults of thel statistical telst shows that Information Quality has a positivel and significant 

elffelct on Trust in MyBCA application uselrs, which indicatels that thel belttelr thel Information Quality, thel 

Trust of MyBCA uselrs will increlasel, on thel othelr hand, if thel Information Quality gelts worsel, thel Trust 

of MyBCA uselrs will delcrelasel. This is elvidelnceld by a path coelfficielnt valuel of 0.175 markeld positivel and 

a statistical t-valuel of 4.603 > t tablel 1.65 (significancel lelvell of 5%; onel tail) with a p valuel of 0.000 < 

0.05. Thelsel findings arel supporteld by (Dayanti elt al., 2021). This concludels that Information Quality 

has a significant elffelct on Trust. 

In today's digital era, more and more users are turning to digital services, including in terms of 

financial transactions. However, data security and privacy are of concern in the use of mobile banking 

applications, so the quality of information is felt to be increasingly important. To be able to use an online 

application, users must ensure that the information received is valid, accurate, and transparent. The 

results of this study show that respondents have a good assessment of the information quality provided 

by MyBCA. Users assessed that, in addition to being accurate, MyBCA also provides up-to-date and 

relevant information to their current needs. So that when application users get sufficient, accurate, 

relevant information and provide up-to-date information, it will increase the confidence of users to 

transact using MyBCA Mobile banking.  

 

The Effect of Service Quality on Trust in MyBCA Application Users 

The results of the statistical test indicate that Service Quality has a positive and significant impact 

on Trust among MyBCA application users. This suggests that as Service Quality improves, the Trust of 

MyBCA users increases, while a decline in Service Quality leads to a decrease in user Trust. This is 

supported by a path coefficient value of 0.319 with a positive sign, a statistical t-value of 6.030 (greater 

than the t-table value of 1.65 at a 5% significance level, one-tailed), and a p-value of 0.000, which is less 

than 0.05. These findings are supported by (Pasi & Sudaryanto, 2021), who found that service quality 

significantly influences the trust of potential buyers or customers. 

In today's all-digital era, everyone expects fast and efficient services, including financial 

transactions. With many enthusiasts, there are also more and more providers of digital financial 

services. Therefore, service quality is one of the factors to be able to survive among many competitors. 

The MyBCA application is one of the digital applications that is considered quite reliable. In this study, 

it is shown that the service quality provided by MyBCA is good. MyBCA users consider that MyBCA 

Mobile banking has provided reliable, fast, professional, and personalized services according to user 

needs. With the services provided, it can reduce users' concerns related to errors or delays in the 

financial transaction process, to increase their confidence in using the MyBCA application. 

 

The Effect of Structural Assurance on Trust in MyBCA Application Users 

The results of the statistical tests reveal that Structural Assurance has a positive and significant 

impact on Trust among MyBCA application users. This implies that as Structural Assurance improves, 

the Trust of MyBCA users increases, whereas a decline in Structural Assurance leads to a decrease in 

user Trust. This is supported by a path coefficient value of 0.151 with a positive sign, a statistical t-value 

of 3.728 > 1.65, and a p-value of 0.000 < 0.05. These findings are consistent with the research by 

Pratama, J. (2021), which indicates that structural assurance positively influences trust in the use of 

FinTech (P2P Lending) in Indonesia. 

In this study, users assessed MyBCA's Structural Assurance as good. Structural Assurance 

describes the user's confidence in the security of technology, supporting infrastructure, and legal 
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protection. In today's digital era, there are many cases of fraud and data leakage, so digital service 

providers need to pay attention and ensure the security and transparency of account management. 

According to the results in this study, MyBCA is considered to be able to provide structural guarantees 

in every financial transaction. With technological innovations, legal protection, and transaction security 

provided by MyBCA's mobile banking, it can increase the positive experience of users to have an impact 

on strengthening users' confidence in conducting financial transactions with the MyBCA mobile 

banking application.  

 

The Effect of Task Characteristics on Trust in MyBCA Application Users 

The results of the statistical test indicate that Task Characteristics have a positive and significant 

effect on Trust among MyBCA application users. This suggests that as Task Characteristics improve, the 

Trust of MyBCA users increases, whereas if Task Characteristics decline, the Trust of MyBCA users 

decreases. This is supported by a path coefficient value of 0.198 with a positive sign, a statistical t-value 

of 4.382 (greater than the t-table value of 1.65 at a 5% significance level, one-tailed), and a p-value of 

0.000, which is less than 0.05. These findings are supported by (Badiah & Rojuaniah, 2025), which 

shows that Task Characteristics positively impact customer trust. 

Task Characteristics describe the needs of digital application users in conducting easy and flexible 

financial transactions. MyBCA mobile banking users consider that myBCA's services can be accessed 

anywhere and anytime. This shows that MyBCA Mobile banking can provide flexibility to users, as users 

can manage their accounts easily, can make transactions anytime and anywhere, get real-time 

information, and have full control over their accounts. The MyBCA application provides features that 

can support the task characteristics of users, enabling them can complete every task that needs to be 

done easily and efficiently. With this capability, MyBCA has provided services that meet the 

expectations and needs of users, so that it can foster the trust of every MyBCA application user to 

continue to conduct financial transactions digitally. 

 

The Effect of Trust on Customer Satisfaction in MyBCA Application Users 

The results of the statistical test reveal that Trust has a positive and significant effect on Customer 

Satisfaction among MyBCA application users. This indicates that as Trust in MyBCA users increases, 

Customer Satisfaction also rises, while a decrease in Trust leads to a decline in Customer Satisfaction. 

This is demonstrated by a path coefficient value of 0.574 with a positive sign, a statistical t-value of 

12.471 > 1.65, and a p-value of 0.000< 0.05. These findings align with Hariyanto & (Rachmawati, 2022), 

which indicates that business reliability has a positive and significant impact on customer satisfaction 

with Livin' by Mandiri. 

This study shows that the trust of MyBCA users is already high. Users have confidence that 

conducting financial transactions through mobile banking services is considered safe, reliable, and able 

to meet the expectations and needs of users. This indicates the satisfaction of the respondents, so that 

they have the motivation to recommend MyBCA to others and express satisfaction with MyBCA's mobile 

banking services. Therefore, by building user trust through service quality, security assurance, and 

paying more attention to each user's needs, it will have an impact on increasing user trust to use mobile 

banking, so that their satisfaction with the MyBCA application increases. 

 

The Effect of Customer Satisfaction on Customer Loyalty in MyBCA Application Users 

The statistical test results show that Customer Satisfaction has a positive and significant impact 

on Customer Loyalty among MyBCA application users. This means that as Customer Satisfaction 

increases, Customer Loyalty also rises, while a decrease in Customer Satisfaction leads to a decline in 
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Customer Loyalty. This is supported by a path coefficient value of 0.580 with a positive sign, a statistical 

t-value of 11.572 > 1.65, and a p-value of 0.000 < 0.05. These findings are consistent with the research 

by (Rachmawati, 2022), which states that customer satisfaction positively influences customer loyalty. 

In today's world, where there are many choices of digital financial service providers, satisfaction 

is one of the most important factors to keep users to continue using digital services. If digital service 

users are satisfied with the services provided, they tend to continue using the service and recommend 

it to others. In this study, it is shown that the satisfaction of MyBCA users is good, as well as the loyalty 

of users is also high. Giving positive testimonials to other parties shows that customers are satisfied and 

willing to share their positive experiences with others. With the trust that has been built, users will be 

happy to provide recommendations if requested. Users who are satisfied with MyBCA's services tend to 

develop emotional relationships so that they can increase their loyalty to remain loyal to the MyBCA 

application in every financial transaction. So that MyBCA users are loyal because they will tend to make 

more financial transactions and become one of the valuable marketing sources when they are willing to 

recommend MyBCA and give positive reviews. 

 

CONCLUSIONS 

Based on the study results, the following conclusions can be drawn: First, System Quality 

positively and significantly influences Trust in MyBCA application users, with a path coefficient of 

0.203. This means that better System Quality increases Trust, while poorer System Quality decreases 

Trust. Second, Information Quality also has a positive and significant effect on Trust, with a path 

coefficient of 0.175. This indicates that improved Information Quality enhances Trust, whereas lower 

Information Quality reduces Trust. Third, Service Quality significantly affects Trust, with a path 

coefficient of 0.319. As Service Quality improves, Trust increases, but when Service Quality declines, 

Trust decreases. Fourth, Structural Assurance positively influences Trust with a path coefficient of 

0.151. Higher Structural Assurance increases Trust, while lower Structural Assurance results in 

decreased Trust. Fifth, Task Characteristics have a positive and significant impact on Trust, with a path 

coefficient of 0.198. Better Task Characteristics lead to higher Trust, while worse Task Characteristics 

lead to lower Trust.  

Sixth, Trust positively affects Customer Satisfaction, with a path coefficient of 0.574. Higher Trust 

leads to greater Customer Satisfaction, whereas lower Trust results in lower Customer Satisfaction. 

Seventh, Customer Satisfaction has a positive and significant effect on Customer Loyalty, with a path 

coefficient of 0.580. Higher Customer Satisfaction increases Customer Loyalty, and lower Customer 

Satisfaction leads to decreased Loyalty. Eighth, Trust and Customer Satisfaction act as mediators, with 

both variables significantly and positively influencing the relationship between System Quality, 

Information Quality, Service Quality, Structural Assurance, and Task Characteristics on Customer 

Loyalty. 
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