ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh cyber crime dan perceived
risk terhadap keputusan menggunakan mobile banking, dengan customer trust
sebagai variabel intervening. Penelitian ini dilatarbelakangi oleh meningkatnya
penggunaan layanan mobile banking yang juga dibayangi oleh berbagai risiko
keamanan digital. Penelitian ini menggunakan pendekatan kuantitatif dengan
penyebaran kuesioner kepada pengguna aplikasi mobile banking Bank BRI Unit
Rowokele. Data dianalisis menggunakan SPSS 25. Hasil penelitian menunjukkan
bahwa cyber crime dan perceived risk berpengaruh signifikan terhadap customer
trust. Namun, keduanya tidak berpengaruh secara langsung terhadap keputusan
menggunakan mobile banking. Di sisi lain, customer trust berpengaruh signifikan
terhadap keputusan menggunakan. Temuan ini juga menunjukkan bahwa
customer trust memediasi pengaruh cyber crime dan perceived risk terhadap
keputusan menggunakan mobile banking. Dengan demikian, kepercayaan
pengguna menjadi faktor kunci dalam menjaga keberlanjutan penggunaan layanan
digital perbankan di tengah risiko yang ada.

Kata kunci: cyber crime, perceived risk, customer trust, keputusan
menggunakan, mobile banking



ABSTRACT

This study aims to analyze the influence of cyber crime and perceived risk on the
decision to use mobile banking, with customer trust as an intervening variable.
This study is motivated by the increasing use of mobile banking services which
are also overshadowed by various digital security risks. This study uses a
quantitative approach by distributing questionnaires to users of the Bank BRI
Unit Rowokele mobile banking application. Data were analyzed using SPSS 25.
The results showed that cyber crime and perceived risk had a significant effect on
customer trust. However, both did not directly affect the decision to use mobile
banking. On the other hand, customer trust had a significant effect on the decision
to use. This finding also shows that customer trust mediates the influence of cyber
crime and perceived risk on the decision to use mobile banking. Thus, user trust is
a key factor in maintaining the sustainability of the use of digital banking services
amidst existing risks.

Keywords: cyber crime, perceived risk, customer trust, decision to use, mobile
banking
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