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ABSTRAK 

Kemajuan teknologi informasi telah mendorong industri perbankan untuk 

terus berinovasi dalam menyediakan layanan berbasis digital, salah satunya 

melalui aplikasi mobile banking. PT Bank Negara Indonesia (Persero) Tbk. 

menghadirkan aplikasi Wondr by BNI sebagai salah satu bentuk transformasi 

digital dalam memberikan kemudahan layanan kepada nasabah. Mengingat 

aplikasi ini masih tergolong baru, diperlukan evaluasi untuk mengetahui sejauh 

mana kualitas layanan yang diberikan mampu memenuhi kepuasan pengguna. 

Penelitian ini bertujuan untuk mengkaji pengaruh usability, information quality, 

dan service interaction quality terhadap kepuasan pengguna aplikasi Wondr by 

BNI dengan menggunakan metode WebQual 4.0. 

Penelitian ini menerapkan pendekatan kuantitatif dengan pengumpulan 

data melalui penyebaran kuesioner kepada 100 pengguna aplikasi Wondr by BNI. 

Data yang diperoleh selanjutnya dianalisis menggunakan perangkat lunak IBM 

SPSS melalui serangkaian pengujian, meliputi uji validitas, uji reliabilitas, uji 

asumsi klasik, analisis regresi linear berganda, uji parsial (uji t), uji simultan (uji 

F), serta koefisien determinasi (R²). 

Hasil penelitian menunjukkan bahwa secara parsial variabel usability, 

information quality, dan service interaction quality memiliki pengaruh yang 

signifikan terhadap kepuasan pengguna dengan nilai signifikansi masing-masing 

sebesar 0,045, 0,005, dan 0,020. Selain itu, hasil uji simultan menunjukkan bahwa 

ketiga variabel independen secara bersama-sama berpengaruh signifikan terhadap 

kepuasan pengguna, yang ditunjukkan oleh nilai F hitung sebesar 16,728 dengan 

tingkat signifikansi 0,000. Adapun hasil koefisien determinasi memperoleh nilai R 

Square sebesar 0,341, yang mengindikasikan bahwa sebesar 34,1% variasi 

kepuasan pengguna dapat dijelaskan oleh variabel usability, information quality, 

dan service interaction quality, sedangkan sisanya sebesar 65,9% dipengaruhi 

oleh faktor lain yang tidak termasuk dalam model penelitian. 

Berdasarkan hasil penelitian tersebut, dapat disimpulkan bahwa dimensi 

WebQual 4.0 yang terdiri atas usability, information quality, dan service 

interaction quality berpengaruh signifikan terhadap kepuasan pengguna aplikasi 

Wondr by BNI. Oleh karena itu, PT Bank Negara Indonesia (Persero) Tbk. 

diharapkan dapat terus melakukan peningkatan dan pengembangan kualitas 

layanan aplikasi secara berkelanjutan guna meningkatkan kepuasan dan 

pengalaman pengguna. 

 

 

Kata Kunci: WebQual 4.0, Usability, Information Quality, Service Interaction 

Quality, Kepuasan Pengguna. 
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ABSTRACT 

Advancements in information technology have encouraged the banking 

industry to continuously innovate in providing digital-based services, one of 

which is through mobile banking applications. PT Bank Negara Indonesia 

(Persero) Tbk. introduced the Wondr by BNI application as a form of digital 

transformation aimed at delivering convenient services to its customers. 

Considering that this application is relatively new, an evaluation is necessary to 

determine the extent to which the quality of its services is able to meet user 

satisfaction. This study aims to examine the influence of usability, information 

quality, and service interaction quality on user satisfaction of the Wondr by BNI 

application using the WebQual 4.0 method. 

This study employed a quantitative approach by collecting data through 

questionnaires distributed to 100 users of the Wondr by BNI application. The 

collected data were analyzed using IBM SPSS through a series of tests, including 

validity testing, reliability testing, classical assumption testing, multiple linear 

regression analysis, partial testing (t-test), simultaneous testing (F-test), and the 

coefficient of determination (R²). 

The results of the study indicate that, partially, the variables of usability, 

information quality, and service interaction quality have a significant effect on 

user satisfaction, with significance values of 0.045, 0.005, and 0.020, respectively. 

Furthermore, the simultaneous test results demonstrate that the three independent 

variables jointly have a significant effect on user satisfaction, as indicated by an 

F-value of 16.728 and a significance level of 0.000. The coefficient of 

determination yielded an R Square value of 0.341, indicating that 34.1% of the 

variation in user satisfaction can be explained by the variables of usability, 

information quality, and service interaction quality, while the remaining 65.9% is 

influenced by other factors not included in the research model. 

Based on these findings, it can be concluded that the WebQual 4.0 

dimensions, consisting of usability, information quality, and service interaction 

quality, significantly influence user satisfaction with the Wondr by BNI 

application. Therefore, PT Bank Negara Indonesia (Persero) Tbk. is expected to 

continuously improve and develop the quality of the application's services in 

order to enhance user satisfaction and user experience. 

 

Keywords: WebQual 4.0, Usability, Information Quality, Service Interaction 

Quality, User Satisfaction. 
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