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ARTICLE INFO ABSTRACT

Mobile banking (m-banking) is the result of digitizing the banking process that
allows customers to perform banking transactions using only their mobile phones.
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for their banking transactions. The number of respondents in this study was 125

customers with reference to the Ferdinandan (2000) sampling theory using the

likelihood estimation method. The results of the study indicate that by increasing

the quality dimensions such as system quality, service quality and information
Keywords: quality, it can affect customers' satisfaction in using m-banking and also affect
IS Success Model; Mobile the use of mobile banking for each of their banking transactions.
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1. Introduction

Digitalization in the banking sector with modern information technology has developed over time [1].
Social trends, shifting market needs and competition are the main triggers for digitalization in the banking
sector. digitalization in the banking sector has changed the way financial transactions are carried out by
leading to service quality, information quality and system quality to provide customer experience by making
banking easier, faster, more convenient and more affordable [2], This makes it an efficient way to sell
banking products and services to customers [3]. The digitalization of the banking sector is marked by the
emergence of new trends in the use of alternative banking transactions such as internet banking services,
Automated Teller Machines (ATM), or the use of mobile banking or M-Banking [4]

In the last few decades, since the COVID-19 pandemic, the use of M-Banking has grown rapidly from
just banking via smartphones to become a very strong necessity because the government has implemented a
lockdown policy in several areas. This relates to the needs of those who need financial transactions without
having to leave the house [5]. In providing services that provide a good experience for banking customers,
banks compete in creating quality services , both in terms of system quality, information quality and service
quality [6] must be improved in order to provide satisfaction in the use of banking services and will have an
impact on the intensity of the use of mobile banking, so that banks can attract more income from each
banking transaction, and this can attract investors to invest in the bank.

Bank Woori Saudara (BWS) is a limited liability bank or PT engaged in banking financial services, in
improving banking services, BWS bank presents mobile banking to answer the needs of its customers in
banking transactions using mobile under the name "BWS Mobile", in the application it can financial
transactions such as transfers, bill payments, credit cards etc., as well as non-financial transactions such as
balance checks, mutations, etc. are carried out. To improve banking services through BWS mobile, it is
necessary to carry out further analysis to measure the success of the BWS Mobile information system by
considering system quality, information quality and service quality which will have an impact on user
satisfaction in conducting transactions on BWS mobile and expected with user satisfaction. become routine
use of the bws mobile.
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In evaluating the success of information systems, previous studies have proposed many models of
information system success by Delone and McLean such as[7] [8] [9] [10] and [11]. In the Delone and
McLean information system success model, it evaluates success at the individual and organizational levels
[12]. In evaluating the success of information systems, the Delone and Clean model uses six dimensions such
as system quality, information quality, service quality, usage, user satisfaction and net benefits.

Mobile banking or what is often called M-Banking is a facility provided by banks that allows customers
to perform banking transactions through their mobile device applications [13], the transactions carried out
are financial transactions such as payment transactions, transfers etc., as well as non-financial transactions
such as changing pins. , service activation etc [14]. Mobile banking is more widely used by banking
customers because of its convenience in transacting compared to using sms banking where customers have
to remember the sms format to make transactions and internet banking where customers need to use other
devices to activate their tokens [15].

Based on other literature, based on customers' habits of using m - banking , the quality dimension
greatly affects user satisfaction and intensive use [16]. Based on this research, it is necessary to have an
evaluation to measure the level of user satisfaction with the system that has been created.

Model Delone and Mclean (Model D&M), The Delone and McLean model is a useful framework for
evaluating the success of information systems [17], this model has been proposed by many researchers in
understanding and measuring the success of information systems. The Delone and McLean model proposes 6
measurement dimensions such as the dimensions of system quality, information quality , service quality ,
user satisfaction, usage and net benefits. The D&M model, which was first introduced in 1992, underwent
changes, until in 2003 the D&M model was updated as shown in Figure 1.

System Quality

Intention

to Use

Information
Quality

Net Benefits

User

Satisfaction

Service Quality / [

Figure 1. The 2003 updated Delone and McLean model

2. Methods

2.1 Measurement

The items or indicators in each survey variable were adapted from previous research, this was done to
ensure the validity of each variable. Measurement indicators for quality dimension variables were taken from
research [9] [8] and [16], to evaluate user satisfaction variables were taken from research [6] [22] and
[21]. The indicator is measured using a five-point Likert scale such as “strongly disagree” to “strongly
agree”. These indicators can be explained in the Table 1
2.2 Data collection

In determining the number of samples in this study using the Maximum Likelihood Estimation (MLE)
method, the recommended sample size is 100-200, the data is collected from the branch of the Woori Saudara
bank in the city of Sukabumi, West Java. The sample was selected based on customers who have used BWS
Mobile for their banking services, using a questionnaire, the survey was collected within 1 week in February
2022, permission to interview customers more closely had been previously requested by the branch
manager. Only customers who have used the BWS mobile application can take the survey, selected
customers will be asked to fill out an online questionnaire using a google form and an award is given to those
who have completed the survey well. A total of 215 respondents answered the survey, among them 45%
were male and 55% were female. For age, age over 30 is 39 percent and age under 30 is 71 percent. In
addition, for the education of the respondents, 75% of the respondents are university graduates . Their
experience using mobile BWS is more than 2 years as much as 73%.
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2.3 Data analysis

This study uses partial least squares (PLS) based on SEM using SmartPLS 3.0 software to analyze the
hypothesis [23], PLS-SEM consists of two sub-analyses, namely the analysis of the outer model which
determines the latent variables and their indicators, and analysis inner model that analyzes the relationship
between endogenous variables (the dependent variable ) and exogenous ( the independent variable )..

3. Result and Discussion

3.1 Data analysis and interpretation

Systematically , the PLS-SEM analysis technique consists of two stages, namely Outer measurement
model analysis is an evaluation of testing the relationship between construct variables (indicators) and latent
variables [24]. The evaluation approach is carried out in two ways, namely the validity and reliability
test approaches.

Table 1.
Result summery of outer measurement model
. . Outer Indikator Composite  Cronbach
Latent Variable Indikator Loading  Reliability AVE Reliability Alpha
Functionality SysQl 0,829 0,910
Reliability SysQ2 0,831 0,912
ili SysQ3 0,713 0,844
%ﬁ::irp Uility yQ 0,590 0,992 0,899
Y Accessibility SysQ4 0,71 0,843
Flexibility SysQ5 0,765 0,875
Response Time SysQ6 0,752 0,867
Accuracy InfoQl 0,895 0,946
Timeliness InfoQ2 0,807 0,898
i InfoQ3 0,721 0,849
Information Relevance Q 0665 0,908 0874
Quality Precision InfoQ4 0,84 0,917
Informativeness InfoQ5 0,879 0,938
Format |nf0Q6 0,735 0,857
Reliability ServQl 0,764 0,874
Service ServQ2 0,788 0,888
Service SevQ3 0,82 0,906 0,665 0,896 0,861
Quality Response ) ) , ) ,
Guarantee ServQ4 0,905 0,951
Empathy ServQ5 0,792 0,890
Product stability us1 0,816 0,903
U Familiarity in using a product ~ US2 0,862 0,928
ser
Satisfaction Product recommendation us3 0,885 0,941 0,740 0,907 0,847
Ease of use of the product us4 0,914 0,956
Meeting expectation Us5 0,821 0,906
Daily Used Time ul 0,947 0,973
Use Frequency of Use u2 0,948 0,974 0,768 0,934 0,912
Nature of Use U3 0,714 0,845

The indicator validity test approach aims to assess whether the indicator can describe its latent variable
or not. By looking at the outer loading, it can be seen that the indicator is declared valid or not in describing
the latent variable. The outer loading value must be more than 0.70 which indicates that the indicator can
explain more than 70% of the variance of the latent variable [25]. In Table 1 it can be seen that the loading
value has met the requirements, which is more than 0.70 and it has been said that all indicators are said to
be valid.

Internal Consistency Reliability test to measure how capable the indicator can measure its
Latin construct [26]. The assessment indicator of the Internal Consistency Reliability test is the value of
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composite reliability and Cronbach's alpha. The recommended value for composite reliability is 0.6-0.7
which is considered good for the reliability of the variable and for Cronbach's alpha it is also 0.7 [25]. Based
on Table 1, the results show that the value of composite reliability and Cronbach's alpha is greater than
0.70. Thus it can be concluded that the questionnaire used is consistent and has good reliability.

The Convergent Validity Test can be evaluated with average variance extracted (AVE),
the recommended value is more than 0.5 which can explain 50% or more of the item variation [27]. From
Table 1, it can be seen that the AVE value is more than 0.5, in other words that all constructs are valid or it
can be said that the construct can explain the variance of the item
3.2 Inner structural model analysis

Testing the structural model or inner model is to evaluate the existence of collinearity
between constructs and the predictive ability of the model [27]. There are several ways to measure the
structural model including the coefficient of determination (R?) and the path coefficient or path coefficient..

Table 2.
Value of R Square
Variabel R Square
Use 0.463
User Satisfaction 0.747

The coefficient of determination (R?) is a way to assess how endogenous constructs can be explained
by exogenous constructs . The recommended value for R2 is that it can be seen that the
use variable indicates the research value is moderate and user satisfaction is strong, in other words research
on user satisfaction is very strong or very important to do. Between 0 and 1. Value R?= 0,75 ((strong model)
R? = 0,50 (moderate model) dan R? =0,25 (weak mode) [27]. Based on Table 2 it can be seen that the
variable use indicates the research value is moderate and user satisfaction is strong, in other words research
on user satisfaction is very strong or very important to do. The R-square value for use is 0.463 which means
that the presentation of the magnitude of the influence of system quality, information quality and service
quality is 46.3% while the remaining 74.7% is influenced by user satisfaction, in other words user
satisfaction greatly affects the research this.

Table 3.
Value of Path Coefficients
Variabel Use User
Satisfaction
Information Quality 0.006 0.436
Service Quality 0.227 0.432
Sistem Quality 0.482 0.041

Path Coefficients or path coefficients to see the significance and strength of the relationship and also to
test the hypothesis [28]. The recommended values are in the range of -1 and +1, the closer the construct is
to +1, the stronger the relationship is and vice versa, the closer to -1, the weaker the relationship between
the constructs . In Table 3 it can be seen the relationship between the constructs , the value ranges from -1 to
+1, the closer to +1, the stronger the relationship between constructs , the closer to -1, the more negative
the relationship between constructs . From Table 3 it can be concluded that the relationship of information
quality has little effect on usage.

3.3 Findings and managerial implementation

The bootstrapping procedure generates t-statistical values for each relationship path used to test the
hypothesis. The t-statistic value is compared with the t-table. The t-table value can be determined based on
the level of confidence in the study, 90% or 95% or 99%. If using the 95% level, then the precision or the
inaccuracy limit (a) = 5% or 0.05. The criteria for drawing conclusions are

a. If the value of t-statistics is less than the value of t-table (T-statistics < T-table) then the hypothesis
HO is accepted and H1 is rejected .

b. If the value of t-statistics is greater than the value of t-table (T-statistics > T-table) then the

hypothesis HO is rejected and H1 is accepted.

To test the hypothesis in this study, the t-statistic value was used, then for =5% the t-statistic value used
was 1.96. So that the criteria for accepting or rejecting the hypothesis are that Ha is accepted and HO is
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rejected when the t-statistic > 1.96. Hypothesis testing is done by looking at the output path coefficient from
the bootstrap resampling results as follows:

Table 4.
value of path coefficient
Variabel Konstruk Original Sample Standard T Statistics P
Sample (O) Mean (M) Deviation (|O/ISTDEV)) Values
(STDEV)
Sistem Quality -> Use 0.482 0.479 0.162 2971 0.003
Sistem Quality -> User Satisfaction 0.041 0.050 0.112 0.371 0.711
Information Quality -> Use 0.006 0.008 0.180 0.033 0.974
Information Quality -> User Satisfaction 0.436 0.445 0.073 5.937 0.000
Service Quality -> Use 0.227 0.224 0.142 1.597 0.111
Service Quality -> User Satisfaction 0.432 0.417 0.079 5.484 0.000

H1a System Quality Affects the Use of Mobile BWS

Based on Table 4, the influence of system quality on usage gives a path coefficient value of 0.482 and
has a p-value of 0.003 and a T-statistic value of 2.971 (T-statistics > T-table 1.96). Showing that, the quality
of the system affects the use of Mobile BWS, it can be stated that hypothesis 5 is supported. Because the
value of T-statistics meets the requirements, namely T-statistics > T-table 1.96.
H1b System Quality Affects BWS Mobile User Satisfaction

Based on Table 4 the effect of System Quality on User Satisfaction, gives a path coefficient value of
0.041 and has a p-value of 0.711 and a T-statistic value of 0.371 (T-statistic < T table 1.96). Showing that,
system quality has no effect on BWS Mobile User Satisfaction, it can be stated that hypothesis 6 is not
supported. Because the value of T-statistics meets the requirements, namely T-statistics > T-table 1.96.
H2a Information Quality Affects BWS Mobile User Satisfaction

Based on Table 4 the effect of Information Quality on User Satisfaction, gives a path coefficient value
of 0.436 and has a p-value of 0.000 and a T-statistical value of 5.937 (T-statistics > T-table 1.96). Showing
that the quality of information has no effect on BWS Mobile User Satisfaction, it can be stated that
hypothesis 2 is supported. Because the value of T-statistics meets the requirements, namely T-statistics > T-
table 1.96.
H2b Information Quality Affects the Use of Mobile BWS

Based on Table 4 the effect of Information Quality on Usage, gives a path coefficient value of 0.006
and has a p-value of 0.974 and a T-statistical value of 0.033 (T-statistic < T table 1.96). Showing that, the
quality of information does not affect the satisfaction of Mobile BWS users, it can be stated that hypothesis 1
is not supported. Because the value of T-statistics does not meet the requirements, namely T-statistics > T-
table 1.96.
H3a Service Quality Affects the Use of Mobile BWS

Based on Table 4 the effect of Service Quality on Usage, gives a path coefficient value of 0.227 and has
a p-value of 0.111 and a T-statistic value of 1.597 (T-statistic <T table 1.96). Showing that service quality
has no effect on the use of Mobile BWS, it can be stated that hypothesis 3 is not supported. Because the value
of T-statistics meets the requirements, namely T-statistics > T-table 1.96.
H3b Service Quality Affects BWS Mobile User Satisfaction

Based on Table 4 the effect of Service Quality on User Satisfaction, gives a path coefficient value of
0.432 and has a p-value of 0.000 and a T-statistical value of 5.484 (T-statistics > T table 1.96). Showing
that, service quality has an effect on BWS Mobile User Satisfaction, it can be stated that hypothesis 4 is
supported. Because the value of T-statistics meets the requirements, namely T-statistics > T-table 1.96.

4, Conclusion

This study evaluates the factors that affect the use and satisfaction of users, Bank Woori Saudara has
improved the quality of the system from the mobile BWS, from the results of the analysis it turns out that
increasing quality greatly affects user use and satisfaction. From the results of the analysis of the quality of
information is very influential on user satisfaction but not on usage. This shows that improving the quality of
information is not a strong predictor of the use and quality of information the more complete, relevant,
accurate, up to date, and with good information presentation will have a significant impact on user
satisfaction. Service quality is proven to have an effect on usage and affect user satisfaction. The quality of
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service has met the expectations of users and meet the needs and desires of users. So that users are satisfied
with the quality of service produced by Mobile BWS. System quality is proven to have an effect on usage
and not proven to have an effect on user satisfaction. Users can fully understand the quality of the system
generated by Mobile BWS. Users feel that the quality of the system that has been used so far is sufficient for
all the needs needed by the user, so that the quality of the system produced by Mobile BWS provides user
satisfaction. System quality is proven to have an effect on usage and not proven to have an effect on user
satisfaction. Users can fully understand the quality of the system generated by Mobile BWS. Users feel that
the quality of the system that has been used so far is sufficient for all the needs needed by the user, so that the
quality of the system produced by Mobile BWS provides user satisfaction. System quality is proven to have
an effect on usage and not proven to have an effect on user satisfaction. Users can fully understand the
quality of the system generated by Mobile BWS. Users feel that the quality of the system that has been used
so far is sufficient for all the needs needed by the user, so that the quality of the system produced by Mobile
BWS provides user satisfaction.
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