— eisauopuy Jo3og —

AusJaniun gdl

ANALYZING USER CONTINUANCE INTENTION AND
CONTINUANCE BEHAVIOR OF WONDR BY BNI
WITH UTAUT2 MODEL

dnstoarup) gd Yy vidio> Yy H®)

95 yeAueq

£ : DANIA SAMODA RENDA

yingaAuaw uep ueywniuedUsW eduel iUl

yn1uag Wejep Ui sijny eAdey y

L Jaquins ue

‘Alisianiun gd| uizi eduel undede

yejesew nyens U[’HP[UQ neie ulpy ues;]ﬂuad 'LIL’JOdE[ ueun

BUSINESS STUDY PROGRAM
SCHOOL OF BUSINESS
IPB UNIVERSITY
BOGOR
2025

—
0
vy
-
=
<
o
p]
w

g




@Hak cipta milik IPB University H_”wu—w G:H/NGH.MHA.‘M\

Hak Cipta Dilindungi Undang-undang

1. Dilarang mengutip sebagian atau seluruh karya tulis ini tanpa mencantumkan dan menyebutkan sumber :
a. Pengutipan hanya untuk kepentingan pendidikan, penelitian, penulisan karya ilmiah, penyusunan laporan, penulisan kritik atau tinjauan suatu masalah
b. Pengutipan tidak merugikan kepentingan yang wajar |PB University.

—vw C:_<®—aw_ 2. Dilarang mengumumkan dan memperbanyak sebagian atau seluruh karya tulis ini dalam bentuk apapun tanpa izin IPB University. . .
— Bogor Indonesia — Perpustakaan IPB University



STATEMENT REGARDING UNDERGRADUATE THESIS,
SOURCES OF INFORMATION, AND DELIVERY OF
COPYRIGHT

I hereby declare that the undergraduate thesis entitled “Analyzing
User Continuance Intention and Continuance Behavior of Wondr by
BNI with UTAUT2 Model” is my work under the direction and
guidance of my supervising lecturers and has not been submitted in any
publications to any university. Sources of information derived from or
quoted from published and unpublished works of other authors have
been mentioned in the text and listed in the bibliography at the end of
this thesis.

I hereby entrust the copyright of my undergraduate thesis to IPB
University.

Bogor, December 2025

Dania Samoda Renda
K1401211828



ABSTRACT

DANIA SAMODA RENDA. Analyzing User Continuance Intention and
Continuance Behavior of Wondr by BNI with UTAUT2 Model. Supervised by
ANITA PRIMASWARI WIDHIANI and FEBRIANTINA DEWI.

Digital transformation in the banking industry prompted BNI to launch
Wondr by BNI in July 2024 as a replacement for its previous mobile banking app.
Despite its advanced features, the application faces significant user adoption
challenges and user complaints regarding stability and functionality. This study
aims to analyze the factors influencing the continuance intention and continuance
behavior of Wondr by BNI users, utilizing the Unified Theory of Acceptance and
Use of Technology 2 (UTAUT2) framework. A quantitative approach was
employed through an online survey of 379 Wondr users. Data was analyzed using
multiple linear regression and the PROCESS macro. The results show that
Performance Expectancy, Social Influence, Price Value, and Habit have a positive
and significant influence on Continuance Usage Intention (CUI). In turn,
Continuance Usage Behavior (CUB) is significantly influenced by Continuance
Usage Intention (CUI), Facilitating Conditions (FC), and Habit (HT). Age was also
found to moderate the relationship between Hedonic Motivation and CUI. These
findings provide managerial implications for BNI to make users keen to download
and continue using the app, which are prioritize application stability, implement
age-segmented strategies, boost more rewards & promos, add Quick Actions / Do
Again on home screen, Group Feature, gamify and marketing segment feature for
young users, add clear micro-guidance, and live chat CS.

Keywords: utaut2, mobile banking, wondr by bni, post-adoption, continuance usage
intention, continuance usage behavior, indonesia.

ABSTRAK

DANIA SAMODA RENDA. analisis Niat Kelangsungan Pengguna dan Perilaku
Kelangsungan Pengguna Wondr by BNI dengan model UTAUT2. Dibimbing oleh
ANITA PRIMASWARI WIDHIANI dan FEBRIANTINA DEWI.

Transformasi digital di industri perbankan telah mendorong BNI untuk
meluncurkan Wondr by BNI pada Juli 2024 sebagai pengganti aplikasi mobile
banking sebelumnya. Meskipun memiliki fitur yang canggih, aplikasi ini
menghadapi tantangan signifikan dalam adopsi pengguna dan mengalami keluhan
terkait stabilitas serta fungsionalitas. Penelitian ini bertujuan untuk menganalisis
faktor-faktor yang mempengaruhi niat keberlanjutan (continuance usage intention)
dan perilaku keberlanjutan (continuance usage behavior) pengguna Wondr by BNI,
dengan menggunakan kerangka kerja Unified Theory of Acceptance and Use of
Technology 2 (UTAUT2). Pendekatan kuantitatif digunakan melalui survei daring
terhadap 379 responden pengguna Wondr. Data dianalisis menggunakan regresi
linier berganda dan makro PROCESS. Hasil penelitian menunjukkan bahwa
Performance Expectancy, Social Influence, Price Value, dan Habit berpengaruh



positif dan signifikan terhadap Continuance Usage Intention (CUI). Selanjutnya,
Continuance Usage Behavior (CUB) secara signifikan dipengaruhi oleh
Continuance Usage Intention (CUI), Facilitating Conditions (FC), dan Habit (HT).
Usia juga ditemukan memoderasi hubungan antara Hedonic Motivation dan CUI.
Temuan ini memberikan implikasi manajerial bagi BNI untuk membuat pengguna
tertarik mengunduh dan terus menggunakan aplikasi, yang mengutamakan stabilitas
aplikasi, menerapkan strategi segmentasi usia, meningkatkan lebih banyak
penghargaan & promosi, menambahkan Tindakan Cepat / Lakukan Lagi di layar
beranda, Fitur Grup, fitur gamifikasi dan segmen pemasaran untuk pengguna muda,
menambahkan panduan mikro yang jelas, dan layanan obrolan langsung CS.

Kata kunci: utaut2, mobile banking, wondr by bni, pasca-adopsi, niat
keberlanjutan penggunaan, perilaku keberlanjutan penggunaan,
indonesia.
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