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ABSTRAK 
RATNA NURLITA. Analisis Continuance Usage Intention Pengguna 

Mobile Banking XYZ Menggunakan Extended Expectation Confirmation Model. 
Dibimbing oleh RINDANG MATOATI.  

 
Industri perbankan yang semakin ketat menuntut PT Bank XYZ melalui 

mobile banking XYZ untuk menghadirkan layanan yang unggul guna 
mempertahakan nasabah yang sudah ada. Hal ini penting mengingat keberhasilan 
layanan mobile banking bergantung pada kemampuan layanan untuk 
mempertahankan pengguna yang ada. Penelitian ini menganalisis faktor-faktor 
yang memengaruhi keputusan untuk terus menggunakan mobile banking XYZ di 
wilayah Jabodetabek melalui konstruk Extended Expectation Confirmation Model. 
Penarikan sampel dilakukan dengan teknik purposive sampling kepada 135 sampel 
yang selanjutnya dilakukan analisis secara deskriptif dan menggunakan SEM-PLS. 
Hasil penelitian menyimpulkan bahwa confirmation berpengaruh positif dan 
signifikan terhadap perceived usefulness dan satisfaction. Perceived security 
berpengaruh positif dan signifikan terhadap satisfaction dan trust. Selain itu, 
perceived usefulness dan trust juga berpengaruh positif dan signifikan terhadap 
satisfaction pengguna mobile banking XYZ. Berdasarkan pengujian hipotesis, 
hanya satisfaction yang secara langsung memengaruhi niat penggunaan 
berkelanjutan pada layanan mobile banking XYZ.  
 
Kata kunci:  extended ECM, mobile banking XYZ, niat penggunaan berkelanjutan  

 
ABSTRACT 

RATNA NURLITA. Analysis of Continuance Usage Intention of XYZ 
Mobile Banking Users Using the Extended Expectation Confirmation Model. 
Supervised by RINDANG MATOATI.  

 
The increasingly competitive banking industry demands PT Bank XYZ, 

through XYZ mobile banking, to provide superior services to retain existing 
customers. This is important considering that the success of mobile banking 
services depends on their ability to retain existing users. This study analyzes the 
factors influencing the decision to continue using XYZ mobile banking in the 
Jabodetabek area through the Extended Expectation Confirmation Model construct. 
The sample was drawn using purposive sampling technique from 135 samples, 
which were then analyzed descriptively and using SEM-PLS. The research results 
conclude that confirmation has a positive and significant effect on perceived 
usefulness and satisfaction. Perceived security has a positive and significant effect 
on satisfaction and trust. Additionally, perceived usefulness and trust also have a 
positive and significant effect on the satisfaction of XYZ mobile banking users. 
Based on hypothesis testing, only satisfaction directly influences the intention to 
use XYZ mobile banking services continuously.  
 
Keywords: continuance usage intention, extended ECM, XYZ mobile banking 
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