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ABSTRAK

Perkembangan dunia perbankan di Indonesia sangat pesat, dinamis dan modern,
baik dari segi ragam produk perbankan maupun kualitas pelayanan dan teknologi
yang dimiliki. Hal tersebut juga dilakukan oleh PT Bank Syariah Indonesia
berusaha mempertahankan kepuasan nasabah karena kepuasan nasabah merupakan
aspek penting untuk mempertahankan citra perusahaan. Penelitian ini bertujuan
untuk mengetahui tingkat kepuasan nasabah terhadap PT Bank Syariah Indonesia
serta pengalaman pengguna aplikasi BSI-Mobile. Metode yang digunakan dalam
penelitian ini untuk mengetahui tingkat dan dimensi kepuasan adalah Customer
Satisfaction Index (CSI) dan Importance Performance Analysis (IPA), sedangkan
untuk mengetahui pengalaman pengguna aplikasi BSI-Mobile adalah User
Experience Quistionnaire (UEQ). Hasil tingkat kepuasan berdasarkan Metode CSI
sebesar 88,205% yang artinya Nasabah Bank Syariah Indonesia Kantor
Dharmawangsa Kota Surabaya sangat puas. Selanjutnya, dilakukan analisis IPA
terhadap dimensi keandalan, daya tanggap, jaminan, empati, dan bukti langsung
yang berisi 25 variabel pada 123 responden. Hasil analisis IPA menunjukkan bahwa
pada Kuadran I, 11, 11I, dan IV masing-masing terdapat 11, 7, 4, dan 3 variabel.
Adapun variabel yang menjadi perhatian khusus untuk ditingkatkan kualitas
pelayanannya adalah di Kuadran Il, yaitu pegawai dapat diandalkan, pelayanan
sesuai dengan yang dipromosikan oleh bank, pelayanan costumer call center dapat
membantu masalah perbankan nasabah dengan cepat, pemberian informasi yang
mudah dimengerti, ketersediaan area parkir yang memadai, ketersediaan mesin
ATM yang lengkap, modern, dan beroperasi 24 jam, jumlah counter teller seimbang
dengan jumlah nasabah. Sementara pada analisis UEQ disimpulkan bahwa aplikasi
BSI-Mobile dari 6 aspek penilaian yang terdiri dari daya tarik, kejelasan, efisiensi,
ketepatan, dan stimulasi maka BSI-Mobile memiliki penilaian diatas 0.8 yang
berarti memiliki penilaian aplikasi yang positif bagi pengguna

Kata kunci : PT Bank Syariah Indonesia, BSI-Mobile, Kepuasan Nasabah,
Customer Satisfaction Index (CSI), Importance Performance Analysis (IPA), User
Experience Quistionnaire (UEQ)
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Syahda Anindya Aurellia Renata, 2022. Analysis of PT. Bank Syariah Indonesia
Surabaya on Customer Service and Mobile Banking Applications Using the
Customer Satisfaction Index, Importance Performance Analysis and User
Experience Questionnaire. This thesis supervised by Dr. Toha Saifudin, S.Si.,
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Department, Faculty of Science and Technology, Airlangga University, Surabaya.

ABSTRACT

The development of the banking world in Indonesia is very rapid, dynamic and
modern, both in terms of the variety of banking products as well as the quality of
services and technology owned. This is also done by PT Bank Syariah Indonesia
trying to maintain customer satisfaction because customer satisfaction is an
important aspect to maintain the company's image. This study aims to determine
the level of customer satisfaction with PT Bank Syariah Indonesia and the user
experience of the BSI-Mobile application. The method used in this study to
determine the level and dimensions of satisfaction is the Customer Satisfaction
Index (CSI) and Importance Performance Analysis (IPA), while to determine the
user experience of the BSI-Mobile application is the User Experience Questionnaire
(UEQ). The result of the satisfaction level based on the CSI method is 88.205%,
which means that the customers of Bank Syariah Indonesia Dharmawangsa
Surabaya City are very satisfied. Furthermore, the IPA analysis was carried out on
the dimensions of reliability, responsiveness, assurance, empathy, and direct
evidence which contained 25 variables in 123 respondents. The results of the IPA
analysis show that in Quadrants I, 11, 11l, and 1V there are 11, 7, 4, and 3 variables,
respectively. The variables that are of particular concern to improve the quality of
service are in Quadrant 11, namely reliable employees, services according to those
promoted by the bank, customer call center services that can help customers
banking problems quickly, providing easy-to-understand information, availability
of parking areas that are adequate, the availability of ATM machines that are
complete, modern, and operate 24 hours, the number of counter tellers is balanced
with the number of customers. While the UEQ analysis concluded that the BSI-
Mobile application of 6 rating aspects consisting of attractiveness, clarity,
efficiency, accuracy, and stimulation, BSI-Mobile has a rating above 0.8 which
means it has a positive application rating for users.

Keywords : PT Bank Syariah Indonesia, BSI-Mobile, Customer Satisfaction,
Customer Satisfaction Index (CSI), Importance Performance Analysis (IPA), User
Experience Quistionnaire (UEQ)
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