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ABSTRAK 
 
 
 Penelitian ini bertujuan untuk menguji pengaruh kualitas internet banking 
terhadap kepuasan nasabah pengguna internet banking. Selain itu, penelitian ini juga 
menguji hubungan antara kepuasan nasabah pengguna internet banking, kemudahan 
akses internet banking, dan frekuensi transaksi perbankan dalam mempengaruhi 
kontinuitas internet banking, dengan studikasus di PT Bank BRI Cabang Medan Putri 
Hijau. Variabel yang digunakan dalam penelitian ini adalah kualitas internet banking, 
kepuasan nasabah pengguna internet banking, kemudahan akses internet banking, dan 
frekuensi transaksi perbankan sebagai variabel bebas. Sementara variable kontinuitas 
penggunaan internet banking menjadi variable terikat. Seluruh data penelitian ini 
menggunakan data primer yang bersumber dari penyebaran kuisioner kepada nasabah 
BRI pengguna internet banking. Metode analisis yang digunakan dalam penelitian ini 
adalah metode Partial Least Square. Hasil penelitian ini membuktikan bahwa: (1) 
kualitas internet banking berpengaruh signifikan terhadap kepuasan nasabah, (2) 
kepuasan nasabah pengguna internet banking tidak berpengaruh signifikan terhadap 
kontinuitas penggunaan internet banking, (3) kemudahan akses internet berpengaruh 
signifikan terhadap kontinuitas penggunaan internet banking, dan (4) frekuensi 
transaksi perbankan berpengaruh signifikan terhadap kontinuitas penggunaan internet 
banking. Dengan demikian, bank perlu memperhatikan kemudahan akses internet dan 
frekuensi transaksi perbankan guna menjaga kontinuitas penggunaan internet 
banking. 
 
 
Kata kunci: Kualitas internet banking, kepuasan nasabah, kemudahan akses internet, 
dan frekuesi transaksi perbankan 
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ABSTRACT 

 

 

 

The purpose of this research is to examine the quality influence  of internet 
banking service towards costumer satisfaction. Beside that, this study explored the 
correlation among the variables;costumer satisfaction, the easiness of internet 
banking access and the transaction frequency of banking service in influencing the 
continuity of internet banking. This extensive research was conducted at BRI Putri 
Hijau Medan Branch Office. Variables used in this research are the quality of 
internet banking service, costumer satisfaction, the easiness of internet banking 
access and the transaction frequency of banking service and also  the continual usage 
of internet banking service. Throughout this research, the source of primary data was 
conducted from a purposive sampling by spreading a questionnaire to the costumers 
who are using internet banking service.  The analytical technique that is used in this 
research is Partial Least Square method. This study results proved that: (1) the 
quality of internet banking significantly affects the costumer satisfaction, (2) 
customer satisfaction in online banking insignificantly affects the continual usage of 
internet banking service, (3) the easiness of internet access significantly affects the 
continual usage of internet banking service, and (4) the frequency of banking service 
transaction significantly affects the continual usage of internet banking.  

 
 

Key words: quality of internet banking, customer satisfaction, easiness of internet 
access, frequency of  banking transactions. 
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