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ABSTRAK

Nama Mahasiswa/NPM :  Silvia Ayu Ningtyas / 21082010011

Judul Skripsi . Evaluasi Penerimaan Pengguna Wondr by BNI
menggunakan EWOM

Dosen Pembimbing 1. Arista Pratama, S.Kom., M.Kom.
2. Tri Lathif Mardi Suryanto, S.Kom, MT

Wondr by BNI merupakan inovasi terbaru yang menggantikan aplikasi
BNI Mobile Banking, menghadirkan fitur lebih lengkap dan layanan keuangan
yang lebih personal. Dalam proses adopsinya, Wondr by BNI menghadapi
tantangan dalam membangun kepercayaan dan mendorong minat pengguna untuk
beralih dari aplikasi sebelumnya. Salah satu hal penting yang memengaruhi
keputusan adopsi pengguna adalah Electronic Word of Mouth (eWOM), karena
ulasan dan pengalaman pengguna lain sering dijadikan referensi utama sebelum
menggunakan layanan digital, khususnya di era media sosial.

Skripsi ini bertujuan untuk mengevaluasi pengaruh eWOM dan tingkat
keterlibatan konsumen (consumer involvement) dalam kerangka Elaboration
Likelihood Model (ELM) terhadap penerimaan aplikasi mobile banking Wondr by
BNI. Penelitian ini melibatkan 401 responden di Surabaya dan dianalisis
menggunakan metode PLS-SEM dengan bantuan perangkat lunak SmartPLS 4.

Hasil penelitian menunjukkan bahwa valence, volume, initial trust, dan
consumer involvement memiliki pengaruh signifikan terhadap penerimaan
aplikasi. Temuan ini menggarisbawahi pentingnya membangun kepercayaan dan
mendorong keterlibatan aktif pengguna dalam memperkuat keputusan adopsi
Wondr by BNI. Hal ini dibuktikan melalui pengujian path coefficient dengan nilai
p-values < 0,05 dan T-statistic > 1,96. Dengan demikian, ulasan, jumlah eWOM,
tingkat kepercayaan awal, serta keterlibatan pengguna terbukti berperan penting

dalam mendorong adopsi aplikasi Wondr by BNI.

Kata kunci: Wondr by BNI, Electronic Word of Mouth, Elaboration Likelihood
Model, Mobile Banking, PLS-SEM
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ABSTRACT

Student Name /NPM  : Silvia Ayu Ningtyas / 21082010011

Thesis Title . Evaluation of User Acceptance of Wondr by BNI
Using eWOM

Advisor : 1. Arista Pratama, S.Kom., M.Kom.

2. Tri Lathif Mardi Suryanto, S.Kom, MT

Wondr by BNI is the latest innovation developed as a transformation of
the BNI Mobile Banking application. Featuring a fresher user interface, more
comprehensive features, and more personalized financial service integration,
Wondr by BNI aims to strengthen BNI's competitiveness in the digital era.
However, in its adoption process, Wondr by BNI faces challenges in building user
trust and encouraging users to switch from the previous application. One key
factor influencing users' adoption decisions is Electronic Word of Mouth
(eWOM). eWOM serves as a critical reference point for assessing service quality
and credibility, making it essential to further analyze its impact on application

acceptance.

This thesis aims to evaluate the influence of eWOM on user acceptance of
the Wondr by BNI application and to provide recommendations based on the
Elaboration Likelihood Model (ELM) approach. The study involved 401
respondents in Surabaya after a data cleaning process, and the analysis was
conducted using Partial Least Square-Structural Equation Modeling (PLS-SEM)
with the assistance of SmartPLS 4 software. The results indicate that factors such
as valence, volume, initial trust, and consumer involvement have a significant
impact on the acceptance of the Wondr by BNI application. This is evidenced by
the path coefficient test results showing p-values < 0.05 and T-statistics > 1.96.
Therefore, user reviews, the amount of eWOM, initial trust levels, and user
involvement are proven to play a crucial role in encouraging the adoption of the
Wondr by BNI.

Keywords: Wondr by BNI, Electronic Word of Mouth, Elaboration Likelihood
Model, Mobile Banking, PLS-SEM
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