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ABSTRAK

Nama Mahasiswa/ NPM :  MIFTAH RAHMADDANI /21082010165

Judul Skripsi :  Analisis User Experience Aplikasi M-Banking
Menggunakan HEART Metrics Modifikasi (Studi
Kasus BLU By BCA Digital)

Dosen Pembimbing : 1. Anita Wulansari, S.Kom., M.Kom
2. Rafika Rahmawati, S.Kom., M.Kom., MBA

Perkembangan layanan mobile banking di Indonesia memudahkan
masyarakat dalam transaksi keuangan digital. BLU By BCA Digital hadir sebagai
inovasi perbankan tanpa kantor cabang fisik dan mencatat pertumbuhan pengguna
yang signifikan. Namun, ulasan pengguna menunjukkan keluhan terkait kendala
teknis dan fitur yang kurang intuitif, sehingga memunculkan pertanyaan mengenai
kualitas pengalaman pengguna aplikasi ini.

Oleh karena itu, pengalaman pengguna m-banking BLU By BCA Digital
dianalisis menggunakan pendekatan HEART Metrics yang dimodifikasi dengan
penambahan variabel Intention to Reuse. Analisis dilakukan melalui metode Partial
Least Square Structural Equation Modeling (PLS-SEM) menggunakan SmartPLS
4, melibatkan 476 responden pengguna aktif BLU By BCA Digital.

Hasil penelitian menunjukkan bahwa variabel Happiness, Engagement,
Adoption, dan Task Success berpengaruh positif dan signifikan terhadap Intention
to Reuse, sedangkan Retention tidak berpengaruh signifikan. Hal ini menunjukkan
bahwa meskipun pengguna merasa puas, konsistensi penggunaan dari waktu ke
waktu belum optimal. Selain itu, variabel Adoption memiliki skor di bawah kategori
baik dalam tahapan Goal-Signal-Metrics (GSM), mengindikasikan perlunya
peningkatan dalam akuisisi dan onboarding pengguna baru. Penelitian ini
memberikan kontribusi dalam evaluasi user experience pada layanan m-banking
serta menjadi acuan bagi pengembangan aplikasi digital yang berfokus pada

kepuasan dan keberlanjutan penggunaan.

Kata kunci : Mobile Banking, Pengalaman Pengguna, BLU By BCA Digital,
HEART Metrics
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ABSTRACT

Student Name / NPM  : MIFTAH RAHMADDANI /21082010165

Thesis Title : Analysis of the User Experience of the Bluby BCA
Mobile Banking Application Using the Modified
HEART Metrics

Advisor : 1. Anita Wulansari, S.Kom., M.Kom

2. Rafika Rahmawati, S.Kom., M.Kom., MBA

The growth of mobile banking services in Indonesia has provided
convenience and flexibility for users in conducting digital financial transactions.
BLU by BCA Digital is one such innovation, offering branchless banking with a
notable increase in user adoption. However, user reviews on various digital
platforms indicate issues such as technical difficulties during transactions and
unintuitive features, raising concerns regarding the quality of user experience (UX)
offered by the application.

This study aims to analyze the user experience of the BLU mobile banking
application using a modified HEART Metrics framework, which includes an
additional variable: Intention to Reuse. The analysis was conducted using the
Partial Least Squares Structural Equation Modeling (PLS-SEM) method with
SmartPLS 4, involving 476 active users of the BLU By BCA Digital application.

The results show that the variables Happiness, Engagement, Adoption, and
Task Success have a positive and significant influence on Intention to Reuse. In
contrast, Retention does not demonstrate a significant effect, leading to the
rejection of its associated hypothesis. Although users generally report satisfaction,
the long-term consistency in application usage remains relatively weak.
Furthermore, Adoption is at the lower threshold of the "good" category in the Goal-
Signal-Metrics (GSM) phase, indicating the need for improvements in user
acquisition and onboarding processes. This study contributes to a deeper
understanding of UX evaluation in mobile banking services and serves as a
reference for the development of user-centric digital applications that aim to
enhance satisfaction and long-term usage.

Keywords: Mobile Banking, User Experience, BLU By BCA Digital, HEART

Metrics
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