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ABSTRAK 

 

Perkembangan teknologi digital mendorong perbankan berinovasi melalui 

layanan keuangan berbasis aplikasi, salah satunya Wondr by BNI yang 

menggantikan BNI Mobile Banking. Meskipun menawarkan fitur dan tampilan 

modern, rating pengguna di Play Store mengalami penurunan disertai keluhan 

terkait keandalan sistem dan kualitas layanan. Penelitian ini bertujuan untuk 

mengetahui tingkat kepuasan sekaligus memetakan prioritas perbaikan layanan 

dengan menggabungkan metode HEART Metrics dan Importance Performance 

Analysis (IPA). Data dikumpulkan melalui penyebaran kuesioner kepada 385 

responden pengguna Wondr by BNI. Hasil analisis menunjukkan bahwa seluruh 

variabel HEART berada pada kategori tinggi hingga sangat tinggi, mencerminkan 

tingkat kepuasan pengguna yang baik, meskipun Engagement dan Task Success 

belum mencapai target 80%. Sementara itu, IPA mengungkap sebagian besar atribut 

berada di Kuadran II (Pertahankan Kinerja), sedangkan beberapa atribut di Kuadran 

III yaitu H5, E3, E4, R3, T5, T6, dan T7 tetap memerlukan perbaikan. Temuan ini 

diharapkan menjadi dasar strategi peningkatan layanan Wondr by BNI secara 

menyeluruh. 

Kata kunci: Heart Metrics, Importance Performance Analysis, Kepuasan 

Pengguna, Wondr by BNI 
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ABSTRACT 

 

The development of digital technology has encouraged banks to innovate 

through app-based financial services, one of which is Wondr by BNI, which replaces 

BNI Mobile Banking. Despite offering modern features and a modern interface, 

user ratings on the Play Store have declined, accompanied by complaints regarding 

system reliability and service quality. This study aims to determine satisfaction 

levels and map service improvement priorities by combining the HEART Metrics 

and Importance Performance Analysis (IPA) methods. Data were collected through 

questionnaires distributed to 385 Wondr by BNI user respondents. The analysis 

results indicate that all HEART variables are in the high to very high category, 

reflecting a good level of user satisfaction, although Engagement and Task Success 

have not yet reached the 80% target. Meanwhile, the IPA revealed that most 

attributes are in Quadrant II (Maintain Performance), while several attributes in 

Quadrant III, namely H5, E3, E4, R3, T5, T6, and T7, still require improvement. 

These findings are expected to serve as the basis for a comprehensive service 

enhancement strategy for Wondr by BNI. 

Keywords: Heart Metrics, Importance Performance Analysis, User Satisfaction, 

Wondr by BNI 
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