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ABSTRAK 

 

Student Name / NPM : Bhagas Satrya Dewa / 22082010164 

Judul Skripsi : Klasifikasi Multi-Label Faktor Pembentuk IS 

Continuance Intention pada Ulasan Aplikasi BLU 

By BCA Digital menggunakan IndoBERT dan 

NER 

Dosen Pembimbing : 1. Eka Dyar Wahyuni, S.Kom., M.Kom. 

2. Nur Cahyo Wibowo, S.Kom., M.Kom. 

 

Pertumbuhan bank digital di Indonesia mendorong persaingan ketat dalam 

mempertahankan pengguna aktif. Blu by BCA Digital, meskipun memiliki tingkat 

kesadaran merek sebesar 85%, hanya mampu mempertahankan 26% pengguna aktif 

dalam satu bulan terakhir, sementara hanya 38% responden yang pernah 

menggunakannya. Kesenjangan ini diperkuat oleh variasi ulasan negatif di Google 

Play Store yang mencerminkan ketidakpuasan terhadap performa, proses login, dan 

kecepatan transaksi, sehingga mengindikasikan tantangan nyata dalam 

keberlanjutan penggunaan aplikasi. Penelitian ini bertujuan untuk membangun 

model klasifikasi intent multi-label menggunakan IndoBERT dan Named Entity 

Recognition (NER) guna mengidentifikasi faktor-faktor pembentuk IS Continuance 

Intention, serta mengembangkan dashboard berbasis web untuk menyajikan 

hasilnya secara visual. Data ulasan dikumpulkan dari Google Play Store dan Apple 

Store, kemudian dilabeli berdasarkan empat faktor Expectation-Confirmation 

Model (ECM), yaitu Confirmation, Perceived Usefulness, E-satisfaction, dan 

Perceived Security, serta enam entitas NER. Model terbaik untuk klasifikasi intent 

menghasilkan F1-Score sebesar 0,797 dan Hamming Loss sebesar 0,131, 

sedangkan model NER terbaik mencapai F1-Score sebesar 0,812. Dashboard 

berbasis web yang dikembangkan mengintegrasikan kedua model dan mendukung 

input teks tunggal maupun file CSV, serta menyajikan hasil prediksi secara 

informatif.  

 

Kata Kunci: Klasifikasi Multi-label, IndoBERT, Named Entity Recognition, Blu 

by BCA Digital, IS Continuance Intention.   
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ABSTRACT 

 

Student Name / NPM : Bhagas Satrya Dewa / 22082010164 

Thesis Title : Multi-Label Classification of Factors Influencing 

IS Continuance Intention in BLU by BCA Digital 

App Reviews using IndoBERT and NER 

Advisors : 1. Eka Dyar Wahyuni, S.Kom., M.Kom. 

2. Nur Cahyo Wibowo, S.Kom., M.Kom. 

 

The rapid growth of digital banking in Indonesia has intensified competition in 

retaining active users. Blu by BCA Digital, despite achieving a brand awareness 

rate of 85%, retained only 26% of active users within the past month, while merely 

38% of respondents reported ever having used the application. This gap is further 

evidenced by the prevalence of negative reviews on Google Play Store, reflecting 

user dissatisfaction with application performance, login processes, and transaction 

speed, indicating substantial challenges in sustaining user retention. This study aims 

to build a multi-label intent classification model using IndoBERT and Named 

Entity Recognition (NER) to identify the determinants of IS Continuance Intention, 

as well as to develop a web-based dashboard for result visualization. User reviews 

were collected from Google Play Store and Apple Store, then labeled based on four 

Expectation-Confirmation Model (ECM) factors, namely Confirmation, Perceived 

Usefulness, E-satisfaction, and Perceived Security, along with six NER entities. 

The best intent classification model achieved an F1-Score of 0.797 and a Hamming 

Loss of 0.131, while the best NER model reached an F1-Score of 0.812. The 

developed web-based dashboard integrates both models, supports single-text and 

CSV file input, and presents prediction results informatively. 

 

Keywords: Multi-label Classification, IndoBERT, Named Entity Recognition, Blu 

by BCA Digital, IS Continuance Intention. 
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