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ABSTRAK 

 

Mochamad Ferdy Yusuf Agustian, NIM: 2108203165. “Pengaruh 
Kualitas Layanan Berbasis Elektronik Pada Sistem Byond By BSI 
Terhadap Kepuasan Nasabah (Studi Pada Nasabah BSI KC Cirebon Dr. 
Cipto).” 2026. 
 

Penelitian ini dilatarbelakangi oleh perkembangan perbankan digital 
dan inovasi BYOND by BSI, namun masih terdapat kendala seperti error 
aplikasi, gangguan sistem, dan layanan yang kurang responsif yang 
berpotensi menurunkan kepuasan nasabah. 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan 
berbasis elektronik (e-service quality) pada sistem BYOND by BSI terhadap 
kepuasan nasabah di BSI KC Cirebon Dr. Cipto. Metode yang digunakan 
adalah pendekatan kuantitatif dengan teknik pengambilan sampel 
menggunakan metode purposive sampling terhadap 96 responden. Data 
dikumpulkan melalui kuesioner dan dianalisis menggunakan Partial Least 
Squares (PLS) dengan bantuan SmartPLS 4. 

Hasil penelitian menunjukkan bahwa kualitas layanan elektronik yang 
terdiri dari dimensi efficiency, fulfillment, system availability, privacy, 
responsiveness, compensation, dan contact berpengaruh positif dan signifikan 
terhadap kepuasan nasabah. Hal ini menunjukkan bahwa semakin baik 
kualitas layanan digital yang diberikan, maka semakin tinggi tingkat kepuasan 
nasabah. Penelitian ini diharapkan dapat menjadi bahan evaluasi bagi Bank 
Syariah Indonesia dalam meningkatkan kualitas layanan digital guna 
memenuhi kebutuhan dan ekspektasi nasabah di era transformasi digital. 
 

Kata Kunci: Kualitas Layanan Elektronik, Kepuasan Nasabah, Mobile 
Banking, Byond by BSI 
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ABSTRACT 

 

Mochamad Ferdy Yusuf Agustian, NIM: 2108203165. “The Effect of 
Electronic Service Quality on the BYOND by BSI System on Customer 
Satisfaction (Study on Customers of BSI KC Cirebon Dr. Cipto).” 2026. 

 
This study is motivated by the development of digital banking and the 

innovation of BYOND by BSI. However, several issues remain, such as 
application errors, system disruptions, and less responsive services, which 
may reduce customer satisfaction. 

This study aims to analyze the effect of electronic service quality (e-
service quality) on customer satisfaction in the BYOND by BSI system at BSI 
KC Cirebon Dr. Cipto. The research method uses a quantitative approach 
with purposive sampling of 96 respondents. Data were collected through 
questionnaires and analyzed using Partial Least Squares (PLS) with 
SmartPLS 4. 

The results show that electronic service quality, consisting of 
efficiency, fulfillment, system availability, privacy, responsiveness, 
compensation, and contact, has a positive and significant effect on customer 
satisfaction. This indicates that the better the quality of digital services 
provided, the higher the level of customer satisfaction. This study is expected 
to serve as an evaluation for Bank Syariah Indonesia in improving digital 
service quality to meet customer needs and expectations in the digital 
transformation era. 
 
Keywords: E-Service Quality, Customer Satisfaction, Mobile Banking, 
BYOND by BSI 
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MOTTO 

 

“Cepat, namun sendiri. Untuk apa? Bersama tapi meracuni. Untuk apa?” 

(Untuk Apa/Untuk Apa – Hindia) 

“Whatever you are, be the best version of yourself” 

(High School Musical - 2006) 

“Di kehidupan kedua, semoga kau tak terlalu keras kepala. Ku yakin nyawa 

kita bertautan, khatam berbagai cobaan” 

(Tarot – Feast.) 
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