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ABSTRAK

Penelitian ini bertujuan menganalisis pengaruh Customer Digital Expectation,
Customer Trustworthy, dan Customer Satisfaction terhadap Customer Intention to
Reuse melalui Digital Transformation pada nasabah aktif wilayah Jakarta Timur
sebagai objek penelitian. Penelitian ini fnenggunakan pendekatan kuantitatif
melalui kuesioner skala likert yang di olah dengan SEM PLS untuk menguji hasil

hipotesis yang diajukan. Sampel penelitian ini sebanyak 210 responden.

Hasil penelitian menunjukkan bahwa Customer Digital Expectation, Customer
Trustworthy, dan Customer Satisfaction berpengaruh positif dan signifikan
terhadap Digital Transformation. Selanjutnya, Digital Transformation berpengaruh
positif dan signifikan terhadap Customer Intention to Reuse. Customer Digital
Expectation dan Customer Satisfaction berpengaruh positif namun tidak signifikan
terhadap Customer Intention to Reuse, sedangkan Customer Trustworthy
berpengaruh positif dan signifikan. Selain itu, Digital Transformation terbukti
mampu memediasi secara positif dan signifikan pengaruh Customer Digital
Expectation, Customer Trustworthy, dan Customer Satisfaction terhadap Customer

Intention to Reuse.

Ditemukan bahwa transformasi digital memiliki peran penting dalam
mengoptimalkan ekspektasi, kepercayaan, dan kepuasan pelanggan untuk
meningkatkan niat penggunaan kembali layanan perbankan. Oleh karena itu,

penguatan kualitas dan inovasi layanan digital menjadi strategi penting bagi Bank

http://lib.mercubuana.ac.id
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Mandiri dalam meningkatkan pengalaman pelanggan dan mempertahankan

loyalitas nasabah.

Kata kunci: Customer Digital Expectation, Customer Trustworthy, Customer

Satisfaction, Digital Transformation, Customer Intention to Reuse.
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ABSTRACT

This study aims to analyze the effects of Customer Digital Expectation, Customer
Trustworthiness, and Customer Satisfaction on Customer Intention to Reuse
through Digital Transformation, with active banking customers in the East Jakarta
area as the research subjects. This study employed a quantitative approach using a
Likert-scale questionnaire, with the data analyzed using Structural Equation
Modeling-Partial Least Squares (SEM-PLS) to test the proposed hypotheses. The

research sample consisted of 210 respondents.

The results show that Customer Digital Expectation, Customer Trustworthiness,
and Customer Satisfaction have positive and significant effects on Digital
Transformation. Furthermore, Digital Transformation has a positive and
significant effect on Customer Intention to Reuse. Directly, Customer Digital
Expectation and Customer Satisfaction have positive but insignificant effects on
Customer Intention to Reuse, while Customer Trustworthiness has a positive and
significant effect. In addition, Digital Transformation is proven to positively and
significantly mediate the effects of Customer Digital Expectation, Customer

Trustworthiness, and Customer Satisfaction on Customer Intention to Reuse.

The findings indicate that digital transformation plays an important role in
optimizing customer expectations, trust, and satisfaction to increase customers’
intention fo reuse banking services. Therefore, strengthening the quality and

innovation of digital services is an important strategy for Bank Mandiri to enhance

customer experience and maintain customer loyalty.
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Keywords: Customer Digital Expectation, Customer Trustworthiness, Customer

Satisfaction, Digital Transformation, Customer Intention to Reuse.
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