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ABSTRAK 
 

Penelitian ini bertujuan untuk mengetahui Analisis Penggunaan Mobile Banking 

Dalam Meningkatkan Kepercayaan Dan Loyalitas Nasabah bank BRI di 

Jabodetabek. Metode yang digunakan pada penelitian ini adalah kuantitatif dengan 

metode asosiatif (kausal). Jenis populasi dalam penelitian ini yaitu semuan nasabah 

mobil banking BRI di Jabodetabek. Sampel berjumlah 180 nasabah didapat dari 

jumlah item pernyataan dikali dengan 9. Menggunakan instrumen pengukuran skala 

likert. Hasil penelitian menunjukan bahwa perceived risk (X1) berpengaruh  positif 

dan signifikan terhadap customer loyalty (Z), perceived of benefit (X2) tidak 

berpengaruh signifikan terhadap customer loyalty (Z), pereceived risk (X1) 

berpengaruh positif dan signifikan terhadap customer trust (Y), perceived of benefit 

(X2) berpengaruh positif dan signifikan terhadap customer trust (Y), customer trust 

(Y) berpengaruh positif signifikan terhadap customer loyalty (Z),  Berdasarkan 

model analisis jalur inner model, menunjukkan bahwa customer trust (Y) dapat 

memediasi perceived risk (X1) terhadap customer loyalty (Z) dan customer trust (Y) 

tidak dapat memediasi perceived of benefit (X2) terhadap customer loyalty (Z). 

Kata Kunci: preceived risk, perceived of benefit, customer trust, customer loyalty. 

 

 

 

 

 

 

 

 

 



iv 
 

ABSTRACT 
 

This study aims to determine the Analysis of the Use of Mobile Banking in 

Increasing Trust and Loyalty of Bank BRI’s customers in Jabodetabek. The method 

used in this research is quantitative with associative (causal) methods. The type of 

population in this study is all BRI mobile banking customers in Jabodetabek. The 

sample amounted to 180 customers obtained from the number of statement items 

multiplied by 9. Using a Likert scale measurement instrument. The research results 

indicate that perceived risk (X1) has a positive and significant effect on customer 

loyalty (Z), perceived benefit (X2) does not have a significant effect on customer 

loyalty (Z), perceived risk (X1) has a positive and significant effect on customer trust 

(Y), perceived benefit (X2) has a positive and significant effect on customer trust 

(Y), and customer trust (Y) has a positive and significant effect on customer loyalty 

(Z). Based on the inner path analysis model, it shows that customer trust (Y) can 

mediate perceived risk (X1) on customer loyalty (Z) and customer trust (Y) cannot 

mediate perceived of benefit (X2) on customer loyalty (Z). 

Keywords: perceived risk, perceived of benefit, customer trust, customer loyalty. 
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