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Abstract

In this digital edge, Indonesian Financial Service Authority (OJK) has encouraged
bank industry to develop internet banking services. This service has changed the way
customer interact with the bank from face to face interaction to online interaction.
The development of this internet banking services have triggered marketing
researcher to investigate how this service can influence customer satisfaction and
commitment.This study aims to examine the effect of internet banking service quality
on customer satisfaction and com- mitment. A guestionnaire survey has conducted to
130 bank customer’s in Padang. Research instruments of this study have been
adapted from many previous studies. Structural Equation Model analysis technique
has been used to analyze the data of this research. The result of this study found that
the dimension of internet banking service quality such as easy to use, website design,
privacy, responsiveness, efficiency and reliability have significant effect on customer
satisfaction. Furthermore, it was found that customer satisfaction has sig- nificant
effect on customer commitment.
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Abstrak

Di era digital ini, Otoritas Jasa Keuangan (OJK) mendorong industri perbankan untuk
mengembangkan layanan internet banking. Layanan ini telah mengubah cara nasabah
berinteraksi dengan bank dari tatap muka menjadi interaksi online. Perkembangan
layanan internet banking ini telah memicu peneliti pemasaran untuk menyelidiki
bagaimana layanan ini dapat memengaruhi kepuasan dan komitmen nasabah.
Penelitian ini bertujuan untuk menguji- pengaruh kualitas layanan internet banking
terhadap kepuasan dan komitmen nasabah. Survei kuesioner telah dilakukan terhadap
130 nasabah bank di Padang. Instrumen penelitian-ini telah diadaptasi dari berbagai
penelitian sebelumnya. Teknik analisis Structural Equation Model telah digunakan
untuk menganalisis data penelitian ini. Hasil penelitian ini menemukan bahwa
dimensi kualitas layanan internet banking seperti kemudahan penggunaan, desain
situs web, privasi, daya tanggap, efisiensi, dan keandalan memiliki pengaruh yang
signifikan terhadap kepuasan nasabah. Selanjutnya, ditemukan bahwa kepuasan
nasabah memiliki pengaruh yang signifikan terhadap komitmen nasabah.
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