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ABSTRAK

Uun Kurnia Sari. 2025. Analisis Tingkat Kepuasan Pengguna Core Banking
System Dengan Menggunakan Metode User Experience Questionnaire (UEQ)
Pada PT. BPR BKK Banjarharjo (Perseroda) Brebes. Program Studi Diploma III
Akuntansi. Politeknik Harapan Bersama. Pembimbing I: Andri Widianto;
Pembimbing II: Anita Karunia.

PT. BPR BKK Banjarharjo merupakan salah satu lembaga jasa keuangan yang
telah menerapkan core banking system sebagai sistem utama dalam pengelolaan
transaksi dan data keuangan nasabah. Pada penggunaan core banking system
terjadi loading yang lambat dan kegagalan dalam transaksi PPOB (Payment Point
Online Bank), sehingga dapat mempengaruhi kepuasan pengguna terhadap sistem.
Penelitian ini bertujuan untuk mengetahui tingkat kepuasan pengguna core
banking system pada karyawan PT. BPR BKK Banjarharjo. Analisis data
dilakukan dengan menggunakan metode user experience questionnaire (UEQ).
Tool yang digunakan untuk menganalisis data adalah UEQ Data Analysis Tool.
UEQ digunakan untuk mengukur enam aspek pengalaman pengguna yaitu:
attractiveness, perspicuity, efficiency, dependability, stimulation, dan novelty.
Hasil penelitian menunjukkan bahwa seluruh aspek penilaian pengalaman
pengguna berada pada evaluasi positif. Sehingga dapat disimpulkan bahwa lima
dari enam aspek yang diukur memiliki nilai diatas rata-rata (above average),
sedangkan satu aspek yaitu attractiveness memiliki nilai dibawah rata-rata (below
average).

Kata Kunci: User Experience, Bank Perekonomian Rakyat (BPR), Core Banking
System, User Experience Questionnaire, Tingkat Kepuasan



ABSTRACT

Sari, Uun Kurnia. 2025. The Analysis of Satisfaction Level of Core Banking
System Users by Using the User Experience Questionnaire (UEQ) Method at PT.
BPR BKK Banjarharjo (Perseroda) Brebes. Accounting Associate Degree Study
Program. Politeknik Harapan Bersama. Advisor: Andri Widianto, Co-Advisor:
Anita Karunia.

PT. BPR BKK Banjarharjo is one of the financial services institutions that has
implemented a core banking system as the main system in managing transactions
and customer financial data. In using the core banking system there is slow
loading and failure in PPOB (Payment Point Online Bank) transactions, can
affect user satisfaction with the system. This study aims to determine the level of
user satisfaction of the core banking system among employees of PT. BPR BKK
Banjarharjo. Data analysis was conducted using the user experience
questionnaire (UEQ) method. The tool used to analyze the data is the UEQ Data
Analysis Tool. UEQ is used to measure six aspects of user experience, namely:
attractiveness, perspicuity, efficiency, dependability, stimulation, and novelty. The
results showed that all aspects of user experience assessment were in positive
evaluation. So it can be concluded that five of the six aspects measured have a
value above average, while one aspect, namely attractiveness, has a value below
average.

Keywords: User Experience, Bank Perekonomian Rakyat (BPR), Core Banking
System, User Experience Questionnaire, Level of Satisfaction

X1



DAFTAR ISI

HALAMAN JUDUL ..ottt 1
HALAMAN PERSETUJUAN ....ooiiiiiii e i
HALAMAN PENGESAHAN .....ooiii s i1
PERNYATAAN KEASLIAN TUGAS AKHIR.......ccocoiiiiiiiieeee v
LEMBAR PERNYATAAN PUBLIKASI......cooiiiiiiieeeee e \
HALAMAN MOTTO ....ciiiiiiiiie e vi
HALAMAN PERSEMBAHAN ......ooiiiiii e vii
KATA PENGANTAR ..ottt viii
ABSTRAK ...t X
ABSTRACT .ottt ettt xi
DAFTAR IST. ettt st xii
DAFTAR TABEL ...ttt Xiv
DAFTAR GAMBAR ...ttt XV
DAFTAR LAMPIRAN ...ttt XVi
BAB I PENDAHULUAN. ......oiiiiie e 1
1.1 Latar Belakang Masalah ...........cccccooiiiiiiiiiii 1
1.2 Rumusan Masalah ..........cccoooiiiiiiiiii e 5
1.3 Tujuan Penelitian ...........ccoviiiiiiiiiiiiis s 5
1.4 Manfaat Penelitian ..........cccooieiiiiiiiiiieiie e 5
1.5 Batasan Masalah..........ccocoooiiiiiiiiiiie e 7
1.6 Kerangka BerfiKir.......cccocoiiiiiiiiiiii e 7
1.7 Sistematika Penulisan..........cccccoiiiiiiiiiiiiiiiiie e 10
BAB IT TINJAUAN PUSTAKA ... oottt 12
2.1 BanK....oooooiii 12

xil



2.2 Bank Perekonomian Rakyat (BPR) ........c.cccooiiiiiiiiiiii 15

2.3 Core Banking System (CBS)........cccooiiiiiiiiiiiiicicee e 20
2.4 User Experience (UX) ..o 29
2.5 User Experience Questionnaire (UEQ).........ccooiiiiiiiiiiiniii i 32
2.6 Kepuasan Pengguna.........ccccceeiiiieiiiiiiiiees e 40
2.7 Penelitian Terdahulu..........ccooiiiiiiiiii e 43
BAB IIIl METODE PENELITIAN ....ccoeiiiiiiiiieee e 47
3.1 Lokasi Penelitian .........cccoieiiiiiiiiiiiesiee e 47
3.2 Waktu Penelitian.........ccocceeiiiiiiiiiieiicieecee e 47
3.3 JeNIS DAt .cceeeiiiiiie s 47
3.4 SUMDET DAta ..oovviiiiiiiiiiee e 48
3.5 Metode Pengumpulan Data ...........cccooviiiiiiiii e 48
3.6 Populasi dan Sampel...........ccooiiiiiiiiii 50
3.7 Metode Analisis Data .........cccccvviiiiiiiiii i 51
BAB IV HASIL DAN PEMBAHASAN ....cooiiiiieieieee e 56
4.1 Gambaran Umum Objek Penelitian............ccccoovviiiiiniiniiiiciinee 56
4.2 Hasil Penelitian..........cccocoviiiiiiiiiiiiieieee e 57
4.3 Pembahasan ........cccocieiiiiiiieiii it 75
BAB V KESIMPULAN DAN SARAN .....ooiiiiiiiii e 82
5.1 KeSImpulan........ccooviiiiiiiiiiiici e 82
5.2 SATAN ...t 82
DAFTAR PUSTAKA ..o 85
LAMPIRAN L.ttt ettt 88

xiil



DAFTAR TABEL

Tabel 1 Variabel dan Indikator UEQ .........cccoooiiiiiiiiiiieiicieie e 34
Tabel 2 Penelitian Terdahulu............ccooiiiiiiiiiiii e 43
Tabel 3 Skala Penilaian rata-rata pada Kuesioner............ccccoovvvviiiniiieniine e, 53
Tabel 4 Kategori pengujian benchmark ............cccocuvveiiiiiiiiieiiiie e 54
Tabel 5 Hasil uji validitas pada variabel attractiveness ...........ccccocvveeiieiieennns 63
Tabel 6 Hasil uji validitas pada variabel perspicuity ............cccouvviiiiinicniennenn. 64
Tabel 7 Hasil uji validitas pada variabel efficiency ..........cccccocuviniiiiiiiicnininens 64
Tabel 8 Hasil uji validitas pada variabel dependability ............ccccoeviiiiiiniininns 64
Tabel 9 Hasil uji validitas pada variabel stimulation .............cccccoocevvniiinininns 65
Tabel 10 Hasil uji validitas pada variabel novelty..........ccccovveiviiiiiiiiiiiiiieens 65
Tabel 11 Hasil uji reliabilitas ..........cceiiiiiiieiiiiieiiee e 66
Tabel 12 Hasil analisis rata-rata variabel attractiveness .............cccccoceveiveninninns 67
Tabel 13 Hasil analisis rata-rata variabel perspicuity ...........ccccoccoiiiiniicniinnens 68
Tabel 14 Hasil analisis rata-rata variabel efficiency .........cccccccviiiiniiiiiniinnens 68
Tabel 15 Hasil analisis rata-rata variabel dependability ...............cccoooiniininnnnn. 69
Tabel 16 Hasil analisis rata-rata variabel stimulation .............ccccccccvviiiieniinnnns 70
Tabel 17 Hasil analisis rata-rata variabel novelty...........cccccoveiiiiiciiiiicnie 71
Tabel 18 Interpretasi nilai perbandingan benchmark...............ccocovciiviiinnnnnn. 72
Tabel 19 Hasil penelitian...........cccocveiiiiiiiiiiiiiiicee e 75

Xiv



DAFTAR GAMBAR

Gambar 1 Kerangka BerpiKir........ccccoiiiiiiiiiiiiicciees e 9
Gambar 2 Fitur Single Customer ID ..o 23
Gambar 3 Fitur Integrasi Antar Modul..........ccccooviiiiiiiiiiiii e 24
Gambar 4 Struktur skala UEQ .........cccooiiiiiiiiec e 32
Gambar 5 Kuesioner UEQ versi bahasa Indonesia..........cccccceeviieiiiiecneeciieeene, 36
Gambar 6 Halaman awal............coceiiiiiiiiiice e 38
Gambar 7 Halaman pemilihan bahasa............cccocoeiiiiiiiiiii e 39
Gambar 8 Halaman untuk memasukan data............ccccoeiiiiiiiiniciiic 39
Gambar 9 Halaman hasil pengolahan data............c.ccoooviiiiiiiiiiicicece 40
Gambar 10 Halaman hasil nilai benchmark ..............cccccoveiiiiiiiiiiiiicieen, 40
Gambar 11 Diagram Jenis Kelamin ...........ccccooiiiiiiiiiii 57
Gambar 12 Diagram USI@.........cccoiiiiiiiiiiciii e 58
Gambar 13 Diagram Pendidikan Terakhir ..........cccceviiiiiiiiiiinicccece 59
Gambar 14 Diagram Lama Bekerja ........c.cccooiiiiiiiiiiicecc e 60
Gambar 15 Diagram Frekuensi Penggunaan Core Banking System ..................... 61
Gambar 16 Diagram Tingkat Penguasaan Core Banking System ......................... 62
Gambar 17 Nilai skala UEQ Core Banking System .............ccccooviiiniciiicniinincns 72
Gambar 18 Hasil benchmark nilai skala UEQ .........cccccooiiiiiiiie e 74
Gambar 19 Sistem berdasarkan aspek attractiveness .............c.cccoevvviiicninnnn. 76
Gambar 20 Sistem berdasarkan aspek perspicuity.............ccccovvviviiiiiiicninnnn, 77
Gambar 21 Sistem berdasarkan aspek efficiency .........cccoocooveiiiniiiiiiiiiciiis 78
Gambar 22 Sistem berdasarkan aspek dependability............c.cccooviniiiiininnncns 79
Gambar 23 Sistem berdasarkan aspek stimulation................cccccvviviiiiiinnnnn. 80
Gambar 24 Sistem berdasarkan aspek novelty .............ccccoviiiiiiiiiiici, 81

XV


file:///G:/TUGAS%20AKHIR/REVISI%20TA%20AFTER%20SIDANG_UUN%20KURNIA.docx%23_Toc204596393
file:///G:/TUGAS%20AKHIR/REVISI%20TA%20AFTER%20SIDANG_UUN%20KURNIA.docx%23_Toc204596396
file:///G:/TUGAS%20AKHIR/REVISI%20TA%20AFTER%20SIDANG_UUN%20KURNIA.docx%23_Toc204596397

DAFTAR LAMPIRAN

Lampiran 1 Kuesioner Penelitian..........ccccviiiiiiiiiiiesiiie e 88
Lampiran 2 Hasil WawancCara ...........ccccucvieiiiieiiiieiiiee e 94
Lampiran 3 Tabulasi Data .........cccoceiiiiiiiiiiic e 97
Lampiran 4 Hasil Uji Validitas dan Reliabilitas...........c.cccooveviiiiniiiiiiiiicienn 98
Lampiran 5 Surat Izin Penyebaran Kuesioner ...........cccocvvviiiiiniiiiciiniiiiens 102
Lampiran 6 Bukti Penyebaran Kuesioner ............cccoeveiiiiiiiiiesie e 103
Lampiran 7 Dokumentasi Penelitian............ccoceiiiiiiininiinienc e 104
Lampiran 8 Jurnal Bimbingan...........c.ccooviiiiiiiiiiiiiiieiiseseee e 105

xvi



