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ABSTRAK 

Irham Maulana. 223020702072. Program Sarjana. Jurusan Ilmu Administrasi 

Negara. Fakultas Ilmu Sosial dan Ilmu Politik. Universitas Palangka Raya. 

2026. Pengaruh Kualitas  Layanan Betang Mobile Bank  Kalteng Terhadap 

Kepuasan Nasabah Di Kota Palangka Raya. Dosen Pembimbing: (1) 

Suprayitno, S.AN., M.A.P dan Dosen Pembimbing: (2) Meilianna Devita 

Christina, S.AN., M.AP 

 

Perkembangan teknologi digital dalam ranah perbankan mendorong institusi 

keuangan untuk menghadirkan layanan aplikasi yang cepat, praktis, dan efisien 

demi mengerek kepuasan nasabah ke tingkat lebih tinggi. Salah satu bukti nyata 

dari transformasi digital ini adalah hadirnya aplikasi Betang Mobile hasil kreasi PT 

Bank Kalteng. Namun, keluhan pengguna mengenai gangguan sistem, lambatnya 

respons layanan, dan kekhawatiran terhadap keamanan data mengindikasikan 

bahwa mutu layanan elektronik masih memerlukan evaluasi mendalam. Penelitian 

ini bertujuan untuk mengurai sejauh mana kualitas layanan Betang Mobile 

berdampak pada kepuasan nasabah di Kota Palangka Raya serta menjawab sejauh 

apa kualitas layanan elektronik memengaruhi tingkat kepuasan pengguna aplikasi 

tersebut. Pendekatan kuantitatif dengan metode deskriptif dan verifikatif digunakan 

dalam penelitian ini. 

Data dikumpulkan melalui kuesioner yang disebarkan kepada 100 responden 

pengguna Betang Mobile, dipilih secara purposive sampling. Analisis data 

dilakukan melalui regresi linier sederhana dibantu oleh SPSS dengan serangkaian 

uji validitas, reliabilitas, normalitas, linearitas, heteroskedastisitas, uji t, dan 

koefisien determinasi. Temuan penelitian memperlihatkan bahwa kualitas layanan 

elektronik meliputi efisiensi, keandalan sistem, responsivitas, serta privasi dan 

keamanan menunjukkan pengaruh positif dan signifikan terhadap kepuasan 

nasabah. Bukti ini terlihat dari nilai t hitung sebesar 17,324 yang melampaui t tabel 

1,984, serta nilai signifikansi 0,000 yang lebih kecil dari 0,05, sehingga hipotesis 

dinyatakan diterima. Selain itu, koefisien determinasi dengan nilai R Square 0,754 

mengisyaratkan bahwa kualitas layanan elektronik menjelaskan 75,4% variabilitas 

kepuasan nasabah, sisanya 24,6% dipengaruhi oleh faktor lain di luar ruang lingkup 

penelitian. Korelasi (R) sebesar 0,868 pun mengindikasikan hubungan yang sangat 

kuat antara kualitas layanan elektronik dan kepuasan nasabah. Maka dari itu, dapat 

ditarik kesimpulan bahwa seiring membaiknya kualitas layanan Betang Mobile, 

makin meningkat pula kepuasan nasabah yang menggunakan aplikasi tersebut. 

 

Kata Kunci: E-Service Quality, Mobile Banking, Betang Mobile, Kualitas  

                        Layanan Digital, Kepuasan Nasabah, Bank Kalteng 
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ABSTRACT  

Irham Maulana. 223020702072. Bachelor’s Program. Department of Public 

Administration. Faculty of Social and Political Sciences. University of 

Palangka Raya. 2026. The Effect of Service Quality at Betang Mobile Bank 

Kalteng on Customer Satisfaction in Palangka Raya City. Advisors: (1) 

Suprayitno, S.AN., M.A.P. and Advisors: (2) Meilianna Devita Christina, 

S.AN., M.AP 

 

The evolution of digital technology in the banking sector compels financial 

institutions to offer fast, practical, and efficient application-based services aimed at 

elevating customer satisfaction. A tangible manifestation of this digital 

transformation is the introduction of the Betang Mobile application, created by PT 

Bank Kalteng. Nevertheless, user grievances concerning system disruptions, 

delayed service responses, and data security apprehensions suggest that the quality 

of electronic services still demands a thorough evaluation. This study is designed 

to examine the extent to which Betang Mobile's service quality impacts customer 

satisfaction in Palangka Raya City, while addressing how significantly electronic 

service quality affects user satisfaction levels. To achieve this, a quantitative 

approach utilizing descriptive and verification methods was adopted. 

Data collection involved distributing questionnaires to 100 Betang Mobile 

users selected via purposive sampling. The data were then analyzed using simple 

linear regression computed through SPSS, which encompassed a series of validity, 

reliability, normality, linearity, heteroscedasticity tests, alongside a t-test and 

coefficient of determination analysis. The empirical findings reveal that electronic 

service quality comprising efficiency, system reliability, responsiveness, as well as 

privacy and security exerts a positive and significant influence on customer 

satisfaction. This is substantiated by a calculated t-value of 17.324, which exceeds 

the t-table value of 1.984, and a significance value of 0.000 (less than 0.05), thereby 

confirming the acceptance of the hypothesis. Furthermore, the coefficient of 

determination yields an R Square value of 0.754, implying that electronic service 

quality accounts for 75.4% of the variability in customer satisfaction, whereas the 

remaining 24.6% is driven by external factors beyond the scope of this research. A 

correlation value (R) of 0.868 further indicates a highly robust relationship between 

electronic service quality and customer satisfaction. Consequently, it can be 

concluded that any improvement in the service quality of Betang Mobile directly 

corresponds to an increase in customer satisfaction among its users. 

 

Keywords: E-Service Quality, Mobile Banking, Betang Mobile, Digital Service  

                    Quality, Customer Satisfaction, Bank Kalteng 
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