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ABSTRAK   
   

Rizki Muhammad Shafar (11211751), Analisis Usability Pada Aplikasi Mobile banking 

Menggunakan System Usability Scale (SUS)    

   

Perkembangan teknologi perbankan digital mendorong pemanfaatan aplikasi Mobile banking 

sebagai sarana transaksi yang praktis dan efisien. Namun, berbagai kendala seperti saldo yang 

berkurang tanpa transaksi berhasil, kesulitan login, aplikasi sering error atau crash, serta 

ketidaksesuaian dan keterbatasan fitur masih sering dikeluhkan pengguna. Permasalahan ini 

menghambat kenyamanan dan kepercayaan nasabah dalam menggunakan layanan Mobile 

banking. Penelitian ini bertujuan untuk menganalisis tingkat usability pada tiga aplikasi Mobile 

banking, yaitu Bale by BTN, Livin’ by Mandiri, dan BCA Mobile, dengan menggunakan metode 

System Usability Scale (SUS). Metode ini dipilih karena sederhana, efisien, serta mampu 

memberikan gambaran kuantitatif mengenai persepsi pengguna terhadap kemudahan 

penggunaan aplikasi. Pengumpulan data dilakukan melalui penyebaran kuesioner kepada 300 

responden yang telah menggunakan aplikasi selama minimal tiga bulan. Analisis dilakukan 

terhadap lima aspek utama usability, yaitu Learnability, Efficiency, Memorability, Errors, dan 

Satisfaction. Hasil penelitian menunjukkan bahwa BCA Mobile memperoleh skor usability 

tertinggi dengan tingkat kepuasan yang konsisten, Livin’ by Mandiri dinilai cukup ramah 

pengguna namun memerlukan peningkatan stabilitas teknis, sedangkan Bale by BTN memiliki 

skor terendah sehingga memerlukan perbaikan pada desain antarmuka, navigasi, dan konsistensi 

fitur. Temuan ini menegaskan bahwa tingkat usability berpengaruh signifikan terhadap kepuasan 

pengguna serta keberhasilan implementasi aplikasi Mobile banking. Penelitian ini diharapkan 

dapat menjadi acuan bagi pengembang dalam meningkatkan kualitas aplikasi guna memenuhi 

kebutuhan pengguna yang dinamis.   

Kata Kunci : Usability, System Usability Scale, Mobile banking      

  



 

ABSTRACT   

   

Rizki Muhammad Shafar (11211751), Usability Analysis on Mobile banking Applications  

Using the System Usability Scale (SUS)   

The development of digital banking technology encourages the use of mobile banking 

applications as a practical and efficient means of transaction. However, various obstacles such 

as reduced balances without successful transactions, login difficulties, frequent application 

errors or crashes, as well as incompatibility and limited features are still frequently complained 

about by users. These problems hinder customer comfort and trust in using mobile banking 

services. This study aims to analyze the level of usability in three mobile banking applications, 

namely Bale by BTN, Livin' by Mandiri, and BCA Mobile, using the System Usability Scale 

(SUS) method. This method was chosen because it is simple, efficient, and able to provide a 

quantitative picture of user perceptions of the ease of use of the application. Data collection 

was carried out by distributing questionnaires to 300 respondents who had used the application 

for at least three months. Analysis was carried out on five main aspects of usability, namely 

Learnability, Efficiency, Memorability, Errors, and Satisfaction. The results showed that BCA  

Mobile obtained the highest usability score with a consistent level of satisfaction, Livin' by 

Mandiri was considered quite user-friendly but needed to improve technical stability, while 

Bale by BTN had the lowest score and therefore needed improvements in interface design, 

navigation, and feature consistency. These findings indicate that usability significantly 

influences user satisfaction and the success of mobile banking application implementation. This 

research is expected to serve as a reference for developers in improving application quality to 

meet dynamic user needs.   

Key Word : Usability, System Usability Scale, Mobile banking   
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