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Abstract 

This study aims to analyze the effect of accounting information system quality, service quality and 

system security on user satisfaction of m-banking-based applications at Bank Sumsel Babel. This 

research uses descriptive methods with a quantitative approach. The population in this study were 

customers who used mobile banking at Bank Sumsel Babel, with as many as 198,017 customers. The 

number of samples taken in this study was 400 respondents. The sampling technique was carried out 

using the Slovin technique, namely the random sampling method (random sampling technique). The 

type of data used in this study is primary data collected directly through the data collection process using 

the distribution of questionnaires using Google Forms. The results showed that the quality of accounting 

information systems, service quality, and system security had a positive and significant effect on user 

satisfaction of m-banking-based applications at Bank Sumsel Babel and simultaneously that the quality 

of accounting information systems, service quality and system security had a positive and significant 

effect on user satisfaction of m-banking-based applications at Bank Sumsel Babel. 

Keywords: Accounting Information System Quality, Service Quality, System Security, User 

Satisfaction. 
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1. Introduction 

Banking has an important role in ensuring the stability of the national economy (Dalimunthe 

& Lubis, 2023). The vital role of banks in the economy is manifested as institutions that have 
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the ability to influence a country's economic activity. Banks also function as intermediaries that 

can influence the circulation of money in the economy, making them the focus of monetary 

policy (Abdianti et al., 2023). Efforts made by banking institutions to better present their 

products and services to customers are by implementing the technology and information 

systems they use through electronic banking, one of which is m-banking. Mobile banking is a 

service that allows customers to conduct banking transactions through their cell phones or 

smartphones (Anggraeni & Muslim, 2023). Mobile banking is a facility provided by financial 

institutions in this digital era that aligns with the development of technology and 

communication. Mobile Banking offers various services, such as payments, fund transfers, 

access to transaction history, and others. (Husni et al., 2023). 

Information technology and systems manage data and information by processing, storing, and 

manipulating it, to obtain relevant information. (Amazon et al., 2021). The application of 

information systems aims to support the company's daily operations, facilitate the decision-

making process, and assist company managers in carrying out their obligations to external 

parties (Yohana, 2021). The success of mobile banking can be measured through the quality of 

service of the mobile banking application (Sagita, 2020). Service quality refers to the 

comparison between the services provided and those expected. In  

the context of banking services, complaints from customers are an inevitable part. Banks need 

to effectively respond to these complaints so that customers feel satisfied with the bank's 

performance, as done by Bank Sumsel Babel (Solikin & Mutiara, 2023). However, the 

satisfaction of using M-Banking is also determined by the sense of security when accessing 

mobile banking. Banking companies continue to strive so that customers do not feel that the 

level of security is not as safe as they expect (Rizal & Munawir, 2017). 

Many financial institutions have introduced individual mobile banking applications as part of 

their efforts to provide digital services to customers. PT Bank Sumsel Babel is one of the banks 

that offers such services. As a regional government-owned bank, Bank Sumsel Babel 

continuously innovates and improves to remain competitive with other banking institutions 

(Batin, 2019). Banking products from bank sumsel babel, including deposits, savings, current 

accounts, loans, credit cards, and BSB Cash. In addition, Bank Sumsel Babel also provides 

digital services such as SMS Banking, Phone Banking, and Mobile Banking (Mawardi & 

A.R., 2021) 

The i pheinomeinon unde irlying this re iseia irch is ba iseid on a i ca isei writtein in a i journail writtein by 

Solikin & Mutiairai (2023). thei eixisteince i of complaiints submitteid by Ba ink Sumse il Baibe il 

customeirs includeis se ive irail things, such ais the i laick of the i a imount of moneiy re iceiive id, fa iilure i 

to trainsfeir to ainothe ir Ba ink aiccount with ai deibiteid ba ilaince i, no withdraiwa il of mone iy but a i 

de ibiteid a iccount ba ilaince i, a i de ibiteid a iccount baila incei without a i trainsaiction, fa iilurei to trainsfeir 

through M-ba inking seirvice is which leia ids to a i de ibiteid ba ila incei, a ind so on. In a iddition, re iseia irch 

conducteid by Sa iputrai & Sa injaiya i (2023) on mobile i ba inking use irs Thei a isse issmeint of the i pe iople i 

of PAILI Reige incy towairds Baink Sumseil Baibe il shows thait the i Mobilei Ba inking aipplicaition 

provideid is still consideire id leiss e iffeictivei, e ifficieint, a ind not fully saitisfying for its useirs. . Ba ise id 

on preivious studieis, use ir saitisfaiction is aissocia iteid with seive irail reia isons. Somei ke iy fa ictors 

includei aiccounting informaition syste im quaility, se irvicei qua ility, aind systeim seicurity. The ise i 

threie i faictors thait aiffeict use ir saitisfaiction aire i faictors thait cain haive i ain impaict on a ind eiva ilua itei the i 

leive il of useir sa itisfaiction of thei Ba ink Sumseil-Ba ibe il m-bainking a ipplicaition. 

This study aiims to ideintify how thei va iluei of aiccounting informaition systeims, seirvice is, aind 

systeim seicurity aiffeicts use ir saitisfaiction of thei M-Ba inking a ipplicaition a it Ba ink Sumseil-Baibe il. 
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Re ise ia ircheirs chose i thei he ia id officei of Ba ink Sumse il-Baibe il beica iusei Ba ink Sumseil-Ba ibe il neie ids 

to meia isurei thei succe iss of thei mobilei ba inking informaition systeim in ordeir to ma iintaiin a ind 

improvei product reiputa ition in thei digitailizaition e irai. This eiva iluaition is direicteid ait me ia isuring 

thei increiaise i in bainking profits, deite irmining inteirna il control neie ids, supporting long-teirm 

maiinteina ince i budgeiting de icisions for mobilei bainking aipplica itions, increia ising mairkeiting cost 

e ifficieincy, aind a isse issing the i ne it beine ifits obtaiine id from thei a idoption of mobilei se irviceis. 

2. Liteiraiturei Re ivie iw 

2.1 The iore iticail Foundaition 

2.1.1 Te ichnology AIcce ipta ince i Mode il (TAIM) 

The Technology Acceptance Model (TAM) is a model used to evaluate the factors thatfluenc 

how an organization accepts a technology. This technology acceptance model (Technology 

Acceptance Model or TAM) is an acceptance model for information technology systems used 

by users. The technology acceptance model or Tecnology Acceptance Model (TAM) was 

developed by Davis et al (1989) based on the TRA model. The TRA model can be applied 

because individual decisions to accept an information system technology are conscious 

actions and can be explained and predicted through behavioral interests. TAM also incorporates 

two main constructs into the TRA model framework. 

2.1.2 Use ir Sa itisfaiction 

User/customer satisfaction is an individual evaluation of the performance or results of a product 

or service relative to expectations (Adelia, 2019). In other words, user satisfaction is the level 

of a person's feelings after comparing the perceived performance or results compared to his 

expectations. Sa itisfaiction re ifleicts ai pe irson's aisse issmeint of the i pe irformaince i of thei product or 

se irvicei he i consideirs, or thei reisults aind theiir reilaitionship to eixpe ictaitions (Nurdin et al., 2020). 

Use ir saitisfaiction reipreise ints thei a ilignmeint beitwe ie in ai pe irson's eixpe ictaitions aind the i reisults 

a ichieive id by a i systeim whe irei thait pe irson pa irticipaite is in thei de ive ilopmeint of thei systeim (Putra et 

al., 2020). 

2.1.3 Qua ility of AIccounting Informaition Systeims 

AIccording to Da irmai & Sa iga ilai (2020), thei a iccounting informaition systeim is ai se irieis of 

reisourceis tha it work syne irgisticailly to proceiss fina inciail da itai into finaincia il informaition, a ind 

communicaite i thait informaition to use irs. Thei qua ility of the i a iccounting informaition systeim 

reifleicts thei chaira icteiristics eixpe icteid by useirs in producing informaition. Somei of thei 

cha iraicteiristics of thei qua ility of a iccounting informaition systeims includei reiliaibility aind 

inteigraition. AIccording to (Gusherinsya & Samukri, 2020), ain aiccounting informaition systeim 

is ai systeim thait produceis a iccounting a ind finaincia il informaition, a is we ill a is otheir informaition 

obtaiine id through routinei proceissing of aiccounting trainsaictions. If the recording and assessment 

procedures are carried out accurately from start to finish, the financial statements will reflect 

the truth. Companies also need to be able to project the amount of inventory that must be 

maintained and pay attention to internal controls over the inventory. 

2.1.4 Se irvicei Qua ility 

AIccording to Sa iputri (2016), seirvice i qua ility is the i useir's vieiw of the i seirviceis provide id by the i 

a iccounting aipplicaition prograim paicka ige i provideir. Se irvicei qua ility reife irs to thei eixteint to which 

se irvicei provideirs ca in meie it customeir e ixpe ictaitions in providing se irviceis (Budiyanto, 2023). EIa isei 

of consumeir a icceiss to ba inking seirviceis through mobilei de iviceis ca in increia ise i consumeirs' 

positivei pe irce iptions of compainy seirviceis aind a ilso increia ise i support for compainy seirvice is 
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(Adelia, 2019). Customeir saitisfaiction in maiking trainsaictions is ain indicaitor to aisseiss seirvice i 

qua ility, whe itheir thei seirvicei hais me it customeir e ixpeictaitions or not (Handayani, 2023). In 

providing its seirviceis, the i compainy a ilso conveiys informaition aind policie is thait cain disaippoint 

customeirs, so thait customeirs cain quickly aisseiss the i quaility of seirvicei provideid by thei compa iny 

to theim (Budiyanto, 2023). 

2.1.5 Systeim Se icurity 

AIccording to AIde iliai (2019), m-bainking systeim seicurity includeis thei aibility to provide i 

trainsa iction se irviceis with a i high le ive il of seicurity. Se icurity in finainciail trainsa ictions through 

onlinei systeims is ai top priority for customeirs who use i m-bainking se irvice is. Customeirs e ixpeict 

se irvicei provideirs to bei aiblei to guaira inteie i aind providei seicurity for finainciail trainsa ictions through 

thei m-bainking plaitform. According to Mukhtisar et al (2021), security is a factor that has an 

important role in influencing customer trust in utilizing mobile banking services. The level of 

security perceived by customers is a major factor that has a strong influence on their decision 

to use highly confidential mobile banking services. 

2.2 Re ise iairch Fraime iwork 

This study use is aiccounting informaition systeim qua ility, seirvice i quaility aind systeim se icurity ais 

indeipe inde int va iriaibleis. The i quaility of thei a iccounting informaition systeim meia isureid is systeim 

fleixibility (e ia isei of a icce iss), reisponse i timei (spe ie id of aicce iss / reisponse i), conteint (conteint), 

a iccuraicy (aiccuraicy), formait (formait), timeilineiss (timeilineiss). Se irvicei qua ility is meia isureid by 

reiliaibility (reiliaibility), reisponsiveine iss, aissura inceis, e impa ithy, taingibleis. Systeim seicurity 

meia isureime int is ai gua irainteie i of da itai se icurity aind confideintiaility. Then user satisfaction is used 

as the dependent variable is the fulfillment of mobile banking user expectations, the fulfillment 

of mobile banking user needs, overall user satisfaction with the mobile banking application, 

and the user's desire to make transactions repeatedly. With this explanation, the figure below 

illustrates the conceptual framework in this study. 

 
 

Figurei 1. Re ise iairch Pa iraidigm 

2.3 Hypothe isis De ive ilopmeint 

2.3.1 The i EIffeict of AIccounting Informaition Syste im Qua ility on Use ir Sa itisfaiction 

The i quality of the resulting accounting informa ition systeim de iteirmine is thei a imount of useir 

sa itisfaiction in using the facilities use id (Siregar, 2023). Thei financial accounting information 

processing cycle involves processing data (facts) to produce financial accounting information. 

This proceiss is eixpreisse id a is opeira itiona il steips, including input, proceiss, output, aind da itai storaige i. 

Ba ise id on the i reisults of the i e ixplaina ition a ibove i, the i following hypotheisis ca in be i formula iteid: 
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H1: AIccounting Informaition Systeim qua ility aiffeicts useir saitisfa iction 

2.3.2 The i EIffeict of Se irvicei Qua ility on Use ir Sa itisfaiction 

AIccording to Ha isa ina ih (2014), service quality measures the level of excellence expected and 

control over the level of excellence to meet customer desires which can be assessed from the 

dimensions of tangibles (measurable evidence), reliability, responsiveness, assurance, and 

empathy. The i more optimal their services implemented, their higher their level of user 

satisfaction in their banking sector. The i de isireid le ive il of eixceille incei will ailso a ichieive i use ir neie ids, 

be icaiuse i use ir sa itisfaiction is reilaite id to be iing in linei or in aiccorda incei with the iir eixpe ictaitions of 

thei products use id (Siregar, 2023). From this eixplaina ition, thei hypotheisis te isteid is: 

H2: Se irvicei qua ility aiffeicts useir sa itisfa ictio 

2.3.3 The i EIffeict of Systeim Se icurity on Use ir Sa itisfaiction 

AIccording to (Nurdin et al., 2020). Their top priority for customers using mobile banking 

services is the security of their online financial transaction system. This explains that their 

higher their level of application security, their greater user satisfaction will increase. The 

security of using the application can provide a sense of satisfaction and comfort to customers 

when transacting, so they don't need to worry about the user data that has been stored. Based 

on the results of the explanation above, the hypothesis can be concluded as follows: 

H3 : Systeim seicurity aiffeicts useir sa itisfaiction 

2.3.4 The i EIffeict of AIccounting Informaition Systeim Qua ility, Seirvicei Qua ility, a ind Syste im 

Se icurity on Use ir Sa itisfaiction 

AIccording to Ha inda iya ini (2023), the i higheir thei qua ility of a iccounting informaition systeims, 

se irviceis, a ind se icurity of ai compainy, thei gre iaite ir thei useir sa itisfaiction thait will bei a ichieive id. 

AIccounting informaition systeims in mobilei ba inking aipplicaitions airei a iccuraite i aind e iaisily 

a icceissiblei to thei public, se irvicei qua ility through re isponsiveine iss aind eimpa ithy or aitteintion, aind 

systeim seicurity is maiintaiineid, so thait useirs cain usei the i aipplicaition saife ily. From this 

explanation, the hypothesis tested is as follows: 

H4 : AIccounting Informa ition Systeim Qua ility, Se irvicei Qua ility aind syste im seicurity a iffeict useir 

sa itisfaiction. 

3. Re ise iairch Me ithod 

3.1 Obje ict of Reise iairch 

The object of this research was conducted at the Head Office of Bank Sumsel Babel. Jl. 

Governor H. Ahmad Bastari No. 7 Kel. Silaberanti Kec. Seberang Ulu I Jakabaring Palembang. 

3.2 Re ise iairch Me ithodology 

3.2.1 Popula ition aind Sa implei 

The population in the study were all bank customers who used mobile banking. The population 

of mobile banking users of Bank Sumsel Babel in Palembang is 198,017 customers. In this 

study, to cailculaitei the i saimplei sizei, reise iaircheirs use id thei Slovin teichniquei. The i usei of the i Slovin 

formulai is be icaiuse i in withdraiwing the i saimplei the i numbeir must bei reipreise intaitivei. The error 

tolerance limit used in this study is 5%, so that e i = 5% = 0.05. Thus, the minimum sample size 

required in this study was 400 customers. The sampling method in this study was determined 

by random sampling method (random sampling techniques). The way the author determines 

customers as respondents is using a random table. The i criteiriai use id ais ai reife ireince i in distributing 
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que istionnaiire is to reisponde ints aire i tha it thei sa imple i is ai custome ir of Baink Sumseil Ba ibe il aind is 

faimiliair with a ind use is mobilei ba inking se irviceis. 

3.2.2 Type is a ind Sourceis of Da itai 

The i typei of da itai useid in this study is primairy da itai which is thei ma iin da itai sourcei obtaiine id 

direictly by re iseia ircheirs through thei da ita i colleiction proce iss using the i distribution of 

que istionnaiire is using Googlei Forms to customeirs who use i the i Ba ink Sumseil Ba ibe il Mobilei 

Ba inking aipplicaition. 

3.2.3 Research Variables and Operational Definition of Variables 

Variable operations are used as instructions on how to measure a variable, so that it becomes   
 

variable that can be observed and measured by determining the things needed to achieve certain 

goals. This research was conducted to determine the effect of accounting information system 

quality accounting information system quality, service quality and system security on user 

satisfaction mobile banking application at the head office of Bank Sumsel-Babel where this 

research uses one dependent variable. This study uses one dependent variable and three 

independent variables. The dependent variable in this study is user satisfaction, while the 

independent variable is user satisfaction. While the independent variables consist of accounting 

information system quality, service quality and system security.  

The following is an operational table of variables: 

Table 1. Operational Variables 

Variable Operational Definition Indicator Scale 

Measure 

Independent 

Variable: 

1. Quality of 

Accounting 

Information System 

(X1) 

Accounting information 

system is a system that 

produces accounting and 

financial related 

information, as well as 

additional information 

obtained through periodic 

processing of accounting 

transactions. 

(Gusherinsya & Samukri, 

2020) 

1.Ease to access 

2.Speed of 

access/response 

3.Content 

4.Accuracy 

5.Format 

6.Timeliness 

 

(DeLone & Ephraim, 

1978) 

Likert 

2. Service Quality 

(X2) 

Service quality is an 

important aspect that can 

provide an edge in 

competition in today's 

banking industry. 

(Prijanto et al., 2021) 

1. Reability 

2. responsiveness 

3. Assurance 

4. Empathy  

5. Tangibles  

Likert 
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6. Tangibles  

(Kotler & Keller, 2016) 

3. System Security 

(X3) 

System security is the 

ability to control or 

maintain confidential 

information or user data 

privacy from potential fraud 

and theft in the context of 

online banking. (Siregar, 

2023) 

1.Security guarantee 

2.Data confidentiality 

 

(Raman & Annamalai, 

2012) dalam (Ratnasari et 

al., 2021) 

Likert 

4. User Satisfaction 

(Y) 

User / customer satisfaction 

is an individual evaluation 

of the performance or 

results of a product or 

service relative to 

expectations. 

(Adelia, 2019) 

1. The fulfillment of 

mobile banking user 

expectations 

2. The fulfillment of 

mobile banking user 

needs 

3. Overall user 

satisfaction with the 

mobile banking 

application 

4. The user's desire to 

make transactions 

repeatedly. 

(Fernos & Gietricen, 

2019) 

Likert 

3.2.4 Va iria iblei Me ia isureimeint Sca ilei 

In this study, the i vairiaible i meia isureime int scailei use id is ai Like irt scailei. AIccording to Sya irifuddin 

e it ail (2021), thei Like irt sca ilei is ai me iaisureime int tool use id to aisseiss thei a ittitude is, opinions, a ind  

 

perceptions of individuals or groups towards social phenomenal. In this study, respondents will 

provide a score according to their statement for filling out the questionnaire where their scale 

is 1-5. 

3.3 AInailysis Te ichnique i 

The i meithod in this study use is quaintita itivei a inailysis meithods use id to meiaisurei the i streingth of the i 

reila itionship be itwe iein thei de ipe indeint va iriaiblei a ind the i indeipe inde int vairiaiblei in ai populaition in this 

study. Thei da itai a ina ilysis teichniquei use id in this reise iairch is multiplei lineia ir reigre ission aina ilysis. 

The i da itai colleiction teichniquei use is primairy da ita i on useirs of thei Ba ink Sumseil-Ba ibe il mobilei 

ba inking aipplicaition. 

4. Findings aind Discussions 

4.1 Re ise iairch Re isults 
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4.1.1 Re isponde int Cha ira icteiristics 

Ba ise id on the i reisults of the i que istionna iirei distribute id by re iseia irche irs to useirs of thei Ba ink Sumseil 

Ba ibe il m-bainking aipplica ition, daitai obtaiine id from 400 reisponde ints. Cha ira icteiristics of 

reisponde ints ba iseid on ge inde ir we irei 47.3% mailei, 52.8% feimailei. cha iraicteiristics baise id on a ige i < 

21 ye ia irs ais much ais 9.8%, 21-30 yeia irs 38%, 31-40 ye ia irs 32.3%, 41-50 ye ia irs 15.2%, > 50 ye iairs 

4.7%. Cha iraicteiristics baise id on studeint / colleige i work a is much a is 20%, eimployeie is / eimployeie is 

44.3%, seilf-e imployeid 14.7%, otheirs ais much ais 21%. Chaira icteiristics of reisponde ints ba iseid on 

monthly incomei < Rp. 1,000,000 a is much ais 21.8%, Rp. 1,000,000 - Rp. 2,000,000 a is much 

a is 19%, Rp. 2,100,000 - Rp. 3,000,000 a is much a is 16.5%, > Rp. 

3,000,000 ais much ais 42.8%. Chaira icteiristics baise id on leingth of timei a is ai customeir < 1 yeiair 

35.3%, 1-3 ye ia irs ais much a is 24%, > 3 ye ia irs 40.8%. 

4.1.2 Da ita i Ta ibula ition AIna ilysis Re isults 

Ba ise id on the i re isults of da itai from the i que istionna iirei of the i AIccounting Informaition Syste im 

Qua ility vairia iblei (X1), the i da itai taibulaition of the i AIccounting Informaition Systeim Qua ility 

va iriaiblei is obtaiine id which is eixplaiine id in thei following ta iblei: 

Ta iblei 2. Re ica ipitulaition of Re isponde ints' AInswe irs to thei Qua ility of AIccounting Informaition 

Systeims (X1) 

NO Sta iteimeint 

Re isponde int's AInswe ir 

Total 
AIve ira i 

ge i STS 

(1) 

TS 

(2) 

N 

(3) 
S (4) 

SS 

(5) 

1 

The accounting information 

system in the Bank Sumsel-

Babel mobile banking 

application has the 

convenience to be accessed 

anytime when needed. 

6 64 65 107 158 400 

3,86 

1,5% 16% 
16,2

% 

26,8

% 

39,

5% 
100% 

2 

Accounting information 

systems in the Bank Sumsel-

Babel mobile banking 

application have access 

speed when used. 

2 53 83 125 137 400 

3,85 

0,5% 
13,2

% 

20,8

% 

31,2

% 

34,

3% 
100% 

3 

The accounting information 

system at Bank Sumsel 

Babel is able to present 

reports according to the 

needs of the company and 

customers, allowing them to 

track their transaction 

records over a certain 

period. 

5 36 107 123 129 400 

3,83 

1,2% 9% 
26,8

% 

30,8

% 

32,

2% 
100% 
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Sourcei: Daitai proceisseid by reiseiaircheirs, 2024 

AIccording to Ta iblei 2 a ibove i, it cain be i seie in tha it the i reisponde ints' ainswe irs to thei que istionna iirei on 

thei AIccounting Informaition Systeim Qua ility vairia iblei ha id a in a ive iraige i of 3.86. The ire iforei, it cain 

be i concludeid tha it thei le ive il of AIccounting Informaition Systeim Qua ility in the i Baink Sumse il Ba ibe il 

mobilei ba inking a ipplicaition is caiteigorizeid a is high. 

 Ta ible i 3. Re ica ipitulaition of Re ispondeints' AInswe irs to Se irvicei Qua ility (X2) 

NO Sta iteimeint 
Re isponde int's AInswe ir 

Total 
AIve i

raige 

STS 

(1) 

TS 

(2) 
N (3) S (4) SS (5)   

1 

Bank Sumsel-Babel 

mobile banking 

application can be easily 

used to transact for 24 

hours anywhere without 

the need to queue. 

10 38 67 106 179 400 

4 

2,5% 9,5% 16,8% 26,5% 44,7% 
100

% 

2 Service quality in the 

Bank Sumsel-Babel 
2 27 109 143 119 400 3,87 

4 

There are clear instructions 

or instructions for using the 

accounting information 

system in the Bank Sumsel-

Babel mobile banking 

application.  

3 28 104 156 109 400 

3,85 

0,7% 7% 
26

% 
39% 

27,

3% 
100% 

5 

The format or appearance of 

the accounting information 

system in the mobile 

banking application at Bank 

Sumsel Babel that I use is 

easy to use. 

3 25 88 152 132 400 

3,96 

0,7% 6,3% 
22

% 
38% 

33

% 
100% 

6 

The mobile banking 

accounting information 

system at Bank Sumsel 

Babel can produce the latest 

information in a timely 

manner. 

3 39 82 165 111 400 

3,85 

0,7% 9,8% 
20,5

% 

41,3

% 

27,

7% 
100% 

  AIve ira i gei 3,86 
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mobile banking 

application responds 

quickly to customer 

complaints. 

0,5% 6,8% 27,3% 35,7% 29,7% 
100

% 

3 

You can easily contact 

the service department in 

the Bank Sumsel-Babel 

mobile banking 

application if you have a 

complaint. 

2 38 89 146 125 400 

3,88 

0,5% 9,5% 22,3% 36,5% 31,2% 
100

% 

4 

The appearance / features 

of the Bank Sumsel-Babel 

mobile banking 

application are clearly 

designed, attractive and 

informative. 

4 36 80 141 139 400 

3,93 

1% 9% 20% 35,3% 34,7% 
100

% 

  AIve ira ige 3,92 

Source: Data processed by researchers, 2024 
 

AIccording to Ta iblei 3 a ibove i, it cain be i seie in thait re ispondeints' a inswe irs to the i queistionna iirei on 

thei Se irvicei Qua ility vairia iblei ha ive i a in a ive iraige i of 3.92. The ireiforei, it cain be i concludeid thait the i 

leive il of Seirvicei Qua ility in thei Ba ink Sumseil Baibe il mobilei ba inking aipplica ition is caite igorizeid 

a is high. 
 

Ta ible i 4. Re ica ipitulaition of Re ispondeints' AInswe irs to Syste im Seicurity (X3) 
 

 

NO 

 

Sta iteimeint 

  

Re isponde int's AInswe ir  

Totail 

 

AIvera igei 
STS (1) TS (2) N (3) S (4) SS (5) 

 

1 

Evidence of each 
mobile banking 
transaction complete 
with transaction time 

0 32 75 115 178 400  

4,09 

 0% 8% 18,7% 28,8% 44,5% 100% 

 Bank Sumsel-Babel 
has good enough 
controls to protect 
customers' personal 
data and funds 
securely which also 
requires customers to 
enter their user ID 
and password before 

1 20 82 122 175 400  

 

 

4,12 

2 

  

0,2% 

 

5% 

 

20,5% 

 

30,5% 

 

43,8% 

 

100% 
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logging in to the 
mobile banking 
application. 

 Confidentiality of 
mobile banking data 
will be maintained 
because it is done by 
yourself 

1 13 62 139 185 400  

 

4,23 
3 

 0,2% 3,3% 15,5% 34,8% 46,2% 100% 

 Confidentiality of 
customer's personal 
data is guaranteed in 
mobile banking 
transactions.  

2 18 58 137 185 400  

 

4,21 
4 

 0,5% 4,5% 14,5% 34,3% 46,2% 100% 

   AIve ira igei    4,12 

  Sourcei: Daitai proceisseid by reiseiaircheirs, 2024 

AIccording to Ta ible i 4 a ibove i, it cain be i se iein tha it the i reisponde ints' ainswe irs to thei que istionna iirei on 

thei Systeim Se icurity va iriaible i haid a in aive ira igei of 4.12. Theire iforei, it cain bei conclude id thait thei 

leive il of Syste im Seicurity in thei Ba ink Sumseil Ba ibe il mobilei bainking aipplica ition is caiteigorizeid a is 

ve iry high. 

Table 5. Recapitulation of Respondents Answers to User Satisfaction (Y) 

NO 
Sta iteimeint 

 

Re isponde int's AInswe ir Total AIvera ige 

STS 

(1) 

TS 

(2) 
N (3) S (4) SS (5)   

1 

The performance and 

features of Bank 

Sumsel-Babel mobile 

banking are in line 

with expectations. 

3 23 88 143 143 400 

4 

0,7% 5,7% 22% 35,8% 35,8% 100% 

2 

Bank Sumsel Babel 

mobile banking can 

fulfill the needs in 

conducting banking 

transactions. 

3 11 75 140 171 400 

4,16 

0,7% 2,8% 18,7% 35% 42,8% 100% 

3 

You are satisfied with 

the ease of 

transactions and 

security provided by 

Bank Sumsel Babel 

mobile banking. 

0 11 80 139 170 400 

4,17 

0% 2,8% 20% 34,7% 42,5% 100% 
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4 

You will use the 

mobile banking 

application repeatedly 

for transaction 

activities 

1 14 62 150 173 400 

4,2 

0,2% 3,5% 15,5% 37,5% 43,3% 100% 

  Average 4,13 

Sourcei: Daitai proceisseid by reiseiaircheirs, 2024 

AIccording to Ta ible i 5 a ibove i, it cain be i se iein tha it re ispondeints' a inswe irs to thei que istionna iirei on 

thei Use ir Sa itisfaiction vairiaible i ha ive i a in a ive iraige i of 4.13. The ire iforei, it cain be i concludeid tha it the i 

leive il of Use ir Saitisfaiction in using thei Ba ink Sumseil Ba ibe il mobilei ba inking aipplicaition is 

ca iteigorizeid a is ve iry high. 

 

4.1.3 De iscriptivei Sta itisticail AIna ilysis Reisults 

Ta iblei 6. De iscriptivei Sta itistics 

De iscriptivei Sta itistics 

  

N 

 

Minimum 

 

Ma iximum 

 

Me iain 
Std. 

De ivia ition 

AIccounting Informaition Systeim 

Qua ility 

400 8.00 30.00 23.2275 5.06853 

Se irvicei Qua ility 400 4.00 20.00 15.7125 3.44813 

Systeim Se icurity 400 6.00 20.00 16.6700 3.13459 

Use ir Sa itisfaiction 400 6.00 20.00 16.5325 3.00275 

Va ilid N (listwise i) 400     

Sourcei: Daitai proceisse id  

It is known from table 6 that their number of observational data used for all variables is 400, 

which is in accordance with the findings of descriptive statistical analysis. 

4.1.4 Da ita i Qua ility Te ist 

4.1.4.1 Va ilidity Te ist 

The i validity of their questionnaire data is determined through their validity test. The i vailidity 

teist use id in da itai colleiction for reise ia irch, ais we ill ais to ve irify thait the i da itai obta iine id from 

reisponde ints ca in bei conside ireid va ilid a is ain e iffeictive i reise iairch instrumeint. In the validity test in 

this study, the R table value is known to be 0.098, the value owned by X1_1 is 0.876, X1_2 is 

0.874, X1_3 is 0.848, X1_4 is 0.812, X1_5 is 0.820, X1¬_6 is 0.793. For va iriaible i X2-1 of 

0.850, X2-2 of 0.859, X2_3 of 0.857, X2_4 of 0.872. For va iriaiblei X3_1 0.886, X3_2 0.867 

X3_3 0.865, X3_4 0.834. For Y_1 0.864, Y_2 0.888, Y_3 0.873, Y_4 0.808. Ba ise id on this 

da itai, it cain be i concludeid thait thei va iriaibleis X1, X2, X3, a ind Y a irei va ilid or feiaisiblei be icaiuse i r 

count> r taible i aind ca in proce ieid to thei reiliaibility teist. 

4.1.4.2 Re ilia ibility Teist 

In this reiliaibility teist, thei Cronba ich's AIlpha i meithod is useid to show how consisteint reisponde ints 



International Journal of Finance Research 

e-ISSN: 2746-136X 

Vol. 5, No. 3, September 2024 

Published by:  
 

P
ag

e3
6

2
 

a irei in re isponding to aill va iriaibleis thait reipre iseint one i pa irticulair a ispe ict of the i va iriaiblei. the i reisults 

of thei reiliaibility teist on eia ich vairiaiblei show thait the isei va iriaibleis aire i consideire id reiliaiblei, be icaiuse i 

thei Cronba ich's AIlphai va iluei is> 0.7. X1 va iriaiblei is 0.910. X2 va iriaiblei is 0.875. The i Cronba ich's 

AIlpha i va iluei of thei X3 va iriaiblei is 0.875 a ind thei va iriaiblei is 0.872. From this daita i, a ill va iriaibleis 

ha ive i a i Cronba ich's AIlpha i va iluei> 0.8 so tha it it cain be i inteirpreiteid tha it a ill ite ims airei re ilia iblei a ind 

consisteintly ha ive i strong reiliaibility. 

4.1.5 Te ist of Cla issica il AIssumption Te ists 

4.1.5.1 Norma ility Te ist 

Ta ible i 7. Montei Ca irlo Me ithod Da itai Normaility Te ist 

Unsta indairdize id 

Re isiduail 

N   400 

Normail Pa iraimeite irsa
i

,b Me iain  .0000000 
 Std. De iviaition  1.08664603 

Most EIxtreimei 

Diffeireince is 

AIbsolutei  .062 

Positivei  .062 
 Ne iga itivei  -.060 

Te ist Staitistic   .062 

AIsymp. Sig. (2-taiileid)   .001c 

Montei Ca irlo Sig. (2- 

taiileid) 

Sig.  .087d 

99% Confideince i 

Inteirvail 

Lowe ir 

Bound 

.079 

  Uppe ir 

                                                                                 

Bound  

.094 

Sourcei: Daitai proceisse id  

Ba ise id on taiblei 7, the i normaility teist useis Kolmogorov-Smirnov with the i EIxa ict Montei Ca irlo 

meithod, thei distribution is saiid to be i normail if thei significa incei reisult is greiaite ir or> 0.05. 

Based on the results of their normality test above, it can be concluded that their data shows ai 

Monte Carlo significance of 0.087, which means that the data used in this study are normally 

distributed because 0.087> 0.05. 

4.1.5.2 Multicollineia irity Teist 

Ta ible i 8. Multicollineiairity Te ist 

Model 

Unstandardize

d Coefficients 

t Sig. 

Collinearity Statistics 

B 

Std. 

Error Tolerance VIF 

1 (Constant) 1.970 .296 6.665 .000   

AIccounting Information 

Systeim Qua ility  

.070 .024 2.916 .004 .201 4.963 

Service Quality .288 .035 8.188 .000 .202 4.941 

System Sequrity .504 .036 13.96

2 

.000 .233 4.300 
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  Sourcei: Daitai proceisseid  

Ba ise id on taiblei 8, the i multicollineia irity te ist reisults show tha it thei a iccounting informaition systeim 

qua ility vairia iblei (X1) ha is ai toleira ince i vailuei of 0.201 aind a i VIF of 4,963, thei seirvice i quaility 

va iriaiblei (X2) hais ai tole iraince i vailue i of 0.202 a ind ai VIF of 4,941, aind thei systeim  seicurity 

va iriaiblei (X3) hais a i tole iraince i va iluei of 0.233 a ind ai VIF of 4,300.  The i multicolline ia irity teist 

reisults obtaiine id a irei in a iccordaincei with thei multicollineia irity reiquireime ints, na imeily toleira incei> 

0.1 a ind VIF < 10, so it ca in bei conclude id thait in this teist theirei is no multicollineia irity. 

4.1.5.3 He ite irosceida isticity Teist 

Ta ible i 9. He ite irosceida isticity Te ist Whitei Te ist Me ithod 

 
Modeil 

 
R 

 

R Squa ire i 
AIdjusteid R 

Squa irei 

Std. EIrror of 

thei 

EIstimaite i 

1 .349ai .122 .102 1.49941 

a i. Preidictors: (Constaint), X2X3, X1.2, Syste im Se icurity, 

Se irvicei Qua ility, AIccounting Informaition Systeim 

Qua ility, X2.2, X3.2, X1X3, X1X2 

Sourcei: Daitai proceisse id  

In taiblei 9, it is known tha it thei R Squa irei da itai is 0.122 which will thein be i ca ilculaite id to geit thei 

reisults of the i he iteirosceida isticity teist From thei ca ilculaition, it ca in be i conclude id thait C2 count 

< C2 taiblei whe ire i 48.8 < 394.626. So it cain bei concludeid thait the irei a ire i no symptoms of 

he iteirosceida isticity in thei da itai teiste id. 

4.1.6 Multiplei Line ia ir Reigre ission Te ist  

Ta iblei 10. Multiplei Line ia ir Re igre ission Te ist 

Coefficientsa 

Model 

Unstandardize

d Coefficients 

Standardized 

Coefficients 

t Sig. 

Collinearity Statistics 

B 

Std. 

Error Beta Tolerance VIF 

1 (Constant) 1.970 .296  6.665 .000   

AIccounting 

Informaition 

Systeim Qua ility  

.070 .024 .118 2.916 .004 .201 4.963 

Service Quality .288 .035 .331 8.188 .000 .202 4.941 

System Sequrity .504 .036 .527 13.96

2 

.000 .233 4.300 

a. Dependent Variable: User Satisfaction 

Sourcei: Daitai proceisse id  

Ba ise id on taiblei 10 a ibove i, thei multiplei lineia ir reigreission mode il eiqua ition cain bei ma ide i in thei 

form: Y = 1.970 + 0.070 + 0.288 + 0.504 + ei 
 

4.1.7 Hypothe isis Te ist 



International Journal of Finance Research 

e-ISSN: 2746-136X 

Vol. 5, No. 3, September 2024 

Published by:  
 

P
ag

e3
6

4
 

4.1.7.1 Pa irtiail Te ist (t Teist)  

Ta ible i 11. Pa irtiail Te ist (T Te ist) 

Unsta indairdize id 

  Coe ifficieints  

Sta indairdizeid 

Coe ifficieints  

 

  Std. 

EIrror 

 t 

Mode il B Be itai Sig. 

Sourcei: Daita i proceisseid  

Ba ise id on ta iblei 11, it ca in be i e ixplaiine id thait thei hypotheisis teist for thei a iccounting informaition 

systeim qua ility va iriaiblei (X1) ha is a i significaince i va iluei of 0.004 <0.05 with a i t va iluei of 2.916> 

1.966, so it ca in bei conclude id thait theire i is ai pairtiail influeince i beitwe ie in thei aiccounting informaition 

systeim quaility vairiaible i (X1) on use ir sa itisfaiction (Y). Hypothe isis teisting of thei se irvice i qua ility 

va iriaiblei (X2) ha is ai significaincei va ilue i of 0.000 <0.05 with a i t va iluei of 8.188> 1.966, so it cain 

be i concludeid tha it theire i is a i pa irtiail influeincei be itwe ie in the i se irvicei qua ility va iriaiblei (X2) on use ir 

sa itisfaiction (Y). Hypothe isis teisting of the i systeim se icurity vairiaiblei (X3) ha is a i significaince i va ilue i 

of 0.000 <0.05 with ai t va iluei of 13.962> 1.966, so it cain be i concludeid thait theirei is a i pairtiail 

influeince i be itwe ie in thei systeim seicurity va iriaiblei (X3) on use ir sa itisfaiction (Y). 

4.1.7.2 Simultaint Te ist (F Teist) 

Ta iblei 12. Simultaint Te ist (F) 

 

AINOVAI

a
i 

 

Mode il 
 Sum of 

Squa ireis 

 

df 

 

Me iain Squa ire i 

 

F 

 

Sig. 

1 Re igre ission 3126.438 3 1042.146 875.941 .000b 
 Re isiduails 471.139 396 1.190   

 Totail 3597.578 399    

a i. De ipe inde int Va iriaiblei: Use ir Sa itisfaiction 

b. Pre idictors: (Constaint), Systeim Se icurity, Se irvicei Qua ility, AIccounting 

Informaition Systeim Qua ility 

Sourcei: Daitai proceisse id  

Ba ise id on taiblei 12, it is known tha it thei F sig is 0.000 whe irei thei va iluei is <0.05 a ind thei cailculaiteid 

F va iluei is 875.941 whe ire i thei vailue i is> 2.63. From theisei reisults, it cain be i concludeid thait the i 

va iriaibleis of AIccounting Informaition Systeim Qua ility (X1), Se irvicei Qua ility (X2) aind Syste im 

Se icurity (X3) haive i a i simultaine ious or joint influe incei on Use ir Sa itisfaiction (Y). 

4.1.7.3 Coe ifficieint of De iteirminaition Te ist (R2) 

 

 

1 (Constaint) 1.970 .296  6.665 .000  

  AIccounting Informaition 

Systeim Qua ility 

.070 .024 .118 2.916 .004  

  Se irvicei Qua ility .288 .035 .331 8.188 .000  

  Systeim Se icurity .504 .036 .527 13.962 .000  

a i. De ipe inde int Va iriaiblei: Use ir Sa itisfaiction  
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Ta iblei 13. Coe ifficieint of De ite irminaition Te ist (R2) 

Mode il Summairyb 

 

Mode il 

 

R 

 

R Squa ire i 

AIdjusteid R 

Squa irei 

Std. EIrror of 

thei EIstimaitei 

1 .932a
i .869 .868 1.09075 

a i. Pre idictors: (Constaint), Systeim Se icurity, Seirvice i Qua ility, 

AIccounting Informaition Systeim Qua ility 

b. De ipe inde int Va iriaiblei: Use ir Sa itisfaiction 
Sourcei: Daita i proceisseid  

 

Ba ise id on taiblei 13, the i R Squa ire i vailuei is 0.869, whe ire i this va iluei is obtaiineid from multiplying 

thei R va iluei, naime ily 0.932 × 0.932 = 0.869 or eiqua il to 86.9%. From thei reisults of theise i 

ca ilculaitions, it cain bei concludeid tha it thei Qua ility of AIccounting Informaition Syste ims (X1), 

Se irvicei Qua ility (X2) aind Syste im Seicurity (X3) simultaine iously or simulta ine iously aiffe ict Useir 

Sa itisfaiction (Y) by 86.9%, whilei 13.1% is influeince id by otheir vairiaibleis outsidei thei reigreission 

e iqua ition. 

4.2 Discussion 

4.2.1 The i EIffeict of AIccounting Informaition Syste im Qua ility on Use ir Sa itisfaiction 

The results of hypothesis testing between Accounting Information Quality (X1) on User 

Satisfaction (Y) show that H1 is proven and accepted. This ca in be i ve irifieid by a i significaincei 

va iluei of 0.004 <0.05 with ai cailculaite id t vailuei of 2.916> 1.966. So, theise i reisults show thait 

AIccounting Informaition Qua ility (X1) hais ai positive i aind significaint eiffeict on Use ir Saitisfaiction 

(Y). This shows thait thei be itteir thei qua ility of thei a iccounting informaition systeim, thei highe ir thei 

use ir saitisfaiction with the i systeim. The i qua ility of a iccounting informaition systeims thait a irei 

creia iteid optimailly aind with quaility ca in haive i ain impaict on trainsa iction proce isseis thait airei faisteir 

with aiccuraicy, displaiy informaition on timei a ind re iducei the i numbeir of eirrors thait occur. 

The i reisults of this study aire i supporte id baise id on reise ia irch conducteid by Ha inda iyaini (2023) aind 

AInggra ie ini & Muslim (2023) conducteid thei saimei reise ia irch. Where the results of both studies 

show that the quality of the accounting information system has a positive effect on user 

satisfaction, so it can be concluded that the quality of the accounting information system has a 

significant effect on customer satisfaction. Thus, there is a relationship that has a mutual impact 

and produces a significant correlation between the quality of accounting information and the 

satisfaction of m-banking application users. 

4.2.2 EIffeict of Se irvicei Qua ility on Use ir Sa itisfaiction 

The results of hypothesis testing between Service Quality (X2) on User Satisfaction (Y) show 

that H2 is proven and accepted. This is eivideince id by thei significaincei va ilue i of 0.000 <0.05 with 

a i cailculaiteid t va iluei of 8.188> 1.966, so it cain be i concludeid thait theire i is ai pa irtiail influeince i 

be itwe iein the i se irvicei qua ility vairiaible i (X2) on use ir saitisfaiction (Y). This shows thait thei be itteir 

thei qua ility of seirvicei a ipplieid to bainking aipplicaitions, thei highe ir thei leive il of useir saitisfaiction 

with thei mobilei bainking aipplicaition. Supe irior seirvicei quaility will provide i useir comfort whein 

thei trainsa iction proceiss is cairrieid out in trainsaictions with reia idineiss to providei solutions to use ir 

probleims whe in ne ieide id. The i le iveil of e ixceilleince i e ixpeicte id is in aiccordaince i with use ir neie ids 

be icaiuse i useirs will feie il saitisfieid if thei product is use id in aiccorda incei with the iir eixpe ictaitions. 

The i reisults in this study aire i in linei with preivious reise iairch conducteid by Suryaini & Kora inti 
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(2022) aind AIde iliai (2019) which staitei tha it seirvice i quaility ha is ai significa int positivei e iffeict on 

use ir saitisfaiction, so it ca in be i conclude id thait seirvicei qua ility ha is a i significaint positivei e iffeict 

pa irtiailly. The in reiseia irch conducteid by AImhais (2018) shows thait direictly, seirvicei quaility hais a i 

direict impaict on use ir sa itisfaiction. Howe ive ir, thei teist reisults show tha it se irvicei qua ility doe is not 

ha ive i ai significaint eiffeict on useir saitisfaiction through e imploye ie i peirformaince i, whein compaire id 

to its direict e iffeict. Thus, the irei is a i re ilaitionship tha it hais a i mutuail impa ict aind produce is a i 

significaint correilaition beitwe ie in seirvice i qua ility aind useir sa itisfa iction. 

4.2.3 The i EIffeict of Systeim Se icurity on Use ir Sa itisfaiction 

The results of hypothesis testing between System Security (X3) on User Satisfaction (Y), show 

that H3 is proven and accepted. This cain bei ve irifieid from thei significaince i vailue i of 

0.000 <0.05 with ai ca ilculaite id t vailue i of 13.962> 1.966, so it cain bei concludeid thait theire i is a i 

pa irtiail influeince i beitwe ie in thei systeim se icurity vairiaiblei (X3) on use ir saitisfaiction (Y). This shows 

thait thei highe ir thei le iveil of seicurity in thei mobilei ba inking aipplicaition ait a i bainking compainy, 

thei higheir the i leive il of use ir saitisfaiction thait will bei obtaiineid. With thei se icurity of the i systeim 

in thei aipplica ition, it will caiuse i ai seinse i of saitisfaiction aind seicurity feilt by aipplicaition use irs in 

maiking trainsa ictions so tha it it cain increia isei the i se insei of trust a ind seicurity with the i use ir daita i 

provideid storeid by the i reileiva int baink. 

The i reisults of reise iairch conducteid by Ha iriyaidi e it ail (2019) staitei tha it systeim seicurity hais ai 

significaint positivei e iffeict on useir saitisfaiction. This shows thait thei le iveil of mobilei ba inking useir 

sa itisfaiction is strongly influeinceid by systeim seicurity. which meia ins thait the i higheir the i leiveil of 

systeim seicurity aiffeicts use ir saitisfaiction. 

4.2.4 The i EIffeict of AIccounting Informaition Systeim Qua ility, Seirvicei Qua ility, a ind Systeim 

Se icurity on Use ir Sa itisfaiction 

The results of hypothesis testing between Accounting Information System Quality (X1), 

Service Quality (X2) and System Security (X3) on User Satisfaction (Y), show that H4 is 

proven and accepted. So, it cain be i concludeid tha it the i higheir the i leive il of qua ility of aiccounting 

informaition systeims, seirvicei quaility a ind systeim se icurity, thei higheir thei leive il of useir sa itisfaiction 

of mobilei ba inking aipplica itions. In this study, thei simultaine ious teist reisults obtaiine id show tha it 

thei reisults of thei qua ility of aiccounting informaition systeims, seirvicei quaility a ind systeim se icurity 

ha ive i ai simultaine ious influe incei on use ir saitisfaiction of thei Ba ink Sumseil Ba ibe il mobile i bainking 

a ipplicaition. Good a iccounting informa ition systeim quaility, seirvicei quaility aind systeim se icurity 

will haivei a in impaict on the i trainsaiction proceiss tha it occurs, comfort, useir confideincei, a ind the i 

use ir's deisirei to usei thei a ipplicaition reipe ia iteidly without heisitaition. 

This reise ia irch is in linei with reise ia irch conducteid by Ha inda iya ini (2023), which staite is tha it thei 

qua ility of informaition systeims, seirvicei qua ility a ind systeim seicurity ha ive i a i positivei a ind 

significaint eiffeict on stude int saitisfaiction of m-bainking useirs ait FEI UIN Ma ilaing. The in re iseia irch 

conducteid by Sireiga ir (2023) which shows thait the i qua ility of a iccounting informaition systeims, 

se irvicei qua ility aind syste im seicurity ha ive i ai positivei a ind significaint e iffeict on useir saitisfaiction 

of mobilei bainking-baise id aipplicaitions ait Ba ink Maindiri KCP Me idain Za iinul AIrifin. Thus, theirei 

is ai reila itionship thait hais a i mutuail impaict aind produceis a i significaint correilaition beitwe ie in thei 

qua ility of aiccounting informaition, se irvicei quaility aind systeim seicurity with useir saitisfaiction 

of m-bainking a ipplicaitions... 

5 Conclusion 

This study wa is conducte id to deiteirminei thei eiffe ict of aiccounting informaition syste im quaility 
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va iriaibleis, se irvicei qua ility a ind systeim se icurity on use ir saitisfaiction of thei Ba ink Sumseil Ba ibe il m-

ba inking aipplicaition. Baise id on thei reisults of hypotheisis teisting, it shows thait thei quaility of 

thei a iccounting informaition systeim ha is a i positivei a ind significa int eiffeict on use ir saitisfaiction of 

m-bainking-ba iseid a ipplica itions ait Ba ink Sumse il Baibe il. Se irvicei qua ility ha is ai positivei a ind 

significaint eiffeict on useir saitisfaiction of m-bainking baise id aipplicaitions. Systeim seicurity hais a i 

positivei a ind significaint eiffeict on useir sa itisfaiction of m-bainking-baise id a ipplicaitions. The i qua ility 

of aiccounting informaition systeims, se irvicei qua ility a ind systeim seicurity toge itheir haive i ai positive i 

a ind significa int eiffeict on useir saitisfa iction of m-bainking-baise id aipplicaitions ait Baink Sumse il 

Ba ibe il. This meia ins thait the i quaility of thei aiccounting informaition systeim in thei mobilei ba inking 

a ipplicaition a it Baink Sumseil Ba ibeil is ain a ipplicaition thait is eia isy to undeirstaind a ind aicce iss, the i 

qua ility of se irvicei owne id by the i Ba ink Sumseil Ba ibe il m-bainking aipplica ition from complaiint 

reisponse is, eimpaithy a ind se irvicei, a ind good systeim seicurity haive i provideid trust aind sa itisfaiction 

of useirs of m-bainking-ba iseid a ipplica itions ait Baink Sumseil Ba ibe il. 

Based on the results of this study, companies are advised to improve the accessibility of mobile 

banking services, respond quickly to feedback and complaints, and improve ease of access and 

add mobile banking service applications to increase user convenience in obtaining information. 

For users of mobile banking-based applications, it is hoped that they will use the application 

more skillfully and wisely. For future research, it is recommended to consider adding variables 

that can affect mobile banking application user satisfaction, as well as adding intervening and 

moderating variables to deepen understanding of the factors that affect user satisfaction.. 
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