INCITEST

Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology, INCITEST
2019, 18 July 2019, Bandung, Indonesia

It is our great honor and pleasure to introduce the Proceedings of the 2nd International Conference on
Informatics, Engineering, Science, and Technology (INCITEST 2019). The event is valuable and meaningful
since it brings together the scientists, engineers, researchers, practitioners, students, and civil society
organization representatives to nurture research networks between universities and industries. The Conference
is held on 18 July 2019 in Bandung, Indonesia and is hosted by Universitas Komputer Indonesia (UNIKOM). With
its main theme on “Building Competitive Advantage to Face Industry 4.0”, this event is hoped to serve as a
platform of gathering for anyone interested in exploring potential solutions and answering issues and challenges
to Face Industry 4.0.

All articles in this issue have been subjected to a peer-review process based on their originality and quality. The
organizing committee would like to express appreciation to all supporters, sponsors, and participants for great
contribution to the conference success. Many thanks go as well to all of the reviewers who helped us maintain
the high quality of manuscripts included in the Proceedings published by our publisher partner, Europe Alliance
for Innovation (EAI). We also express our sincere thanks to the members of the organizing team for their hard
work.

Finally, our continuing success of this conference series can be one of indicator that we have through our right
pathway to win the competition in Industrial era 4.0.
« less

Editor(s): Lia Warlina (Universitas Komputer Indonesia), Hiroyuki lida (Japan Advanced Institute of Science and
Technology) and Masnizah Mohd (University Kebangsaan Malaysia)

Publisher EAl ISBN 978-1-63190-198-0 ISSN 2593-7650 Series CCER
Conference dates 18th Jul 2019 Location Bandung, Indonesia
Appeared in EUDL 2019-10-01

Copyright © 2019-2023 EAI



Application of Component Acoustic to Identify The Sound Wave of Sundanese
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Siti Maryamah, Suryatno Wiganepdo

Can we save near-dying games? An approach using advantage of initiative and game refinement measures
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Htun Pa Pa Aung, Mohd Nor Akmal Khalid

Data Mining utilization in Determining Strategic Business Area Restaurants by Using C4.5 Algorithm
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Tryadi Christianto, Deden Abdul Wahab

E-Business as an Entrepreneur’s Creativity Strategy
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Rizki Zulfikar, Suci Rahayu Rahmatillah

E-commerce Role of Fabric Industries
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Sani Hendriansyah, Tatik Fidowaty

Forecasting the Inflation using Hybrid SARIMA-Single Exponential Smoothing for Determining Minimum Costs of
Living Index in Bandung City
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Irfan Dwiguna Sumitra, Rifki Fachrudin, Sri Supatmi

Influence of E-Learning in Method of Learning Web Programming
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Dedi S Soegoto, Arrizky Harsya Pratama

Technology development of online wallet (cashless payment) transactions in e-commerce
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
M A Jasysrurrahman, Hadi Purnomo

The Effectiveness of an Online Media as a Wedding Organizer Promotion Tool
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
B Kurniawan, A A Nova

The Influence of E-Banking Service for Customer Satisfaction

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Adeh R Komala, | Kusnanan

The Role of Internet as a Local Tourism Promotion Strategy
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
M Iffan, E Farida


https://eudl.eu/doi/10.4108/eai.18-7-2019.2287683
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287539
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287540
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287707
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287711
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287710
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287712
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287718
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287747
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287746
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287748

Universitas Komputer Indonesia Students' Understanding of the Types of Online Advertising in Meeting Their
Information Needs

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Desayu Eka Surya, H Hermawan

Agri market Marketing Communication Strategy through agriculture-based Online Shopping Application

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Lita Wulantika, Lasmaria F Simarmata

Developing Application Android Based For Japanese Language Learning
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
B Kurniawan, A Novita

Development of a Security Information System in a Hospital
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Bobi Kurniawan, Ricky Nugraha

Influence of Information and Communication Technology and Entrepreneurship Education on Business Interest
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

D S Soegoto, E Hervina

Online Products Advertisement
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
M A Sugema, Nuriah Vani Ramadhani

Online Shop Sales Based on E-Commerce
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
G W Rahman, S D Anggadini

Promoting Bandung Small and Medium Enterprises (SMEs) Development through E-Commerce
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
P Prayoga, Sylvia Octa Putri

Role of Communication Strategies on Social Media in Maintaining Company Service Quality
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
R Rivanto, W Novianti

The Analysis of a Culinary Business Marketing Strategy Through Online Media
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
A Rizaldi, Y R Fauziah

The Development of the Entrepreneurship Ideas through Information and Communication Technology Knowledge
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
M Solihat, AW Goran


https://eudl.eu/doi/10.4108/eai.18-7-2019.2287684
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287790
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287807
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287713
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287809
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287789
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287812
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287791
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287805
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287792
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287749

User-centered Entertainment Factors for Platform Transformation and Game Development
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Punyawee Anunpattana, Mohd Nor Akmal Khalid, Hiroyuki lida

A Quranic Dataset for Text Recognition

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Idris Saleh Al-Sheikh, Masnizah Mohd

Content Marketing Through Online Media For Development of A Business

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

| Yanuarti, N Karniawati

Design of Web-based Information System Sales
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
D S Soegoto, R Rismaya

Digital Marketing for New Media Business Development

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Imelda Pangaribuan, | S Putri

E-commerce Technology in Agricultural World

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Rahma Wahdiniwaty, Gerial Giovani Esertha

Effectiveness of Website-Based Licensing Service System through Electronic Government in Increasing Service
User Satisfaction

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

| B Setya Nusa, R F Jamaludin

Furniture Online Shopping using Augmented Reality

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

B Kurniawan, E P Fadryan

Influence of Public Transportation Applications for Foreign Tourists

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

G A Widoseno, T Hidayatullah

Success Factors for Cyber Security Operation Center (SOC) Establishment
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
M. Abd Maijid, K A. Zainol Ariffi

The Application of E-Commerce on Fashion Shop

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

A Rachmanto, A Kurniawan


https://eudl.eu/doi/10.4108/eai.18-7-2019.2287794
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287842
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287839
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287834
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287838
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287831
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287829
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287836
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287833
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287841
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287826

Using Curiosity Model to Characterize Edutainment Based on Learner’s Growth Rate
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Sakshi Agarwal, Mohd Nor Akmal Khalid, Hiroyuki lida

Utilizing Marketplace as Business Opportunity in a Service Field on Industry 4.0 era

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

J Rohmawan, A Ekawardhani

Benefit of E-Commerce for Travel and Tourism Industry
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
S Wiganepdo, M S Dwintanissa

Effectiveness of Payment Gateway in E-Commerce
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
S Supriyati, E Nurfiqo

Framework for Creating E-Commerce or E-Learning Websites

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

F G Ferdiana, D A Wahab

Impact of Electronic Commerce Technology for Students
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
A Nursikuwagus, C TH Sagala

Internet Protocol Function Enhancement using Information Centric Approach to Solve Mobility and Security
Problems for Internets of Things
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Azana Hafizah Mohd Aman1, Rosilah Hassan

Maximizing Appropriate Technology to Advance Development in Indonesian Economic Through Industrial
Revolution 4.0

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

A Febriansyah, F Hartanto

Products Branding and Online Shopping Sites Branding on Internet by Online Media Broadcasters
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
| Rahmadi, T Fidowaty

The Importance of Website in Business Promotion
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
S Nurhayati, A Abdurrahman

Use of Android Applications towards Small and Medium Enterprise Operations
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
M F Timara, Y A Ekawardani


https://eudl.eu/doi/10.4108/eai.18-7-2019.2287827
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287823
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287937
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287932
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287931
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287936
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287843
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287939
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287938
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287935
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287917

Utilization of the Internet as a Media Promotion Marketing
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
S Wiganepdo, T Setiani

5G Technology in Internet of Everything (IoE) Application using Light Fidelity (Li-Fi) Indoor Communication
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Arba’iah Inn, Rosilah Hassan, Azana Hafizah Mohd Aman, Liza Abdul Lattif

Augmenting EEG with Inertial Sensing for Improved 4-Class Subject-Independent Emotion Classification in
Virtual Reality
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Jason Teo, Nazmi Sofian bin Datuk Suhaimi, James Mountstephens

Development of E-Commerce on Flight Ticket Sales (E-Ticketing)
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
A Sucipto, S Wiganepdo

E-Commerce in forming Brand Image using Media Publication

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

K L Silaban, T Rahajoeningroem

Evaluation of VGG Networks for Semantic Image Segmentation of Malaysian Meals
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
N Jamil, N AN N Redzuan, M F Ismail, W AW Ramli


https://eudl.eu/doi/10.4108/eai.18-7-2019.2287918
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287945
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287946
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287837
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287806
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287943

Green Software Process Based on Sustainability Dimensions: The Empirical Investigation
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Jamaiah Yahaya, Siti Rohana Ahmad Ibrahim, Komeil Raisian, Aziz Deraman

Importance of Computer-Based Accounting Recording in Online Retail Business

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

S Anggraeni, R Soegoto

Potential Social Media as a Medium Promoting Home Service for Millenial Era
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Nova Deria, Hadi Purnomo

Technology Information as an Opportunity to Build a Business
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
F A Prasetyo, | D Sumitra

Utilize Video Games for Learning Method

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

D S Soegoto, | H Firmansyah

Web-Based Information System on Travel Ticket Booking
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
M R Fauiji, D Fatimah

Web-based Tutoring Registration on Information System

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Y Pratama, D Fatimah

What is the Benefit of Electronic Commerce Product Marketing for Doll Craft Products?

Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,
INCITEST 2019, 18 July 2019, Bandung, Indonesia

Agus Nursikuwagus, D Cahyadi

Benefits of Social Media to Improve The Sales Product
Research Article in Proceedings of the 1st International Conference on Informatics, Engineering, Science and Technology,

INCITEST 2019, 18 July 2019, Bandung, Indonesia
Respi Silva, Yayah Sutisnawati


https://eudl.eu/doi/10.4108/eai.18-7-2019.2287944
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287942
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287715
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287810
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287828
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287940
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287941
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287793
https://eudl.eu/doi/10.4108/eai.18-7-2019.2287795

The Influence of E-Banking Service for Customer
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Abstract. The purpose of this research is to find out how the influence of internet service has
an impact on customer satisfaction. This study used a descriptive analysis method in BRI banking
service to obtain facts from existing problems and find factual information. The results of the
descriptive analysis study show that internet banking service affects the comfort, security, and
customer satisfaction. Comfort is the most important aspect of the internet banking because
customers can interact with banks easily without the need to come to the bank, and internet
banking speeds up banking transactions so that it can increase bank customer loyalty. It can be
concluded that E-banking internet service has a very significant effect on customer satisfaction.

Keywords:; Customer, User, ID, Balance, Account,

1. Introduction

Computer technology has been widely applied in every aspect of our lives, such as in business,
government, education, finance, and even health [1]. The manual pattern of traditional society
slowly changes to an automation system that uses sophisticated technology in its business
processes. This process of change is called Business Evolution, as stated by ES Soegoto in his
book Menjadi Pembisnis Ulung, namely the process of occurring business activities from time
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to time according to the condition, technological, economic, social and cultural developments at
present [2]. Technology and information have become the most important aspect of modern
banking. The information has become the most valuable asset to be protected from insiders,
outsiders, and competitors. The ability of a bank to take advantage of new opportunities often
depends on its ability to provide open, accessible, available and safe network services. Having a
good reputation for information security will increase market share and company profits.
Therefore, banks must be responsible for fraudulent activities carried out through internet
channels. Banks must refund most customers for losses, even though customers compromise
their account credentials [3]. Indonesia's current population is 262 million people. Out of this
amount, there are only 20% or 52 million of the population is served by banking services in
Indonesia, and most of these people live in urban areas [4].

Research on the influence of the quality of e-banking services or internet banking on
customer satisfaction has been done previously. The results of research conducted by Akbar &
Paryes stated that customer satisfaction has a mediating role between the quality of e-banking
services to customer loyalty [5]. This result is also in line with previous research conducted by
Akbar Sher, Som, Fazli, and Alzaidiyeen, who found that service quality may create high loyalty
through customer satisfaction [6]. According to Agyapong and Ghana, it is stated that potentially
customer satisfaction is very influential in customer loyalty [7]. The results of research
conducted by Ni Made Savitri Anggaeni & Ni Nyoman Kerti Yasa also stated that service quality
has a very positive and significant effect on customer satisfaction in the use of internet banking
services [8].

The purpose of this research is to find out how the influence of internet services on customer
satisfaction by using descriptive analysis method at Bank Rakyat Indonesia (BRI) to obtain facts
from existing problems and find factual information.

2. Method

This study used descriptive analysis method by describing the official website of Bank Rakyat
Indonesia (BRI) internet banking to obtain facts about the satisfaction of bank customers from
the problems that exist in the internet banking service and to find factual information through
previous research related to the influence of the e-banking service on satisfaction for the
customer. So that it could analyze what variables can influence customer satisfaction and how
much influence e-banking services can get customer satisfaction loyalty.

3. Results and Discussion

Internet banking from BRI is a new way to conduct banking activities using an internet network
that allows customers to be able to interact with Bank BRI wherever they are. All individual
customers who have BRI saving accounts and have an ATM can use e-banking facilities by
registering Bank BRI branches or can register directly through BRI ATMs. Registering the
TOKEN at the BRI branch may be needed to support a financial transaction. As for non-
customers, they are required to open a savings account in the BRI branch to get the facility of
the BRI e-banking service.

BRI internet banking service has facilities for customers, such as look at the account balance
and mutation, transfer with the same bank (BRI) or other bank, pay bills namely Telkom Bill,
BRI Credit Card, and PLN, as well as purchasing something, such as Cellular and Electronic



Money Credit, Communication with Bank BRI Customer Service through the Internet Banking
Inbox facility.

BRI internet banking is designed to prioritize the security of customers personal and financial
information, BRI internet banking uses the International Internet Standard Security SSL 3.0
program with a 256-bit encryption system, the most sophisticated information scrambling system
at this time so that customers' personal & financial information cannot be read via the internet.
The customer also gets a unique User ID & Password, so that there is no duplication and only
the owner can access internet banking. Every time the customer logging in, they are only allowed
to repeat the wrong User ID & Password 3 times before the access is blocked to prevent
irresponsible misuse. Every transaction that is instructed will not be processed without
confirmation and approval from the customer-owner itself, and also each transaction will be
given a reference number that is used later if there is a question or a problem occurs related to
the transaction. If there is no activity for 10 minutes, the system will automatically log-out the
access from internet banking service to prevent unauthorized abuse.

This is in line with the results of previous research conducted by Shergill and Li (2005). This
study proves that security in using internet banking services affects privacy and ethics. This result
proves that users (customers) believe in internet banking if internet banking is based on ethical
values, confidentiality, and high security [9]. Internet banking login view can be seen in Figure.1.
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Fig. 1. Login. Figure was adopted from www.bri.co.id on Dec 10th,2018
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On the login page, we can use the account. We need to enter the internet banking site. On the
home page, each menu and sub-menu on BRI internet banking is designed to be easier for
customers to use. In the home menu, we can see the account information that we have. Figure 2
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Fig. 2. Home. Figure was adapted from www.bri.co.id on Dec 10th,2018

The profile of the account owner will be displayed not specifically to remain secure. The system
will notify the customer to immediately replace the account password if the account has not been
replaced or still use the old password because changing the old password with a new one will
avoid misuse of the e-banking account carried out by an unauthorized person. So, the system
will make customers comfortable when using services from BRI internet banking. Customers
can find out the remaining account balance in the My Account menu view. Figure 3
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Credit Card Mutation
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Fig. 3. My Account menu. Figure was adapted from www.bri.co.id on Dec 10th,2018
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Any changes in balances contained in BRI will be immediately updated into BRI internet
banking, while for transferring funds within BRI or other bank accounts, or by bill payment
through BRI internet banking, the transfer of funds the account balance will immediately change
both at the Bank BRI system and BRI internet banking. In the transfer menu view, customers
can transfer funds between their accounts, to another account within BRI by filling out the form
on the transfer form Figure 4.

Transfer Within Bank

Fig. 4. Transfer Menu. Figure was adapted from www.bri.co.id on Dec 10th,2018

Instant balance account will change in a system when successful transfer confirmation is sent to
the destination. For this type of transfer, the customer cannot change/cancel all transfer that has
been made through the internet. Whereas for the type of transfer according to date and routine,
if it is still in the last waiting status, then the customer can change/cancel the transfer. In the
payment menu section, customers can pay bills through BRI internet banking, Figure 5.
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Fig. .5 Payment Menu. Figure was adapted from www.bri.co.id on Dec 10th,2018

The type of payment can be chosen, namely immediate payment, payment on the specified date,
regular payment. Bills that can be paid on this facility are bills of Cellphones, Credit Cards,
Electricity, Airplane Tickets, State Revenue, Insurance, Subscription Tv, BRIVA, DPLK, BRI
Loans, Donations, PDAMSs, Multi payment, Education. This will make it easier for e-banking
because customers do not bother coming to the bill payment office directly and save the

administrative fee. In the Purchase view allows customers to buy electronic money vouchers and
deposits can be seen in Figure 6

% gout
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Fig. .6 Purchase Menu. Figure was adapted from www.bri.co.id on Dec 10th,2018
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Customers can also pay for purchases made on the BRI internet banking site. To purchase a
cellular phone voucher, the nominal of the voucher will immediately add to the cellular phone
credit. In the Customer Service menu, customers can report any complaints to the bank by
sending messages via inbox through customer service Figure.7.

€ c e ank bbricald - * @e c 0@ ©

oo s (3 BANK BRI

Fig. 7. Customer Service Menu. Figure was adapted from www.bri.co.id on Dec 10th,2018

Customers can also open deposits through internet banking facilities online without having to
come directly to the BRI branch. So it can save time and costs spent.

This result is in line with research conducted by Raed Awamleh, and Cedwyn Fernandes that
three factors cause customers to use internet banking. The three factors are freedom, comfort,
and security. Customers do not need to deal directly with bank employees, and it is a pleasure to
use e-banking services that customers can use the service for 24 hours. For security measures,
customers have a good perception regarding the safety and reliability of banking services [10].

4. Conclusion

Based on the results of the descriptive analysis of the official BRI internet banking, it can be
concluded that internet banking is very effective and efficient for the customer. It affects
customer’ satisfaction variables, security variables, and customer satisfaction are in line. If one
of the three does not exist, then customer loyalty will decrease drastically. It will have a fatal
impact on the bank.
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