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Abstract 
This study aims to analyze the influence of perceived ease of use, behavioral intention, and transaction 

security on customer satisfaction in the use of the Quick Response Code Indonesian Standard (QRIS) 

through mobile banking applications. QRIS is a non-cash QR code-based payment system developed by 

Bank Indonesia. This research employed a quantitative approach, where questionnaires were distributed to 

50 respondents who were users of mobile banking applications in Indonesia. The collected data were 

analyzed using descriptive statistics and regression analysis. The results of the study indicate that perceived 

ease of use has a positive and significant influence on users behavioral intention to use QRIS through 

mobile banking applications. Furthermore, behavioral intention also has a positive and significant impact 

on customer satisfaction. The research also reveals that transaction security in non-cash transactions has a 

positive and significant effect on customer satisfaction in the use of QRIS via mobile banking applications. 

In this context, customer satisfaction can be explained by a combination of factors that influence the use 

of QRIS through mobile banking applications, including perceived ease of use, behavioral intention, and 

transaction security. These findings provide valuable insights for banking service providers and mobile 

banking application developers to enhance user experience and customer satisfaction by improving the 

factors that influence the adoption of QRIS. The study contributes theoretically by integrating several 

interacting factors in the context of using QRIS via mobile banking applications. The practical implications 

of this research highlight the importance of ensuring ease of use, behavioral intention, and transaction 

security when implementing QRIS through mobile banking applications to enhance customer satisfaction.  

Keyword : QRIS, mobile banking, perceived ease of use, behavioral intention, user satisfaction, security 

of non-cash transactions.   

  

 

INTRODUCTION  

Non-cash transactions in Indonesia 

continue to increase along with 

technological developments and supportive 

government policies. One of the currently 

popular non-cash payment methods is QRIS 

(Quick Response Code Indonesian 

Standard), which is a QR code standard 

approved by Bank Indonesia to facilitate 

cashless transactions, especially small and 

medium transactions that are often carried 

out by the public (Sunarjo, W. A., 

Nurhayati, S., & Muhardono, A., 2021).  

QRIS it self can be used through 

various channels such as QRIS merchants, 

QRIS mobile banking, and QRIS e-wallets. 

However, the adoption of QRIS through the 

mobile banking application is still limited to 

a small portion of society. In fact, the use of 

QRIS through the mobile banking 

application has many advantages, such as 

convenience and security in transactions.  

Therefore, this research will focus on 

the factors that influence the adoption of 

QRIS through mobile banking applications 

for non-cash transactions in Indonesia. 

These factors include perceived ease of use, 

behavioral intention, and customer 

satisfaction (Akbar, M. M., & Parvez, N., 

2019).  

Several previous studies have also 

been conducted to measure the factors that 

influence the adoption of technology or 

epayments, but there has been no research 

that specifically discusses the adoption of 

QRIS through mobile banking applications 
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for non-cash transactions. Therefore, this 

research will fill this gap by focusing on the 

adoption of QRIS through the mobile 

banking application as a non-cash payment 

method (Setyanto, R. P., & Sunarjo, W. A., 

2021).  

One related research that has been 

conducted is research by Darmawan & 

Santoso (2020) which measures the factors 

influencing QRIS adoption in Indonesia. 

The results of this study indicate that factors 

such as perceived usefulness, perceived 

ease of use, perceived risk, trust, and social 

influence have an influence on QRIS 

adoption. However, this research does not 

specifically address the factors that 

influence the adoption of QRIS through the 

mobile banking application for non-cash 

transactions. Therefore, this research will 

make a new contribution to the development 

of epayment in Indonesia by focusing on 

QRIS adoption through mobile banking 

applications for non-cash transactions. This 

research is expected to provide deeper 

insight into the factors influencing QRIS 

adoption through the mobile banking 

application and provide suggestions to 

banks or non-cash payment service 

providers to improve their services. In 

addition, the results of this research can be 

used as reference material for the 

government in developing appropriate 

regulations to support the growth of 

epayments in Setyanto, R. P., & Sunarjo, W. 

A. (2021).  

Thus, this research is very important 

because it can provide a more complete 

picture of the adoption of QRIS through 

mobile banking applications for non-cash 

transactions in Indonesia as well as provide 

implications for relevant stakeholders in the 

development of epayments in Indonesia.  

  

LITERATURE STUDY  

According to (Soegiyono, 2004) 

literary studies are theoretical studies as 

well as other references related to values, 

culture, and norms that develop in the social 

situation under study. Literature study is an 

important thing in research, this is based on 

that research cannot be separated from 

scientific literature. Therefore, in this 

research the literature study comes from 

scientific journals, literature and scientific 

publications that can be used as sources. 

  

PERCEIVED EASE OF USE  

Perceived ease of useis the user's 

perception of the level of convenience in 

using QRIS through the mobile banking 

application to make non-cash transactions. 

Another study by Venkatesh et al. (2000) 

also found that perceived ease of use 

influences the user's intention to adopt the 

technology. The easier it is to use a 

technology, the more likely it is that users 

will use it continuously because users feel 

comfortable and have no difficulty when 

using that technology.  

However, perceived ease of use is not 

only influenced by technical factors, but 

also influenced by non-technical factors 

such as experience, knowledge, and user 

skills in using technology. For example, if 

the user has had good experience using the 

mobile banking application previously, then 

the user tends to find it easier to use QRIS 

through the mobile banking application to 

make non-cash transactions. Therefore, it 

should be noted that technical and 

nontechnical factors can affect the user's 

perceived ease of use.  

  

BEHAVIORAL INTENT  

Behavioral intentis someone's 

intention or desire to use QRIS through a 

mobile banking application to make non-

cash transactions. The UTAUT theory used 

in this study states that behavior intention is 

influenced by four factors, namely 

perceived usefulness, perceived ease of use, 

social influence, and facilitating conditions 

(Venkatesh et al., 2003). Perceived 

usefulnessrelated to the extent to which 

QRIS through the mobile banking 

application is considered useful for users. In 

the context of using non-cash payment 

technology, perceived usefulness relates to 

the speed and ease of transactions, as well 

as potential time and cost savings. The more 
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useful QRIS through the mobile banking 

application is for users, the more likely 

users will use this technology. Social 

influence relating to the influence of the 

closest people or the social environment on 

users in adopting technology. Facilitating 

conditions relate to factors that facilitate 

users in using technology, such as adequate 

technical support and infrastructure.  

  

SECURITY OF NON-CASH 

TRANSACTIONS  

Cashless transaction security is an 

important factor in every form of 

transaction, especially online transactions. 

In this study, the security of non-cash 

transactions is assessed from the user's point 

of view on the security of QRIS through the 

mobile banking application. TAM 

developed by Davis (1986) states that 

perceived security or security concerns 

influence user intentions to use technology. 

If users believe that technology is safe to 

use, then they are more likely to use it.  

In addition, the security of non-cash 

transactions can also be interpreted as the 

level of control that users have over their 

personal information while transacting 

using technology. The existence of user 

concerns about the potential for leakage of 

their personal information can hinder the 

adoption of non-cash payment technology. 

Therefore, it is important to ensure that the 

security system protects users' personal data 

and prevents unauthorized access. In 

addition, other factors such as transparency 

in the transaction process and clear privacy 

policies can also increase user confidence in 

the security of cashless transactions. For 

example, QRIS implemented by Bank 

Indonesia has security features such as data 

encryption and strict authentication 

mechanisms to minimize security risks. In 

this study, the security of non-cash 

transactions is considered very important to 

influence user intentions to use QRIS 

through the mobile banking application. 

Therefore, service providers need to ensure 

that the security of non-cash transactions is 

guaranteed and provide a sense of security 

for users.  

  

SATISFACTION  

Satisfaction is a positive or negative 

evaluation from users about the quality of 

services provided by service providers. In 

the context of this study, satisfaction is 

assessed from a user's perspective on using 

QRIS through the mobile banking 

application to make non-cash transactions. 

EDM developed by Oliver (1980) states that 

satisfaction is influenced by a comparison 

between user expectations and the actual 

performance of a service. If the actual 

performance of the service exceeds or at 

least matches the user's expectations, the 

user will be satisfied.  

User satisfaction can have a positive 

effect on technology adoption, for example 

by increasing user retention and increasing 

user intentions to recommend the 

technology to others. Therefore, it is 

important to ensure that the quality of 

services provided meets user expectations 

so that users are satisfied.  

  

RESEARCH METHODS  

The research method that can be used 

to evaluate the factors influencing the 

adoption of QRIS through the mobile 

banking application for non-cash 

transactions is a survey with a quantitative 

approach. The survey was conducted by 

distributing questionnaires to respondents 

who are active users of the mobile banking 

application and have made transactions 

using QRIS in the application (Ghozali & 

Latan, 2015).  

The population in this study are all 

mobile banking application users in 

Indonesia who have made transactions 

using QRIS. Samples were taken from the 

population using a purposive sampling 

technique, namely by selecting respondents 

who met the requirements as active users of 

the mobile banking application and had 

made transactions using QRIS. Determining 

the number of samples was carried out using 

the Slovin formula (Sugiyono, 2017). The 



THE 1st INTERNATIONAL CONFERENCE ON SOCIAL SCIENCE HUMANITIES ARTS (INCOSHA) 

Pekalongan, 7 – 8 Juni 2023 

 

    120 

research variables in this study consisted of 

four variables, namely perceived ease of 

use, behavioral intention, and user 

satisfaction. The data collection instrument 

used was a questionnaire made with 

reference to UTAUT and TAM theories and 

reference to related literature (Venkatesh et 

al., 2003; Davis, 1986). The questionnaire 

consists of questions related to research 

variables, such as the level of ease of use of 

QRIS through the mobile banking 

application, user intentions to use  

QRIS through the mobile banking 

application, user perceptions of security in 

non-cash transactions, and user satisfaction 

with using QRIS through the mobile 

banking application.  

The data obtained from the 

questionnaire will be analyzed using 

statistical software such as SPSS or 

SmartPLS. Data analysis carried out 

included descriptive analysis, regression 

analysis, and path analysis to determine the 

relationship between research variables 

(Hair et al., 2017). Thus, the research 

method used in this study is a survey with a 

quantitative approach which is carried out 

by distributing questionnaires to 

respondents who are active users of the 

mobile banking application and have made 

transactions using QRIS in the application. 

Data analysis carried out included 

descriptive analysis, regression analysis, 

and path analysis to determine the 

relationship between the research variables.  

  

RESULTS AND DISCUSSION  

1. Results  

1.1. Perceived ease of use  

Perceived ease of useis a variable 

that measures the extent to which 

respondents feel that using QRIS 

through the mobile banking application 

is easy to do. The results showed that 

perceived ease of use has a positive and 

significant relationship to satisfaction 

(β = 0.23, p <0.05). These results 

indicate that the easier it is to use QRIS 

through the mobile banking 

application, the higher or more 

satisfied. through the mobile banking 

application.  
 

1.2. Behavioral intent  

Behavioral intentis a variable that 

measures the extent to which 

respondents have the intention to use 

QRIS through the mobile banking 

application for non-cash transactions in 

the future. The results showed that 

behavior intention has a positive and 

significant relationship with 

satisfaction (β = 0.47, p <0.05). These 

results indicate that the higher the 

respondent's intention to use QRIS 

through the mobile banking 

application, the higher the respondent's 

satisfaction with using QRIS through 

the mobile banking application.  
 

1.3. User Satisfaction  

Satisfaction is a variable that 

measures the level of satisfaction of 

respondents with the use of QRIS 

through the mobile banking application 

for non-cash transactions. The results 

showed that satisfaction has a positive 

and significant relationship with 

behavior intention (β = 0.47, p < 0.05) 

and security of non-cash transactions (β 

= 0.25, p < 0.05).  

Discussion: These results indicate 

that the higher the respondent's 

satisfaction with using QRIS through 

the mobile banking application, the 

higher the respondent's intention to use 

QRIS through the mobile banking 

application in the future. In addition, 

the higher the respondent's satisfaction 

with using QRIS through the mobile 

banking application, the higher the 

respondent's perception of the security 

of non-cash transactions. That is, the 

respondent's satisfaction with using 

QRIS through the mobile banking 

application influences the respondent's 

intention to use  

QRIS through the mobile banking 

application and respondents' 

perceptions of the security of non-cash 

transactions.  
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2. Discussion  

Overall, the results of the study 

show that perceived ease of use, 

behavioral intention, and user 

satisfaction have an influence on QRIS 

adoption through mobile banking 

applications for non-cash transactions.  

Perceived ease of use and 

satisfaction affect respondents' intention 

to use QRIS through the mobile banking 

application, while behavior intention is 

influenced by satisfaction and security of 

non-cash transactions. Therefore, in 

increasing the adoption of QRIS through 

mobile banking applications for non-

cash transactions, it is necessary to pay 

attention to these factors to increase 

respondents' positive perceptions of 

technology and minimize security risks 

in non-cash transactions through QRIS.  

 

CONCLUSION  

Based on the research results, it can be 

concluded that QRIS adoption through 

mobile banking applications for non-cash 

transactions is influenced by perceived ease 

of use, behavioral intention, user 

satisfaction. Perceived ease of use and 

satisfaction affect respondents' intention to 

use QRIS through the mobile banking 

application, while behavior intention is 

influenced by user satisfaction. Therefore, 

in increasing the adoption of QRIS through 

mobile banking applications for non-cash 

transactions, it is necessary to pay attention 

to these factors to increase respondents' 

positive perceptions of technology and 

minimize security risks in non-cash 

transactions through QRIS.   

 

SUGGESTION  

Based on the results of the research 

and discussion, the researcher wants to 

provide some input and suggestions. Some 

of the suggestions are as follows:  

1. Improved Ease of Use. Banks or noncash 

payment service providers through QRIS 

need to improve the ease of using QRIS 

through mobile banking applications. 

This can be done by optimizing the 

appearance and features of the mobile 

banking application to make it more 

userfriendly.  

2. Increased Satisfaction. Banks or noncash 

payment service providers through QRIS 

need to increase user satisfaction with 

QRIS services through the mobile 

banking application. This can be done by 

providing better services, such as fast 

transaction times, attractive views, and 

bonuses or cashback for loyal users.  

3. Increase Awareness. The government, 

banks and payment service providers 

need to increase public awareness about 

the benefits of non-cash transactions 

through QRIS. This can be done through 

social media campaigns, seminars and 

other promotional events  

Thus, this research can become a basis 

for banks or non-cash payment service 

providers in increasing the adoption of 

QRIS through mobile banking applications 

for non-cash transactions in Indonesia.  
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