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ABSTRACT : This research objective is to determine the influence of application features and security
through trust on BRImo customer loyalty in Banyuwangi. This research used the Explanatory Research type.
The population used in this research is all customers who use the BRImo application as of the end of December
2022 at the BRI Banyuwangi office, totaling 89,333 customers. The sampling technique in this research used a
multistage random sampling technique (multi stage sampling). In this study, the criteria used were customers
who happened to use the BRImo application and were financially registered, totaling 100 respondents. The data
analysis method used Structural Equation Modeling (SEM) with the SmaprtPLS application. The research
results showed that Application Features influence BRIMo Trust in Banyuwangi Regency. Security influenced
BRIMo's trust in Banyuwangi Regency. Application features influenced BRIMo customer loyalty in
Banyuwangi Regency. Security influenced BRIMo Customer Loyalty in Banyuwangi Regency. Trust influenced
BRIMo Customer Loyalty in Banyuwangi Regency. Trust mediated the influence of Application Features on
BRIMo Customer Loyalty in Banyuwangi Regency. Trust mediated the influence of Security on BRIMo
Customer Loyalty in Banyuwangi Regency.
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l. INTRODUCTION

BRImo or BRI Mobile is a Bank Rakyat Indonesia service facility to facilitate transactions and reduce
banking workload and improve the quality of technology and information-based services. BRImo offers good
quality service features to provide convenience and comfort in financial transactions. The features of BRImo
services are information services, transaction services and communication services (Maulidya& Afifah, 2021).
However, despite this convenience, it is felt that there are still many complaints from customers about the
service features. Based on reviews on Google Playstore and Appstore, there are many responses from users to
the BRImo application. The BRImo application received a rating of 4.9 out of 5 stars given by users. Users also
respond positively or negatively. Negative responses in the form of complaints given by users regarding the
features of the BRImo service such as transaction failure and transaction failure but the balance is still debited as
well as other complaints. It can also be proven from the bad feedback given by users. The difference in
responses from each user showed that each person has a different readiness in responding to a technology
(Uopmabin& Supriyadi, 2023).

Security is one of the most important aspects of information technology. Digital wallet security is how
to prevent fraud or at least detect fraud in an information-based system, where the information has no physical
meaning. The importance of the value of information means that certain people often cannot get the desired
information. Basically, a digital wallet is a transaction instrument that has been supervised by the government
through the Financial Services Authority (OJK). The BRImo application has a layered security system. Usually,
users must enter an identification number (PIN) or password when registering an account or logging in to the
BRImo application. Security has a direct effect on customer loyalty (Setiawan, 2016).

Trust is concentrated in various settings and disciplines, for example psychology, sociology,
economics, and marketing (Matute et al., 2016). Trust is a dynamic and multifaceted concept (Amin et al.,
2013). Trust is the result of the reliability and integrity provided (Handi et al., 2018). Trust encourages buyer-
seller exchange and respect is the basis for maintaining relational behavior. Previous investigations have
examined trustworthiness in various identified transaction situations, utilization of statistical surveys,
distribution channels, and buyer relationship mechanics. Rotter (1967), a personality psychologist, views beliefs
as individual characteristics and understands them as hopes, expectations, or feelings that are rooted in
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personality and originate from the individual's early psychological development, referred to as a belief
disposition (Setiawan, 2016).

Customer loyalty is loyalty. This loyalty is taken without any coercion, but arises from one's own
awareness of the past. According to Tjiptono in (Ambitan et al., 2021) Consumer loyalty is a customer's
commitment to a brand, shop or supplier based on very positive characteristics in long-term purchases. With
customer loyalty, convenience is one aspect that influences customer loyalty in various ways. aspect of life.
According to Davis et al., (in Pratama, 2020) ease of use is the degree to which a person believes that using
technology is easy and does not require much effort from the user. An important factor that can influence online
buying and selling transactions is security.

For BRI customers, BRImo comes as a very useful option because it allows them to carry out banking
transactions whenever and wherever they like. Users can benefit from using BRImo due to its convenience by
reducing the time and effort required to visit a physical bank. However, BRImo's effectiveness as a digital
banking application is influenced by various other elements as well as its ease of use (Kamilullah et al., 2018).
BRI Banyuwangi is currently the foundation for the BRI Malang Regional Office to exceed targets every year
due to the regional potential and business prospects which are very supportive for distributing BRI products.

1. THEORITICAL REVIEW
2.1 Application feature
BRImo is the newest BRI Bank Digital Financial Application based on internet data which makes it
easy for BRI customers and non-customers to be able to make transactions with the latest User Interface and
User Experience, facial recognition login features, fingerprint login, Gopay top up, QR payments and other
interesting features Alternatively, with the Source of Fund option, each transaction can use a Current/Savings
account.

2.2 Security

Security is something that can show the level of confidence a person has in the security of a
technology. So that someone believes in using technology that has a guaranteed level of security. Casalo et al.,
in Zahid et al., (2015) stated that security is the ability to protect information and consumer data from stealing
and frauding in banking service by online.

2.3 Trust

Customer trust has a huge influence on the sustainability of a bank, because if a bank's product is no
longer trusted by customers, it will be difficult for that product to develop in the market. However, on the other
hand, if the bank's products are trusted by customers, then the company's products will continue to grow in the
market. This trust must always be obtained by the company, the more customers trust it, the company will
continue to have a good relationship with its customers (Mamang, 2013: 197)

2.4 Loyalty

According to Khamdani (2019), the word "custom", which means making something a habit, is the
origin of the term "user". Users develop buying habits over time due to interactions and repeat purchases. Loyal
users are obedient, which means persistent and steadfast, or obedient, which means obedient.

2.5 Previous Research

Maria Loki Kristianti and Rilo Pambudi (2017), Johandri Igbal (2021) and Livia Hening Pratiwi and
Jeanne Ellyawati (2023) stated that application features have a significant effect on customer trust. Maria Loki
Kristianti and Rilo Pambudi (2017) stated that security factors have a significant effect on customer trust. Livia
Hening Pratiwi and Jeanne Ellyawati (2023) stated that application features have a significant effect on
customer loyalty. Museera Afroze et al., (2021) and Desi Wahyuningsi and Lia Nirawati (2022) stated that
security has a significant effect on customer loyalty. Rahmat Madjid (2013), Heri Setiawan (2016), Jihad
Kamilullah et al., (2018), Edi Purwanto et al (2020), and Livia Hening Pratiwi and Jeanne Ellyawati (2023)
stated that customer trust has a significant effect on customer loyalty.

1. METHOD
This research used the Explanatory Research type. The population used in this research is all customers who
use the BRImo application as of the end of December 2022 at the BRI Banyuwangi office, totaling 89,333
customers. The sampling technique in this research used a multistage random sampling technique (multi stage
sampling). In this study, the criteria used were customers who happened to use the BRImo application and were
financially registered, totaling 100 respondents. The data analysis method used Structural Equation Modeling
(SEM) with the SmaprtPLS application.
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V. DISCUSSION

4.1 The Influence of Perceived Usefulness on Customer Satisfaction

The results of the hypothesis test showed that Application Features have an effect on Trust by looking
at the significance level, which is 0.000. The influence shown by the regression coefficient is positive, meaning
that the better the Application Features, the more Trust will increase (H1 is accepted). BRImo is the Latest BRI
Bank Digital Financial Application based on internet data which makes it easy for BRI customers and non-
customers to be able to make transactions using the User Interface and The latest User Experience, facial
recognition login feature, fingerprint login, Gopay top up, QR payment and other interesting features, with the
choice of Source of Fund for each transaction, you can use a Current/Savings account. The aim of developing
the latest version of the BRI Mobile BRImo application is to prepare a new business model in the future,
shifting the habits of customers who previously made transactions through BRI work units, then shifting to
ATMs and SMS Banking, it is hoped that in the future all customers will start making transactions via internet
banking. The results of this research In line with research conducted by Maria Loki Kristianti and Rilo Pambudi
(2017), Johandri Igbal (2021) and Livia Hening Pratiwi and Jeanne Ellyawati (2023) stated that application
features have a significant effect on customer trust.

4.2 The Effect of Security on Trust

The results of the hypothesis test showed that Security has an effect on Trust by looking at the
significance level, which is 0.000. The influence shown by the regression coefficient is positive, meaning that
the better the security, the more trust will increase (H2 is accepted). Security is something that can show the
level of confidence a person has in the security of a technology. So that someone believes in using technology
that has a guaranteed level of security. Casalo et al., in Zahid et al., (2015) stated that security is the ability to
protect consumer information and data from theft and fraud in online banking services, whereas according to
(Kartika, 2018) perception of security is an individual's belief in privacy and the security of their personal
information. The results of this research are in line with research conducted by Maria Loki Kristianti and Rilo
Pambudi (2017) which stated that security factors have a significant effect on customer trust.

4.3 The Influence of Application Features on Customer Loyalty

The results of the hypothesis test showed that Application Features have an effect on Customer Loyalty
by looking at the significance level, which is 0.018. The influence shown by the regression coefficient is
positive, meaning that the better the application features, the more customer loyalty will increase (H4 is
accepted). Application features can be interpreted the same as service features because application features are
created to provide services for users or customers. For example, in the BRImo application there is an application
feature in the form of interbank transfers which is a service for customers to be able to make interbank transfers.
How to register for BRImo and activate the latest BRImo (Mobile Banking) BRI application is very easy, it can
be done directly through the BRImo application. Downloading the latest BRI mobile banking and internet
banking from Bank BRI Indonesia is also easy, the BRImo application is available and can be downloaded via
Google Play Store or App Store. The results of this research are in line with research conducted by Livia Hening
Pratiwi and Jeanne Ellyawati (2023) which stated that application features have a significant effect on customer
loyalty.

4.4 The Influence of Security on Customer Loyalty

The results of the hypothesis test show that security has an effect on customer loyalty by looking at the
significance level, which is 0.006. The influence shown by the regression coefficient is positive, meaning that
the better the security, the more customer loyalty will increase (H4 is accepted). In an individual's view,
technology is considered safe if they believe that their personal information can only be accessed by themselves,
and is stored securely and cannot be manipulated by others. Security assurance plays an important role in
establishing trust by reducing consumer concerns about misuse of personal data and corruptible data
transactions. When the level of security guarantee is acceptable and meets consumer expectations, consumers
may be willing to disclose their personal information and will purchase or decide to use the application with a
feeling of security (Prena& Dewi, 2023). The results of this research are in line with research conducted by
Museera Afroze et al., (2021) and Desi Wahyuningsi and Lia Nirawati (2022) stated that security has a
significant effect on customer loyalty.

4.5 The Influence of Trust on Customer Loyalty

The results of the hypothesis test show that Trust has an effect on Customer Loyalty by looking at the
significance level, which is 0.001. The influence shown by the regression coefficient is positive, meaning that
the better the Trust, the more Customer Loyalty will increase (H5 is accepted). Customer trust has a huge
influence on the sustainability of a bank, because if a bank's product is no longer trusted by customers, it will be
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difficult for that product to develop in the market. However, on the other hand, if the bank's products are trusted
by customers, then the company's products will continue to grow in the market. This trust must always be
obtained by the company, the more customers trust it, the company will continue to have good relationships
with its customers (Mamang,2013:197). The results of this research are in line with research conducted by
Rahmat Madjid (2013), Heri Setiawan (2016), Jihad Kamilullah et al., (2018), Edi Purwanto et al (2020), and
Livia Hening Pratiwi and Jeanne Ellyawati (2023) stated that customer trust has a significant effect on customer
loyalty.

4.2 Conseptual Framework

Figure 1. Conceptual Framework

Information:
——  » : Direct Influence
_____ »  Indirect Influence

V. CONCLUSION
Based on the research results, it showed that 1) Application features had an influence on BRIMo Trust
in Banyuwangi Regency. 2) Security influenced BRIMo Trust in Banyuwangi Regency. 3) Application features
influenced BRIMo customer loyalty in Banyuwangi Regency. 4) Security influenced BRIMo Customer Loyalty
in Banyuwangi Regency. 5) Trust influenced BRIMo Customer Loyalty in Banyuwangi Regency. 6) Trust
mediated the influence of Application Features on BRIMo Customer Loyalty in Banyuwangi Regency. 7) Trust
mediated the influence of Security on BRIMo Customer Loyalty in Banyuwangi Regency.
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