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INTISARI 

Penelitian ini bertujuan untuk menganalisis pengaruh E-Trust terhadap 

Penerimaan Mesin Customer Service Digital dengan pendekatan Technology 

Acceptance Model (TAM). Penelitian ini menggunakan purposive sampling dengan 

sampel valid berjumlah 306 responden. Responden tersebut dipilih berdasarkan 

kriteria tertentu yaitu nasabah yang pernah bertransaksi pada CS Digital 

perbankan minimal satu kali dalam dalam 3 bulan terakhir. Partial Least Square 

(SmartPLS 3.3.4) dipilih sebagai metode analisis untuk mengevaluasi hasil 

penelitian. Hasil uji hipotesis pertama menunjukkan bahwa perceived ease of use 

terbukti tidak memiliki pengaruh yang signifikan terhadap perceived usefulness 

namun memiliki pengaruh pada attitude dan intention to use, sedangkan perceived 

usefulness berpengaruh terhadap attitude, namun tidak memiliki pengaruh yang 

signifikan pada intention to use. Selanjutnya, attitude terbukti memiliki pengaruh 

langsung terhadap intention to use. Lalu, e-trust memiliki pengaruh pada 

perceived usefulness, perceived ease of use, attitude, dan intention to use. 

Terakhir, intention to use berhasil memberikan pengaruh pada actual system use. 

Kata Kunci: Perceived Ease Of Use, Perceived Usefulness, Attitude, Intention To Use, 

Actual System Use, E-Trust 

  



 
 

ABSTRACT 

This study aims to analyze the influence of E-Trust on Digital Customer Service 

Machine Acceptance with the Technology Acceptability Model (TAM) Approach. 

The study used purposive sampling with a valid sample of 306 respondents. The 

respondents were selected on the basis of a specific criterion, namely a customer 

who has transacted with CS Digital banking at least once in the last 3 months. Partial 

Least Square (SmartPLS 3.3.4) was chosen as an analysis method to evaluate the 

results of the study. The results of the first hypothesis test show that perceived ease 

of use is proven to have no significant influence on perceived usefulness but has an 

influence on attitude and intention to use. While perceived usefulness influences 

attitude, it does not have a significant influence on intention to use. Furthermore, 

attitude is proven to have a direct influence on intention to use. Then, e-trust has an 

influence on perceived usefulness, perceived ease of use, attitude, and intention to 

use. Finally, intention to use succeeded in having an influence on actual system use. 

Keywords: Perceived Ease Of Use, Perceived Usefulness, Attitude, Intention To Use, 

Actual System Use, E-Trust 
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