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ABSTRAK 

Perkembangan teknologi digital telah mendorong transformasi layanan perbankan, 

khususnya melalui mobile banking. Bank Negara Indonesia (BNI) melakukan 

inovasi dengan menghadirkan aplikasi Wondr by BNI sebagai pengganti BNI 

Mobile Banking. Fenomena ini memunculkan adanya niat beralih dari pengguna 

terhadap layanan baru. Penelitian ini menggunakan pendekatan kuantitatif dengan 

teknik purposive sampling, di mana data dikumpulkan melalui kuesioner daring 

kepada pengguna Wondr by BNI yang sebelumnya menggunakan BNI Mobile 

Banking. Analisis data dilakukan menggunakan metode Partial Least Squares 

Structural Equation Modeling (PLS-SEM) untuk menguji hubungan antar variabel 

serta mengidentifikasi faktor yang paling berpengaruh. Hasil penelitian 

menunjukkan bahwa faktor pendorong (push), penarik (pull), dan penambat 

(mooring) secara simultan berpengaruh terhadap niat beralih pengguna. Faktor push 

mencerminkan ketidakpuasan terhadap layanan lama, faktor pull menunjukkan 

daya tarik dan keunggulan aplikasi baru, sedangkan faktor mooring berperan 

sebagai penguat atau penghambat dalam proses perpindahan. 

Kata kunci: Mobile Banking, PLS-SEM, Push-Pull-Mooring, Switching Intention, 

Wondr by BNI. 
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ABSTRACT 

The rapid development of digital technology has driven significant transformation 

in the banking sector, particularly through mobile banking services. Bank Negara 

Indonesia (BNI) introduced Wondr by BNI as a replacement for BNI Mobile 

Banking, leading to a phenomenon of users’ switching intention toward the new 

application. This research employs a quantitative approach with purposive 

sampling technique. Data were collected through an online questionnaire 

distributed to Wondr by BNI users who previously used BNI Mobile Banking. The 

data were analyzed using Partial Least Squares Structural Equation Modeling 

(PLS-SEM) to examine the relationships between variables and to identify the most 

influential factors. The results indicate that push, pull, and mooring factors 

simultaneously influence users’ switching intention. Push factors reflect 

dissatisfaction with the previous service, pull factors represent the attractiveness 

and advantages of the new application, while mooring factors act as facilitators or 

inhibitors in the switching process. These findings imply that the success of user 

migration is not only determined by the quality of the new application but also by 

users’ prior experiences and internal factors. 

Keywords: Digital Banking, Mobile Banking, PLS-SEM, Push-Pull-Mooring, 

Switching Intention. 
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