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sesuai waktu yang telah Allah tetapkan."

(Sri Mawarni Bahri)
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senantiasa diberikan. Atas izin dan ridha-Nya, penulis mampu melewati setiap
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2. Kedua orang tua tersayang, Bapak Samsul Bahri dan Ibu Laila Sari.
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kebanggaan, karena anak perempuan pertama ini telah berhasil
menyandang gelar sarjana. Semoga Bapak dan Ibu selalu sehat dan dapat
menyaksikan keberhasilan penulis dimasa mendatang.

3. Keempat adik saya, (Sri Ameliani Bahri, Ravi Purnama Bahri, Hardika
Purnama Bahri, dan Herdian Purnama Bahri) yang telah menjadi bagian
dari setiap perjalanan hidup penulis. Sebagai kakak perempuan pertama,
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selalu saya kenang. Sejauh apapun melangkah semoga pertemanan ini
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bahwa kamu bisa menyandang gelar S.Kom. Bagaimanpun kehidupan
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kemudahan untuk masa depan yang cerah dan lebih baik.

Xi



BUKTI PRINT OUT INDEKS JURNAL

Pp-ISSN : 2302 - 8149

Home > Vol 15, No 4 (2026) > Bahri

Analysis of User Satisfaction and Loyalty in the BRI Mobile E-
Banking Application using a Data Mining Approach (K-Means
Clustering and Decision Tree)

Sri Mawarni Bahri, Syaiful Zuhri Harahap, Irmayanti irmayanti, Budianto Bangun

Abstract

The development of information technology has driven digital transformation
in the banking sector, particularly through e-banking services that provide
convenience, speed, and flexibility for users in conducting financial
transactions. The BRI Mobile (BRImo) application, as a digital service of Bank
Rakyat Indonesia, plays an important role in improving service quality for
customers. However, the emergence of negative perceptions regarding
transaction notifications, along with varying user experiences, may affect user
satisfaction and loyalty levels. The main problem in this study is that the
patterns of user satisfaction and loyalty, as well as the most influential factors
affecting both aspects, have not been clearly identified. This study aims to
analyze the level of user satisfaction and loyalty toward the BRI Mobile
application and to identify the dominant factors influencing them, namely
ease of use, security, trust, and system performance. The research employs a
quantitative approach using data mining techniques, specifically the K-Means
Clustering algorithm to group users based on satisfaction levels, and a
Decision Tree to determine the most influential factors affecting user loyalty.
Data were collected through questionnaires distributed to 100 active BRImo
users. The results show that users can be grouped into several clusters with
different satisfaction characteristics. In addition, the Decision Tree analysis
reveals that system performance is the most dominant factor influencing user
satisfaction and loyalty, followed by ease of use, security, and trust. Overall,
the combination of K-Means Clustering and Decision Tree methods provides a
more comprehensive understanding of user satisfaction and loyalty patterns,
and can serve as a basis for strategic decision-making to improve the quality
of the BRI Mobile application services.
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