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A B S T R A C T 

The increasing trend of non-cash payments such as QRIS and transfers is driving 
more intensive use of mobile banking applications in daily life. This poses a 
challenge for mobile banking service providers to deliver the best service to 
their customers through a good user experience. This is necessary to maintain 
their existence in the hearts of their customers. 
This research aims to determine the user experience value in each m-BCA and 
BRImo application, as well as their comparative value using the User Experience 
Questionnaire (UEQ) method. The analysis results conducted on 240 
respondents with a minimum age of 19 and domiciled in Jabodetabek show that 
the user experience of BRImo is superior to m-BCA in all UEQ scales. BRImo 
achieves excellent benchmark scores in the attractive, perspicuity, efficiency, 
dependability, and stimulation scales while obtaining a good evaluation in the 
novelty scale. Meanwhile, m-BCA obtains excellent benchmark scores in the 
perspicuity, efficiency, and dependability scales, good evaluation on the 
attractive scale, above average on the stimulation scale, and below average on 
the novelty scale. 

 
 
 

1. INTRODUCTION 

The banking sector has evolved with technological advancements, transitioning from local-centric 
to equipment-centric services like mobile banking, accessible anytime, anywhere (Sakala & Phiri, 2019). 
Digital technology adoption has streamlined financial transactions, enhancing customer experience and 
reducing banking costs (Sakala & Phiri, 2019). Bank Indonesia's National Non-Cash Movement (GNNT–
Gerakan Nasional Non Tunai) since August 14, 2014, aims to create a secure, efficient payment system, 
fostering a Less Cash Society (Valeria, 2020). Government initiatives, including non-cash toll payments since 
2017, align with the Go Digital 2020 Vision, accelerating Indonesia's digital economy growth (Valeria, 
2020). The transition to non-cash transactions is evident in the rapid rise of electronic money, reaching IDR 
399.6 trillion in 2022, a 30.84% increase from 2021 (Nurhanisah, 2023). Bank Indonesia's QRIS payment 
system integration aims to simplify and secure transactions using QR Codes, driving Indonesians to utilize 
mobile banking for its convenience (Bank Indonesia, n.d). 

Mobile banking allows users to conduct various transactions conveniently, quickly, and securely 
via smartphone (Mostafa, 2020). It's considered the most cost-effective banking service, offering services 
like balance checks, bill payments, and money transfers with ease, creating a competitive edge (Mostafa, 
2020; Shankar et al, 2020). Factors influencing its adoption include information quality perception, 
personal innovation, and resource availability (Rahmi & Handayani, 2023). The most popular mobile 
banking apps in Indonesia are m-BCA from BCA, used by 60%, and BRImo from BRI, used by 26% (Angelia, 
2022). m-BCA is provided by BCA, holding the highest market capitalization in Indonesia and BRImo is 
provided by BRI, the second-largest market capitalization holder (Winarni, 2023). 

Reasons for Indonesians using mobile banking include its hassle-free nature, time efficiency, ease 
of use, and convenience. Reviews on app stores reveal user dissatisfaction with m-BCA and BRImo's system 
quality and services. For m-BCA, dissatisfaction is with the interface, services, and overall experience, while 

A R T I C L E   I N F O 
 
Article history: 
Received April 25, 2024 
Revised May, 24 2024 
Accepted May 28, 2024 
Available online May 28, 2024 
 

 
Keywords: 
Mobile banking, m-BCA, 
BRImo, User Experience, User 
Experience Questionnaire 
(UEQ) 
 

 

 

This is an open access article under the  
CC BY-SA license.  
Copyright © 2022 by Author. Published 
by Universitas Pendidikan Ganesha. 
 
 

mailto:author1@email.com


                                  International Journal of Management and Business Economics (IJMEBE), Vol. 2, No. 3 June 2024 48 

 

for BRImo, it's focused on service quality despite a good interface. As popular mobile banking providers, 
they must prioritize user experience. 

User Experience (UX), defined by ISO 9241-210 (2009), reflects users' perceptions and responses 
to a product, system, or service, aiming to provide pleasure and satisfaction. Evaluating UX, quantitatively 
and qualitatively, is crucial for banks offering mobile banking, aiding in identifying areas for improvement 
and enhancing user satisfaction. The User Experience Questionnaire (UEQ) is a commonly used quantitative 
method for this analysis, providing efficient insights into the most critical aspects of UX. According to 
Schrepp (2023), the User Experience Questionnaire (UEQ) is a tool used to evaluate user experience with 
products, systems, and services. Developed in 2005, it measures six main variables: attractiveness, 
perspicuity, efficiency, dependability, stimulation, and novelty. UEQ provides comprehensive insights into 
application design, enabling companies to enhance user experience. It enables comparisons of UX quality, 
measures design effectiveness, and enhances customer satisfaction. Overall, UEQ provides efficient insights 
for optimizing product or service UX designs and maximizing investment effectiveness. 

The shift to mobile banking underscores the importance of user satisfaction. User experience 
design plays a vital role in sustaining and developing mobile banking applications. In mobile banking, UX 
encompasses users' overall interactions and perceptions, greatly influenced by ease of use. Dissatisfaction 
may arise from issues like recent updates and technical constraints. (Wisesa, 2021; Che et al, 2023; Alhejji 
et al, 2022) 

This study utilizes UEQ analysis to assess UX in m-BCA and BRImo mobile banking apps, aiming to 
pinpoint strengths and areas for enhancement. It serves as an evaluation tool for service providers to 
maintain their position as top mobile banking services in Indonesia. 
 

2. METHODS  

 This research utilizes the User Experience Questionnaire method, which is a quantitative research 
method. The population used consists of users of the m-BCA or BRImo mobile banking applications. The 
determination of the research sample uses a non-probability sampling technique with a purposive sampling 
approach. The choice of a non-probability sampling technique with a purposive sampling approach in this 
research was to ensure that the data collected was relevant, efficient and of high quality, in accordance with 
the research objective of understanding the user experience of the m-BCA and BRImo mobile banking 
applications. In this way, researchers can ensure that the selected respondents actually have relevant 
experience and can provide useful information for analysis. Based on Cochran's calculation, a minimum of 
100 respondents is required for each mobile banking application, totaling a minimum of 200 respondents. 
The criteria for respondents in this study are users of the m-BCA or BRImo mobile banking applications 
who, in approximately the last 6 months, are at least 19 years old and reside in the Jabodetabek area. 
Questionnaires were collected through Google Forms with a total of 240 respondents who completed the 
questionnaire. 120 respondents were using m-BCA and 120 respondents using BRImo. 

 

3. RESULTS AND DISCUSSIONS 

The results on each analysis UEQ scale for the m-BCA application service yielded positive 
evaluation results in five out of six scales, namely attractiveness, perspicuity, efficiency, dependability, and 
stimulation. The perspicuity scale received the highest mean value. This indicates that perspicuity is a 
strength of the m-BCA service, and suggests that users generally agree that it is easy to learn and understand 
the application for usage. Meanwhile, the lowest UEQ scale result was found in the novelty scale, which 
received a neutral evaluation. This suggests that users generally agree that the m-BCA is less innovative and 
creative.  The benchmark results for m-BCA show an excellent rating in clarity, efficiency, and accuracy, 
indicating superior quality compared to benchmark products. Users find the app easy to use, providing good 
control and efficiency. The app also receives a good rating for attractiveness, offering a comfortable and 
friendly experience. While stimulation is above average, improvements are needed for continued success. 
Novelty receives a below-average rating, suggesting the app lacks innovation and creativity and requires 
significant improvement. 
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Figure 1. m-BCA UEQ Scales Result 
 

Table 1.  m-BCA UEQ Scales Benchmark Result 

Scale Mean 
Comparison     
to benchmark Interpretation 

Attractiveness 1,79 Good 10% of results better, 75% of results worse 
Perspicuity 2,17 Excellent In the range of the 10% best results 
Efficiency 1,96 Excellent In the range of the 10% best results 
Dependability 1,72 Excellent In the range of the 10% best results 
Stimulation 1,15 Above Average 25% of results better, 50% of results worse 
Novelty 0,18 Below Average 50% of results better, 25% of results worse 

 
 

The results on each analysis UEQ scale for the BRImo application service yielded positive evaluation 
results in all UEQ scales, namely attractiveness, clarity, efficiency, accuracy, stimulation, and novelty. The 
attractiveness scale received the highest mean value. This illustrates that attractiveness is a strength of the 
BRImo application service, as users agree that BRImo has positive attractiveness, and overall, users enjoy 
the application service. Meanwhile, the lowest mean value was found in the novelty scale. 

The benchmark results for each UEQ scale of the BRImo application received an excellent rating in 
the attractiveness, clarity, efficiency, accuracy, and stimulation scales. Furthermore, a good rating was given 
for the novelty scale. Five out of six UEQ scales for the BRImo application received an excellent rating. This 
indicates that overall, the BRImo application provides users with an excellent experience compared to the 
UEQ benchmark dataset, offering ease in learning the application and providing good control and efficiency 
in interacting with the application, resulting in a comfortable user experience. 

        

Figure 2. BRImo UEQ Scales Result 
 

Table 2.  BRImoUEQ Scales Benchmark Result 

Scale Mean 
Comparison     
to benchmark Interpretation 

Attractiveness 2,24 Excellent In the range of the 10% best results 
Perspicuity 2,22 Excellent In the range of the 10% best results 
Efficiency 2,14 Excellent In the range of the 10% best results 
Dependability 1,91 Excellent In the range of the 10% best results 
Stimulation 2,05 Excellent  In the range of the 10% best results 
Novelty 1,51 Good  10% of results better, 75% of results worse 
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Based on the results comparing the UEQ scale means, BRImo outperforms m-BCA across all UEQ 
scales. BRImo has higher mean values in attractiveness (2.24 vs. 1.79), perspicuity (2.22 vs. 2.17), efficiency 
(2.14 vs. 1.96), dependability (1.91 vs. 1.72), and stimulation (2.05 vs. 1.15). Notably, BRImo excels on the 
novelty scale (1.51 vs. 0.18). This indicates that BRImo users have a better overall experience. Simple t-test 
analysis confirms significant differences in attractiveness, stimulation, and novelty scales between m-BCA 
and BRImo. However, no significant differences are found in perspicuity, efficiency, and dependability 
scales. 

 

 

Figure 2. Graphic of Scale Means Compare Products m-BCA(blue) and BRImo(red) 

4. CONCLUSION 

Following the User Experience Questionnaire (UEQ) analysis and conclusions drawn from m-BCA 
and BRImo app users, here are some recommendations for mobile banking providers to consider for future 
service improvements. For mobile banking provider m-BCA, maintaining excellence in clarity, efficiency, 
and accuracy, as indicated by UEQ benchmarks, is paramount. However, improvements in attractiveness 
and stimulation are necessary, targeting low-rated indicators such as engagement and motivation. 
Enhancing novelty is also crucial, requiring updates for a fresher look and to remain competitive in 
Indonesia's mobile banking market. For BRImo service providers, maintaining excellence in attractiveness, 
clarity, efficiency, accuracy, and stimulation, as per UEQ benchmarks, is essential. While novelty is rated 
good, enhancements are needed to sustain leadership in Indonesia's mobile banking market. Improvements 
should focus on areas with the lowest indicator on the scale, such as creativity. Implementing benchmarking 
methods against competitors can help BRImo showcase its advantages and uniqueness, staying ahead of 
evolving trends. For future studies, exploring different locations and demographics is important to 
understand potential variations in findings. Research should consider respondents' backgrounds, such as 
education and occupation, to identify specific differences or similarities. Additionally, comparing users of 
both m-BCA and BRImo apps could offer valuable insights into their daily experiences and preferences. 
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