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INTRODUCTION

The advancement of digital technology has reshaped various industries, including banking,
by introducing innovative financial services that enhance efficiency and customer convenience
(Maulidya & Afifah, 2021). Digital banking platforms provide users with faster and more
accessible transaction options, reducing the need for traditional in-person banking. PT Bank
SulutGo, a regional bank in Indonesia, has adopted digital platforms to modernize its services
and improve customer experience. However, despite these efforts, the adoption rate of digital
banking remains uneven, with some customers still relying on conventional banking methods.

Understanding consumer behavior toward digital banking adoption is essential for
improving service quality and increasing customer engagement. This study aims to examine the
adoption of PT Bank SulutGo's digital platform by analyzing factors that influence user
satisfaction and identifying key challenges faced by customers. By investigating these aspects,
this research seeks to provide valuable insights into how digital banking services can be
optimized to better meet customer expectations (Alidha et al., 2024).A qualitative research
approach was employed in this study, utilizing interviews, observations, and documentation
collected during an internship at PT Bank SulutGo. Data were gathered from active users of the
bank's digital platform to explore their experiences, preferences, and difficulties. This
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methodological approach ensures a comprehensive understanding of the factors affecting digital
banking adoption within the institution.The findings indicate that ease of use, security, and the
perceived benefits of digital banking significantly impact customer satisfaction. Users who find
the platform intuitive and reliable are more likely to continue using it, while those facing
technical difficulties or security concerns tend to revert to traditional banking services.
Additionally, limited features and occasional system disruptions were identified as obstacles to
the wider adoption of the digital platform.

By highlighting these issues, this study contributes to the development of more effective
digital banking strategies for PT Bank SulutGo. Addressing the identified challenges through
improved system stability, enhanced security measures, and expanded service features will help
increase adoption rates and customer satisfaction.

LITERATURE REVIEW

Technology Adoption

Technology adoption refers to the decision of individuals or organizations to accept and
utilize an innovation in their activities (Lina & Permatasari, 2020). In the context of digital banking
services, adoption involves the extent to which customers use and integrate digital platforms
into their financial transactions. Several key factors influence adoption, including awareness,
motivation, and perceived usefulness.

According to (Irsyad et al., 2024), the success of technology adoption in the banking
industry is highly influenced by service quality, user experience, and trust in digital systems. High
adoption rates can enhance customer loyalty and operational efficiency for banks.

1. Awareness
Awareness is the initial stage in the technology adoption process, reflecting how well users
understand the existence and benefits of a digital platform (Erwin et al., 2023). A strong
understanding of security, benefits, and potential risks can improve trust and encourage
users to adopt new technology.

2. Motivation
Motivation includes both emotional and rational factors that drive individuals to use digital
services. (Judijanto et al., 2024) emphasize that hedonic motivation, such as an enjoyable user
experience, significantly influences technology adoption. Additionally, (Wardhana, 2023)
suggest that social influence and functional needs also play a key role in users' decisions to
adopt digital platforms.

User Satisfaction
User satisfaction is a critical indicator of successful technology adoption (Hanum et al.,

2023). Satisfaction is influenced by service quality, ease of use, and transaction security (Susila et
al., 2023). A high level of satisfaction fosters loyalty and encourages more frequent use of digital
services.
1. Ease of Use

Ease of use refers to how effortlessly users can access and utilize a digital platform.

(Bramastuti, 2024) identifies several factors influencing perceived ease of use, including:

a. Learning ease: how quickly users can understand the system.

b. Navigation simplicity: the intuitiveness of the interface.

c. Technical support; availability of assistance in case of issues.

d. Resource accessibility: availability of internet connectivity and compatible devices.
2. Security

Security is one of the primary factors determining user satisfaction with digital banking

services. According to (Sari et al., 2024), cybersecurity risks such as phishing, malware, and
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data breaches can hinder digital service adoption. Banks must implement robust security
measures and educate users on protecting their personal data.

3. Perceived Usefulness
Perceived usefulness describes the extent to which users believe that digital technology
facilitates their financial activities. (Radianto et al., 2024) argues that technologies offering
tangible benefits such as time savings, convenient access, and enhanced transaction
efficiency are more likely to be adopted by users.

Barriers To Digital Technology Adoption
Despite the many advantages, several barriers hinder the adoption of digital banking
technology. (Ningsih, 2024) categorize these barriers into three main types:
a. Technical barriers: system failures, limited features, and device compatibility issues.
b. User barriers: low digital literacy and distrust of security measures.
c. External barriers: economic conditions, regulatory challenges, and reliance on conventional
banking services.

These barriers highlight the necessity for banks to address technical issues, enhance
digital literacy programs, and improve customer trust to increase adoption rates.

METHODS

This study employed a qualitative research approach to analyze consumer behavior
regarding the adoption of PT Bank SulutGo's digital banking platform (Assyakurrohim et al.,
2023).. The methodology was designed to gather in-depth insights into the factors influencing
user satisfaction and the challenges faced in digital banking adoption. The following subsections
detail the sampling process, data collection methods, and measurement techniques used in the
study.

Sampling

The target population for this study consisted of customers of PT Bank SulutGo who
actively use or have interacted with the bank’s digital banking platform. The research was
conducted in the context of a regional bank operating in Sulawesi, Indonesia, where digital
banking adoption varies among different customer segments. The unit of analysis was individual
customers, with a focus on their experiences, preferences, and challenges regarding digital
banking usage.

A purposive sampling method was used to select respondents who could provide relevant
insights into the research objectives. The sample consisted of 10 participants, including both
frequent and occasional users of the digital banking platform. The selection criteria included
customers who had used the digital banking services for at least three months to ensure they
had sufficient experience with the platform. The sample included diverse respondents in terms
of age, occupation, and digital literacy levels.

Data Collection
Data were collected using three primary qualitative techniques: interviews, observations,
and documentation.

e Interviews: Semi-structured interviews were conducted with selected customers to explore
their perceptions of digital banking adoption. Questions focused on their motivations for
using the platform, satisfaction levels, and any difficulties encountered. The interviews lasted
between 30 and 45 minutes and were recorded for analysis.

e Observations: The researcher conducted direct observations during the internship at PT Bank
SulutGo to assess how customers interacted with the bank's digital platform. This method
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provided insights into user behavior, system usability, and common technical issues faced by
customers.

e Documentation: Relevant documents, including internal reports from PT Bank SulutGo and
customer feedback data, were reviewed to complement the findings from interviews and
observations.

Measures
The study examined three key dimensions related to digital banking adoption:

e Adoption Level: Measured based on the frequency and purpose of digital banking usage, as
well as the primary sources of information influencing adoption.

e User Satisfaction: Evaluated using factors such as ease of use, security, perceived usefulness,
and service reliability. The respondents provided ratings and qualitative feedback on their
experiences.

e Challenges and Barriers: Identified based on recurring themes in interviews and observations,
including technical issues, security concerns, and digital literacy gaps.

To ensure the reliability and validity of the findings, data triangulation was applied by
cross-verifying insights from different data sources. The combination of interviews, observations,
and documentation allowed for a comprehensive understanding of digital banking adoption at
PT Bank SulutGo. This methodology enables other researchers to replicate the study in similar
banking environments, providing a foundation for further exploration of digital banking
adoption in regional financial institutions.

RESULTS

Adoption Level

The study found that the adoption of digital banking services at PT Bank SulutGo varied
among customers. The primary sources of information about the platform were branch offices
(40%), word of mouth from friends and family (30%), social media (20%), and workplace
recommendations (10%). In terms of frequency, 40% of respondents used the digital banking
platform regularly, 50% used it occasionally, and 10% rarely used it. The most frequently used
feature was BSGtouch, which accounted for 80% of transactions, while QRIS payments were used
by 20% of respondents. The main reasons for adoption included ease of transactions (60%), time
efficiency (20%), and institutional obligations (20%). Despite an increase in adoption,
respondents noted that PT Bank SulutGo's digital banking platform still lagged behind other
banks in terms of features and user experience. Some users cited a lack of advanced features
such as cardless withdrawals and enhanced payment integration as reasons for continued
reliance on conventional banking methods.

User Satisfaction

User satisfaction was assessed based on platform usability, security, and the perceived
benefits of digital banking. Navigation and ease of use were rated as adequate by 70% of
respondents, with 20% rating them as good and 10% as excellent. Regarding security, 90% of
respondents felt safe conducting transactions, while 10% expressed concerns about data
protection. A majority (90%) agreed that digital banking helped manage finances efficiently,
whereas 10% felt it did not significantly improve their banking experience.

The most commonly used features included fund transfers (50%), bill payments (20%),
balance checking (20%), and savings account management (10%). Respondents valued the ability
to check salary deposits and conduct transactions without visiting a branch. However, some
users expressed frustration over system errors and service downtimes. While most users were
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satisfied with the platform's basic functionality, they emphasized the need for service
enhancements and additional features.

Challenges and Barriers

Several technical and behavioral challenges affected the adoption and usage of PT Bank
SulutGo’s digital banking platform. Technical issues included software incompatibility with
iPhones, unexpected account blocks, errors in purchasing prepaid services, and frequent system
updates. Network instability and login failures were also common concerns.

Response times for issue resolution varied: 50% of respondents rated the bank's customer
support as moderately responsive, 30% found it quick, 10% rated it as very fast, while 10%
considered it slow. Despite these issues, 100% of respondents found the platform’s interface
easy to understand, but 20% expressed a need for additional training to fully utilize all features.

External barriers such as internet connectivity problems (80%) and concerns over data
security (30%) further discouraged adoption. Additionally, 10% of users preferred traditional
banking due to habit and trust issues. Respondents suggested that integrating QRIS into
BSGtouch and adding cardless withdrawal features could significantly improve the platform’s
usability.

Summary of Findings

The results indicate that while PT Bank SulutGo's digital banking platform is gaining
adoption, several limitations hinder widespread use. Ease of use, security, and efficiency drive
adoption, whereas technical issues, limited features, and security concerns are key barriers.
Customers suggested enhancing digital banking features, improving system stability, and
offering better support services to increase satisfaction and engagement.

The findings provide valuable insights for strategic improvements in PT Bank SulutGo's
digital banking operations, reinforcing the need for continuous innovation and a customer-
focused approach to ensure competitiveness in the digital banking sector.

DISCUSSION

This study aimed to analyze consumer behavior regarding the adoption of PT Bank
SulutGo's digital banking platform, focusing on adoption levels, user satisfaction, and the
challenges faced by customers. The findings provide important insights into the factors
influencing digital banking adoption and highlight key areas for improvement to enhance
customer engagement. The results reaffirm the significance of digital banking in modern
financial services. Ease of use, security, and efficiency emerged as the primary drivers of
adoption, aligning with the Technology Acceptance Model (TAM), which emphasizes perceived
usefulness and ease of use as key determinants of technology adoption (Yoebrilianti et al., 2022).
The study found that while most users appreciated the convenience of PT Bank SulutGo's
platform, issues such as limited features and technical problems hindered wider adoption. These
findings support previous research by (Shabri, 2022), which emphasizes that system quality,
service reliability, and user trust play crucial roles in digital banking adoption.

Relation to Previous Research

The study’s findings align with prior research on digital banking adoption. Similar to the
study by (Maimuna et al., 2024), the presence of external barriers such as security concerns, lack
of digital literacy, and internet connectivity issues were identified as obstacles to adoption.
Additionally, concerns over system reliability and service quality are consistent with (Nasution &
Nasution, 2021) view that user satisfaction depends on the ability of a service to meet customer
expectations. However, while previous studies suggest that digital banking is widely adopted in
urban settings, this study highlights that regional banks like PT Bank SulutGo face unique
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challenges in promoting adoption, particularly among customers accustomed to traditional
banking.

Unexpected Findings

While security is often cited as a major concern in digital banking, this study found that
90% of users felt secure using PT Bank SulutGo's platform. This contrasts with findings by
(Mulyana et al., 2024), which indicate that security concerns often act as a significant barrier to
adoption. A possible explanation is that PT Bank SulutGo has implemented adequate security
measures, but customer perceptions of security risks may still influence adoption rates
indirectly. Additionally, the high dependence on physical bank branches for information about
digital banking (40%) suggests that many customers still prefer in-person interactions over digital
communication channels, highlighting a gap in digital literacy efforts (Salsabila & Amri, 2025).

Managerial Implications

The findings have significant implications for PT Bank SulutGo's digital banking strategy. To
increase adoption, the bank must enhance its digital marketing efforts, expand customer
education initiatives, and develop a more competitive feature set. Specifically:

1. Improving Feature Offerings - Integrating QRIS payments directly into the BSGtouch app,
introducing cardless withdrawal options, and expanding payment services could make the
platform more attractive to users.

2. Enhancing System Stability - Addressing technical issues such as system errors, account
blocks, and service downtimes will improve the overall user experience and increase trust in
the platform.

3. Increasing Digital Literacy and Awareness - Given that 40% of users learn about digital
banking through physical branches, targeted educational campaigns through digital and
social media could help shift customer reliance away from conventional banking.

4, Strengthening Customer Support - Faster response times and more accessible
troubleshooting resources will reduce frustration and increase long-term platform retention.

Limitations And Future Research Directions

This study has several limitations that should be considered when interpreting the results.
First, the sample size was relatively small (10 respondents), which may not fully capture the
diversity of PT Bank SulutGo's customer base. Future research could expand the sample size and
incorporate a more quantitative approach to validate findings. Second, the study focused solely
on PT Bank SulutGo, limiting generalizability to other regional banks. A comparative analysis with
digital banking adoption at larger commercial banks could provide further insights. Finally, this
study relied on qualitative data, which may be influenced by respondent bias. Future research
could employ mixed methods, combining surveys with behavioral analytics to obtain a more
comprehensive view of digital banking adoption.

In summary, while PT Bank SulutGo's digital banking platform has made significant strides
in adoption, challenges remain in feature enhancement, system reliability, and customer
awareness. Addressing these issues through strategic digital initiatives and continuous service
improvements will be crucial for increasing adoption rates and ensuring long-term customer
satisfaction. Future research should explore larger-scale adoption trends and the effectiveness
of specific interventions aimed at increasing digital banking engagement in regional banking
markets.

CONCLUSION

This study analyzed consumer behavior in adopting PT Bank SulutGo's digital banking
platform, focusing on adoption levels, user satisfaction, and challenges faced by customers. The
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findings indicate that ease of use, security, and efficiency are the primary drivers of adoption,
while limited features, technical issues, and digital literacy gaps remain key barriers. Despite
increasing digital banking adoption, many customers still prefer conventional banking due to
concerns over system reliability and a lack of awareness regarding available digital services.

The study contributes to the understanding of digital banking adoption in regional
financial institutions, emphasizing the need for strategic improvements. PT Bank SulutGo can
enhance adoption rates by expanding digital literacy programs, improving platform stability, and
introducing additional features such as QRIS integration and cardless withdrawals.
Strengthening customer support and increasing digital marketing efforts could further
encourage customers to transition from traditional banking to digital services.However, this
study has certain limitations. The small sample size (10 respondents) may not fully represent the
broader customer base, and the qualitative approach may have introduced subjective biases.
Future research should consider a larger and more diverse sample, incorporating quantitative
methods and behavioral analytics to validate findings. Additionally, a comparative study between
PT Bank SulutGo and larger commercial banks could provide deeper insights into best practices
for digital banking adoption. Despite these limitations, this study provides valuable insights into
the opportunities and challenges faced by regional banks in digital transformation. Addressing
the identified barriers will be essential for PT Bank SulutGo to enhance customer satisfaction and
strengthen its position in the evolving digital banking landscape. Future research should explore
longitudinal studies on digital adoption trends and the effectiveness of targeted interventions in
promoting digital banking engagement.

LIMITATION

This research has several limitations that should be acknowledged to ensure a
comprehensive understanding of the findings. Firstly, the study relies on qualitative methods,
including interviews, observations, and documentation, which may limit the generalizability of
the results to a broader population. The sample size was relatively small, consisting of only 10
respondents, which might not fully represent the diverse range of users of PT Bank SulutGo's
digital platform. Secondly, the study primarily focused on user adoption, satisfaction, and
challenges without conducting an in-depth quantitative analysis to measure the exact impact of
these factors on platform usage. This limitation suggests that future research could benefit from
integrating quantitative methodologies to enhance the validity and reliability of findings.

Thirdly, due to the constraints of the research timeframe, long-term behavioral changes
and evolving user preferences toward digital banking services could not be fully captured. The
study provides a snapshot of user experiences at a particular moment, and therefore, future
studies should consider longitudinal research to observe trends over time.Additionally, external
factors such as regulatory changes, technological advancements, and competitive market
influences were not extensively analyzed in this research. These external elements could play a
significant role in shaping user adoption and satisfaction, which means future research should
incorporate these aspects for a more holistic view.Despite these limitations, the findings of this
study provide valuable insights into the factors influencing digital platform adoption at PT Bank
SulutGo. Recognizing these constraints allows future research to build upon the existing work by
adopting more extensive methodologies and broader scopes of analysis.
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