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ABSTRAK 

Penelitian ini dilaksanakan di PT. Bank Maspion Indonesia Tbk Surabaya. Penelitian 

ini berfokus pada layanan mobile banking Bank Maspion, yang didalamnya meliputi: 

fasilitas dan fitur, alat sistem keamanan, kendala serta strategi. Penelitian dilakukan 

menggunakan metode penelitian yang digunakan adalah pendekatan kualitatif dengan 

penelitian deskriptif dengan teknik pengumpulan data yaitu penyebaran kusisioner 

kepada nasabah bank maspion surabaya serta dilakukan wawancara kepada customer 

service dan komisaris Bank Maspion. Dari penelitian ini didapatkan hasil bahwa, 

sebagian besar responden menyatakan telah puas dengan layanan m-banking Bank 

Maspion, namun demikian responden tetap memberikan beberapa masukan seperti, 

menyediakan fasilitas pembelian pulsa yang lebih bervariatif, dan layanan m-banking 

kedepannya harus bisa memberikan layanan transfer dan top up dengan berbagai 

macam media atau platform. Agar layanan m-banking kedepannya lebih baik lagi dan 

mengurangi terjadinya kendala dalam penggunaan mobile banking seperti, cyber 

crime dan pembajakan nomer serta pencurian pin m-banking yang saat ini marak 

terjadi.  

Kata Kunci : PT. Bank Maspion Indonesia Tbk. Surabaya, mobile banking. 
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ABSTRACT 

This research was conducted at PT. Bank Maspion Indonesia Tbk Surabaya. This 

study focuses on Bank Maspion's mobile banking services, which include: facilities 

and features, system security tools, constraints and strategies. The research 

conducted using the research method used is a qualitative approach with descriptive 

research with data collection techniques, namely the distribution of cisioners to 

customers of Surabaya banking banks and interviews with customer service and 

commissioners of Maspion Bank. From this study, it was found that, most 

respondents stated that they were satisfied with Maspion Bank's m-banking services, 

however, respondents still gave some inputs such as providing more varied credit 

purchase facilities, and future m-banking services should be able to provide transfer 

services and top up with a variety of media or platforms. In order for future m-

banking services to be better and reduce the occurrence of obstacles in the use of 

mobile banking such as cyber crime and piracy of numbers and theft of m-banking 

pins that are currently rampant. 

Keywords : PT. Bank Maspion Indonesia Tbk. Surabaya, mobile banking 
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