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ABSTRACT

Quantitative research was done to study factors affecting satisfaction and
continuance intention to use the GHB ALL GEN application of Government Housing
Bank customers from the user's perspective. The research adopts a survey research
method, targeting a sample size of 275 customers who use the GHB All Gen application,
collected through an electronic questionnaire. Data collected from January to February
2024 were statistically analyzed using regression analysis, including direct influence
analysis from multiple regression analysis and indirect influence analysis using the
Danielsoper web program.

The research findings indicate that responsiveness, information, and
technical reliability positively influence perceived usefulness of using the GHB All Gen
application. Furthermore, the Expectation-Confirmation Model (ECM) reveals that
perceived usefulness, confirmation, and satisfaction positively affect the intention to
continue using the GHB All Gen application. Expanding understanding of the

Expectation — Confirmation Model (ECM), the impact on recommendation intention is
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presented. It was found that the satisfaction factor and intention to continue using It
has a positive effect on the intention to recommend.

Expanding the study's scope by investigating additional intention to
recommend factors shows that satisfaction and continuance intention positively

influence the intention to recommend.

Keywords: Mobile banking, GHB All Gen, Government Housing Bank, Expectation-

Confirmation Model, Intention to recommend
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