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ABSTRAK 

 

Penelitian ini membahas dampak Cyber Attack, Pemberitaan Media Sosial, dan 

Handling Complaint Terhadap Switching Costumer Nasabah Bank Syariah 

Indonesia di Yogyakarta. Pada 8 Mei 2023, Bank Syariah Indonesia mengalami 

gangguan layanan karena serangan cyber-ransomware. Tujuan penelitian ini adalah 

untuk mengetahui pengaruh variabel tersebut terhadap perilaku pengalihan 

nasabah. Hasil penelitian dari (Villian et al., 2022) menunjukkan bahwa iklan dan 

kualitas layanan memiliki dampak signifikan pada perilaku switching costumer.  

Metode penelitian yang digunakan adalah kuantitatif dengan pengumpulan data 

primer melalui kuesioner daring kepada 100 mahasiswa pengguna Bank Syariah 

Indonesia di Yogyakarta. Data dianalisis menggunakan SPSS versi 22, termasuk uji 

validitas, reliabilitas, regresi linier berganda, hipotesis, dan koefisien determinasi.  

Hasil dari penelitian ini menunjukan bahwa secara parsial variabel Cyber Attack 

berpengaruh secara positif dan signifikan terhadap perilaku switching customer 

pada Bank Syariah Indonesia, sedangkan variabel pemberitaan media sosial tidak 

berpengaruh secara positif dan signifikan terhadap perilaku switching customer 

Bank Syariah Indonesia, dan variabel handling complaint tidak berpengaruh secara 

positif dan signifikan terhadap perilaku switching customer Bank Syariah 

Indonesia. Secara simultan variable cyber attack, pemberitaan media sosial, dan 

handling complaint berpengaruh secara positif dan signifikan terhadap perilaku 

switching customer Bank Syariah Indonesia. 

Kata Kunci: Pengaruh Cyber Attack, Pemberitaan Media Sosial, Handling 

Complaint, Switching Costumer 
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ABSTRACT 
 

This research discusses the impact of cyberattacks, social media news, and handling 

complaints on the customer switching of Bank Syariah Indonesia in Yogyakarta. 

On May 8, 2023, Bank Syariah Indonesia had a service disruption due to a cyber-

ransomware attack. This research aims to determine the influence of these variables 

on customer-switching behavior. The research results of Villian et al. (2022) show 

that advertising and service quality have a significant impact on customer-switching 

behavior. 

 

This research used the quantitative method, and the primary data were collected by 

distributing online questionnaires to 100 students who were customers of Bank 

Syariah Indonesia in Yogyakarta. The data were analyzed using SPSS version 22, 

including validity, reliability, multiple linear regression, hypothesis, and coefficient 

of determination tests.  

 

The results show that partially, the variable Cyberattacks had a positive and 

significant influence on customer-switching behavior at Bank Syariah Indonesia. In 

contrast, the variable Social Media News did not positively and significantly 

influence customer-switching behavior at Bank Syariah Indonesia. The variable 

Handling Complaints had no positive or significant influence on customer-

switching behavior at Bank Syariah Indonesia. Simultaneously, Cyberattacks, 

Social Media Reporting, and Handling Complaints positively and significantly 

influenced customer-switching behavior at Bank Syariah Indonesia. 

 

Keywords: Cyberattacks Influence, Social Media News, Handling Complaints, 

Customer Switching 


