APPENDIX 1 :
RESEARCH QUESTIONNAIRE

THE INFLUENCE OF SERVICE QUALITY ON TRUST AND CUSTOMER
SATISFACTION AND ITS IMPACT ON
CUSTOMER LOYALTY
(STUDY IN CUSTOMERS OF PT. BANK NEGARA INDONESIA TBK AT PADANG
CITY)

Honorable Respondent,

I am the student in Departement of Management at Andalas University.
Name : Sherin Olivia Martha

NIM : 1510524009

Related to the research that I will do to obtain Bachelor Degree of Economics, I ask you
to spare your time to fill out this questionnaire. The honest answer that you give will be
benefited for my research that i am doing currently. All information that you provide on this
questionnaire will be kept confidential and will not be accessible to anyone except researchers.
Thank you for your help to fill out this questionnaire and thank you for your attention.

LIST OF QUESTIONNAIRE FOR RESPONDENT
Characteristic of Respondent

1. Gender 6) Reason use BNI :
1) Male 1) Own Choice 3) Advice from friends
2) Female 2) Advice from parents 4)Instutition/University
5) Other (tell)......ccoeeeeeiieeeiiieieiieeees
2. Age 7) How long use BNI
1) 18 —23 years old 1) <1 year
2) 24 —29 years old 2) 1 -3 year
3) 30— 35 years old 3) 3 -5 year
4) > 36 years old 4) > 5 year
3. Education 8) Media always use
1) S1 3)D3 for transaction :
2) S2 1) Teller 4) I- Banking
2) ATM 5) SMS Banking
4. Faculty : 3) M-Banking 6) Other (tell)

5. Income per Month
1) <1.000.000
2) 1.000.000 —3.000.000
3) 3.000.001 —5.000.000
4) 5.000.001 —7.000.000
5) >7.000.000
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A. Variable of Research

Section A

Instruction : fill in the data below, and give marks (V) in the box that the best reflects

your feelings toward the Service Quality, Trust,

Customer Satisfaction and Customer

Loyalty
SD = Strongly Disagree
D = Disagree
N = Neither agree nor disagree
A = Agree
SA = Strongly Agree
A. Service Quality SD | D | N | A |SA
No Statement 1 2 3 4 5
Basic Service
1 BNI give a service in opening an account
2 BNI give information about deposit
3 BNI give information about credit facility
4 BNI give save deposit guarantee
5 BNI give a proper security
Advance Service
6 BNI provides new facilities for customers
7 BNI provides excess banking facilities
8 BNI provides a good internal physical environment
9 BNI provides guarantees for deposits
10 BNI provides customer service
B Trust
Statement 1 2 3 4 5
1 BNI can be trusted
2 BNI is reliable
3 BNI is an honest bank
4 BNI fulfilled my expectations
5 BNI will keeping secrecy of my account
6 BNI will verify transactions accurately
C Customer Satisfaction
Statement 1 2 3 4 5
1 I am satisfied with the staff response and quick
service provided
) I am satisfied with the advice of financial services
provided
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I am satisfied with the products and services offered

I am satisfied with the experience given by BNI

I am happy while using BNI

I am satisfied with my decision to use BNI

Customer Loyalty

Statement

I will prioritize BNI

I will be quite loyal to BNI

I get benefits while using BNI

I will say positive things about BNI

I will recommend BNI to my family, friends and
relatives

I recommend BNI to someone who is looking for
information about finance

THANKYOU FOR YOU PARTICIPATION
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APPENDIX 2 :
KUESIONER PENELITIAN

PENGARUH DARI KUALITAS LAYANAN TERHADAP KEPERCAYAAN DAN
KEPUASAAN NASABAH DAN DAMPAKNYA TERHADAP LOYALITAS

NASABAH

(STUDI PADA NASABAH PT. BANK NEGARA INDONESIA

TBK DI KOTA PADANG )

Responden yang terhormat,

Saya mahasiswa dari Departemen Manajemen Universitas Andalas.

Nama : Sherin Olivia Martha
BP : 1510524009

Sehubungan dengan penelitian yang akan saya lakukan sebagai syarat untuk
mendapatkan gelar sarjana ekonomi, saya memohon saudara/i dapat meluangkan waktu 5
menit untuk mengisi kuesioner ini. Jawaban jujur yang saudara/i berikan akan berguna untuk
penelitian yang sedang saya lakukan. Semua informasi yang diberikan pada kuesioner ini akan
dijamin kerahasiaannya dan tidak akan dapat diakses oleh siapa pun kecuali dari peneliti. Atas
kesediaan saudara/i yang telah berkenaan mengisi kuesioner ini saya ucapkan terima kasih.

DAFTAR PERTANYAAN UNTUK RESPONDEN

Karakteristik dari Responden

Silahkan melingkari jawaban berikut yang paling sesuai :

6. Jenis Kelamin
3) Laki-laki
4) Perempuan

7. Umur
5) 18 —23 tahun
6) 24 —29 tahun
7) 30— 35 tahun
8) > 36 tahun

8. Pendidikan
3) SI
4) S2

3) D3

9. Fakultas :

10. Uang saku per bulan

6) <1.000.000

7) 1.000.000 —3.000.000
8) 3.000.001 —5.000.000
9) 5.000.001 —7.000.000

10) > 7.000.000

6) Alasan menggunakan BNI :
1) Pilihan sendiri
2) Saran dari orang tua 4) Institusi/Universitas
5) Lain-lain (sebutkan).........ccccocevevveevieennnnnnee.

3) Saran dari teman

7) Sudah berapa lama menjadi nasabah BNI
1) <1 tahun
2) 1 -3 tahun
3) 3 —5 tahun
4) > 5 tahun

8) Media yang sering digunakan untuk

bertransaksi di BNI :
1) Teller 4) I- Banking
2) ATM 5) SMS Banking

3) M-Banking 6) Lain-lain (sebutkan)
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Variable Penelitian

Petunjuk : isilah data berikut dengan memberikan tanda centang (V) pada salah satu
jawaban dari lima pilihan jawaban yang tersedia, menyangkut pengalaman saudara/i
mengenai Kualitas layanan, Kepercayaan , Kepuasan dan Loyalitas Nasabah terhadap BNI1

STS = Sangat tidak Setuju
TS =Tidak Setuju

N = Netral
S =Setuju
SS = Sangat Setuju
A. Kualitas Layanan (Service Quality) STS | TS N S S8
No Pernyataan 1 2 3 4 5
Layanan Dasar (Basic Service)
1 BNI memberikan bantuan dalam pembukaan akun
2 BNI memberikan informasi tentang deposito
3 BNI memberikan informasi tentang fasilitas kredit
4 BNI memberikan jaminan deposit yang aman
5 BNI memberikan keamanan yang baik untuk nasabah
Layanan Lanjutan (Advance Service)
6 BNI memberikan fasilitas baru untuk nasabah
7 BNI memberikan kelebihan fasilitas perbankan
8 BNI memberikan lingkungan fisik internal yang baik
9 BNI memberikan jaminan kepada deposito
10 BNI memberikan pelayanan pelanggan
B Kepercayaan (Trust)
Pernyataan 1 2 3 4 5
1 BNI dapat dipercaya
2 BNI dapat diandalkan
3 BNI adalah bank yang jujur
4 BNI memenuhi harapan saya
5 BNI akan menjaga kerahasiaan akun saya
6 BNI akan memverifikasi transaksi secara akurat
C Kepuasan Nasabah (Customer Satisfaction)
Pernyataan 1 2 3 4 5
1 Saya puas .dengan tanggapan staf dan layanan cepat
yang disediakan
5 Saya puas dengan saran layanan keuangan yang

diberikan

R/Q



Saya puas dengan produk dan layanan yang
ditawarkan

Saya puas dengan pengalaman yang telah diberikan
BNI

Saya senang selama menggunakan BNI

Saya puas dengan keputusan saya untuk menggunakan
BNI

Loyalitas Nasabah (Customer Loyalty)

Pernyataan

Saya akan memprioritaskan BNI

Saya akan cukup setia dengan BNI

Saya mendapatkan manfaat selama menggunakan
BNI

Saya akan mengatakan hal positif tentang BNI

Saya akan merekomendasikan BNI kepada keluarga,
teman, dan kerabat saya

Saya merekomendasikan BNI kepada seseorang yang
sedang mencari informasi tentang keuangan

Saya akan terus melakukan transaksi bisnis dengan
BNI

TERIMA KASIH ATAS PARTISIPASI SAUDARA/I




APPENDIX 3 :
RESPONDENT CHARACTERISTIC

How Long | Media
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APPENDIX 4 :
RESPONSES TO EACH RESEARCH VARIABLE

B/B|B|B|B|A|AAlAlA

CICIC|C|IC|C|C|C|Cc|ICc|CiC|C

SISIS|S|S|S|S|S|S|S|T|T|T|T|TTS|S|S|S|S|S|L|L|L|L|L|L|L

1123145123 /4[5[1]2]3{4]5]6/1[2|3]4|5]6|1]2|3]4]|5|/6]|7

515[5/4]4|5[5[5]5]4/4|4|5/4/5/4]/4|5]|5[4]|4|5]4|3]|3]4|4|5]|4

41415|5[4(4145|4[3]3[3/4[5[4]5/4]|3|4[5/4[3|3[3[4|5]4|4]|5

313|4lalalalals|s5|4a]4|5/4|5/4|5/4]4|4a]4a|3]4|a|4|5|4|3]4]|5

313|4lalalala|s|5]|4]4\4|5/4]5/4|4|5|3]3|4|5/4|4|5|4|5|4]|5

313|4la|5(a|a|s5|4a|5]4|3|3/4|5|4|4]4|4|5|a4|a]|4]a|5]|4]|5]|4

313|4la|5(4a|a|3|4a|4a]4|5/4|5/4|5/4|5|4|5|4a|5|4a|4|5|4|5]4]|5

313|4la|s5|alal4a|5|5]4|3|4|5/4|4|4|5|4]5|4a|5|4a|4|5|4]4]|5|3

305(3|4l4|5|5]4(4|5]4|3|3/4|5/4|4]4|5|5|4]4|4a|3]4|4a|5|4]|5

4034lal4a]3|2|3]3|4|4|4|3[3/4|3|3]4|3]4|4]4|3[3|3|3]4]|4]|4

505[5|3/4|5[3[4|5]5|5/5[4]5/5/5/4|5]|4|3[4|5[4]4|5]4|4]4|5

4lal4a|3|4a]4|3|4|3|a|4|4|4/4/4|4)3|3|3]3|3|3|4|4]3|3]4]/4]|3

S5I3[3|5]5|3[5[5]4]5|5/4[5/45/4|/3]4|4/3[4]|4[5]5|5]4|4]4]|5

413[3[3[4(3|3]4/4[4/3[3/4[3[3]3/4]4|5]|4|5]4/3[4[3]|3]4|4]|5

413[3[3[5[3[3]5|3[5]4|3[4[3[4]5/4][4|3]|5]|3[4|4][4|4]|3]|5|5]|4

41212|3[4(2|3]4|3[4]3[3/4[3[3]3/4]4|3[3|3[4/4[4/3]|3]3|4]3

4121234234233/ 4/3[4[3]4/4]4|3|3|3[4/3[3[3]|3]4/4]|3

41313(3|4(3|3|4|3|4|4|4|34/4|3|4]4|4|3|4]4|3]4]4|3]4]|4]|3

4121234213443 [3[4/4[4[3]3/4]4|3[3|3[4/3[3[4]4]3|4]|3

41313|3[3[3|3]3/4[4]2[3/3[3[2]4/3|4|4]|4/4]4/3[3[3]3]2|2]3

41212432143 |3[2]3[3/4/3[3]3/3]3|3][4/3[3/3[3[4]3]4|4]|3

3131323 |3[2[3]|3]4/3/4[3/5/3/4]/4]/4|3/4[3]4[3/3|4|3|4]3]3

41414|5[5[4|5]5|3[4]3[4|5/4[3]4/4|5|4|3|4[5|3[3[4]|4|5]|4]|5

31al4|5|5(4|5|5|5|5]4|4|5/4/4|4|4|5|4|5|4a|5|4|3|3|4]4]|5|4

315[5/45|5[4[5]|5]5/4|5[5/5/4/4]/4|5|5|5[5]5]4]3|3[|3|3]4]5

3lal4alalalalalalals]4|4]3/3/4|4|4]5|5]5|5/5/4|3[3|4]4]|5|4

313[3|5]4|3[5[4]|3]5/4|5[5]/4]4/4/4]4|5|5[5]4[4]3|3[|3|4]4]|5

s|2|21al4|2]|4l4|2]|4]4|3|4|4]4|5/4]4]|3]3]|3]4|3|3|3|4|3|4]|4

51212141424 (4]2]4/4|3[4/3/4|5/4|5]|3[3[3|5[3[3]|3]4|3[4/4

413[3[3[4(3|3]4/3[4]4|3/3[3[4]5/3[4|4]|3|4]4/4]4|5]/4/3/3]|4

4133(3|4(3|3|4[3|4|4|3|3|4/4|5/3]4|4|3|4]4|a|4|5|4|3]|3]|4

415]5|5[5|5]|5]5|5[5]3[4|3[4[3]5/4[5|4|5]|4[|5|4|3|4]|5]4|5]|4

3lal4alalalalalalalala|3]3|5/4|4|4]5|5]5|5/5/4|5/4|5]4]|5|4

4013|3443 |al4|3|5|4|5/4/4/4|5/3]4|5/4|5]|4|4a|4]4|5|5]|5|4

alalals|ala|s|ala|s5|4|4|5/4/4|5/4a]4|5/4|5]|4|a]|4]5|5|4]|5|4

4013|3443 |ala|3|4a|3|4|3/4|3|4|4a]4|4a|3|4a]4|3]|4|3|4|4]|5|4

slalalalalalalalal3]4|3]3/3/4|5/5]4|4]3|4a]4|a|3]4|4|3]4]|3

513(3|4l4[3|4]4|3|5]4\4|3|3/4|5/4]4|4|3]|4]4|5|4]4|4|3]|3]|4
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41414(5[4(4]5]4/4[5]3[3]5[4[3]5/4[5|3[3|3[5]/4[5|4]|5]4/3]|4

SI5[5|5]5|5[5[5]5]5|5/4[4|3]5/5|/5]4|4/5[4]/4[4/3|3]|4|4]4]|5

SI5[5|5/5|5[5[5]|5]5|5/5[4]4]5/5/3]4|5]4[5]4[4]3|3]|4|4]4]|5

4013|3443 |a|4|3|5|4|4|3|3/4|4|4a]4|a|5|a]4|a|4|3|4]4]|3]|5

3013(3|4]4(3|4]4|3|4]4|5/4|5/4|4|4]4|5|5|5]/4|4a|5/4|4|4]|5]|4

513(3|4l4|3]|4]4|3|4]4|3|4|5/4|4|4]4]|a|5|a]4|3]|4]4a|a|5|4|4

513(3|4]4|3|4]4|3|4]4\4|4|5/4|4|5|3|4]4|a|3|4a|3|4|4a|4|4]|4

Slalalalalalalalala)s|4|a|3]5|4|4a]4|5]5|5/4|a|5/4|4a]4|4|4

513(3|4]4[3|4]4|3|5]4\4|3|5/4|4|4|5|4]4|a|5|3]4]4|4|3]|3]|4

513(3|4l4|3|4]4|3|4]4\4|3/4]4|4|5]4|4]3]|4]4|3|3]4|4|3]|4]|4

503[3|4]5|3[4[5]3]5/4/4[4/4/4|5/5]4|3[3[3[4[3]4]|3]4|3]|4|4

503[3|4]5|3[4[5]3]5/4/4[3/3]4|5/5]4|4[4[4[4[5|5]|4]|4|3]|4]|4

4lal4(3|3]4|3(3]4|5|4|4|3[3/4|5|5/4|4]4|4a]4|3]4]4|4a|3]4]|5

4lalals|s5]4a|5|5]4|5]4|3/4]3/4|4|4a]4|5/4|5]/4|3]|4]4|4|3|4]|4

3lalalalalalalalalal4a|5)a|3]4|4|3]4|5]4]|5]/4|3]|4]4|4]3]4]4

3lal4alalalalalalals|4|5/4al4|5/3]4|5]4|5]4|a]4]a|a|5]5]|5

4lalalalalalalala|s|4|s5|4a]5/4|5/44|a]|5|a]4|3]4]4|a|5]4]|3

305|5|al4|5|4l4|5|4]4|5/5/3/4|4|4|5|4|5|4|5|4|4|3|4]4]|3]|4

4lalals|ala|s|ala|5|4|5/43/4|5/4]4|5|5|5/|4|a|4]a|a|4|4|4

4013|3443 |a|4|3|5|4|4|3|3/4|4|4a]4|a|5|4a]|4|a|4|3|4]4]|3]|5

515[5/45|5[4|5]5]4|5/4|5/5/5|5|/5]|5]|4[4]|4|5]4|5]|3]4|4]|5]|4

515[5/45|5[4|5]5]4|5/4[5/4|5|5|/5]|5]|4[4]4|5]4|5]|3]4|4|5]|4

413|3|5|4|3|5|4|3|4|4|4|3/4/4|5/4]4|a|5|a]4|a|4|3|4|4|4|4

313[3/4/3/3[4(3|3]3/3/3[2]3/3/2)3]4|4/3[4/4[3]3|2]|3|3]4]|3

4lal4(3|4]4|3|4]4|3|4|4|3/4/4|3|4]4|3|3|3]4|4|3|3|4|3]|3]|3

Slalalalalalalalala]4|3|3/4/4|4|4a]4|a]a|a4|3]4]a|a]4|4]|4

41414|5[5[4|5]5|4[5]43]5/4][4|3|3|5|5[5|5[5|5[3[4]|3]4|5]5

S5I5[5|5/5|5[5[5]|5]4|5/4[5/4|5/5|5|5|5]4[5|5[5]4|3]|4|5]4]|5

51212131323 (3]2]3/3/4/4/3/3/3]/3|3|4/5[4/3[3/3|4|3[4]3]3

2lalalalalalalalalala|3|3]3/4|4|a]4|a4|a]4|3]4]4|a]4|4]|4

41313(3(3[3|3|3[3|4|4|4|3]4/4|4|a4|a]4|a]|4|3|3]4|4a|4]|3]|4

515(5(5/5(5|5(5|5[3|3/4/4|3|3/4|5|5|4]4|4|5/4|4]4|4]4]|4]4
4lalalals|alals|a|3]4|5/4|5/4|4|a4|a|5|a]4|a|3]4|5|4]|3]4

3131321232 (2]|3]4|3/2[3]23|3]3]2|2]2[2]2]2]3|3|3|2]2]3

4lala|3|al4a|3]4ala|5|4|4|5/4/4|5/4a4|a4|a]4|a|3]|5|5|4]|5|4

3lal4alals|alals|a|s5]4\4]5/4/4|5/3]3|5]4|5|3|4|5/4|4|3|4]|5

slalalalalalalalals|4|5|4|5/4|4|a]4|a]a|al4|3]4]5|3]4]5]5

4133[5|4(3|5|4|3|4|4|4|5/4/4|5/4]4|a|5|a]4|a|3]4|a|4]|5|4

41313[4[4(3[4]4|3[4]3[5/4[5[3]5]5]|5[4[3/4[5|5[5[3]|4]5|4]3

513[3|4/4|3[4(4|3]4/3/4[3/4/3/4/3]|5|4(3[4|5[3]3|4]4|3|3]4

413(314[3[3]4(3|3/4|4/4/4/4/4/5/3|5[4/4/4|5]/2]3]2[3|4|5]3

SI515|3[5|5[3[5]5]5|5/4[4/4/5/4]/4|5|4/4[4|5]|3]4|5]4|4]3]5

al212(3]4]2|3]4]2|4|4|3|3[3/4|4|4]4|5]4|5]4|3|3|3|4|4|4]|4

alalal2|alal2|ala|al4|3)4]3/4|4|a|3|a]4|a|3|3]|4]4|3]4]4]|3
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113]1]4/4/3[3/3/4/5/4|3|4/4[4/3[3[3]4|3|3]|3]4

1

3

1

5(4[4|14/4/4(4(4]4/4/4/3/3/3/4|/5/4/3|3[4[3[3[3]2]3]3|3[4]|2

Slalalalalalalalalal4|4|alal4|5|5]4|5]4|5]/4|5[3]4|4|5]|5]|5

504[4|14/4/4[4[4]4]4|5/4[5]45|5|5]|5|5]4[5]|5[5]5]|4|5|5]5]5

slalalals|alals|ala|s|4|alas5|5|4a]4|ala|al4|alala|a|5]5]5

4lalalals|alals|ala|s|4a|ala|s|5|al4|ala|a4|a]4]3|3]3]3]3

413[3[3[4(3|3]4|3[3]4/(4/4[4[4/4|/4]3|3]4|3[3/4[3[5]4]4|3]|5

SI5[5|3[5|5[3[5]5]4|5/4][5/4/5/4]5]|5]|4[4[4|5[4|5]|4]|4|5]|4|4

SI5[5|5]5|5[5[5]|5]5|5/5[4]5]5[4]/4|5|4|5[4|5[4|5|5]4|4]4]|5

4013|3443 |ala|3|4a|3|4/4/4|3|4|3]4|3]4|3]4|3]4|3|4|3]|4]|4

4lalal3|4al4|3]4a]4|3]4|3/2[3/4|4|3]4|3]3|3]4|3]4]4|3|3]|3]|4

S5I5[5|3[5|5[3[5]5]5/4|4[4/4/4/4]5]|3|4(4[4|3[3]4]|4]4|3|3]4

41414|5[5[/4|5]5|4[3]4[3/4[3[4|3/4|3|4[4/4[3|3[3[4|3]3|3]3

3/3[3/3/4/3[3[4]3]4/3/3[3/3/3/4/3]4|3/3[3/4[3/3/4|3|3]3]3

41414|5[5[4]5]5/4[4]4|5|5[5[4]5/4][5|5]|5]|5[|5|4]4|5]4]|5/4]|4

4lalals|alals|alalala|s|s5|5/4|4)al4|5|5|5]|4|a]|4]4|a|5]|5]|5

4lalala|s|alals|a|s5|4|5/5/5/4|5/5/4|5/4|5/4|4]4]4|5|3]|3]5

313[3|3[5|3[3[5]3]4/4/4/4/4/4|5/4|5|4(3[4|5[3[3]|4]4|3|3]|4

4lalalals|alalala|s5|5|4|4ala5|5/4|5|4/4|4|5|3]3]4|4|3]|3]|5

41313[3[4(3[3]3|3[4/3[3/3[3[3/4/3]3|3[3|3[3/3[3[3]3]3|3]3

413[3|5[5[3|5]3|3[4/4/3/4[3[4]5/3]4|4]|4/4]4/3[3[4]4]3|4]|3

403|3(a|4a|3|al4a|3|4a|4|5/4|5/4|4|4]4|5|5|5]/4|3]4]3|4]4]4]|3

503[3|4]5|3[4(3]|3]5/4/4[4/4/4/5/4]4|4/3[4]4[3]3|4]|4|3]3]3

4lala|s|s5]4a|5|3]4|3|4|4|4|a/4|3|4a]4|a|3|4a]|4|a]|4]4|3]3]4]|3

4lal4a|s5|5]4|5|5]4|5|4|4|4/4/4|3|4a4|4a|3|4]|4|a]|4]4|3]3]|3]|3

4lal4(3|3]4|3|3]4|4|3|4|3/4/3|4|4|3|4|3|4|3|3]|4]4|4]4|4]|3

41313[3[3[3[3]3/3[4]4|5/5[5[4/4/4[5|4]|5]|4[5|4]|4|5]|4|5/4]|4

4131334333 /3[4/4/3/3[3{4]3/3[4|3]4|3][4|3[3|3]|3]4/4|4

313[3/4/4|3[3[3][3]3|5/5/5/4/4/4/4|5|4(4]|4|5]4|4|5|5|5]|5]|4

4la|3|3|4l4ala|3]a|a|4|4|3/4/4|5/4]5|5|5|5|5/4|5]4|5|4|4|4

313[3|3[3|3[3[3]3]3/3/3/33/3[3/4]4|5[5|5|4[3]4]4|3|3[3]4

314[4|5/5/4[4[4]4]5|5/5[5]4]5[5/3]4|5|5[5]4[5]5|4]|4|5]|5]5

415]4|3[5[5]4|5|5[5]4[4]3[2[4]5/4][5|5]|5|5]|5|4]|4|4]|5]|5|5]|4

515[5|/4]5|5[4|5]|5]5|5|5[5/5]|5|5|/5]4]|5[4|5[|4[5]/4]4|5|5]|5]|4

4013|3443 |al4a|3|4|3|3|3[3/3|4|4]4|a]4|a]4|a|4]4|a|3]|3]|4

505[4|3/4|5[5[3|5]4|5/5[5/4]5[5|5]5]|4]4[4|5[4]4|4|5|5]4]3

413334333 /3[4]4|3/3[4]4/5/4]4|4|3|4]4|3]|3|4]3]3/3|4

41313[4[4|3|3]4/3[5]4|3/4[4]5/5/4]4|3]4|3]4|3|3|3]3]3/3|4

513(3|4|5(3|3]4|3|4|4\4|4|4|5|5|4]4|4]4|5|5|4|3|4|4|3]|3]|4

51214[5]5]2|2|3]2|5[5]5[4]2|5/4]4|5]4|2|5]|4[4|4/2|3]|3|3]3

slal4a|3]4la|s5]5(4|3]3|4|4|4|5|5/5]4|4]4|3|5|4a|4|5|4]4]|5]|5

505[4|5]5|5[4[4]5]5/4|3[4/5/4|5/4]4]4|3|5|5]4]4]4|5|5|5]|4

315[3|4]4|5[5[4|5]4/4|3[3]4/4/4]5]4|4]/4[5|5[5]5|5]4|4]4|3

41514[5[5[5]4|5/5[5]4[4]5[5[5]5]/5]5]4]4|5[5]4]4|3]4]4/5]4
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31a|5|5|5(4a|al4la|5]4\4|5/4|5|4|4]4|4|5|5/5/4|3[3|4]4]|5]|4

503[3|4[5|3[4(4]3]5/4/4[3/4/5/5/4]4]4|5|5|5[4]4]4|5|3|3]|4

413|3)4l4|3|3]4|3|4|4|3/4|4|5|5/4]4|4a]4|5|5|3]|4]4|5|4|4]|4

413|3(3|4|3|4a|4|3|5|4|4|4|4|5|5/4]4|4a]4|5|5|4|5|5|4|4]4]|5

4033(4|4]3|3]4[3|4|3|4|3/4/4|4|3|3|4]4|4|3|3[3]4|4|3]|3]|4

413034043 |3]4/3]4/3|3|3/4|4|5/4|4la|5|5|5/4|4]4|5]4]|4]5

513(3|4]4(3|4]4|3|5]4\4|4|4|5|5/4|5|4]4|5|5|4|4]4|5|5]|5|4

slala|s|s|ala|s|a|s5]4|4|4|a|5|5/4]4|4a|5|5|5|4a|4|5|4]4|4]|5

41313[3[4(3]2]4|3[5]4[4]3[3[5]5/4]4|4]|5|4[|5|/4]|4|4]4|3/3]|4

513|4|5|5[3|4]4|3|5]4/4|4|3|5|5/4|5|4]4|5]/4|a|4]a|4|3]|3]4

41314[3[5[3[3]4|3[5]4[4/4[5[5]5/4[4|5]|5]|4[5|4]|4|3]|3]3|3]|4

3121221322 (3]2]3|3/3[3]3/3[4/3]3]2]2[3]3[3]3|2]|3]2]2]3

31212[214(2|2/4|214[3]3[3]2/4/4/3|5]2|3|3[3]|3]3[3]2]2]2]2

4la|3(2]4]3|3|4|3|4|4|4|3/4/4|4|4]3|3|3]|4]4|3|3|3|4|3]|3]|4

413[5(3[4(2]2]4|3[5]5/5/4[4][5]5/4[3|3]4|4[|3|3[3|4]|3]|3/3|4

4lalals|s5|3|alala|5|4|3|5/4|5|5/5/4|4|5|4|5|4|4|5|5|4]|3]|4

4lals|alalalals|alals|alals5/4|4|a4|a|5|5]/4|a]|4]4|5|5]|5]|5

5/5(414/5/4[4(4]5]4|5/4[4/4/5/5|/5]4|5/5[4|5[5]4|4|5|5]5]5

41415[4[5[4]4]5|4[5]4]5/5[4][4|5|5]|5|5[5|4[4/4]4|5]|4|5]|5]5

4ls5|4ala|s|alals|a|ala|a|ala5|5)4a4|a]4|5]|5|3]3]4|4|3|4|4
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APPENDIX S :
OUTPUT SPSS RESULT

Respondent Characteristic Based on Gender

Cumulative
Frequency | Percent | Valid Percent Percent
Valid Male 60 41.4 41.4 41.4
Female 85 58.6 58.6 100.0
Total 145 100.0 100.0
Respondent Characteristic Based on Age
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 18-23y.0 132 91.0 91.0 91.0}
24-29y.0 9 6.2 6.2 97.2
30-35y.0 4 2.8 2.8 100.0]
Total 145 100.0 100.0
Respondent Characteristic Based on Education
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Sl1 111 76.6 76.6 76.6
S2 13 9.0 9.0 85.5
D3 21 14.5 14.5 100.0
Total 145 100.0 100.0

7Q



Respondent Characteristic Based on Income per Month

Cumulative
Frequency | Percent [ Valid Percent Percent
Valid <1.000.000 34 23.4 23.4 23.4

1.000.000 - 3.000.000 73 50.3 50.3 73.8
3.000.001 - 5.000.000 26 17.9 17.9 91.7
5.000.001 - 7.000.000 9 6.2 6.2 97.9
>7.000.000 3 2.1 2.1 100.0
Total 145 100.0 100.0

Respondent Characteristic Based on Faculty

Valid Cumulative
Frequency | Percent | Percent Percent

Valid  Ekonomi 39 26.9 26.9 26.9

Kedokteran 18 12.4 12.4 39.3

Hukum 13 9.0 9.0 48.3

Teknik 14 9.7 9.7 579

Keperawatan 6 4.1 4.1 62.1

Farmasi 4 2.8 2.8 64.8

FMIPA 9 6.2 6.2 71.0

Kesmas 4 2.8 2.8 73.8

FIB 5 34 3.4 77.2

Peternakan 7 4.8 4.8 82.1

Pertanian 5 34 34 85.5

Fisip 14 9.7 9.7 95.2

FKG 4 2.8 2.8 97.9

FTI 3 2.1 2.1 100.0

Total 1451 100.0 100.0

N



Respondent Characteristic Based on Reason Use BNI

Cumulative
Frequency | Percent | Valid Percent Percent

Valid Own choice 63 43.4 43.4 43.4
Advice from parents 51 35.2 35.2 78.6
Advice from friends 17 11.7 11.7 90.3
Institution/University 10 6.9 6.9 97.2
Others 4 2.8 2.8 100.0
Total 145 100.0 100.0

Respondent Characteristic Based on How Long Used BNI

Cumulative
Frequency | Percent | Valid Percent Percent
Valid <1 year 37 25.5 25.5 25.5
1 -3 year 78 53.8 53.8 79.3
3 -5 year 22 15.2 15.2 94.5
> 5 year 8 5.5 5.5 100.0
Total 145 100.0 100.0

Respondent Characteristic Based on Media that Always Used for Transaction

Cumulative
Frequency | Percent | Valid Percent Percent

Valid Teller 15 10.3 10.3 10.3
ATM 62 42.8 42.8 53.1
M-Banking 56 38.6 38.6 91.7
[-Banking 7 4.8 4.8 96.6
SMS Banking 5 34 34 100.0
Total 145 100.0 100.0




APPENDIX 6 :
PLS RESULT

Initial Model

First Outer Loading Initial Model

Service

Customer

Customer

Quality (X1) | Loyalty (Y) | Satisfaction (x3) | TTust (X2)

AS1 0.895

AS2 0.678

AS3 0.708

AS4 0.866

AS5 0.402

BS1 0.216

BS2 0.879

BS3 0.854

BS4 0.628

BS5 0.706

CL1 0.727

CL2 0.602

CL3 0.481

CL4 0.713

CL5 0.777

CL6 0.693

CL7 0.632

Cs1 0.494
CS2 0.658

QI



AS2

253

AS4

CS3 0.792
CS4 0.616
CSS 0.76
CSé6 0.742
T1 0.776
T2 0.676
T3 0.692
T4 0.59
T5 0.761
T6 0.573

T

Revised Model

T2 \ -
SRRTR

e
T= " Trust

Second Quter Loading Revised Model
B O ey | Sonsmean oy | T80

AS1 0.908
AS2 0.685
AS3 0.701
AS4 0.881
BS2 0.888
BS3 0.859
BS4 0.624

Q2



BS5 0.686
CL1 0.709
CL4 0.71
CL5 0.807
CL6 0.744
CL7 0.654
CS2 0.659
CS3 0.82
CS4 0.643
CS5 0.799
CSo6 0.731
T1 0.838
T2 0.695
T3 0.714
T5 0.789
Average Variance Extracted
Average Variance
Extracted (AVE)

Service Quality 0.618

Customer Loyalty 0.528

Customer Satisfaction 0.539

Trust 0.579

Cross Loading in Revised Model
e T oy e O

AS1 0.908 0.497 0.451 0.436
AS2 0.685 0.495 0.472 0.297
AS3 0.701 0.419 0.321 0.402
AS4 0.881 0.482 0.426 0.426
BS2 0.888 0.463 0.433 0.448
BS3 0.859 0.423 0.392 0.542
BS4 0.624 0.441 0.457 0.36
BS5 0.686 0.364 0.408 0.517
CL1 0.47 0.709 0.489 0.488
CL4 0.397 0.71 0.476 0.318
CL5 0.373 0.807 0.496 0.441
CL6 0.433 0.744 0.477 0.362
CL7 0.39 0.654 0.462 0.435

QA



CS2 0.375 0.386 0.659 0.352
CS3 0.449 0.563 0.82 0.413
CS4 0.333 0.477 0.643 0.31
CS5 0.369 0.499 0.799 0.415
CS6 0.415 0.488 0.731 0.361
T1 0.441 0.434 0.362 0.838
T2 0.315 0.391 0.404 0.695
T3 0.481 0.48 0.373 0.714
T5 0.424 0.407 0.391 0.789
Fornell Lacker’s Criterion
Customer | Customer Service Trust
Loyalty Satisfaction | Quality us
Customer
Loyalty 0.726
Customer
Satisfaction L e
Service Quality 0.569 0531 0.786
Trust 0.564 0.506 0.546 0.761

Cronbach’s Alpha and Composite Reliability

Cronbach's Composite

Alpha Reliability
Customer Loyalty 0.774 0.848
Customer
Satisfaction 0.782 0.595
Service Quality 0.908 0.927
Trust 0.755 0.845

R-Square
R Square Adjusted R
Square

Advance Quality | 0.951 0.951
Basic Quality 0.946 0.945
Customer
Loyalty 0.438 0.434
Customer
Satisfaction 0.349 0.339

QR



Mean, STDEV, T-Values, P-Values

Original gﬁz;le ]S)t:\:;gtai:;clll T Statistic (| P Values
Sample (O) M) (STDEV) O/STDEV |)
Customer
Satisfaction -> 0.662 0.666 0.049 13.548 0.000
Customer Loyalty
Service Quality ->
Customer 0.363 0.361 0.077 4.720 0.000
Satisfaction
Trust -> Customer 0308 | 0314 0.082 3.749 0.000
Satisfaction

QA



