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Abstract: This research was conducted to analyze each variable, namely 

efficiency, reliability, fulfillment, privacy, responsiveness and ease of 

customer loyalty at Bank Syariah Indonesia KC Jember Sudirman. This 

research is a descriptive and causal research because this research aims to 

analyze the relationship between variables and describe the research 

results. The population used in this study were customers of Bank Syariah 

Indonesia KC Jember Sudirman who actively used the mobile banking 

application and had made more than 5 transactions in the last 3 months. the 

number of samples in this study amounted to 100 respondents. The 

analytical tool used in this study uses multiple linear regression with the 

help of SPSS version 26. The results show that the privacy and 

convenience variables have a significant effect on customer loyalty, while 

efficiency, reliability, fulfillment and responsiveness have no significant 

effect on customer loyalty. Therefore, Bank Syariah Indonesia is expected 

to be able to increase the compatibility between product information and 

services contained in mobile banking in order to increase customer loyalty. 
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INTRODUCTION 

Service quality is a form of consumer assessment of the level of service received with the expected 

level of service (Kotler, 2019). According to (Jawas & Abdullah, 2015), the quality of service to mobile 

banking itself has several dimensions or measures, namely efficiency (the ability of customers to find in-

formation related to products and the ease of accessing and leaving the website with minimum effort), full-

fillment (product fulfillment and providing services requested by customers correctly and on time), reliabil-

ity (ability to perform promised services accurately and reliably), privacy (guarantee that customer statistics 

and transactions are safe and not leaked), responsiveness (ability to provide correct information to custom-

ers when problems arise and have a guarantee mechanism). 

Perceived convenience is an important factor for customers in using mobile banking, because with a 

clear and easy-to-understand system, it doesn't take much effort to understand the system, and it's easy to 

operate the system according to what individuals want to do (Latief & Dirwan, 2020). 

According to Kotler and Keller (2015) loyalty is a deeply held customer commitment to re-

subscribe or re-purchase selected products/services consistently in the future, even though situational influ-

ences and marketing efforts have the potential to cause switching customer behavior. According to Vahlevi 
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and Vitaharsa (2022) loyalty can be created if customers are satisfied with the level of service received and 

continue to innovate and continue to bond with customers. 

In the current era of globalization, business transactions between companies are becoming increas-

ingly stringent both in the domestic and international markets. Many companies that want to grow and gain 

a competitive advantage must be able to offer quality goods such as goods and services. Becoming a truly 

superior company in the business world is not always easy. One of them is by utilizing information technol-

ogy that can become one of the company's strategies (Irawan, 2020). 

The development of businesses that use the internet as the main medium in their system is running 

very fast, this is evidenced by the many emerging companies that have grown up using internet media to 

process their transactions. As of December 2021, internet users in Indonesia alone are more than 202.35 

million (www.ncbcindonesia.com 2021).(Santoso & Alawiyah, 2021) 

Digital banking services are known as e-channels. According to Rahmawati and Raymond (2020) e-

channel is one of the newest wireless banking information services offered by banks using mobile technolo-

gy to support the smoothness and ease of banking activities. Based on data from Bank Indonesia, the num-

ber of e-channel users continues to increase. The following is e-channel data for the 2020-2021 period: 

Table 1.1 National E-Channel Data 

Year 2020 – 2021 

 

Based on national e-channel data, there is a slight increase in the number of users using national e-

channel data in 2020 and 2021 of 2,667,186,225. This can be seen from customers' interest in using e-

channel data every year, because its use provides convenience and benefits that make it easier for customers 

to make transactions. It can be seen in terms of volume that the most interested is mobile banking.( 

Indarto,E.W et al., 2018) 

Mobile banking is one of the applications of mobile commerce applications that focus on banking 

finance so that conventional banking services are developed into electronic banking services that facilitate 

customer needs in obtaining information, communication and banking transactions (Financial Services Au-

thority Regulation, 2018). Services in mobile banking include financial transactions, non-financial transac-

tions, transferring funds, checking balances, paying bills via smartphone or tablet, as well as internet net-

work services which are the main factors in running mobile banking applications (Hamdiah & Likdanawati, 

2021). 

The existence of banking in Indonesia itself is still dominated by conventional banks by charging in-

terest rates for their banking products (Faizal, 2014). The current performance of Islamic banks is generally 

better than conventional banking. Islamic banking that does not experience negative spreads and a relatively 

E-Channel Nasional 

Periode 

2020 2021 

          Phone Banking 

Volume 2.132,82 181.995 

Nominal 17.448.179,33 17.448.179 

Mobile Banking 

Volume 347.055.162,00 347.055.162 

Nominal 487.135.225,63 487.135.226 

Internet Banking 

Volume 127.991.742,00 127.991.742 

Nominal 2.162.602,819,63 2.162.602.820 

Total 

Volume 475.228.582,00 475.228.582 

Nominal 2.667.186.224,59 2.667.186.225 
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low percentage of non-performing financing. This condition occurs because the bank's rate of return does not 

depend on the high and low interest rates, so that Islamic banks can be more resilient in going through crises 

(Anshori, 2018). 

As with other phenomena in countries with a majority Muslim population, Islamic financial institu-

tions in Indonesia are well developed (Risfandy et al., 2016). Islamic banks in Indonesia are included in the 

top 10 countries with the most Islamic bank assets in the world (Financial Services Authority, 2017). In-

creasing financial performance will also increase the growth of Islamic banking (Syafrida & Aminah, 2015). 

To develop Islamic banks, Bank Indonesia issued a roadmap for the development of Indonesian Islamic 

banking to serve as a guide for Islamic banking stakeholders to achieve the goal of building Islamic commer-

cial banks in Indonesia so that they can continue to progress and develop (Financial Services Authority, 

2016). 

PT Bank Syariah Indonesia comes with the concept of combining business ideals with spiritual val-

ues. Bank Syariah Indonesia has grown as a bank that is able to combine the two in its operational activities. 

In addition, Bank Syariah Indonesia has also developed a mobile banking service to facilitate company per-

formance, assist customers in making transactions and make it easier for Jember Muhammadiyah University 

students to make installment payments or UKT. 

In Muchran & Aenul's research (2022) it shows that mobile banking services have a positive and 

significant effect on customer loyalty at Bank Sulselbar, Makassar's main branch. In a study by Rizal et al. 

(2020) shows that service quality has a positive and significant effect on customer loyalty. In the research of 

Atika et al. (2022) showed that service quality and convenience have a significant influence on the loyalty 

variable. 

The l usel of mobille l bankilng whilch ils wi ldelly useld by customelrs doels not rulel out thel possilbillilty of 

many problelms occurrilng re llateld to selrvilce l qualilty and convelnile lncel. Baseld on the l prel-survely that has beleln 

conducteld at BSIl KC Jelmbe lr Sudilrman that thel problelm wilth selrvilcel qualilty ils that thel qualilty of mobillel 

bankilng selrvilcels i ls stilll low be lcausel mobillel bankilng whe ln accelsseld ofteln e lrrors, for elxamplel whe ln makilng a 

transfelr too latel thel selrvilcel usually appelars unavaillable l(Qomariah, 2012). Thel problelm that occurs iln convel-

nile lncel, namelly wheln actilvatilng, thel problelm that occurs iln thel convelnile lncel whe ln actilvatilng ils that thel 

smartphonel useld by thel customelr ils not supporteld, so ilt has to bel actilvateld many tilmels, and somele lveln faill to 

actilvatel, so thils makels selrvilce l and convelnile lncelilnconve lnile lnt. Thils relsulteld iln customelr dilsloyalty towards 

Bank BSIl KC Je lmbelr Sudilrman. 

 

ME lTHOD 

Thils relse larch ils delscrilptilvel and causal relselarch belcausel thils relse larch ailms to analyzel the l rellatilonshilp 

be ltwele ln varilablels and delscrilbe l thel relse larch relsults. The l selcondary data useld i ln thils study consilsteld of liltelra-

turel studilels, lilte lraturel, and journals rellateld to thel problelm takeln from theli lntelrnelt. Iln addiltilon, iln thel procelss 

of collelctilng thils selcondary data, relse larchelrs took data rellateld to thel relselarch whi lch belcamel thel basils for 

supportilng i lt. Melanwhillel, prilmary data ils obtailneld by i lntelrvile lwilng and dilstrilbutilng que lstilonnailrels vila goog-

lel form to customelrs whilch wi lll bel fillleld i ln by relspondelnts and ilncludel theli lde lntilty and relsponsels of rel-

spondelnts(Qomariah et al., 2021). Thel quelstilonnailrel was dilstrilbuteld vila googlel form to customelrs of Bank 

Syarilah Ilndonelsila (BSIl) KC Je lmbelr Sudilrman. Thel populatilon useld iln thils study ils thel populatilon of Bank 

Syarilah Ilndonelsila KC Je lmbe lr Sudilrman customelrs who actilve lly usel mobillel bankilng applilcatilons. Thel sam-

plel telchnilqueli ln thils study useld non probabillilty samplilng telchnilquels. Thel non probabillilty samplilng telchnilquel 
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useld iln samplilng iln thils study ils purposilve l samplilng telchnilquel wilth a total of 100 relspondelnts. Thelre l arel 

samplel charactelrilstilcs, namelly customelrs who usel BSIl mobillel bankilng Je lmbelr Branch who arel at lelast 17 

ye lars old and havel madel 5 transactilons iln thel last 3 months that can bel sampleld. The lrelforel, not all populati-

lons gelt thel samel opportunilty to bel sampleld iln thils study.(Qomariah et al., 2016) 

The l analytilcal tools useld iln thils study arel valildilty telst, rellilabillilty telst, normalilty telst, multilcollilnelarilty 

telst, heltelrosceldastilci lty telst, multilplel lilne lar relgrelssilon analysils, partilal telst (t te lst) and coelffilci lelnt of del-

telrmilnatilon (R² telst). Thelilnde lpelndelnt varilablel consilsts of elffilci lelncy, rellilabillilty, fulfilllmelnt, prilvacy, relspon-

silve lnelss, and convelnile lnce l whillel thel de lpelndelnt varilableli ls customelr loyalty. Thel relgrelssilon elquatilon 

ilntelrprelteld iln thils relselarch ils as follows: 

 

 

Ilnformatilon: 

Y   : Customelr Loyalty 

a    : Constant 

X1 : Elffilcile lncy  

X2 : Re llilabillilty  

X3 : Fulfilllmelnt  

X4 : Prilvacy  

X5 : Re lsponsilvelne lss 

X6 : Convelnile lncel 

b1,2,3,4,5,6 : Relgrelssilon coe lffilcile lnt for varilablels X1, X2, X3, X4, X5, X6. 

e l    : Elrror (Confoundilng varilablels outsilde l thelilnde lpelnde lnt varilablels) 

 

RE lSULTS AND DIlSCUSSIlON 

Data Ilnstrumelnt Telst Relsults 

1. Valildilty Telst Relsults 

The l valildilty telst was carrile ld out to relvelal whelthelr thel quelstilons on thel que lstilonnailrel we lre l valild or not. 

The l valildi lty telst ils ilmportant to melasurel how carelfully a telst pelrforms a melasurilng functilon or can actually 

relflelct thel varilablel that can bel melasureld. Ilf r count wilth r tablel wilth a silgnilfilcancel lelvell of 0.05. Ilf r count <r 

tablel, theln thelilnstrumelnt ils delclareld i lnvalild and ilf r count > r tablel, theln theli lnstrumelnt ils delclareld valild.The l 

followilng ils a tablel of valildilty telst relsults: 

Tablel 1. Valildilty Telst Relsult 

Varilablel 
Statelmelnt 

I ltelms 
Rcount rtable l Silg I lnformatilon 

Elffilcilelncy 

(X1) 

X1.1 0,872 0,1966 0,000 Valild 

X1.2 0,888 0,1966 0,000 Valild 

X1.3 0,864 0,1966 0,000 Valild 

X1.4 

X1.5 

0,809 

0,526 

0,1966 

0,1966 

0,000 

0,000 

Valild 

Valild 

Re llilabillilty 

(X2) 

X2.1 0,859 0,1966 0,000 Valild 

X2.2 0,854 0,1966 0,000 Valild 

X2.3 0,891 0,1966 0,000 Valild 

X2.4 0,880 0,1966 0,000 Valild 

Y = a + b1X1 + b2X2 + b3X3 + b4X4 + b5X5 + b6X6 + e 
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Varilablel 
Statelmelnt 

I ltelms 
Rcount rtable l Silg I lnformatilon 

X2.5 

X2.6 

0,910 

0,740 

0,1966 

0,1966 

0,000 

0,000 

Valild 

Valild 

Fullfillmelnt 

(X3) 

X3.1 0,926 0,1966 0,000 Valild 

X3.2 0,926 0,1966 0,000 Valild 

Prilvacy 

(X4) 

X4.1 0,825 0,1966 0,000 Valild 

X4.2 0,920 0,1966 0,000 Valild 

X4.3 0,900 0,1966 0,000 Valild 

X4.4 0,886 0,1966 0,000 Valild 

Re lsponsilve lnelss 

(X5) 

X5.1 

X5.2 

0,912 

0,931 

0,1966 

0,1966 

0,000 

0,000 

Valild 

Valild 

Convelni lelnce l 
(X6) 

X6.1 

X6.2 

X6.3 

X6.4 

X6.5 

X6.6 

0,859 

0,897 

0,924 

0,911 

0,938 

0,871 

0,1966 

0,1966 

0,1966 

0,1966 

0,1966 

0,1966 

0,000 

0,000 

0,000 

0,000 

0,000 

0,000 

Valild 

Valild 

Valild 

Valild 

Valild 

Valild 

Loyalty 

Customelr 
(Y) 

Y1 

Y2 

Y3 

0,917 

0,933 

0,872 

0,1966 

0,1966 

0,1966 

0,000 

0,000 

0,000 

Valild 

Valild 

Valild 

Sourcel: Data procelsseld by relse larchelrs iln 2023 

Baseld on thel tablel abovel for elach statelmelnt ilte lm, thel varilablels useld arele lffilci lelncy (X1), rellilabillilty 

(X2), fullfilllmelnt (X3), prilvacy (X4), relsponsilve lnelss (X5), convelnile lncel (X6) and customelr loyalty (Y). shows 

thel relsults that thel r-count ils grelatelr than r-tablel (0.1966) and thel silgnilfilcancel lelve ll ils lelss than 5% or 0.05, 

so ilt can bel concludeld that all statelmelnts of elach varilablel useld iln thils relselarch que lstilonnailrel arel valild. 

 

2. Re llilabillilty Telst Relsults 

The l rellilabillilty telst ils useld to telst thel data wel obtailn or from thel quelstilonnailrels dilstrilbuteld. Answelrs 

from thel que lstilonnailrel are l saild to bel rellilablel or rellilableli lf thel re lspondelnts' answelrs arel consilstelnt from tilmel 

to tilmel. The l rellilabillilty telst useld i ls onel shot or onel tilmel melasurelmelnt. He lrel thel melasurelmelnt ils only oncel 

and theln thel relsults arel compareld wilth othelr quelstilons or melasurel thel correllatilon beltwele ln thel answelrs to thel 

quelstilons. SPSS provilde ls a facillilty to melasurel rellilabillilty wi lth thel Cronbach Alpha statilstilcal telst. A con-

struct or varilableli ls saild to be l rellilableli lf ilt gilve ls Cronbach Alpha > 0.60 or grelatelr than 0.60. Thel followilng ils 

a tablel of rellilabillilty telst relsults: 

Tablel 2. Rellilabillilty Telst Relsult 

Varilablel Cronbach  

Alpha 

Rellilabillilty 

Standards 

I lnformatilon 

Elffelcile lncy (X1) 0,852 0,60 Re llilabell 
Re lalilabillilty (X2) 0,925 0,60 Re llilabell 
Fulfilllmelnt (X3) 0,833 0,60 Re llilabell 
Prilvacy (X4) 

Re lsponsilve lnelss (X5) 

Convelni lelnce l(X6) 

Loyalty Customelr(Y) 

0,905 

0,819 

0,951 

0,893 

0,60 

0,60 

0,60 

0,60 

Re llilabell 
Re llilabell 

Re llilabell 
Re llilabell 

Sourcel: Data procelsseld by relse larchelrs iln 2023 
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Baseld on thel tablel abovel, ilt shows that thel re lsults of the l Cronbach Alpha valuel for elach relselarch varila-

blel arel> 0.60, so ilt can be l concludeld that all statelmelnt ilte lms for elach varilablel useld iln thel relselarch quel-

stilonnailrel arel saild to bel rellilablel. 

Classilcal Assumptilon Telst Relsults 

1. Normalilty Telst Relsults 

Accordilng to Ghozalil (2018) thel normalilty telst ailms to filnd out whelthelr thel confoundilng or relsildual 

varilablels arel normally dilstrilbuteld. The l normalilty telst iln thils study useld thel Kolmogorov Smilrnov telst 

procelsseld wilth SPSS velrsilon 26. Thel conclusilons from thel normalilty telst relsults can bel sele ln: 

a. Ilf thel si lgnilfilcancel valuelils > 0.05, theln thel data ils delclareld normally dilstrilbuteld. 

b. Ilf thel silgnilfilcancel valuelils <0.05, ilt ils stateld that thel data ils not normally dilstrilbuteld. 

The l followilng arel thel relsults of thel normalilty telst telsteld usilng thelIlBM SPSS ve lrsilon 26 program: 

 

Tablel 3. Normalilty Telst Relsult 

Onel-Samplel Kolmogorov-Smilrnov Telst 

 

Unstandardilzeld  

Re lsildual 

N 78 

Normal Parameltelrsa,b Melan .0000000 

Std. Delvilatilon 2.42021690 

Most Elxtrelmel Di lffelrelnce ls Absolutel .065 

Posiltilvel .053 

Ne lgatilve l -.065 

Te lst Statilstilc .065 

Asymp. Silg. (2-taille ld) .200c,d 

Sourcel: Data procelsseld by relse larchelrs iln 2023 

Baseld on thel tablel abovel, ilt shows that thel silgnilfilcance l valuel of 0.200 ils grelatelr than 0.05 so ilt can bel con-

cludeld that thel data abovel that has beleln telsteld ils othelrwi lsel normal. 

 

2. Multilcollilnelarilty Telst Relsults 

The l multilcollilnelarilty telst ailms to telst whelthelr thel relgre lssilon modell found a correllatilon beltwele ln thelilndel-

pe lndelnt varilablels. A good relgrelssilon modell should not havel a correllatilon beltwele ln thelilnde lpelnde lnt varilablels. 

To deltelct whelthelr thelrelils a correllatilon beltwele ln thelilndelpe lndelnt varilablels, ilt can bel se leln from two thilngs, 

namelly thel Tolelrancel and VarilancelIlnflatilon Factor (VIlF) valuels. Thel valuels use ld to ilndilcatel thel prelselncel of 

multilcollilne larilty arel Tolelrancel> 0.10 and VIlF valuels < 10. Thel followilng iln thel tablel bellow arel thel relsults 

of thel multilcollilnelarilty telst: 
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Tablel 4. Multilcollilnelarilty Telst Relsults 

Varilablel Tolelrancel VIlF I lnformatilon 

Elffilcilelncy 0,751 1,332 Multilcollilnelarilty doels not occur 

Re llilabilllilty 0,815 1,226 Multilcollilnelarilty doels not occur 

Fulfilllmelnt 0,562 1,780 Multilcollilnelarilty doels not occur 

Prilvacy 0,832 1,202 Multilcollilnelarilty doels not occur 

Re lsponsilve lnelss 0,687 1,456 Multilcollilnelarilty doels not occur 

Convelni lelnce l 0,576 1,736 Multilcollilnelarilty doels not occur 

Sourcel: Data procelsseld by relse larchelrs iln 2023 

Baseld on the l multilcollilne larilty telst tablel abovel, all ilnde lpelndelnt varilablels show that thel tolelrancel val-

ue lils morel than 0.10 and the l VIlF (Vari lan Ilnfiltatilon Factor) valuelils le lss than 10. So i lt can bel concludeld that 

thelreli ls no multilcollilne larilty be ltwele ln theli lndelpe lndelnt varilablels iln thils study. 

 

3. He ltelrosceldastilcilty Telst Relsults 

The l heltelrosceldastilci lty telst ailms to telst whelthelr thelreli ls an ilne lqualilty of varilancel from thel relsildual onel 

obselrvatilon to anothelr. A good relgrelssilon modell ils that thelrelils no heltelrosceldastilcilty. Thils study usels thel 

Gleljselr telst, whilch ils a telst that proposels to relgrelss the l relsildual absolutel valuel of thelilndelpe lndelnt varilablel 

wi lth thel relgrelssilon elquatilon (Ghozalil, 2016: 137). The l relgre lssilon modell doels not contailn heltelrosceldastilcilty 

ilf thel si lgnilfilcancel probabillilty valueli ls abovel the l 5% confildelnce l lelve ll. Thel followilng iln thel tablel be llow ils thel 

relsult of thel heltelrosceldastilcilty telst: 

 

Tablel 5. Heltelrosceldastilcilty Telst Relsults 

  

Baseld on thel re lsults of thel he ltelrosceldastilci lty telst iln the l tablel abovel, i lt can bel se le ln that thel si lg valuel of 

e lach varilableli ls 0.290 for the lelffilcile lncy varilablel, thel rellilabillilty varilablelils 0.494, thel fulfilllmelnt varilableli ls 

0.573, thel prilvacy varilablelils 0.741, thel re lsponsilve lnelss varilableli ls 0.166 and thel convelni lelnce l varilablelils 0.386. 

From thelsel re lsults, ilt can be l concludeld that thel relgrelssilon e lquatilon modell doels not elxpe lrile lncel he l-

telrosceldastilcilty. Thils ils belcausel thel valuel of elach varilablelils not silgnilfilcant, or thel Silg valuel. grelatelr than 

0.05. 

 

Relsults of Multilplel Lilnelar Relgrelssilon Analysils 

The l hypothelsils telstilng carrile ld out iln thils study was to usel a multilplel relgre lssilon e lquatilon modell. Thils 

modell ils useld to elxamilne l the lelffelct of two or moreli lnde lpelnde lnt varilablels on thel de lpelnde lnt varilablel wilth an 

Coelffilcilelntsa 

Modell 

Unstandardilzeld  

Coe lffilcile lnts 

Standardilze ld 

Coe lffilcile lnts 

t Silg. B Std. Elrror Be lta 

1 (Constant) .723 .764  .946 .347 

Elffilcilelncy -.032 .030 -.149 -1.067 .290 

Re lalilbi llilty -.019 .027 -.090 -.688 .494 

Fulfilllmelnt .047 .083 .084 .566 .573 

Prilvacy .012 .036 .042 .332 .741 

Re lsponsilve lnelss -.100 .071 -.192 -1.399 .166 

Convelni lelnce l .028 .032 .135 .880 .382 

Sourcel: Data procelsseld by relse larchelrs iln 2023 
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ilntelrval or ratilo melasurelme lnt scaleli ln a lilne lar elquatilon. Theli lndelpe lndelnt varilablels consilst of elffilci lelncy, 

rellilabillilty, fulfilllmelnt, prilvacy, relsponsilve lnelss, and convelni lelncel whille l thel delpelndelnt varilableli ls customelr 

loyalty. Thel followilng iln the l tablel bellow ils thel relsult of multilplel lilnelar relgrelssilon analysils: 

 

Tablel 6. Relsults of Multilplel Li lnelar Relgrelssilon Analysils 

Varilabell Relgrelssilon Coelffilcile lnt 

Elffilcilelncy (X1) 0,050 

Rellilabillilty (X2) -0,023 

Fulfilllmelnt (X3) 0,095 

Prilvacy (X4) 0,173 

Relsponsilve lnelss (X5) 0,202 

Convelni lelnce l (X6) 0,178 

Costant 1,857 

Sourcel: Data procelsseld by relse larchelrs iln 2023 

 

Baseld on thel tablel abovel, i lt can bel sele ln that thel gelne lral elquatilon of multilplel lilnelar relgrelssilon ils: 

Y = 1.857 + 0.050X1- 0.023X2 + 0.095X3 + 0.173X4 + 0.202X5 + 0.178X6 

The l abovele lquatilon has melanilng, whilch melans: 

 

1. The l constant valuel of thel abovele lquatilon obtailne ld a posiltilve l constant valuel whilch melans that ilf thel valuel 

of thelilnde lpelnde lnt varilablele lffilcilelncy (X1), rellilabillilty (X2), fulfilllmelnt, (X3), prilvacy (X4), relsponsilve lnelss 

(X5), convelni lelnce l (X6) ils consildelre ld constant, theln customelr loyalty (Y) iln thils study has a posiltilve l rel-

latilonshilp. 

2. The l relgrelssilon coelffilcile lnt of thelelffilcile lncy varilablel (X1) ils posiltilvel, melanilng that thelreli ls a unildi lrelctilonal 

rellatilonshilp be ltwele ln e lffilcile lncy and customelr loyalty. Ilf thele lffilcile lncy valueli lncrelase ls, thel customelr loyal-

ty valuel wi lll also ilncrelasel, and vilcel velrsa, ilf thele lffilci le lncy valuel delcrelasels, thel customelr loyalty valuel 

wi lll delcrelase l. Thus, ilt can be l sele ln that elvelry usel of the l BSIl mobille l bankilng applilcatilon ils ablel to provil-

de l spele ld and accuracy iln procelssilng transactilons, ilt willl ilncrelasel customelr loyalty de lcilsilons iln usi lng thel 

BSIl mobillel bankilng applilcatilon. 

3. The l rellilabillilty varilablel relgrelssilon coelffilcile lnt (X2) ils ne lgatilve l, melanilng that ilt ils ilnvelrselly proportilonal 

be ltwele ln rellilabillilty and customelr loyalty. Ilf thel rellilabillilty valuelilncrelasels, thel customelr loyalty valuel wi lll 

de lcrelasel, and vilce l velrsa, ilf thel rellilabillilty valuel delcrelase ls, customelr loyalty willl ilncrelasel.  Thus, ilt can bel 

sele ln that elvelry usel of the l BSIl mobi llel bankilng applilcatilon iln provildilng re llilablel and accuratel se lrvilcels 

doels not ilncrelasel customelr loyalty iln usilng thel BSIl mobillel bankilng applilcatilon. 

4. The l relgrelssilon coelffilcile lnt of thel fulfilllmelnt varilablel (X3) ils posiltilvel, melanilng that thelrelils a unildilre lcti-

lonal rellatilonshilp beltwe leln fullfillmelnt and customelr loyalty. Ilf thel fulfilllmelnt valuelilncrelasels, thel cus-

tomelr loyalty valuel willl also ilncrelasel, and vilcel ve lrsa, ilf thel fulfilllmelnt valuel de lcrelasels, thel customelr 

loyalty valuel wi lll delcrelasel. Thus, ilt can bel sele ln that elve lry usel of thel BSIl mobille l bankilng applilcatilon ils 

ablel to fulfilll nelelds, ilt willl ilncrelasel customelr loyalty de lcilsilons iln usilng thel BSIl mobillel bankilng applilcat-

ilon. 

5. The l relgrelssilon coelffilcile lnt of thel prilvacy varilablel (X4) ils posiltilve l, melanilng that thelreli ls a unildilrelctilonal 

rellatilonshilp be ltwele ln prilvacy and customelr loyalty. Ilf thel prilvacy valuelilncrelasels, thel customelr loyalty 

valuel willl also ilncrelasel, and vilcel ve lrsa, ilf thel prilvacy valuel de lcrelasels, thel customelr loyalty valuel wi lll 
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de lcrelasel. Thus, ilt can bel sele ln that elve lry usel of thel BSIl mobillel bankilng applilcatilon ils ablel to protelct cus-

tomelr data, ilt willl ilncrelasel customelr loyalty delcilsilons iln usilng thel BSIl mobillel bankilng applilcatilon. 

6. The l relgrelssilon coelffilci lelnt of thel relsponsilve lne lss varilablel (X5) i ls posiltilve l, melanilng that thelrelils a 

unildilre lctilonal rellatilonshilp be ltwele ln relsponsilvelne lss and customelr loyalty. Ilf thel re lsponsilve lnelss valueliln-

crelasels, thel customelr loyalty valuel wi lll also ilncrelasel, and vilcel ve lrsa, ilf thel relsponsilve lnelss valuel de lcrela-

sels, thel customelr loyalty valuel wi lll delcrelasel. Thus, ilt can bel se leln that elve lry usel of thel BSIl mobille l bank-

ilng applilcatilon ils ablel to relspond or bel swi lft iln hellpilng customelrs, ilt wi lll ilncrelasel customelr loyalty 

de lcilsilons iln usilng thel BSIl mobille l bankilng applilcatilon. 

7. The l relgrelssilon coelffilcile lnt of thel convelnile lncel varilablel (X6) ils posiltilve l, melanilng that thelreli ls a unildilrelcti-

lonal rellatilonshilp beltwe leln convelni lelncel and customelr loyalty. Ilf thel convelni lelncel valuelilncrelasels, thel cus-

tomelr loyalty valuel wi lll also ilncrelasel, and vilcel ve lrsa, i lf thel convelni lelnce l valuel de lcrelasels, thel customelr 

loyalty valuel wi lll delcrelasel. Thus, ilt can bel sele ln that elve lry usel of thel BSIl mobille l bankilng applilcatilon ils 

ablel to facilliltatel customelrs, ilt willl bel accompanile ld by an ilncrelaseli ln customelr loyalty delci lsilons iln usilng 

thel BSIl mobillel bankilng applilcatilon. 

Hypothelsils Telst Relsults 

1. Telst Relsults t 

Accordilng to Mulyono (2018) thel t telst ils useld to delte lrmilne l whelthelr theli lndelpelnde lnt varilablel partilally has a 

relal elffelct or not on thel de lpe lndelnt varilablel.  By usilng a samplel of 100, 6 ilnde lpe lndelnt varilablels and a relal 

lelve ll of 5%, thel t tablelils obtailneld at (a/2; n-k-1) = 0.05/2; 100-2-1 = 0.025; 97 = 1.984.Thel followilng arel thel 

relsults of thel t telst telsteld usilng thelIlB program, SPSS Ve lrsilon 26: 

 

               Tablel 7. Telst Relsults t 

Varilablel T Silg 

Elffilcilelncy 0,828 0,410 

Re llilabillilty -0,440 0,661 

Fulfilllmelnt 0,559 0,578 

Prilvacy 2,453 0,16 

Re lsponsilve lnelss 1,365 0,176 

Convelni lelnce l 3,075 0,003 

Sourcel: Data procelsseld by relse larchelrs iln 2023 

 

From thel tablel abovel, ilt ils known that thel comparilson beltwele ln thel silgnilfilcancel lelvell and thel silgnilfilcancel 

tableli ls as follows: 

a. The l t valuel produceld by the lelffilcile lncy varilablelils 0.828 wilth a silg valuel. 0,410. Thils shows that thel calcu-

lateld t valueli ls smallelr than thel t tablel of 1.984 and thel silg. valueli ls grelatelr than 0.05. Thus H0ils accelpteld 

and H1 ils reljelcteld. Thils melans that thelelffilcile lncy varilablel has no elffelct on custome lr loyalty. 

b. The l calculateld t valuel ge lne lrateld by thel rellilabillilty varilableli ls -0.440 wilth a silg valuel. 0,661. Thils shows 

that thel t valueli ls smallelr than thel t tablel 1.984 and thel silg. valueli ls grelatelr than 0.05. Thus H0ils accelpteld 

and H2ils reljelcteld. Thils melans that thel rellilabillilty varilablel has no silgnilfilcant elffelct on customelr loyalty. 

c. The l calculateld t valuel ge lne lrateld by thel fulfilllmelnt varilablelils 0.559 wilth a silg valuel. 0,578. Thils shows 

that thel t valueli ls smallelr than thel t tablel 1.984 and thel silg. valueli ls grelatelr than 0.05. Thus H0ils accelpteld 

and H3ils reljelcteld. Thils melans that thel fulfilllmelnt varilablel has no silgnilfilcant elffelct on customelr loyalty. 
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d. The l t valuel ge lnelrateld by the l prilvacy varilablelils 2.453 wi lth a silg valuel. 0,016. Thils shows that thel t val-

ue lils grelatelr than thel t tablel 1.984 and thel silg. valuelils smallelr than 0.05. Thus H0ils reljelcteld and H4ils ac-

celpteld. Thils melans that thel prilvacy varilablel has a silgnilfilcant elffelct on customelr loyalty. 

e. The l calculateld t valuel gelne lrateld by thel relsponsilve lnelss varilablelils 1.365 wilth a silg valuel. 0,176. Thils 

shows that thel t valuelils smallelr than thel t tablel 1.984 and thel silg. valueli ls grelatelr than 0.05. Thus H0ils ac-

celpteld and H5ils reljelcteld. Thils melans that thel relsponsilve lnelss varilablel has no silgnilfilcant elffelct on cus-

tomelr loyalty. 

f. The l calculateld t valuel gelne lrateld by thel convelnile lncel varilableli ls 3.075 wilth a silg valuel. 0,003. Thils shows 

that thel t valuelils grelatelr than thel t tablel 1.984 and thel silg. valueli ls smallelr than 0.05. Thus H0ils reljelcteld 

and H6ils accelpteld. Thils melans that thel convelni lelnce l varilablel has a silgni lfilcant elffelct on customelr loyalty. 

 

Relsults of thel Coelffilcilelnt of Deltelrmilnatilon (R² Telst) 

The l valuel of thel coelffilcilelnt of deltelrmilnatilon ils beltwele ln zelro and onel. A small R2 valuel melans that thel 

abillilty of thel delpe lndelnt varilableli ls velry lilmilteld. A valuel closel to onel melans that theli lndelpe lndelnt varilable l 

provildels almost all thelilnformatilon nele ldeld to preldilct the l varilatilon iln thel delpe lndelnt varilablel. For relgrelssilon 

wi lth morel than two delpelnde lnt varilablels, ilt can bel sele ln iln thel adjusteld R2 column iln thel output modell sum-

mary tablel. Thel followilng arel thel relsults of thel telst for thel coelffilcile lnt of deltelrmilnatilon (R2) telsteld usilng 

thelIlBM SPSS velrsilon 26 program: 

 

 

 

 

Sourcel: Data procelsseld by relse larchelrs iln 2023 

 

Baseld on thel tablel abovel, ilt can bel seleln that thel amount of Adjusteld R Squarel of 0.312 melans that thel 

varilatilon that occurs iln varilablel Y (customelr loyalty) ils 31.2% whilch i ls elxplailne ld by varilablels X1 

(elffilcile lncy), X2 (rellilabillilty), X3 (fulfilllmelnt), X4 (prilvacy), X5 (relsponsilve lne lss), X6 (convelnile lncel). Thel 

relmailnilng 68.8% (100%-31.2%) ils elxplailneld by othelr factors outsilde l thel relselarch modell. 

 

Di lscussilon 

Broadly spelakilng, thils relselarch and analysils shows that thel proposeld hypothelsils can bel accelpteld. Thel 

hypothelsils i ls that prilvacy and convelni lelnce l havel a silgnilfilcant elffelct on custome lr loyalty and thele lffilcilelncy, 

rellilabillilty, fullfilllmelnt, relsponsilvelne lss hypothelsils has no silgnilfilcant elffelct on customelr loyalty. Thel fol-

lowilng ils an elxplanatilon of e lach varilablele lffelct, ilncludilng: 

1. Elffelct of Elffilcilelncy on Customelr Loyalty 

Elffilcilelncy ils thel bank's abillilty to crelatel a siltel that ils e lasy and silmplel for customelrs to usel (Suryanil, 

2017: 165). Thel filrst hypothelsils shows thel relsults of thel t telst that thel t valuel ge lnelrateld by thele lffilcile lncy 

varilableli ls 0.828 wilth a silg valuel. 0,410. Thils shows that thel calculateld t valueli ls smallelr than thel t tablel of 

1.984 and thel silg. valuelils grelatelr than 0.05. Thus H0i ls accelpteld and H1ils relje lcteld. Thils melans that the-

le lffilcile lncy varilablel has no silgni lfilcant elffelct on custome lr loyalty iln usilng thel BSIl mobille l bankilng applilcatilon. 

The lelffilcilelncy hypothelsi ls partilally only has a posiltilvele lffelct and has no silgnilfilcant e lffelct on customelr loyalty. 

Tablel 8. Relsults for thel Coelffilcilelnt of Deltelrmilnatilon (R² Telst) 

Modell R R Squarel 
Adjusteld R 

Squarel 
Std. Elrror of the-

lElstilmatel 

1 0.595a 0.353 0.312 2.807 
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Thils melans that thel belttelr or not thel opelratilon iln accelssilng selrvilce ls on BSIl mobillel bankilng, has no elffelct on 

thel lelvell of customelr loyalty. Relse larchelrs suspelct that customelrs havel not fellt thelelasel and spele ld of ac-

celssilng BSIl mobillel bankilng selrvilcels. 

The l relsults of thils study arel not iln lilne l wilth relse larch conducteld by Hafilyanda and Sharilf (2023), 

Muchran and Aelnul (2022), Rosyild, Arilyanty, and Kusumahadil (2019), Wardil, Elngrilanil& Putra (2019) 

whi lch statel that thele lffilci lelncy varilablel has a silgni lfilcant e lffelct on customelr loyalty. 

 

2. ThelElffelct of Rellilabillilty on Customelr Loyalty 

Re llilabillilty ils thel company's elxpelrtilsel to provildel selrvilcels iln accordancel wilth what ils promilseld rellilably 

and accuratelly. (Armilne l and Delwi l, 2018). Anothelr delfilni ltilon of selrvilce l rellilabillilty ils a company that doels thel 

rilght job wilthout makilng milstakels and ils on tilmeliln de llilvelrilng ilts selrvilcels (Fu, Kasilh, and Melgawatil, 2018). 

The l selcond hypothelsils shows thel relsults of thel t telst that thel t valuel ge lnelrateld by thel rellilabillilty varilablelils -

0.440 wilth a silg valuel. 0,661. Thils shows that thel calculateld t valuelils smallelr than thel t tablel of 1.984 and 

thel silg. valueli ls grelatelr than 0.05. Thus H0ils accelpteld and H2ils reljelcteld. Thils melans that thel rellilabillilty varila-

blel has no silgnilfilcant elffelct on customelr loyalty iln usilng thel BSIl mobille l bankilng applilcatilon. Thils melans 

that thel telchnilcal functilonalilty of BSIl mobille l bankilng has no elffelct on thel le lvell of customelr loyalty, whilch 

melans that thel rellilabillilty hypothelsils partilally has a nelgatilve le lffelct and has no silgnilfilcant elffelct on customelr 

loyalty. Relse larchelrs statel that BSIl mobillel bankilng selrvilce ls havel not bele ln ablel to succelssfully provilde l accu-

racy iln procelssilng all transactilons madel by customelrs, thils ils be lcausel customelrs ofteln elxpe lrilelnce l faillurels iln 

transactilons through BSIl mobillel bankilng. 

The l relsults of thils study are l supporteld by othelr studile ls by Sucilhatil, Usman, Yunilta (2022), Martha & 

Jordan (2022) Milra, Djunae ldil& Pangastutil (2020), Ulfa & Maylilza (2019) whilch statel that thel rellilabillilty 

varilablel has no silgnilfilcant e lffelct on customelr loyalty. 

 

 

3. ThelElffelct of Fulfilllmelnt on Customelr Loyalty 

Fulfilllmelnt ils provildilng selrvilce l fulfilllmelnt iln accordancel wi lth thel products offelreld (Kotlelr, 2017). Thel 

thilrd hypothelsils shows thel relsults of thel t telst that the l t valuel gelne lrateld by thel fulfilllmelnt varilableli ls 0.559 

wi lth a silg valuel. 0,578. Thils shows that thel calculateld t valueli ls smallelr than thel t tablel of 1.984 and thel silg. 

valuelils grelatelr than 0.05. Thus H0ils accelpteld and H3ils reljelcteld. Thils melans that the l fulfilllmelnt varilablel has 

no silgnilfilcant elffelct on customelr loyalty iln usilng thel BSIl mobillel bankilng applilcatilon. Thils melans that thel 

be lttelr or not thel accuracy and correlctnelss iln BSIl mobillel bankilng selrvilce ls, has no e lffelct on customelr loyalty, 

whi lch melans that thel fulfilllmelnt hypothelsils partilally only has a posiltilve lelffelct and has no silgnilfilcant elffelct 

on customelr loyalty. Thils melans that whelthelr or not the l accuracy and correlctnelss iln mobillel bankilng selrvilce ls 

havel no e lffelct on customelr loyalty. Relselarchelrs suspelct that customelrs arel not satilsfileld be lcausel BSIl mobillel 

bankilng cannot provildel compleltel and accuratel filnancilal data ilnformatilon. For elxamplel, havilng many typels 

of transactilons makels customelrs fele ll that thelilr nele lds iln thel transactilon procelss can bel melt. 

 Thel relsults of thils study arel not iln lilne l wilth othelr studile ls by Suryadiljaya, Gunawan & Silhombilng 

(2020), Wardil, Elngrilanil& Putra (2019), Octavilra P & Rosyad (2018), Ramadiltya & Wuryanilngsilh (2018) 

whi lch statel that fulfilllmelnt varilablels havel a silgnilfilcant e lffelct on customelr loyalty. 
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4. Elffelct of Prilvacy on Customelr Loyalty 

Accordilng to Fatilkasaril (2018), prilvacy ils an abillilty of a pelrson or group to mailntailn theli lr pelrsonal lilfel 

affailrs from thel publilc or thel abillilty to control thel flow of ilnformatilon about the lmsellvels. Thel fourth hy-

pothelsils shows that thel t valuel gelne lrateld by thel prilvacy varilablelils 2.453 wilth a silg valuel. 0,016. Thils shows 

that thel calculateld t valuelils grelatelr than thel t tablel of 1.984 and thel silg. valuelils smallelr than 0.05. Thus H0ils 

reljelcteld and H4i ls accelpteld. Thi ls melans that thel prilvacy varilablel has a silgnilfilcant e lffelct on customelr loyalty 

iln usi lng thel BSIl mobillel bankilng applilcatilon. Thils can be l causeld belcausel custome lrs arel satilsfile ld wi lth BSIl 

mobille l bankilng se lrvilcels that can provilde l selcurilty iln transactilons. For elxamplel, thel doublel lock selrvilce liln 

e lach transactilon can milnilmilze l thel lelvell of crilmel and provildel a selnsel of selcurilty to ilts uselrs. 

The l relsults of thils study are l supporteld by othelr studile ls by Laksono, Wiljoyo, Pardanakusuma (2020), 

Budilman, Yulilanto and Sailfil (2020), Wardil, Elngrilanil and Putra (2019), Octavilra P & Fi ltrilana (2018) whilch 

statel that prilvacy varilablels havel a silgnilfilcant elffelct on customelr loyalty. 

 

5. ThelElffelct of Relsponsilvelnelss on Customelr Loyalty 

Re lsponsilve lnelss ils an ilndustry elxpelrtilse l to relspond to customelr complailnts ilf the lrel arel problelms and 

sharel data as soon as possilblel (Tjilptono, 2017). Thel filfth hypothelsils shows thel t valuel gelne lrateld by thel rel-

sponsilve lnelss varilableli ls 1.365 wilth a silg valuel. 0,176. Thils shows that thel calculateld t valuelils smallelr than 

thel t tablel of 1.984 and thel silg. valueli ls grelatelr than 0.05. Thus H0ils accelpteld and H5 ils reljelcteld. Thils melans 

that thel relsponsilve lnelss varilablel has no silgnilfilcant elffe lct on customelr loyalty iln usilng thel BSIl mobillel bank-

ilng applilcatilon. Thils melans that thel be lttelr or not thel relsponsilvelne lss iln provildilng selrvilcels on BSIl mobille l 

bankilng, has no elffelct on the l lelve ll of customelr loyalty, whi lch melans that thel re lsponsilvelne lss hypothelsils par-

tilally only has a posiltilvele lffelct and has no silgnilfilcant elffelct on customelr loyalty. Relse larchelrs suspelct that 

customelrs arel not satilsfile ld be lcausel mobille l bankilng ils not quilckly relspondeld to any problelms that occur. As 

happelneld on May 8, 2023-May 11, 2023 thelrel was a selrvilce l dilsruptilon iln thel BSIl systelm for 4 days whilch 

relsulteld i ln customelr dilsappoilntmelnt wilth Bank Syarilah Ilndonelsila. 

The l relsults of thils study are l supporteld by othelr studilels by Odelm & Wakhildah (2023), Sucilhatil, Usman 

and Yunilta (2022), Azilz & Putra (2020), Ilndrilanil& Magdalelna (2020) whilch statel that thel relsponsilvelne lss 

varilablel has no silgnilfilcant e lffelct on customelr loyalty. 

 

6. ThelElffelct of Convelnilelncel on Customelr Loyalty 

Accordilng to Davils (2018: 701) convelnile lnceli ls thel lelve ll at whilch somelone l bellile lvels that usilng a systelm ils 

somelthilng that ils not dilffilcult to undelrstand and doels not relquilrel he lavy elffort from thel uselr to bel ablel to 

useli lt. Thel silxth hypothelsils shows thel t valuel ge lnelrateld by thel convelni lelnce l varilable lils 3.075 wilth a silg valuel. 

0,003. Thils shows that thel calculateld t valuelils grelatelr than thel t tablel of 1.984 and thel silg. valuelils smallelr 

than 0.05. Thus H0ils reljelcte ld and H6ils accelpteld. Thils melans that thel convelni lelnce l varilablel has a silgnilfilcant 

e lffelct on customelr loyalty iln usilng thel BSIl mobillel bankilng applilcatilon. Thils melans that customelrs arel sa-

tilsfileld wi lth thelelasel of felaturels availlablel on BSIl mobillel bankilng that customelrs can opelratel accordilng to cus-

tomelr nelelds, such as beli lng ablel to filnd out balanceli lnformatilon, chelck mutatilons, buy ellelctrilcilty tokelns, and 

makel transfelrs to felllow BSIl or othelr banks. Thelrelfore l, thelilmportancel of convelnile lnceli ln ilncrelasilng customelr 

loyalty to contilnuel usilng BSIl mobillel bankilng. 
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The l relsults of thils study arel supporteld by othelr studile ls by Adelstyan & Rapilda (2022), Munfaqilroh & 

De la (2022), Parelra & Susantil (2021), Arilono (2020), Natalila & Gilntilng (2018) whi lch statel that thel convel-

nile lncel varilablel has a silgnilfilcant elffelct on customelr loyalty. 

 

CONCLUSIlON 

Baseld on thel telst relsults and dilscussilon relgardilng the lElffelct of Selrvilcel Qualilty and Convelnile lncel on 

Customelr Loyalty for Mobille l Bankilng Uselrs of Bank Syarilah Ilndonelsila KC Jelmbelr Sudilrman, conclusilons 

can bel drawn ilncludilng: 

1. The l relsults of thel hypothelsils telst statel that thele lffilcilelncy varilablel has no silgnilfilcant elffelct on customelr 

loyalty. Thel relsults of thils filndilng melan that thel belttelr or not thel opelratilon of accelssilng selrvilcels on BSIl 

mobille l bankilng doels not affelct thel lelve ll of customelr loyalty. 

2. The l relsults of thel hypothelsils te lst statel that thel re llilabillilty varilablel has no si lgnilfilcant elffelct on customelr 

loyalty. Thelsel filndi lngs melan that thel be lttelr or not thel telchnilcal functilonalilty of BSIl mobillel bankilng has 

no elffelct on thel lelvell of customelr loyalty. 

3. The l relsults of thel hypothelsils telst statel that thel fulfilllme lnt varilablel has no silgnilfilcant elffelct on customelr 

loyalty. Thel relsults of thils filndilng melan that thel accuracy and correlctnelss of mobille l bankilng selrvilce ls ils 

ge lttilng belttelr or not, ilt doels not affelct customelr loyalty. 

4. The l relsults of thel hypothelsils telst statel that thel prilvacy varilablel has a silgnilfilcant elffelct on customelr loy-

alty. Thel relsults of thils filndilng melan that thel belttelr Bank Syarilah Ilndonelsi la ils iln ilmprovilng selcurilty iln 

mobille l bankilng, ilt willl ilncre lasel customelr loyalty. 

5. The l relsults of thel hypothelsils telst statel that thel relsponsilve lnelss varilablel has no silgnilfilcant elffelct on cus-

tomelr loyalty. Thel re lsults of thils filndilng melan that the l belttelr or not thel relsponsilve lnelss iln provildilng 

selrvilce ls at BSIl mobillel bankilng has no elffelct on thel lelve ll of customelr loyalty. 

6. The l relsults of thel hypothelsils te lst statel that thel convelnile lncel varilablel has a silgni lfilcant elffelct on customelr 

loyalty. Thel relsults of thils filndilng melan that thel beltte lr Bank Syarilah Ilndonelsila ils iln ilmprovilng thele lxi l-

stilng felaturels of thel mobillel bankilng applilcatilon, ilt willl ilncrelasel customelr loyalty. 
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