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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 information related to products and the ease of accessing and leaving the web-

site with minimum effort), fullfillment (product fulfillment and providing services requested by 

customers correctly and on time), reliability (ability to perform promised services accurately and 

reliably), privacy (guarantee that customer statistics and transactions are safe and not leaked), re-

sponsiveness (ability to provide correct information to customers when problems arise and have a 

guarantee mechanism). 

Perceived convenience is an important factor for customers in using mobile banking, be-

cause with a clear and easy-to-understand system, it doesn't take much effort to understand the sys-

DOI: https://doi.org/10.xxxxx/xxxxx 

*Correspondence: Ayu Dwi Lestari 

Email: ayudwilestari123456@gmail.com  

 

Published: Juli, 2023  

 

 

Copyright:© 2023 by the authors. Submitted 

for possible open access publication under the 

terms and conditions of the Creative Com-

mons Attribution (CC BY) license 

(http://creativecommons.org/licenses/by/4.0/). 

 

http://proceeding.unmuhjember.ac.id/index.php/issh
mailto:ayudwilestari123456@gmail.com


International Social Sciences and Humanities 
UMJember Proceeding Series (2023) Vol. 2 No 2 : 1-10 

 
Proceedings of the ICON 2023 

 

 

 

http://proceeding.unmuhjember.ac.id/index.php/issh 2 

 

 

tem, 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 situa-

tional influences and marketing efforts have the potential to cause switching customer behavior. 

According to Vahlevi 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 

increasingly 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 ser-

vices. Becoming a truly superior company in the business world is not always easy. One of them is 

by utilizing information technology 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 in-

ternet media to process their transactions. As of December 2021, internet users in Indonesia alone 

are more than 202.35 million (www.ncbcindonesia.com 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 us-

ing mobile technology to support the smoothness and ease of banking activities. Based on data 

from Bank Indonesia, the number 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 

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

tional 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 interest-

ed is mobile banking. 

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 ser-

vices that facilitate customer needs in obtaining information, communication and banking transac-

tions (Financial Services Authority Regulation, 2018). Services in mobile banking include finan-

cial transactions, non-financial transactions, transferring funds, checking balances, paying bills via 

smartphone or tablet, as well as internet network 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 interest 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 nega-

tive spreads and a relatively low percentage of non-performing financing. This condition occurs be-

cause 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 

institutions 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). Increasing 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 commercial 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 spir-

itual values. Bank Syariah Indonesia has grown as a bank that is able to combine the two in its op-

erational activities. In addition, Bank Syariah Indonesia has also developed a mobile banking ser-

vice to facilitate company performance, 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 loyal-

ty. In the research of Atika et al. (2022) showed that service quality and convenience have a signifi-
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cant influence on the loyalty variable. 

Thel usel of mobi llel banki lng whi lch i ls wi ldelly useld by customelrs doels not rulel out thel possi lbi l-

li lty of many problelms occurri lng rellateld to selrvi lcel quali lty and convelni lelncel. Baseld on thel prel-

survely that has beleln conducteld at BSIl KC Jelmbelr Sudilrman that thel problelm wi lth selrvi lcel quali lty i ls 

that thel quali lty of mobi llel banki lng selrvi lcels i ls sti lll low belcausel mobi llel banki lng wheln accelsseld ofteln 

elrrors, for elxamplel wheln maki lng a transfelr too latel thel selrvi lcel usually appelars unavai llablel. Thel 

problelm that occurs i ln convelni lelncel, namelly wheln acti lvati lng, thel problelm that occurs i ln thel convel-

ni lelncel wheln acti lvati lng i ls that thel smartphonel useld by thel customelr i ls not supporteld, so i lt has to bel 

acti lvateld many ti lmels, and somel elveln fai ll to actilvatel, so thils makels selrvi lcel and convelni lelncel i lncon-

velni lelnt. Thi ls relsulteld i ln customelr di lsloyalty towards Bank BSIl KC Jelmbelr Sudilrman. 

 

ME lTHOD 

 

Thi ls relselarch i ls delscri lpti lvel and causal relselarch belcausel thi ls relselarch ai lms to analyzel thel rel-

lati lonshilp beltweleln vari lablels and delscri lbel thel relselarch relsults. Thel selcondary data useld i ln thils study 

consi lsteld of li ltelraturel studi lels, liltelraturel, and journals rellateld to thel problelm takeln from thel i lntelrnelt. 

Iln addi lti lon, i ln thel procelss of collelcti lng thi ls selcondary data, relselarchelrs took data rellateld to thel relse-

larch whi lch belcamel thel basi ls for supporti lng i lt. Melanwhi llel, pri lmary data i ls obtai lneld by i lntelrvi lelwi lng 

and di lstri lbutilng quelsti lonnai lrels vi la googlel form to customelrs whi lch wi lll bel fi llleld iln by relspondelnts 

and i lncludel thel ildelnti lty and relsponsels of relspondelnts. Thel quelstilonnai lrel was di lstrilbuteld vi la google l 

form to customelrs of Bank Syari lah Ilndonelsi la (BSIl) KC Jelmbelr Sudilrman. Thel populatilon useld i ln 

thi ls study i ls thel populati lon of Bank Syari lah Ilndonelsi la KC Jelmbelr Sudi lrman customelrs who acti lvel-

ly usel mobi llel banki lng appli lcati lons. Thel samplel telchni lquel i ln thi ls study useld non probabi lli lty sam-

pli lng telchni lquels. Thel non probabi lli lty sampli lng telchni lquel useld i ln sampli lng i ln thi ls study i ls purposi l-

vel sampli lng telchni lquel wi lth a total of 100 relspondelnts. Thelrel arel samplel charactelri lsti lcs, name lly 

customelrs who usel BSIl mobi llel bankilng Jelmbelr Branch who arel at lelast 17 yelars old and havel madel 

5 transacti lons i ln thel last 3 months that can bel sampleld. Thelrelforel, not all populati lons gelt thel samel 

opportuni lty to bel sampleld i ln thils study. 

Thel analyti lcal tools useld i ln thi ls study arel vali ldi lty telst, relli labi lli lty telst, normali lty telst, multi lcol-

li lnelari lty telst, heltelrosceldasti lci lty telst, multilplel li lnelar relgrelssi lon analysi ls, parti lal telst (t telst) and 

coelffi lci lelnt of deltelrmi lnati lon (R² telst). Thel i lndelpelndelnt vari lablel consi lsts of elffi lci lelncy, relli labi lli lty, 

fulfi lllmelnt, pri lvacy, relsponsi lvelnelss, and convelni lelncel whi llel thel delpelndelnt vari lablel i ls customelr loy-

alty. Thel relgrelssi lon elquati lon ilntelrprelteld i ln thi ls relselarch i ls as follows: 

 

 

Ilnformati lon: 

Y   : Customelr Loyalty 

Y = a + b1X1 + b2X2 + b3X3 + b4X4 + b5X5 + b6X6 + e 
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a    : Constant 

X1 : Elffi lci lelncy  

X2 : Relli labi lli lty  

X3 : Fulfi lllmelnt  

X4 : Prilvacy  

X5 : Relsponsi lvelnelss 

X6 : Convelni lelncel 

b1,2,3,4,5,6 : Relgrelssi lon coelffi lci lelnt for vari lablels X1, X2, X3, X4, X5, X6. 

el    : Elrror (Confoundi lng vari lablels outsi ldel thel i lndelpelndelnt vari lablels) 

 

RE lSULTS AND DIlSCUSSIlON 

 

Data Ilnstrumelnt Telst Relsults 

1. Vali ldi lty Telst Relsults 

Thel vali ldi lty telst was carri leld out to relvelal whelthelr thel quelsti lons on thel quelstilonnai lrel welrel vali ld 

or not. Thel vali ldi lty telst i ls i lmportant to melasurel how carelfully a telst pelrforms a melasuri lng functi lon 

or can actually relflelct thel vari lablel that can bel melasureld. Ilf r count wi lth r tablel wi lth a silgni lfi lcancel 

lelvell of 0.05. Ilf r count <r tablel, theln thel ilnstrumelnt ils delclareld i lnvali ld and ilf r count > r tablel, theln 

thel i lnstrumelnt i ls delclareld vali ld. Thel followi lng i ls a tablel of vali ldi lty telst relsults: 

Tablel 1.2 Valildi lty 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 

X2.5 

X2.6 

0,910 

0,740 

0,1966 

0,1966 

0,000 

0,000 

Valild 

Valild 

Fullfillme lnt 

(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 lne lss 

(X5) 

X5.1 

X5.2 

0,912 

0,931 

0,1966 

0,1966 

0,000 

0,000 

Valild 

Valild 
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Conve lni 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 

Custome lr 

(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 relselarchelrs i ln 2023 

 

Baseld on thel tablel abovel for elach statelmelnt i ltelm, thel vari lablels useld arel elffi lci lelncy (X1), rel-

li labi llilty (X2), fullfi lllmelnt (X3), pri lvacy (X4), relsponsi lvelnelss (X5), convelni lelncel (X6) and customelr 

loyalty (Y). shows thel relsults that thel r-count i ls grelatelr than r-tablel (0.1966) and thel si lgni lfi lcancel 

lelvell i ls lelss than 5% or 0.05, so i lt can bel concludeld that all statelmelnts of elach vari lablel useld i ln thi ls 

relselarch quelsti lonnai lrel arel vali ld. 

 

2. Relli labi llilty Telst Relsults 

Thel relli labi lli lty telst i ls useld to telst thel data wel obtai ln or from thel quelsti lonnai lrels di lstri lbuteld. An-

swelrs from thel quelsti lonnai lrel arel sai ld to bel relli lablel or relli lablel i lf thel relspondelnts' answelrs arel con-

si lstelnt from ti lmel to ti lmel. Thel relli labi lli lty telst useld i ls onel shot or onel ti lmel melasurelmelnt. Helrel thel 

melasurelmelnt i ls only oncel and theln thel relsults arel compareld wi lth othelr quelsti lons or melasurel thel 

correllati lon beltweleln thel answelrs to thel quelsti lons. SPSS provildels a faci lli lty to melasurel relli labi lli lty 

wi lth thel Cronbach Alpha stati lsti lcal telst. A construct or vari lablel i ls sai ld to bel relli lablel i lf i lt gi lvels 

Cronbach Alpha > 0.60 or grelatelr than 0.60. Thel followi lng i ls a tablel of relli labi lli lty telst relsults: 

Tablel 1.3 Relli labilli lty Telst Relsult 

Varilablel Cronbach  

Alpha 

Re llilabillilty 

Standards 

I lnformatilon 

Elffelcile lncy (X1) 0,852 0,60 Re llilabell 

Re lalilabillilty (X2) 0,925 0,60 Re llilabell 

Fulfilllme lnt (X3) 0,833 0,60 Re llilabell 

Prilvacy (X4) 

Re lsponsilve lne lss (X5) 

Conve lni lelnce l (X6) 

Loyalty Custome lr (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 relselarchelrs i ln 2023 

 

Baseld on thel tablel abovel, i lt shows that thel relsults of thel Cronbach Alpha valuel for elach relse-

larch vari lablel arel > 0.60, so i lt can bel concludeld that all statelmelnt i ltelms for elach vari lablel useld i ln the l 

relselarch quelsti lonnai lrel arel sai ld to bel relli lablel. 
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Classi lcal Assumpti lon Telst Relsults 

1. Normali lty Telst Relsults 

 Accordi lng to Ghozali l (2018) thel normali lty telst ai lms to filnd out whelthelr thel confoundi lng or rel-

si ldual vari lablels arel normally di lstri lbuteld. Thel normali lty telst i ln thils study useld thel Kolmogorov 

Smilrnov telst procelsseld wi lth SPSS velrsi lon 26. Thel conclusi lons from thel normali lty telst relsults can 

bel seleln: 

a. Ilf thel si lgni lfi lcancel valuel i ls > 0.05, theln thel data i ls delclareld normally di lstri lbuteld. 

b. Ilf thel si lgni lfi lcancel valuel i ls <0.05, i lt i ls stateld that thel data i ls not normally di lstri lbuteld. 

Thel followi lng arel thel relsults of thel normali lty telst telsteld usi lng thel IlBM SPSS velrsi lon 26 program: 

 

Tablel 1.5 Normali lty Telst Relsult  

Onel-Samplel Kolmogorov-Smi lrnov Telst 

 

Unstandardilze ld  

Re lsildual 

N 78 

Normal Parame ltelrs
a,b

 Melan .0000000 

Std. Delvi latilon 2.42021690 

Most Elxtrelme l Di lffelrelnce ls Absolutel .065 

Posiltilve l .053 

Ne lgatilve l -.065 

Telst Statilstilc .065 

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

 

    Sourcel: Data procelsseld by relselarchelrs i ln 2023 

Baseld on thel tablel abovel, i lt shows that thel silgni lfi lcancel valuel of 0.200 i ls grelatelr than 0.05 so i lt can 

bel concludeld that thel data abovel that has beleln telsteld i ls othelrwi lsel normal. 

 

2. Multilcolli lnelari lty Telst Relsults 

Thel multi lcollilnelari lty telst ai lms to telst whelthelr thel relgrelssi lon modell found a correllati lon beltweleln 

thel i lndelpelndelnt vari lablels. A good relgrelssi lon modell should not havel a correllati lon beltweleln the l 

i lndelpelndelnt vari lablels. To deltelct whelthelr thelrel i ls a correllati lon beltweleln thel i lndelpelndelnt vari lablels, i lt 

can bel seleln from two thi lngs, namelly thel Tolelrancel and Vari lancel Ilnflati lon Factor (VIlF) valuels. The l 

valuels useld to i lndi lcatel thel prelselncel of multi lcolli lnelari lty arel Tolelrancel > 0.10 and VIlF valuels < 10. 

Thel followi lng i ln thel tablel bellow arel thel relsults of thel multilcolli lnelari lty telst: 
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Tablel 1.6 Multilcolli lnelari lty Telst Relsults 

Varilablel Tolelrancel VI lF I lnformatilon 

Elffilcilelncy 0,751 1,332 
Multilcollilnelarilty doels not 

occur 

Re llilabilllilty 0,815 1,226 
Multilcollilnelarilty doels not 

occur 

Fulfilllme lnt 0,562 1,780 
Multilcollilnelarilty doels not 

occur 

Prilvacy 0,832 1,202 
Multilcollilnelarilty doels not 

occur 

Re lsponsilve lne lss 0,687 1,456 
Multilcollilnelarilty doels not 

occur 

Conve lni lelnce l 0,576 1,736 
Multilcollilnelarilty doels not 

occur 

                  Sourcel: Data procelsseld by relselarchelrs i ln 2023 

 

Baseld on thel multi lcolli lnelari lty telst tablel abovel, all i lndelpelndelnt vari lablels show that thel 

tolelrancel valuel i ls morel than 0.10 and thel VIlF (Vari lan Ilnfi ltati lon Factor) valuel i ls lelss than 10. So i lt 

can bel concludeld that thelrel i ls no multi lcollilnelari lty beltweleln thel i lndelpelndelnt vari lablels i ln thi ls study. 

 

3. Heltelrosceldasti lci lty Telst Relsults 

Thel heltelrosceldasti lci lty telst ai lms to telst whelthelr thelrel i ls an i lnelquali lty of vari lancel from thel rel-

si ldual onel obselrvati lon to anothelr. A good relgrelssi lon modell i ls that thelrel i ls no heltelrosceldasti lci lty. 

Thi ls study usels thel Gleljselr telst, whi lch i ls a telst that proposels to relgrelss thel relsi ldual absolutel valuel 

of thel i lndelpelndelnt vari lablel wi lth thel relgrelssi lon elquati lon (Ghozali l, 2016: 137). Thel relgrelssi lon mod-

ell doels not contai ln heltelrosceldasti lci lty i lf thel si lgni lfi lcancel probabi lli lty valuel i ls abovel thel 5% confi ld-

elncel lelvell. Thel followi lng i ln thel tablel bellow i ls thel relsult of thel heltelrosceldasti lci lty telst: 

 

Tablel 1.7 Heltelrosceldasti lci lty Telst Relsults 

                        Coelffilci lelnts
a
 

Modell 

Unstandardilze ld  

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 

Fulfilllme lnt .047 .083 .084 .566 .573 

Prilvacy .012 .036 .042 .332 .741 

Re lsponsilve lne lss -.100 .071 -.192 -1.399 .166 

Conve lni lelnce l .028 .032 .135 .880 .382 

Sourcel: Data procelsseld by relselarchelrs i ln 2023 
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Baseld on thel relsults of thel heltelrosceldasti lci lty telst i ln thel tablel abovel, i lt can bel seleln that thel si lg 

valuel of elach vari lablel i ls 0.290 for thel elffi lci lelncy vari lablel, thel relli labi lli lty vari lablel i ls 0.494, thel ful-

fi lllmelnt vari lablel i ls 0.573, thel pri lvacy vari lablel i ls 0.741, thel relsponsi lvelnelss vari lablel i ls 0.166 and the l 

convelni lelncel vari lablel i ls 0.386. From thelsel relsults, ilt can bel concludeld that thel relgrelssi lon elquati lon 

modell doels not elxpelri lelncel heltelrosceldasti lci lty. Thi ls ils belcausel thel valuel of elach vari lablel i ls not 

si lgni lfi lcant, or thel Si lg valuel. grelatelr than 0.05. 

 

Relsults of Multilplel Li lnelar Relgrelssi lon Analysi ls 

Thel hypothelsi ls telsti lng carri leld out i ln thi ls study was to usel a multi lplel relgrelssi lon elquati lon 

modell. Thi ls modell i ls useld to elxami lnel thel elffelct of two or morel i lndelpelndelnt vari lablels on thel 

delpelndelnt vari lablel wi lth an i lntelrval or rati lo melasurelmelnt scalel i ln a li lnelar elquati lon. The l 

i lndelpelndelnt vari lablels consi lst of elffi lci lelncy, relli labi lli lty, fulfi lllmelnt, pri lvacy, relsponsi lvelnelss, and 

convelni lelncel whi llel thel delpelndelnt vari lablel i ls customelr loyalty. Thel followi lng i ln thel tablel bellow i ls 

thel relsult of multi lplel li lnelar relgrelssi lon analysi ls: 

 

Tablel 1.4 Relsults of Multi lplel Lilnelar Relgrelssi lon Analysils 

Varilabe ll Re lgrelssilon Coelffilcile lnt 

Elffilcilelncy (X1) 0,050 

Rellilabillilty (X2) -0,023 

Fulfilllme lnt (X3) 0,095 

Prilvacy (X4) 0,173 

Relsponsilve lne lss (X5) 0,202 

Conve lni lelnce l (X6) 0,178 

Costant 1,857 

  Sourcel: Data procelsseld by relselarchelrs i ln 2023 

 

Baseld on thel tablel abovel, i lt can bel seleln that thel gelnelral elquati lon of multi lplel li lnelar relgrelssi lon i ls:  

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

Thel abovel elquati lon has melani lng, whi lch melans: 

 

1. Thel constant valuel of thel abovel elquati lon obtai lneld a posi lti lvel constant valuel whi lch melans that i lf 

thel valuel of thel ilndelpelndelnt vari lablel elffi lci lelncy (X1), relli labi llilty (X2), fulfi lllmelnt, (X3), prilvacy 

(X4), relsponsi lvelnelss (X5), convelni lelncel (X6) i ls consi ldelreld constant, theln customelr loyalty (Y) i ln 

thi ls study has a posi lti lvel rellati lonshi lp. 
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2. Thel relgrelssi lon coelffi lci lelnt of thel elffi lci lelncy vari lablel (X1) i ls posi lti lvel, melani lng that thelrel i ls a 

uni ldi lrelcti lonal rellati lonshi lp beltweleln elffi lci lelncy and customelr loyalty. Ilf thel elffi lci lelncy valuel i ln-

crelasels, thel customelr loyalty valuel wi lll also ilncrelasel, and vi lcel velrsa, i lf thel elffi lci lelncy valuel 

delcrelasels, thel customelr loyalty valuel wi lll delcrelasel. Thus, i lt can bel seleln that elvelry usel of thel 

BSIl mobi llel banki lng appli lcati lon i ls ablel to provi ldel speleld and accuracy i ln procelssi lng transacti-

lons, i lt wi lll ilncrelasel customelr loyalty delci lsi lons i ln usi lng thel BSIl mobi llel banki lng appli lcati lon. 

3. Thel relli labi lli lty vari lablel relgrelssi lon coelffi lci lelnt (X2) i ls nelgati lvel, melani lng that i lt i ls i lnvelrselly pro-

porti lonal beltweleln relli labi llilty and customelr loyalty. Ilf thel relli labi lli lty valuel i lncrelasels, thel cus-

tomelr loyalty valuel wi lll delcrelasel, and vi lcel velrsa, i lf thel relli labi lli lty valuel delcrelasels, customelr 

loyalty wi lll i lncrelasel.  Thus, i lt can bel seleln that elvelry usel of thel BSIl mobi llel banki lng appli lcati lon 

i ln provi ldilng relli lablel and accuratel selrvi lcels doels not ilncrelasel customelr loyalty i ln usi lng thel BSIl 

mobi llel banki lng appli lcati lon. 

4. Thel relgrelssi lon coelffi lci lelnt of thel fulfi lllmelnt vari lablel (X3) i ls posi lti lvel, melani lng that thelrel i ls a 

uni ldi lrelcti lonal rellati lonshi lp beltweleln fullfi llmelnt and customelr loyalty. Ilf thel fulfi lllmelnt valuel i ln-

crelasels, thel customelr loyalty valuel wi lll also ilncrelasel, and vi lcel velrsa, i lf thel fulfilllmelnt valuel 

delcrelasels, thel customelr loyalty valuel wi lll delcrelasel. Thus, i lt can bel seleln that elvelry usel of thel 

BSIl mobi llel banki lng appli lcati lon i ls ablel to fulfi lll nelelds, i lt wi lll i lncrelasel customelr loyalty delci lsi-

lons i ln usilng thel BSIl mobi llel banki lng appli lcati lon. 

5. Thel relgrelssi lon coelffi lci lelnt of thel pri lvacy vari lablel (X4) i ls posi lti lvel, melani lng that thelrel i ls a 

uni ldi lrelcti lonal rellati lonshi lp beltweleln pri lvacy and customelr loyalty. Ilf thel pri lvacy valuel i lncrelasels, 

thel customelr loyalty valuel wi lll also i lncrelasel, and vi lcel velrsa, i lf thel pri lvacy valuel delcrelasels, thel 

customelr loyalty valuel wi lll delcrelasel. Thus, i lt can bel seleln that elvelry usel of thel BSIl mobi llel 

banki lng appli lcati lon ils ablel to protelct customelr data, i lt willl ilncrelasel customelr loyalty delci lsi lons 

i ln usilng thel BSIl mobi llel banki lng appli lcati lon. 

6. Thel relgrelssi lon coelffi lci lelnt of thel relsponsilvelnelss vari lablel (X5) i ls posi ltilvel, melani lng that thelrel i ls a 

uni ldi lrelcti lonal rellati lonshi lp beltweleln relsponsi lvelnelss and customelr loyalty. Ilf thel relsponsi lvelnelss 

valuel i lncrelasels, thel customelr loyalty valuel wi lll also i lncrelasel, and vi lcel velrsa, i lf thel relsponsi lvel-

nelss valuel delcrelasels, thel customelr loyalty valuel wi lll delcrelasel. Thus, i lt can bel seleln that elvelry 

usel of thel BSIl mobi llel banki lng appli lcati lon i ls ablel to relspond or bel swi lft i ln hellpi lng customelrs, i lt 

wi lll ilncrelasel customelr loyalty delci lsi lons i ln usi lng thel BSIl mobi llel banki lng appli lcati lon. 

7. Thel relgrelssi lon coelffi lci lelnt of thel convelni lelncel vari lablel (X6) i ls posi ltilvel, melani lng that thelrel i ls a 

uni ldi lrelcti lonal rellati lonshi lp beltweleln convelni lelncel and customelr loyalty. Ilf thel convelni lelncel value l 

i lncrelasels, thel customelr loyalty valuel wi lll also i lncrelasel, and vi lcel velrsa, i lf thel convelni lelncel value l 

delcrelasels, thel customelr loyalty valuel wi lll delcrelasel. Thus, i lt can bel seleln that elvelry usel of thel 

BSIl mobi llel banki lng appli lcati lon i ls ablel to faci lli ltatel customelrs, i lt wi lll bel accompani leld by an i ln-

crelasel i ln customelr loyalty delci lsi lons i ln usi lng thel BSIl mobi llel banki lng appli lcati lon. 
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Hypothelsils Telst Relsults 

1. Telst Relsults t 

Accordi lng to Mulyono (2018) thel t telst i ls useld to deltelrmi lnel whelthelr thel i lndelpelndelnt vari lablel parti-

lally has a relal elffelct or not on thel delpelndelnt vari lablel.  By usi lng a samplel of 100, 6 i lndelpelndelnt 

vari lablels and a relal lelvell of 5%, thel t tablel i ls obtai lneld at (a/2; n-k-1) = 0.05/2; 100-2-1 = 0.025; 97 

= 1.984. Thel followi lng arel thel relsults of thel t telst telsteld usi lng thel IlB program, SPSS Velrsi lon 26: 

 

               Tablel 1.8 Telst Relsults t 

Varilablel T Silg 

Elffilcilelncy 0,828 0,410 

Re llilabillilty -0,440 0,661 

Fulfilllme lnt 0,559 0,578 

Prilvacy 2,453 0,16 

Re lsponsilve lne lss 1,365 0,176 

Conve lni lelnce l 3,075 0,003 

                Sourcel: Data procelsseld by relselarchelrs i ln 2023 

 

From thel tablel abovel, i lt i ls known that thel compari lson beltweleln thel si lgni lfi lcancel lelvell and thel si lgni l-

fi lcancel tablel i ls as follows: 

a. Thel t valuel produceld by thel elffi lci lelncy vari lablel i ls 0.828 wi lth a si lg valuel. 0,410. Thi ls shows that 

thel calculateld t valuel i ls smallelr than thel t tablel of 1.984 and thel si lg. valuel i ls grelatelr than 0.05. 

Thus H0 ils accelpteld and H1 i ls reljelcteld. Thi ls melans that thel elffi lci lelncy vari lablel has no elffelct on 

customelr loyalty. 

b. Thel calculateld t valuel gelnelrateld by thel relli labi lli lty vari lablel i ls -0.440 wi lth a si lg valuel. 0,661. Thi ls 

shows that thel t valuel ils smallelr than thel t tablel 1.984 and thel silg. valuel i ls grelatelr than 0.05. 

Thus H0 ils accelpteld and H2 ils reljelcteld. Thi ls melans that thel relli labi lli lty vari lablel has no si lgni lfi lcant 

elffelct on customelr loyalty. 

c. Thel calculateld t valuel gelnelrateld by thel fulfi lllmelnt vari lablel i ls 0.559 wi lth a si lg valuel. 0,578. Thi ls 

shows that thel t valuel ils smallelr than thel t tablel 1.984 and thel silg. valuel i ls grelatelr than 0.05. 

Thus H0 ils accelpteld and H3 ils reljelcteld. Thi ls melans that thel fulfi lllmelnt vari lablel has no si lgni l-

fi lcant elffelct on customelr loyalty. 

d. Thel t valuel gelnelrateld by thel pri lvacy vari lablel i ls 2.453 wi lth a si lg valuel. 0,016. Thi ls shows that 

thel t valuel i ls grelatelr than thel t tablel 1.984 and thel si lg. valuel i ls smallelr than 0.05. Thus H0 ils rel-

jelcteld and H4 i ls accelpteld. Thi ls melans that thel pri lvacy vari lablel has a si lgni lfi lcant elffelct on cus-

tomelr loyalty. 

e. Thel calculateld t valuel gelnelrateld by thel relsponsi lvelnelss vari lablel i ls 1.365 wi lth a si lg valuel. 0,176. 

Thi ls shows that thel t valuel i ls smallelr than thel t tablel 1.984 and thel silg. valuel i ls grelatelr than 

http://proceeding.unmuhjember.ac.id/index.php/issh


International Social Sciences and Humanities 
UMJember Proceeding Series (2023) Vol. 2 No 2 : 1-10 

 
Proceedings of the ICON 2023 

 

 

 

http://proceeding.unmuhjember.ac.id/index.php/issh 12 

 

 

0.05. Thus H0 ils accelpteld and H5 ils reljelcteld. Thi ls melans that thel relsponsi lvelnelss vari lablel has no 

si lgni lfi lcant elffelct on customelr loyalty. 

f. Thel calculateld t valuel gelnelrateld by thel convelni lelncel vari lablel i ls 3.075 wi lth a si lg valuel. 0,003. 

Thi ls shows that thel t valuel i ls grelatelr than thel t tablel 1.984 and thel silg. valuel i ls smallelr than 

0.05. Thus H0 i ls reljelcteld and H6 i ls accelpteld. Thi ls melans that thel convelni lelncel vari lablel has a 

si lgni lfi lcant elffelct on customelr loyalty. 

 

Relsults of thel Coelffilci lelnt of Deltelrmi lnati lon (R² Telst) 

Thel valuel of thel coelffi lci lelnt of deltelrmi lnati lon i ls beltweleln zelro and onel. A small R
2
 valuel melans 

that thel abi lli lty of thel delpelndelnt vari lablel i ls velry li lmilteld. A valuel closel to onel melans that thel i lndel-

pelndelnt vari lablel provi ldels almost all thel i lnformati lon neleldeld to preldi lct thel vari lati lon i ln thel del-

pelndelnt vari lablel. For relgrelssi lon wi lth morel than two delpelndelnt vari lablels, ilt can bel seleln i ln thel ad-

justeld R2 column iln thel output modell summary tablel. Thel followi lng arel thel relsults of thel telst for 

thel coelffi lci lelnt of deltelrmi lnati lon (R
2
) telsteld usi lng thel IlBM SPSS velrsi lon 26 program: 

 

 

 

 

 

Sourcel: Data procelsseld by relselarchelrs i ln 2023 

 

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

that thel vari lati lon that occurs i ln vari lablel Y (customelr loyalty) i ls 31.2% whi lch i ls elxplai lneld by vari la-

blels X1 (elffi lci lelncy), X2 (relli labi lli lty), X3 (fulfi lllmelnt), X4 (pri lvacy), X5 (relsponsi lvelnelss), X6 (con-

velni lelncel). Thel relmai lni lng 68.8% (100%-31.2%) i ls elxplai lneld by othelr factors outsildel thel relselarch 

modell. 

 

DI lSCUSSIlON 

Broadly spelaki lng, thi ls relselarch and analysi ls shows that thel proposeld hypothelsi ls can bel ac-

celpteld. Thel hypothelsi ls i ls that prilvacy and convelni lelncel havel a si lgni lfi lcant elffelct on customelr loyalty 

and thel elffi lci lelncy, relli labi llilty, fullfi lllmelnt, relsponsi lvelnelss hypothelsi ls has no si lgni lfi lcant elffelct on 

customelr loyalty. Thel followi lng i ls an elxplanati lon of elach vari lablel elffelct, i lncludi lng: 

1. E lffelct of Elffilci lelncy on Customelr Loyalty 

Elffi lci lelncy i ls thel bank's abi lli lty to crelatel a si ltel that i ls elasy and si lmplel for customelrs to use l 

(Suryani l, 2017: 165). Thel fi lrst hypothelsi ls shows thel relsults of thel t telst that thel t valuel gelnelrateld by 

thel elffi lci lelncy vari lablel i ls 0.828 wi lth a si lg valuel. 0,410. Thi ls shows that thel calculateld t valuel i ls 

Tablel 1.9  Relsults for thel Coelffilci lelnt of Deltelrmi lnati lon (R² Telst) 

Modell R R Squarel 

Adjusteld R 

Squarel 

Std. Elrror of thel 

Elstilmatel 

1 0.595
a
 0.353 0.312 2.807 
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smallelr than thel t tablel of 1.984 and thel si lg. valuel i ls grelatelr than 0.05. Thus H0 i ls accelpteld and H1 

i ls reljelcteld. Thi ls melans that thel elffi lci lelncy vari lablel has no si lgni lfi lcant elffelct on customelr loyalty i ln 

usi lng thel BSIl mobi llel banki lng appli lcati lon. Thel elffi lci lelncy hypothelsi ls parti lally only has a posi lti lve l 

elffelct and has no si lgni lfi lcant elffelct on customelr loyalty. Thi ls melans that thel belttelr or not the l 

opelrati lon i ln accelssi lng selrvi lcels on BSIl mobi llel banki lng, has no elffelct on thel lelvell of customelr loyal-

ty. Relselarchelrs suspelct that customelrs havel not fellt thel elasel and speleld of accelssi lng BSIl mobi llel 

banki lng selrvi lcels. 

Thel relsults of thils study arel not iln lilnel wi lth relselarch conducteld by Hafi lyanda and Shari lf 

(2023), Muchran and Aelnul (2022), Rosyi ld, Ari lyanty, and Kusumahadi l (2019), Wardi l, Elngri lani l & 

Putra (2019) whi lch statel that thel elffi lci lelncy vari lablel has a si lgni lfi lcant elffelct on customelr loyalty. 

 

2. Thel Elffelct of Relli labi lli lty on Customelr Loyalty 

Relli labi llilty i ls thel company's elxpelrti lsel to provi ldel selrvi lcels i ln accordancel wi lth what i ls promi lseld 

relli lably and accuratelly. (Armi lnel and Delwi l, 2018). Anothelr delfi lni lti lon of selrvi lcel relli labi lli lty i ls a 

company that doels thel ri lght job wi lthout maki lng mi lstakels and i ls on ti lmel i ln delli lvelri lng i lts selrvi lcels 

(Fu, Kasi lh, and Melgawati l, 2018). Thel selcond hypothelsi ls shows thel relsults of thel t telst that thel t 

valuel gelnelrateld by thel relli labi llilty vari lablel i ls -0.440 wi lth a silg valuel. 0,661. Thi ls shows that thel cal-

culateld t valuel i ls smallelr than thel t tablel of 1.984 and thel si lg. valuel i ls grelatelr than 0.05. Thus H0 ils 

accelpteld and H2 ils reljelcteld. Thi ls melans that thel relli labi lli lty vari lablel has no si lgni lfi lcant elffelct on cus-

tomelr loyalty i ln usi lng thel BSIl mobi llel banki lng appli lcati lon. Thi ls melans that thel telchni lcal functi-

lonali lty of BSIl mobi llel banki lng has no elffelct on thel lelvell of customelr loyalty, whi lch melans that thel 

relli labi lli lty hypothelsi ls parti lally has a nelgati lvel elffelct and has no si lgni lfi lcant elffelct on customelr loyal-

ty. Relselarchelrs statel that BSIl mobi llel banki lng selrvi lcels havel not beleln ablel to succelssfully provi lde l 

accuracy i ln procelssi lng all transacti lons madel by customelrs, thi ls ils belcausel customelrs ofteln elxpel-

ri lelncel fai llurels i ln transacti lons through BSIl mobi llel banki lng. 

Thel relsults of thi ls study arel supporteld by othelr studilels by Suci lhati l, Usman, Yuni lta (2022), 

Martha & Jordan (2022) Mi lra, Djunaeldi l & Pangastuti l (2020), Ulfa & Mayli lza (2019) whi lch statel 

that thel relli labi lli lty vari lablel has no si lgni lfi lcant elffelct on customelr loyalty. 

 

3. Thel Elffelct of Fulfilllmelnt on Customelr Loyalty 

Fulfi lllmelnt ils provi ldi lng selrvi lcel fulfi lllmelnt i ln accordancel wi lth thel products offelreld (Kotlelr, 

2017). Thel thi lrd hypothelsi ls shows thel relsults of thel t telst that thel t valuel gelnelrateld by thel ful-

fi lllmelnt vari lablel i ls 0.559 wi lth a si lg valuel. 0,578. Thi ls shows that thel calculateld t valuel i ls smallelr 

than thel t tablel of 1.984 and thel si lg. valuel i ls grelatelr than 0.05. Thus H0 i ls accelpteld and H3 i ls reljelct-

eld. Thi ls melans that thel fulfi lllmelnt vari lablel has no silgni lfi lcant elffelct on customelr loyalty i ln usi lng 

thel BSIl mobi llel banki lng appli lcati lon. Thi ls melans that thel belttelr or not thel accuracy and correlctnelss 
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i ln BSIl mobi llel banki lng selrvi lcels, has no elffelct on customelr loyalty, whi lch melans that thel fulfi lllmelnt 

hypothelsi ls parti lally only has a posi lti lvel elffelct and has no si lgni lfi lcant elffelct on customelr loyalty. Thi ls 

melans that whelthelr or not thel accuracy and correlctnelss i ln mobillel banki lng selrvi lcels havel no elffelct 

on customelr loyalty. Relselarchelrs suspelct that customelrs arel not sati lsfi leld belcausel BSIl mobi llel bank-

i lng cannot provi ldel compleltel and accuratel fi lnanci lal data i lnformati lon. For elxamplel, havi lng many 

typels of transacti lons makels customelrs felell that theli lr nelelds i ln thel transacti lon procelss can bel melt. 

 Thel relsults of thi ls study arel not i ln li lnel wi lth othelr studilels by Suryadi ljaya, Gunawan & Si lhom-

bi lng (2020), Wardi l, Elngri lani l & Putra (2019), Octavi lra P & Rosyad (2018), Ramadi ltya & 

Wuryani lngsi lh (2018) whi lch statel that fulfi lllmelnt vari lablels havel a si lgni lfi lcant elffelct on customelr 

loyalty. 

 

4. E lffelct of Pri lvacy on Customelr Loyalty 

Accordi lng to Fati lkasari l (2018), pri lvacy i ls an abi llilty of a pelrson or group to mailntai ln theli lr 

pelrsonal li lfel affai lrs from thel publi lc or thel abi lli lty to control thel flow of i lnformati lon about thelm-

sellvels. Thel fourth hypothelsi ls shows that thel t valuel gelnelrateld by thel pri lvacy vari lablel i ls 2.453 wi lth 

a si lg valuel. 0,016. Thi ls shows that thel calculateld t valuel i ls grelatelr than thel t tablel of 1.984 and thel 

si lg. valuel i ls smallelr than 0.05. Thus H0 ils reljelcteld and H4 i ls accelpteld. Thi ls melans that thel pri lvacy 

vari lablel has a si lgni lfi lcant elffelct on customelr loyalty i ln usi lng thel BSIl mobi llel banki lng appli lcati lon. 

Thi ls can bel causeld belcausel customelrs arel sati lsfi leld wi lth BSIl mobi llel banki lng selrvi lcels that can pro-

vi ldel selcuri lty i ln transacti lons. For elxamplel, thel doublel lock selrvi lcel i ln elach transacti lon can mi lni lmi lzel 

thel lelvell of cri lmel and provi ldel a selnsel of selcuri lty to i lts uselrs. 

Thel relsults of thi ls study arel supporteld by othelr studi lels by Laksono, Wi ljoyo, Pardanakusuma 

(2020), Budi lman, Yuli lanto and Sai lfi l (2020), Wardi l, Elngri lani l and Putra (2019), Octavi lra P & Fi l-

tri lana (2018) whi lch statel that pri lvacy vari lablels havel a si lgni lfi lcant elffelct on customelr loyalty. 

 

5. Thel Elffelct of Relsponsi lvelnelss on Customelr Loyalty 

Relsponsi lvelnelss i ls an i lndustry elxpelrti lsel to relspond to customelr complai lnts i lf thelrel arel prob-

lelms and sharel data as soon as possi lblel (Tjilptono, 2017). Thel fi lfth hypothelsi ls shows thel t valuel 

gelnelrateld by thel relsponsi lvelnelss vari lablel i ls 1.365 wi lth a si lg valuel. 0,176. Thi ls shows that thel calcu-

lateld t valuel i ls smallelr than thel t tablel of 1.984 and thel si lg. valuel i ls grelatelr than 0.05. Thus H0 i ls 

accelpteld and H5 ils reljelcteld. Thi ls melans that thel relsponsi lvelnelss vari lablel has no si lgni lfi lcant elffelct on 

customelr loyalty i ln usi lng thel BSIl mobi llel banki lng appli lcati lon. Thi ls melans that thel belttelr or not thel 

relsponsi lvelnelss i ln provi ldi lng selrvi lcels on BSIl mobi llel banki lng, has no elffelct on thel lelvell of customelr 

loyalty, whi lch melans that thel relsponsi lvelnelss hypothelsi ls parti lally only has a posi ltilvel elffelct and has 

no si lgni lfi lcant elffelct on customelr loyalty. Relselarchelrs suspelct that customelrs arel not sati lsfi leld 

belcausel mobi llel banki lng i ls not qui lckly relspondeld to any problelms that occur. As happelneld on May 
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8, 2023-May 11, 2023 thelrel was a selrvi lcel di lsrupti lon i ln thel BSIl systelm for 4 days whi lch relsulteld i ln 

customelr di lsappoi lntmelnt wi lth Bank Syari lah Ilndonelsi la. 

Thel relsults of thils study arel supporteld by othelr studilels by Odelm & Wakhi ldah (2023), Su-

ci lhati l, Usman and Yuni lta (2022), Azi lz & Putra (2020), Ilndri lani l & Magdalelna (2020) whi lch statel 

that thel relsponsi lvelnelss vari lablel has no si lgni lfi lcant elffelct on customelr loyalty. 

 

6. Thel Elffelct of Convelni lelncel on Customelr Loyalty 

Accordi lng to Davi ls (2018: 701) convelni lelncel i ls thel lelvell at whi lch somelonel belli lelvels that usi lng a 

systelm i ls somelthi lng that i ls not dilffi lcult to undelrstand and doels not relqui lrel helavy elffort from the l 

uselr to bel ablel to usel i lt. Thel si lxth hypothelsi ls shows thel t valuel gelnelrateld by thel convelni lelncel vari la-

blel i ls 3.075 wi lth a si lg valuel. 0,003. Thi ls shows that thel calculateld t valuel i ls grelatelr than thel t table l 

of 1.984 and thel si lg. valuel i ls smallelr than 0.05. Thus H0 i ls reljelcteld and H6 i ls accelpteld. Thi ls melans 

that thel convelni lelncel vari lablel has a si lgni lfi lcant elffelct on customelr loyalty i ln usi lng thel BSIl mobi llel 

banki lng appli lcati lon. Thi ls melans that customelrs arel sati lsfi leld wi lth thel elasel of felaturels avai llablel on 

BSIl mobi llel banki lng that customelrs can opelratel accordi lng to customelr nelelds, such as beli lng ablel to 

fi lnd out balancel i lnformati lon, chelck mutatilons, buy ellelctri lci lty tokelns, and makel transfelrs to felllow 

BSIl or othelr banks. Thelrelforel, thel i lmportancel of convelni lelncel i ln i lncrelasi lng customelr loyalty to con-

ti lnuel usi lng BSIl mobi llel banki lng. 

Thel relsults of thils study arel supporteld by othelr studi lels by Adelstyan & Rapi lda (2022), Munfa-

qi lroh & Dela (2022), Parelra & Susanti l (2021), Ari lono (2020), Natali la & Gi lntilng (2018) whi lch statel 

that thel convelni lelncel vari lablel has a si lgni lfi lcant elffelct on customelr loyalty. 

 

CONCLUSIlON 

 

Baseld on thel telst relsults and di lscussi lon relgardi lng thel Elffelct of Selrvi lcel Quali lty and Convel-

ni lelncel on Customelr Loyalty for Mobi llel Banki lng Uselrs of Bank Syari lah Ilndonelsi la KC Jelmbelr 

Sudilrman, conclusi lons can bel drawn i lncludi lng: 

1. Thel relsults of thel hypothelsi ls telst statel that thel elffi lci lelncy vari lablel has no si lgni lfi lcant elffelct on 

customelr loyalty. Thel relsults of thi ls fi lndi lng melan that thel belttelr or not thel opelrati lon of ac-

celssi lng selrvi lcels on BSIl mobi llel banki lng doels not affelct thel lelvell of customelr loyalty. 

2. Thel relsults of thel hypothelsi ls telst statel that thel relli labi lli lty vari lablel has no si lgni lfi lcant elffelct on 

customelr loyalty. Thelsel fi lndi lngs melan that thel belttelr or not thel telchni lcal functi lonali lty of BSIl 

mobi llel banki lng has no elffelct on thel lelvell of customelr loyalty. 

3. Thel relsults of thel hypothelsi ls telst statel that thel fulfi lllmelnt vari lablel has no silgni lfi lcant elffelct on 

customelr loyalty. Thel relsults of thi ls fi lndi lng melan that thel accuracy and correlctnelss of mobi lle l 

banki lng selrvi lcels i ls geltti lng belttelr or not, i lt doels not affelct customelr loyalty. 
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4. Thel relsults of thel hypothelsi ls telst statel that thel pri lvacy vari lablel has a si lgni lfi lcant elffelct on cus-

tomelr loyalty. Thel relsults of thi ls fi lndi lng melan that thel belttelr Bank Syari lah Ilndonelsi la i ls i ln 

i lmprovi lng selcuri lty i ln mobi llel banki lng, i lt wi lll i lncrelasel customelr loyalty. 

5. Thel relsults of thel hypothelsi ls telst statel that thel relsponsi lvelnelss vari lablel has no silgni lfi lcant elffelct 

on customelr loyalty. Thel relsults of thi ls fi lndi lng melan that thel belttelr or not thel relsponsi lvelnelss i ln 

provi ldi lng selrvi lcels at BSIl mobi llel banki lng has no elffelct on thel lelvell of customelr loyalty. 

6. Thel relsults of thel hypothelsi ls telst statel that thel convelni lelncel vari lablel has a si lgni lfi lcant elffelct on 

customelr loyalty. Thel relsults of thi ls fi lndi lng melan that thel belttelr Bank Syari lah Ilndonelsi la i ls i ln 

i lmprovi lng thel elxilsti lng felaturels of thel mobi llel banki lng appli lcati lon, i lt wi lll i lncrelasel customelr loy-

alty. 
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