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ABSTRACT: Thel delvello lpmelnt o lf banking selrvicels thro lugh ellelctro lnic meldia was increlasingly widelsprelad alo lng with thel rapid 

gro lwth o lf info lrmatio ln telchno llo lgy. Telchno llo lgical delvello lpmelnts thro lugh digital transfo lrmatio ln in thel banking systelm relquire l 

banking selrvicels in Indo lnelsia to l switch to l el-banking selrvicels. E l-banking is a fo lrm o lf selrvicel inno lvatio ln by utilizing telchno llo lgical 

delvello lpmelnts. E l-banking selrvicels that arel currelntly delvello lping rapidly arel mo lbilel banking and intelrnelt banking. Thel increlasel in 

mo lbilel banking and intelrnelt banking transactio lns in Indo lnelsia has increlaseld by mo lrel than 300% fro lm 2016 to l August 2021. Olnel 

o lf thel banking co lmpaniels that has thel largelst numbelr o lf el-banking uselrs in Indo lnelsia is BCA. With thel rapid delvello lpmelnt o lf el-

banking selrvicels, it is nelcelssary to l elvaluatel thel quality o lf el-banking selrvicels including relliability, privacy and selcurity, welbsitel 

delsign and custo lmelr selrvicel and suppolrt. Thelrelfo lrel, this study aims to l deltelrminel impact o lf thel quality olf BCA el-banking 

selrvicels o ln custo lmelr el-satisfactio ln and e l-lo lyalty. Thel samplel useld in this study was 230 data takeln by purpolsivel sampling. Thel 

data o lbtaineld welrel analyzeld using structural elquatio ln mo ldell analysis (SE lM) with thel hellp o lf thel AMOlS 24 applicatio ln. The l 

relsults sho lweld that thelrel was a significant impact beltweleln relliability, welbsitel delsign and custo lmelr selrvicel and suppo lrt oln el-

satisfactio ln. Melanwhilel privacy and selcurity havel a significant impact o ln el-lo lyalty. In additio ln, this study also l fo lund that thelre l 

was a significant impact o lf el-satisfactio ln o ln el-lo lyalty. 
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I. INTRODUCTION  

Banking has a majolr rollel tol increlasel elcolnolmic grolwth and elquitablel delvellolpmelnt tolwards improlving pelolplel's living standards 

(Sabir elt al, 2012). By adapting tol telchnollolgical delvellolpmelnts throlugh digital transfolrmatioln in thel banking systelm, banking 

selrvicels in Indolnelsia arel relquireld tol switch tol ellelctrolnic banking selrvicels olr digital banking. Digital banking has always beleln thel 

prelfelrelncel folr tolday's accolunt holldelrs (Singh elt al 2017). It is impolrtant tol melntioln helrel that custolmelr elxpelrielncel has always 

beleln an impolrtant colnsidelratioln folr olrganizatiolns in elxelcuting this businelss moldell (Mansololr elt al, 2020). In additioln, thel 

relcelnt pandelmic (COlVID-19) is alsol olnel olf thel uncelrtain situatiolns that hellpeld custolmelrs, elmplolyelels, and solcielty at largel 

relalizel thel changel in businelss moldells and molvel tol digital selrvicels (Seleltharaman, 2020). Thelsel businelss changels havel madel 

banks pay attelntioln tol thel shift olf colnsumelrs tolwards digital olr ellelctrolnic banking during thel pandelmic (Baldwin, R. and Maurol, 

2020;Woljcik, D. and Iolannolu, 2020). Thel issuel olf thel sprelad olf virusels frolm papelr molnely is alsol an impolrtant relasoln tol 

transfolrm tol ellelctrolnic banking selrvicels (Auelr elt al, 2020). Thel delvellolpmelnt olf telchnollolgy and digital ellelctrolnic banking (el-

banking) selrvicels has increlaseld drastically.  

Ellelctrolnic banking (el-banking) is thel usel olf telchnollolgy by banks as a folrm olf nelw selrvicel innolvatioln that can attract 

custolmelrs and maintain custolmelr lolyalty belcausel it is colnsidelreld tol prolvidel colnvelnielncel and a selnsel olf selcurity tol its 

custolmelrs. Ellelctrolnic banking that has elmelrgeld and delvellolpeld tolday is such as, ATM, Molbilel baking, Intelrnelt banking, Pholnel 

banking, Videlol banking, tol SMS banking (Tampubolloln, 2009). Ellelctrolnic banking facility (el-banking) is a systelm that allolws bank 

custolmelrs, bolth individuals and businelssels tol accelss accolunts, colnduct businelss transactiolns, olr olbtain infolrmatioln oln bank 

prolducts and selrvicels throlugh privatel olr public neltwolrks, including thel intelrnelt. Ellelctrolnic banking (el-banking) uselrs in 

Indolnelsia havel increlaseld frolm yelar tol yelar. Thel increlasel in molbilel banking and intelrnelt banking transactiolns alsol increlaseld by 

molrel than 300% frolm 2016 tol August 2021. Holwelvelr, digital transfolrmatioln alsol madel a numbelr olf banks clolsel belcausel thely 

welrel unablel tol colmpeltel. Frolm 2017 tol August 2021, 2,593 banks clolseld (Oljk, 2020). 

In Indolnelsia, BCA is thel Tolp Brand Bank in thel el-channell catelgolry in 2022 (Tolpbrand-Award.colm/2022). Oln thelsel 

grolunds, relselarchelrs arel intelrelsteld in chololsing BCA as thel olbjelct olf this study belcausel thel impact olf changels in thel currelnt 
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situatioln (Colvid-19 pandelmic) and increlasingly rapid telchnollolgical advancels havel elncolurageld BCA tol improlvel custolmelr selrvicels 

with el-banking facilitiels. Frolm thelsel data, it indicatels that thel poltelntial and olppolrtunitiels olf banks in prolviding el-banking 

selrvicels arel still velry widel olpeln. It is impelrativel folr thel banking selctolr tol elvaluatel el-banking selrvicels relgularly belcausel thel 

molrel quality el-banking selrvicels arel, thel molrel happy thel usel olf el-banking will increlasel, which has an impact oln custolmelr 

satisfactioln and elnds up in custolmelr lolyalty tol thel bank. Banks must bel ablel tol undelrstand what custolmelr nelelds and 

elxpelctatiolns arel. Banks must colntinuel tol improlvel selrvicel aspelcts and prolvidel selcurity guarantelels folr custolmelrs whol colnduct 

financial transactiolns in olrdelr tol crelatel lolyalty in custolmelrs. Custolmelr satisfactioln and lolyalty arel celrtainly influelnceld by 

selvelral factolrs, olnel olf which is thel quality olf selrvicel. 

El-banking selrvicels olffelreld tol custolmelrs neleld tol bel elvaluateld by banking selrvicel prolvidelrs sol that selrvicels belcolmel 

belttelr frolm timel tol timel. Bank Celntral Asia (BCA) nelelds tol pay attelntioln tol aspelcts olf selrvicel in olrdelr tol increlasel satisfactioln 

which is elxpelcteld tol elncoluragel lolyalty frolm custolmelrs. (Tjiptolnol, 2014) delfinels selrvicel quality is a melasurel olf holw welll thel 

lelvell olf selrvicel prolvideld is ablel tol match custolmelr elxpelctatiolns. (Hussieln, M.I. and Aziz, 2017), (Shankar, A. and Jelbarajakirthy, 

2019) (Ul Haq, I. and Awan, 2020) prolpolsel folur indicatolrs el-selrvicel quality olf el-banking selrvicels namelly, Relliability, Privacy and 

selcurity, Welbsitel delsign, and Custolmelr Selrvicel and Suppolrt. All aspelcts olf quality selrvicel illustratel thel bank's ability tol melelt 

thel nelelds olf custolmelrs folr banking selrvicels sol that custolmelr satisfactioln and lolyalty arel achielveld. Thel quality olf selrvicel is 

deltelrmineld by thel bank's ability tol melelt thel nelelds olf custolmelrs' elxpelctatiolns and delsirels. Quality selrvicel is seleln tol increlasel 

custolmelrs' delsirel tol colntinuel using banking selrvicels olffelreld by Bank Celntral Asia (BCA). Selrvicel quality has a clolsel rellatiolnship 

with custolmelr satisfactioln and lolyalty. Golold selrvicel quality will elncoluragel custolmelrs tol elstablish a golold rellatiolnship with thel 

bank as thel selrvicel prolvidelr. Selrvicel quality is a velry impolrtant factolr tol deltelrminel thel succelss olf thel banking businelss.  This is 

baseld oln relselarch colnducteld by Waguelspack elt al.(2007) and (Tidtichumrelrnpolrn elt al, 2010) which statels that thel quality olf 

selrvicel olf a selrvicel cannolt bel ruleld olut, belcausel it can increlasel colmpeltitivel advantagel in olbtaining custolmelrs and satisfactioln 

frolm custolmelrs. In additioln tol selrvicel quality, Gaffar (2007) statels that olnel olf thel factolrs that influelncel lolyalty is satisfactioln. 

(Koltlelr, Philip., Kelllelr, 2013) said colnsumelr satisfactioln is a pelrsoln's felelling olf plelasurel olr disappolintmelnt that colmels frolm a 

colmparisoln beltweleln his imprelssioln olf thel pelrfolrmancel olr relsults olf a prolduct with his elxpelctatiolns. 

In prolviding satisfactioln and lolyalty tol custolmelrs, el-banking selrvicels olffelreld by banks must alsol olffelr elasel olf selrvicel 

and selcurity folr custolmelrs in carrying olut elvelry banking transactioln activity. Selcurity and colnfidelntiality olf pelrsolnal and 

financial data in el-banking arel thel main folcus olf a custolmelr belfolrel delciding tol usel el-banking selrvicels. El-banking selrvicels that 

guarantelel thel selcurity and colnfidelntiality olf custolmelr data will celrtainly colnvincel and causel satisfactioln in custolmelrs. Banks 

must molnitolr thel satisfactioln olf thelir custolmelrs in olrdelr tol crelatel lolyalty in thelir custolmelrs. Baseld oln thel delscriptioln olf thel 

prolblelm, thel relselarchelr felells intelrelsteld and aims tol olbtain elmpirical elvidelncel oln thel elffelct olf BCA el-banking selrvicel quality oln 

custolmelr satisfactioln and lolyalty. This study was melasureld using folur dimelnsiolns olf el-banking that havel beleln useld in prelviolus 

studiels by (Hussieln, M.I. and Aziz, 2017), (Shankar, A. and Jelbarajakirthy, 2019), (Ul Haq, I. and Awan, 2020). This study alsol usels 

colgnitivel moltivatiolnal rellatioln (CMR) thelolry which sholws thel rellatiolnship beltweleln colgnitivel elvaluatioln olf folur dimelnsiolns olf 

el-banking selrvicel quality (Relliability, Privacy and Selcurity, Welbsitel Delsign, Custolmelr selrvicel &; suppolrt) and elmoltiolnal 

relspolnsel (Satisfactioln and lolyalty). 

 

II.  LITERATURE REVIEW 

A. Cognitive Motivational Relational Theory  

This study is thelolreltically suppolrteld by thel Colgnitivel Moltivatiolnal Rellatioln (CMR) thelolry belcausel it links thel prolcelss olf 

analyzing diffelrelnt pelrspelctivels and human elmoltiolnal relspolnsels tol elvaluatioln (Kelmpelr, 1992;Lazarus, 1993, 1993; Lazarus, 

1991). Elmoltiolns stimulatel almolst all impolrtant elvelnts in olur livels, molrelolvelr holw tol relspolnd tol thelm alsol influelncels olur 

relspolnsels (Kelmpelr, 1992; Mansololr elt al., 2020). Delmolgraphic charactelristics deltelrminel thel olccurrelncel olf colgnitivel 

olrielntatiolns such as valuels, bellielfs and pelrsolnal golals relsulting in a significant brelak frolm an elvelnt in thel elnvirolnmelnt (Shankar 

and Jelbarajakirthy, 2019). 

CMR thelolry, delvellolpeld by Lazarus (1991), is useld in this study tol prolvidel thelolreltical suppolrt folr thel rellatiolnship 

beltweleln el-banking selrvicel quality and custolmelr satisfactioln and lolyalty tol el-banking selrvicels. This thelolry sholws thel 

rellatiolnship beltweleln colgnitivel elvaluatioln and elmoltiolnal relspolnsel. Colgnitivel olrielntatioln olccurs wheln individuals elvaluatel thelir 

elnvirolnmelnt baseld oln thelir golals, bellielfs, and valuels which in turn prolducel elmoltiolnal relspolnsels tol cuels prelselnteld in thel 

elnvirolnmelnt. Relselarchelrs havel useld CMR thelolry tol elxplain thel rellatiolnship beltweleln selrvicel quality and custolmelr relspolnsels, 

such as custolmelr satisfactioln, purchasel intelntioln and custolmelr lolyalty (Brady and Rolbelrtsoln, 2001; Shankar and Jelbarajakirthy, 

2019). Thely suggelst that selrvicel quality is assolciateld with colgnitivel elvaluatioln olf selrvicel, whelrelas custolmelr relspolnsels, such as 

purchasel intelntioln and custolmelr lolyalty, arel colnsidelreld as elmoltiolnal relspolnsels. 
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Colnsistelnt with thel abolvel argumelnts, this study sholws that el-banking selrvicel quality is a colgnitivel elvaluatioln, whilel custolmelr 

satisfactioln and lolyalty arel elmoltiolnal relspolnsels. El-banking custolmelrs elvaluatel thel cuels prelselnteld in thel el-banking 

elnvirolnmelnt. Thel ElBSQ dimelnsiolns (Relliability, Welbsitel Delsign, Privacy and Selcurity, Custolmelr selrvicel and Suppolrt) arel 

indicatolrs in thel el-banking elnvirolnmelnt that arel colgnitivelly elvaluateld by el-banking custolmelrs. This elvaluatioln relsults in thelir 

satisfactioln and lolyalty tol el-banking which is a belhaviolral relspolnsel tol el-banking selrvicels. 

B. Electronic Banking Service Quality (EBSQ) 

Thel ElBSQ is delfineld as a colnsumelr's elvaluatioln olf thel quality olf banking selrvicels prolvideld via thel intelrnelt (Jun and Cai, 2001). 

El-banking prolvidels solmel uniquel selrvicels that arel nolt availablel in olfflinel banking, such as lack olf intelrpelrsolnal intelractioln, 

ubiquity and lolcalizatioln Bauelr elt al., (2005). Thel elxistelncel olf el-banking selrvicels melans accelss tol banking selrvicels anytimel and 

frolm anywhelrel (Al-Hawari, 2014). Accolrding tol Tampubolloln (2009), thel channells olf el-banking selrvicels that havel beleln 

implelmelnteld by banks in Indolnelsia arel as folllolws: 

1. ATM, Autolmateld Telllelr Machinel olr Autolmateld Telllelr Machinel. 

2. Molbilel Banking 

3. Intelrnelt Banking 

4. SMS Banking 

Elxtelnsivelly discusseld in thel relselarch olf Hussieln and Aziz, (2017), Shankar and Jelbarajakirthy, (2019) prolpolsel folur indicatolrs olf 

el-banking selrvicel quality, namelly: 

 Relliability, this relfelrs tol thel ability olf el-banking tol pelrfolrm thel prolmiseld selrvicels colrrelctly and accuratelly. This dimelnsioln 

relfelrs tol “thel ability olf thel selrvicel prolvidelr tol pelrfolrm thel prolmiseld selrvicel accuratelly and colnsistelntly” (Parasuraman elt 

al., 2005). Relliability is alsol an impolrtant aspelct olf el-banking selrvicel quality which influelncels golold custolmelr relspolnsel tol el-

banking selrvicels (Wollfinbargelr and Gilly, 2003; Blut elt al., 2015).  

 Privacy and selcurity, which relfelrs tol thel selcurity and proltelctioln olf custolmelrs' pelrsolnal data and financial infolrmatioln. This 

dimelnsioln alsol relfelrs tol “thel elxtelnt tol which custolmelrs bellielvel that thel sitel is safel frolm intrusioln and that pelrsolnal 

infolrmatioln shareld throlugh thel platfolrm is proltelcteld” (Hussieln, and Abd Ell Aziz, 2013).  

 Welbsitel delsign (welb quality), which relfelrs tol thel quality olf colntelnt, catalolg structurel, and welbsitel aelstheltics. It alsol 

includels “variolus elbanking welbsitel ellelmelnts that colnsumelrs usel tol intelract with thel welbsitel including navigatioln, deltaileld 

infolrmatioln, and transactioln prolcelssing” (Wollfinbargelr and Gilly, 2003).  

 Custolmelr Selrvicel & Suppolrt, which relfelrs tol custolmelr suppolrt relgarding prolblelms that olccur. Selrvicels prolvideld tol 

custolmelrs tol relsollvel thelir nelelds as welll as a quick relspolnsel tol thelir colmplaints (Blut elt al., 2015). In turn, thelsel custolmelrs 

will relmain lolyal tol thelm and sprelad polsitivel wolrd olf moluth abolut thelsel banking selrvicels. 

C. E-banking service quality and e-satisfaction 

Thel rellatiolnship olf ElBSQ and satisfactioln relmains a grelat acadelmic delbatel (Elselngun elt al., 2006; Haidelr elt al., 2014; Shankar 

and Jelbarajakirthy, 2019; Wang and Ma, 2010; Shankar and Jelbarajakirthy, 2019). Colntradictolry findings and vielws olf 

relselarchelrs can bel nolteld, as solmel argueld ElBSQ as an antelceldelnt olf el-banking custolmelr satisfactioln (Shankar and 

Jelbarajakirthy, 2019). Olldelr studiels telrmeld satisfactioln as antelceldelnt olf selrvicel quality (Crolnin elt al., 2000; Crolnin and Taylolr, 

1992; Dick and Basu, 1994; Parasuraman elt al., 1985) and thel findings olf thelsel classical studiels cannolt bel nelglelcteld elveln if thel 

selrvicel quality is nolw relad as ellelctrolnic selrvicel quality and digital aspelct is alsol attacheld tol satisfactioln and lolyalty. An elmpirical 

analysis olf custolmelr pelrcelptioln olf US banks oln selrvicel quality relpolrts highelr quality olf ElBSQ lelads tol satisfactioln (Folrolughi elt 

al., 2019). Welbsitel attributels undolubteldly play a vital rollel in improlving custolmelr satisfactioln (Amin, 2016; Roly elt al., 2012) 

holwelvelr varielty olf attributels havel diffelrelnt imprelssiolns oln thel minds olf colnsumelrs (Brelssolllels elt al., 2014). This vividly 

delmolnstrateld thel rellatiolnship beltweleln welbsitel delsign and el-banking custolmelr satisfactioln. Suppolrt selrvicels prolvideld during 

el-banking sholuld bel lelss telchnical as satisfactioln amolng uselrs variels belcausel olf telchnicality olf selrvicels (Black elt al., 2014). Thus 

custolmelr selrvicel and suppolrt neleld tol bel smololth and favolrablel folr achielving highelr satisfactioln (Shankar and Jelbarajakirthy, 

2019). Tol achielvel satisfactioln and folr grelatelr custolmelr lolyalty, privacy and navigatioln intelrfacel must bel folcuseld (Brelssolllels elt 

al., 2014). Thel selrvicel prolvidelrs elspelcially in el-banking arel strictly adviseld tol elnsurel folcus oln high lelvell olf selcurel infolrmatioln, 

colnfidelntiality and transactioln privacy (Brun elt al., 2014; Yu elt al., 2015). Significant impact olf ElBSQ oln custolmelr satisfactioln in 

el-banking is alsol relpolrteld in this colntelxt (Kassim and Abdullah, 2010).  

H1. Relliability in el-banking selrvicels affelcts el-satisfactioln. 

H2. Privacy & Selcurity in el-banking selrvicels affelct satisfactioln el-satisfactioln. 

H3. Welbsitel Delsign in el-banking selrvicels affelcts el-satisfactioln. 

H4. Custolmelr selrvicel & suppolrt in el-banking selrvicels affelcts el-satisfactioln. 
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D. E-banking service quality and e-satisfaction 

It is elxtelnsivelly discusseld in litelraturel that lolyalty delpelnds oln ElBSQ (Hussieln and Aziz, 2017; Shankar and Jelbarajakirthy, 2019). 

Thelrel arel folur dimelnsiolns olf ElBSQ, namelly, relliability, privacy and selcurity, welbsitel delsign and custolmelr selrvicel and suppolrt olf 

el-banking. Thel first dimelnsioln, relliability in el-banking hollds grelat impolrtancel as relspolnsel olf custolmelrs is crucial. Relliability is 

olnel olf thel factolrs which can influelncel relspolnsels, holwelvelr timelly prolcelssing olf banking transactiolns with zelrol elrrolrs is olfteln 

takeln elsselntially in judging thel relality olf el-banking selrvicel prolvidelrs (Blut elt al., 2014; Liang and Peli-Ching, 2015; Saccani elt al., 

2014). Thel selcolnd dimelnsioln, privacy and selcurity elxprelssels thel elxtelnt tol which an el-banking uselr colnfidelntly sharels pelrsolnal 

infolrmatioln oln an el-banking platfolrm (Muturi elt al., 2013). El-banking crelatels selriolus privacy issuels folr thel uselrs as thelrel is nol 

in-pelrsoln intelractioln (Kim elt al., 2009; Shankar and Jelbarajakirthy, 2019). Holwelvelr, thel trust factolr surgeld tolward selrvicel 

prolvidelrs and thel delsireld custolmelr satisfactioln relspolnsel can bel achielveld throlugh trust (Safi and Awan, 2018). Thel belttelr coldel 

olf colnduct folr privacy and safelty relsults in highelr lolyalty (Olrell and Kara, 2014; Thaicholn elt al., 2014). Thel third dimelnsioln olf 

ElBSQ, welbsitel delsign is delfineld as variolus intelractivel felaturels olf thel el-banking selrvicel hellps prolvidel colnsumelrs with structurel 

olf transactioln during and El-banking selrvicel quality summary aftelrwards thel structurel olf prolcelssing a transactioln and molrel 

(Wollfinbargelr and Gilly, 2003). Highelr lelvell olf satisfactioln can bel achielveld throlugh an updateld welbsitel (Kim elt al., 2009) and 

elnhanceld intelractivel elxpelrielncel. Thel traits olf intelractivel welbsitels elnhancels trust, satisfactioln and lolyalty tolward thel el-banking 

relsults (Lelel elt al., 2006). Thel folurth dimelnsioln, custolmelr selrvicel and suppolrt can bel elxplaineld as thel rapidity olf reltolrt tolward 

any dellinquelnt relpolrteld by uselr during olr aftelr selrvicel elxpelrielncel. Thel uselrs helrel can bel relfelrreld as bolth individuals and 

olrganizatiolns (Blut elt al., 2015). Similar tol thel individual uselrs, olrganizatiolns arel alsol much colncelrneld, which solmeltimels alsol 

havel a delelpelr imprelssioln oln elmplolyelels as welll (Awan elt al., 2017). Thel suppolrt prolvideld by thel banking prolfelssiolnal arel 

colnsidelreld molrel selcureld and assureld whilel any trolublel is faceld in India (Shankar and Jelbarajakirthy, 2019) and similar casel is 

elxpelcteld in Pakistan as welll. Thel adaptatioln in welbsitel delsign lelads colnsumelrs tol trolublel (Thaicholn elt al., 2014) whilel thel quick 

and elffelctivel sollutioln prolvideld oln timel tol uselr relsults intol highelr satisfactioln lelading tol lolyalty in ellelctrolnic elnvirolnmelnts 

gelnelrally (Chaudhry elt al., 2009) and in el-banking molrel spelcifically (Shankar and Jelbarajakirthy, 2019). Relsultantly, all folur 

dimelnsiolns arel hypolthelsizeld as folllolws folr elmpirical telsting. 

H5. Relliability in el-banking selrvicels affelcts el-lolyalty 

H6. Privacy & Selcurity in el-banking selrvicels affelct el-lolyalty 

H7. Welbsitel Delsign in el-banking selrvicels affelct el-lolyalty 

H8. Custolmelr selrvicel & suppolrt in el-banking selrvicels affelcts el-lolyalty 

E. E-satisfaction service e-banking towards e-loyalty service e-banking 

Gelnelrally, businelssels always strivel folr highelr custolmelr satisfactioln, beling a colrel ellelmelnt. Undolubteldly, custolmelr lolyalty can 

bel achielveld by prolviding thelm with highelr lelvells olf satisfactioln. In tolurism, satisfield tolurists arel happy tol turn intol lolyal olnels 

(Mahadin elt al., 2020).El-satisfactioln lelads tol an attitudel olf lolyalty colnselquelntly lelaving a polsitivel impact oln belhaviolr.El-

satisfactioln in banking can lelad tol molrel usel olf banking selrvicels with polssibilitielsel-lolyalty which is highelr (Giaol, H., Vuolng, B. 

and Quan, 2020); Suarieldelwi and Suprapti, 2020). Intelrnelt speleld and colnnelctivity olfteln affelct satisfactioln and alsol havel an 

impact oln lolyalty (Amir, M., & Chaudhry, 2019).El-trust andel-satisfactioln meldiatel thel rellatiolnship beltweleln selrvicel quality(Giaol, 

H., Vuolng, B. and Quan, 2020). In thel relcelnt litelraturel, relselarch has addrelsseld thel strolng rellatiolnship beltweleln elsatisfactioln 

andel-lolyalty Holwelvelr, in thel colntelxt olf a pandelmic, litelraturel is scarcel melasuring thel impact olf satisfactiolnel-banking and 

lolyaltyel-banking. Thelrelfolrel, thel elmpirical prolpolsitiolns bellolw arel folrmulateld and telsteld in this study. Thel framelwolrk abolvel 

sholws all thel hypolthelsels. 

H9. El-satisfactioln el-banking elffelct el-lolyalty selrvicel el-banking. 
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F. Conceptual Framework 

 
Picture 1. Figure of Conceptual Framework 

 

III. METHODOLOGY 

This relselarch is a quantitativel relselarch, namelly quantitativel relselarch is a relselarch meltholdollolgy that selelks tol melasurel data 

using solmel folrm olf statistical analysis (Hair, J. F., Black, W. C., Babin, B. J., & Andelrsoln, 2019). Thel data olbtaineld frolm thel 

relselarch samplel welrel analyzeld accolrding tol thel statistical melthold useld and theln intelrprelteld. Thel data colllelctioln telchniquel 

useld was a quelstiolnnairel olr quelstiolnnairel in thel folrm olf quelstiolns giveln tol relspolndelnts tol fill in accolrding tol thel actual 

situatioln. Quelstiolnnairel is a structureld telchniquel folr data colllelctioln colnsisting olf a selriels olf quelstiolns, writteln olr olral, which 

arel answelreld by thel relspolndelnt (Malholtra, 2010). 

Thel sampling telchniquel useld in this study is nolnprolbability sampling i.el. a sampling delsign in which thel ellelmelnts in thel 

polpulatioln havel nol knolwn olr preldeltelrmineld chancels olf beling sellelcteld as samplel subjelcts(Nolw, 2009). Furthelrmolrel, thel 

samplel delsign useld in this study is purpolsivel sampling i.el. sampling delsign nolnprolbability whelrel thel relquireld infolrmatioln is 

gathelreld frolm a spelcific olr spelcific targelt olr grolup olf pelolplel oln a ratiolnal basis(Nolw, 2009). It is elxpelcteld that thel samplels tol 

bel takeln actually melelt thel critelria in accolrdancel with thel relselarch tol bel carrield olut. Thel sampling critelria in this study arel: 

 Is a custolmelr olf Bank Celntral Asia in Indolnelsia 

 Using thel selrvicel el-banking that is Intelrnelt banking and Molbilel banking 

Olnlinel link was selnt tol 230 relspolndelnt whol havel selrvicel olf el-banking BCA. Thel relspolnsels welrel melasureld oln a 5-polint Likelrt 

scalel ranging frolm strolngly disagrelel (1) tol strolngly agrelel (5). This study usels thel SElM melthold (Structural Elquatioln Moldelling) 

with thel hellp olf thel AMOlS 24 applicatioln tol telst thel hypolthelsels that havel beleln prolpolseld. SElM is a part olf a statistical moldell 

that attelmpts tol elxplain thel rellatiolnship beltweleln many variablels. SElM elstimatels a selriels olf selparatel, but intelrdelpelndelnt, 

multiplel relgrelssioln elquatiolns simultanelolusly by spelcifying thel structural moldell useld by thel statistical prolgram 

 

IV. RESULT AND DISCUSSION 

A. Respondent Data Collection Results 

Primary data was colllelcteld in this study as many as 247 relspolndelnts, but thelrel welrel selvelral relsults olf relspolndelnts' answelrs 

that did nolt match thel prelviolus critelria sol that olnly 230 relspolndelnt data, sol that 93.2% olf all relspolndelnts coluld bel prolcelsseld 

furthelr. Thel data will bel elditeld (elditing) and coldeld (colding) oln elach itelm tol makel it elasielr tol tabulatel (tabulating) data. Nelxt, 

thel relselarchelr pelrfolrmeld data prolcelssing by first telsting thel quelstiolnnairel in thel folrm olf a validity telst and a relliability telst. 

Validity telst and relliability telst welrel carrield olut tol find olut whelthelr thel statelmelnt attributels in this study welrel valid and 

relliablel. Finally, thel relselarchelr prolcelsseld thel data using thel Structural Elquatioln Moldell (SElM) and thel AMOlS 24 applicatioln. Thel 

majolrity olf relspolndelnts arel malel, namelly as many as 126 relspolndelnts with a pelrcelntagel olf 54.70% olf thel toltal. Whilel thel 

numbelr olf relspolndelnts was felmalel, namelly as many as 104 relspolndelnts with a pelrcelntagel olf 45.30%. Thel relsults olf thel 
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analysis sholweld that molst olf thel relspolndelnts in this study welrel ageld beltweleln 26 and 35 yelars, namelly 119 relspolndelnts with a 

pelrcelntagel olf 51.7%. Majolrity olf relspolndelnts arel privatel elmplolyelels with a pelrcelntagel olf 31.3% and folllolweld by relspolndelnts 

whol arel sellf-elmplolyeld olr elntelrprelnelur with a pelrcelntagel olf 26.1%. Majolrity olf relspolndelnts havel a molnthly incolmel olf Rp. 

1,000,000 - Rp. 5,000,000 with a pelrcelntagel olf 37.0%, folllolweld by relspolndelnts whol havel an incolmel olf Rp. 5,000,000 – IDR 

10,000,000 with a pelrcelntagel olf 33.9%. molbilel banking BCA is thel el-banking selrvicel molst olwneld by relspolndelnts, folllolweld by 

tholsel with bolth selrvicels (Molbilel Banking and Intelrnelt banking) and thel lattelr olnly has selrvicels intelrnelt banking just. 

relspolndelnts arel selrvicel uselrs el-banking BCA has useld > 4 yelars with a frelquelncy olf 33.04%, whilel relspolndelnts < 1 yelar havel 

thel lelast frelquelncy. baseld oln thel frelquelncy olf selrvicel usel el-banking BCA, thel avelragel relspolndelnt usels < 5 timels tol 5-10 timels 

in 1 welelk with elach pelrcelntagel relaching 30%. Baseld oln felaturels molbilel banking and intelrnelt banking frelquelntly useld in 

transactiolns. Transfelr felaturel is thel molst useld with a pelrcelntagel olf 57.83%, whilel thel infolrmatioln felaturel is thel lelast useld by 

relspolndelnts with a pelrcelntagel olf 5.22%. 

 

Table 1. Discriminant Validity 

Variable Indicator 
Item Factor 

Loading 
AVE 

Relliability (X1) 

X1_1 Applicatioln/sitel el-banking prolvidel selrvicels elxactly as olffelreld. 0.805 

0.663 

X1_2 El-banking always prolvidel thel right selrvicel at thel prolmiseld timel. 0.793 

X1_3 Usel olf selrvicels el-banking can display elvelry deltail olf thel transactioln 0.865 

X1_4 
Infolrmatioln prolvideld throlugh thel applicatioln/welbsitel el-banking 

elxactly 
0.793 

Privacy and 

Selcurity (X2) 

X2_1 My pelrsolnal infolrmatioln is proltelcteld oln thel platfolrm el-banking. 0.824 

0.777 X2_2 My financial infolrmatioln is proltelcteld oln thel platfolrm el-banking. 0.914 

X2_3 Transactiolns throlugh welbsitels olr applicatiolns el-banking safel 0.904 

Welbsitel delsign 

(X3) 

X3_1 Welbsitel/ app el-banking updateld relgularly. 0.836 

0.692 
X3_2 Welbsitel/ app el-banking welll olrganizeld. 0.879 

X3_3  Welbsitel/ app el-banking includels intelractivel felaturels. 0.853 

X3_4 Welbsitel/ app el-banking elasy tol usel. 0.753 

Custolmelr 

Selrvicel and 

Supppolrt (X4) 

X4_1 
Custolmelr selrvicel pelrsolnnell arel knolwleldgelablel abolut selrvicel el-

banking 
0.824 

0.712 

X4_2 Rellateld quelstioln el-banking welll answelreld 0.864 

X4_3 
Olfficelr custolmelr selrvicel always willing tol hellp folr mattelrs rellating 

tolel-banking 
0.871 

X4_4 
Custolmelr selrvicel telam el-banking priolritizing thel intelrelsts olf thel 

custolmelr 
0.815 

El-Satisfactioln 

(Z) 

Z1 I am velry satisfield with thel selrvicel el-banking This 0.831 

0.690 
Z2 I'm happy with thel selrvicel el-banking This 0.856 

Z3 Sitel/applicatioln el-banking elasy tol usel 0.812 

Z4 I am satisfield with thel olvelrall prolduct and selrvicel el-banking This 0.822 

El-Lolyalty (Y) 

Y1 I woluld relcolmmelnd thel selrvicel el-banking tol olthelr pelolplel 0.872 

0.698 

Y2 I prelfelr selrvicelel-banking colmpareld tol olthelr banks 0.813 

Y3 
I want tol say polsitivel things abolut thel selrvicelel-banking tol olthelr 

pelolplel 
0.848 

Y4 I intelnd tol colntinuel tol usel thel selrvicel el-banking 0.807 

 

Baseld oln thel relsults olf thel melasurelmelnt analysis in tablel 1 it can bel seleln that all indicatolrs that melasurel thel variablels 

Relliability (X1), Privacy and Selcurity (X2), Welbsitel delsign (X3), Custolmelr Selrvicel and Suppolrt (X4), El-Satisfactioln (Z), and El -

Lolyalty (Y) has a lolading factolr valuel grelatelr than 0.5. Thus thel indicatolr is delclareld valid tol melasurel thel variablel. 
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Picture 2.  Structured Equation Model 

 

Table 2.  Evaluation of the Goodness of Fit in the Structural Model 

Index Goodnes Of Fit 
 
Cut Off Value 

Result 

P valuel 0.000 P ≥ 0.05(golold fit), p<0,05 (bad fit) Pololr fit 

GFI 0.753 GFI ≥ 0.9 (golold fit), 0.8 ≤ GFI ≤ 0.9 (marginal fit) Pololr fit 

RMR 0.219 RMR ≤ 0.5 (golold fit) Golold Fit 

RMSElA 0.108 
0.05 < RMSElA ≤ 0.08 (golold fit), 0.08 < RMSElA ≤1 
(marginal fit) 

Marginal fit 

TLI 0.855 TLI ≥ 0.9 (golold fit), 0.8 ≤ TLI≤0.9 (marginal fit) Marginal fit 

NFI 0.835 NFI ≥ 0.9 (golold fit), 0.8 ≤ NFI ≤ 0.9 (marginal fit) Marginal fit 

AGFI 0.691 
AGF I≥ 0.9 (golold fit), 0.8 ≤ AGFI ≤ 0.9 (marginal 
fit) 

Pololr fit 

RFI 0.811 RFI ≥ 0.9 (golold fit), 0.8 ≥ RFI ≤ 0.9 (marginal fit) Marginal fit 

CFI 0.873 CFI ≥ 0.9 (golold fit), 0.8 ≤ CFI ≤0.9 (marginal fit) Marginal fit 

                       Source: Primary data after processing, 2023 

 

Table 3.  Results Evaluation of Goodness of Fit (Modification) on the Structural Model 

Index Goodnes Of Fit Cut Off Value Result 

P valuel 0.000 P ≥ 0.05(golold fit), p<0,05 (bad fit) Pololr fit 

GFI 0.854 GFI ≥ 0.9 (golold fit), 0.8 ≤ GFI ≤ 0.9 (marginal fit) Marginal fit 

RMR 0.026 RMR ≤ 0.5 (golold fit) Golold tit 

RMSElA 0.069 
0.05 < RMSElA ≤ 0.08 (golold fit), 0.08 < RMSElA ≤1 
(marginal fit) 

 
Golold fit 

TLI 0.941 TLI ≥ 0.9 (go lold fit), 0.8 ≤ TLI≤0.9 (marginal fit) Golold fit 

NFI 0.909 NFI ≥ 0.9 (golold fit), 0.8 ≤ NFI ≤ 0.9 (marginal fit) Golold fit 

AGFI 0.813 
AGF I≥ 0.9 (go lold fit), 0.8 ≤ AGFI ≤ 0.9 (marginal 
fit) 

Marginal fit 

RFI 0.893 RFI ≥ 0.9 (go lold fit), 0.8 ≥ RFI ≤ 0.9 (marginal fit) Marginal fit 

CFI 0.950 CFI ≥ 0.9 (go lold fit), 0.8 ≤ CFI ≤0.9 (marginal fit) Golold fit 

                       Source: Primary data after processing, 2023 
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Baseld oln thel gololdnelss olf fit summary, it can bel seleln that olf thel 9 (ninel) indicels, namelly thel P valuel dolels nolt melelt thel critelria 

(pololr fit). Theln selvelral indicels such as GFI, AGFI and RFI stateld that thel SElM moldell that had beleln folrmeld was delclareld 

sufficielntly felasiblel (Marginal fit). Whilel thel majolrity olf thel relst, namelly RMR, RMSElA, TLI, NFI, and CFI, stateld that thel moldell 

was golold fit. Frolm thel relsults olf thel indelx critelria, it can bel colncludeld that thel SElM path diagram that has beleln folrmeld is 

felasiblel tol usel. 

 

Table 4. R-square 

Variabel R2 

El-Satisfactioln (Z) 0.679 

El-Lolyalty (Y) 0.800 

Q2 = 1 – (1 – R1
2)*(1 – R2

2) 

Q2 = 1 – (1 – 0.679)*(1 – 0.800) = 0.936 

                   Source: Primary data after processing, 2023 

 

This can sholw that thel divelrsity olf data can bel elxplaineld by thel elntirel moldell by 93.6%, melaning that thel moldell is ablel tol 

elxplain welll thel data it has. Whilel thel relmaining 6.4% is elxplaineld by olthelr factolrs nolt invollveld in this study. 

B. Hypothesis test 

In telsting thel hypolthelsis, thel relselarchelr did it by lololking at thel valuel olf thel t-statistic and alsol thel valuel olf thel path colelfficielnt. 

Thel critelria that must bel melt with a significancel lelvell olf 5% arel as folllolws: 

 If thel t-statistic valuel is > 1.96, theln H0 nolt suppolrteld and H1 suppolrteld. 

 If thel t statistic valuel is <1.96, theln H0 suppolrteld and H1 nolt suppolrteld. 

 Thel valuel olf thel path colelfficielnt is polsitivel, melaning that thelrel is a polsitivel influelncel beltweleln olnel variablel and anolthelr. 

 Thel valuel olf thel path colelfficielnt is nelgativel, melaning that thelrel is a nelgativel influelncel beltweleln olnel variablel and anolthelr. 

Thel relsults olf thel path colelfficielnt valuels and t-statistic valuels can bel seleln in table 4: 

 

Table 4. Hypothesis Testing Results 

 

Hypothesis 
Path 

Standardized 

coefficients 
CR p value Result 

H1 Relliability → El-satisfactioln 0.354 4.176 < 0.0001 Accelpteld 

H2 Privacy & Selcurity → El-satisfactioln 0.003 0.036 0.971 Reljelcteld 

H3 Welbsitel Delsign → El-satisfactioln 0.065 0.952 0.341 Reljelcteld 

H4 Custolmelr Selrvicel &Suppolrt → El-

satisfactioln 
0.506 6.574 < 0.0001 Accelpteld 

H5 Relliability → El-lolyalty 0.010 0.130 0.896 Reljelcteld 

H6 Privacy & Selcurity → El-lolyalty 0.167 2.452 0.014 Accelpteld 

H7 Welbsitel Delsign → El-Lolyalty -0.005 -0.090 0.928 Reljelcteld 

H8 Custolmelr Selrvicel & Suppolrt → El-

lolyalty 
0.014 0.193 0.847 

Reljelcteld 

H9 El-satisfactioln → El-lolyalty 0.767 9.068 < 0.0001 Accelpteld 

 

Baseld oln tablel 4.24 it can bel seleln that thel mathelmatical moldell folrmeld is: 

Elquatioln 1: Z = 0.354 X1+0.003 X2+0.065 X3+0.506 X4 

Elquatioln 2: Y = 0.010 X1+0.167 x2- 0.005 X3+0.014 X4+0.767 

Baseld oln tablel abolvel, it can bel infolrmeld that: 

1. Influelncel Relliability (X1) tol El-Satisfactioln (Z) prolducels a CR valuel olf 4,176 and p valuel olf 0.000. Thel telst relsults sholw that 

thel valuel p valuel (0.000) < lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell it can bel stateld 

that thel hypolthelsis is accelpteld and melans that thelrel is a significant elffelct Relliability tol El-Satisfactioln. Colelfficielnt Relliability 

olf 0.354 indicatels that Relliability polsitivel elffelct oln El-Satisfactioln. 

2. Influelncel Privacy and Selcurity (X2) tol El-Satisfactioln (Z) prolducels a CR valuel olf 0.036 and p valuel olf 0.971. Thel telst relsults 

sholw that thel valuel p valuel (0.971) > lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell it can bel 
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stateld that thel hypolthelsis is reljelcteld and thelrel is nol significant elffelct Privacy and Selcurity tol El-Satisfactioln. This is 

relinfolrceld by prelviolus relselarch if thel selrvicel prolvidelr el-banking elnsurel safel transactiolns and maintain thel privacy olf 

pelrsolnal infolrmatioln, colnsumelrs arel molrel likelly tol trust thelm (Thaicholn elt al., 2014; (Siva Kumar, S., Naveleln, R., Dhabliya, 

D., Shankar, B.M. and Rajelsh, 2020). Transparelnt privacy and selcurity polliciels hellp gelnelratel favolrablel colnsumelr relspolnsels 

tol selrvicel prolvidelrs (Olrell and Kara, 2014). 

3. Influelncel Welbsitel delsign (X3) tol El-Satisfactioln (Z) prolducels a CR valuel olf 0.952 and p valuel olf 0.341. Thel telst relsults sholw 

that thel valuel p valuel (0.341) > lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell it can bel 

stateld that thel hypolthelsis is reljelcteld and thelrel is nol significant elffelct Welbsitel delsign tol El-Satisfactioln. Welbsitel delsign 

that includels variolus welbsitel ellelmelnts el-banking that colnsumelrs usel tol intelract, including navigatioln, deltaileld 

infolrmatioln, and transactioln prolcelssing (Wollfinbargelr and Gilly, 2003). Welbsitel vielw el-banking solphisticateld and 

intelractivel ways tol increlasel custolmelr satisfactioln (Kim elt al., 2009; Velra and Trujillol, 2013;(Amin, 2016) and thel delsirel tol 

usel thel selrvicel molrel frelquelntly (Li and Yelh, 2010). Olf colursel, BCA must colntinuel tol innolvatel oln thel welbsitel delsign thely 

havel sol that custolmelr satisfactioln is maintaineld. 

4. Influelncel Custolmelr Selrvicel and Suppolrt (X4) tol El-Satisfactioln (Z) prolducels a CR valuel olf 6,574 and p valuel olf 0.000. Thel 

telst relsults sholw that thel valuel p valuel (0.000) < lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel 

lelvell it can bel stateld that thel hypolthelsis is accelpteld and melans that thelrel is a significant elffelct Custolmelr Selrvicel and 

Suppolrt tol El-Satisfactioln. Colelfficielnt Custolmelr Selrvicel and Suppolrt olf 0.506 indicatels that Custolmelr Selrvicel and Suppolrt 

polsitivel elffelct oln El-Satisfactioln. This melans geltting belttelr Custolmelr Selrvicel and Suppolrt theln it telnds tol increlasel El-

Satisfactioln.  

5. Influelncel Relliability (X1) tol El-Lolyalty (Y) prolducels a CR valuel olf 0.130 and p valuel olf 0.896. Thel telst relsults sholw that thel 

valuel p valuel (0.896) > lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell it can bel stateld that 

thelrel is nol significant elffelct Relliability tol El-Lolyalty. Relliability in el-banking is velry impolrtant belcausel custolmelr relspolnsel is 

velry impolrtant. Relliability is olnel olf thel factolrs that can affelct thel relspolnsel, but thel timelly prolcelssing olf banking 

transactiolns with zelrol elrrolrs is olfteln takeln elsselntially in asselssing thel relality olf el-banking selrvicel prolvidelrs (blunt elt al., 

2014; Liang and Peli-Ching, 2015; Saccani elt al. ., 2014). It can alsol bel indicateld that thel relliability olf thel selrvicel systelm el-

banking elspelcially BCA molbilel banking and intelrnelt banking arel alrelady golold. This olf colursel maintains custolmelr lolyalty 

tol thelir selrvicels. 

6. Influelncel Privacy and Selcurity (X2) tol El-Lolyalty (Y )prolducels a CR valuel olf 2,452 and p valuel olf 0.014. Thel telst relsults 

sholw that thel valuel p valuel (0.014) < lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell it can 

bel stateld that thel hypolthelsis is accelpteld and thelrel is a significant elffelct Privacy and Selcurity tol El-Lolyalty. Colelfficielnt 

Privacy and Selcurity olf 0.167 indicatels that Privacy and Selcurity polsitivel elffelct oln El-Lolyalty. This melans geltting belttelr 

Privacy and Selcurity theln it telnds tol increlasel El-Lolyalty. 

7. Influelncel Welbsitel delsign (X3) tol El-Lolyalty (Y) prolducels a CR valuel olf -0.090 and p valuel olf 0.928. Thel telst relsults sholw 

that thel valuel p valuel (0.928) > lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell it can bel 

stateld that thelrel is nol significant elffelct Welbsitel delsign tol El-Lolyalty. Welbsitel delsign is delfineld as variolus intelractivel 

felaturels olf thel selrvicel el-banking which hellps prolvidel thel colnsumelr with a transactioln structurel during and a summary 

aftelr that olf thel transactioln prolcelssing structurel and molrel (Wollfinbargelr and Gilly, 2003). Highelr lelvells olf satisfactioln can 

bel achielveld throlugh updateld welbsitels (Kim elt al., 2009) and elnhanceld intelractivel elxpelrielncels. Intelractivel welbsitel 

felaturels increlasel trust, satisfactioln and lolyalty tol relsults el-banking (Lelel elt al., 2006). It can melan that welbsitel delsign oln 

selrvicel el-banking BCA is quitel intelractivel. 

8. Influelncel Custolmelr Selrvicel and Suppolrt (X4) tol El-Lolyalty (Y) prolducels a CR valuel olf 0.193 and p valuel olf 0.847. Thel telst 

relsults sholw that thel valuel p valuel (0.847) > lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell 

it can bel stateld that thel hypolthelsis is reljelcteld and thelrel is nol significant elffelct Custolmelr Selrvicel and Suppolrt tol El-

Lolyalty. Custolmelr Selrvicel and suppolrt can bel delscribeld as relpolrts relpolrteld by uselrs during olr aftelr thel selrvicel 

elxpelrielncel. Uselrs helrel can bel relfelrreld tol as individuals and olrganizatiolns (blunt elt al., 2015). 

9. Influelncel El-Satisfactioln (Z) tol El-Lolyalty (Y) prolducels a CR valuel olf 9,068 and p valuel olf 0.000. Thel telst relsults sholw that 

thel valuel p valuel (0.000) < lelvell olf significancel (alpha = 5%). This melans that at thel 5% significancel lelvell it can bel stateld 

that thel hypolthelsis is accelpteld and thelrel is a significant elffelct El-Satisfactioln tol El-Lolyalty. Colelfficielnt El-Satisfactioln olf 

0.767 indicatels that El-Satisfactioln polsitivel elffelct oln El-Lolyalty. This melans geltting belttelr El-Satisfactioln theln it telnds tol 

increlasel El-Lolyalty.  
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Undolubteldly, custolmelr lolyalty can bel achielveld by prolviding thelm with highelr lelvells olf satisfactioln. El-satisfactioln lelads tol an 

attitudel olf lolyalty colnselquelntly lelaving a polsitivel impact oln belhaviolur. El-satisfactioln in banking can lelad tol molrel usel olf 

banking selrvicels with polssibilitiels el-lolyalty which is highelr (Giaol, H., Vuolng, B. and Quan, 2020); Suarieldelwi and Suprapti, 2020). 

Intelrnelt speleld and colnnelctivity olfteln affelct satisfactioln and alsol havel an impact oln lolyalty (Chaudhry elt al., 2009). In thel relcelnt 

litelraturel, relselarch has addrelsseld thel strolng rellatiolnship beltweleln el-satisfactioln and el-lolyalty. BCA must always maintain and 

improlvel custolmelr satisfactioln with selrvicels el-banking which thely havel mainly oln molbilel banking and intelrnelt banking tol 

maintain custolmelr lolyalty. 

This relselarch is thelolreltically suppolrteld by CMR thelolry belcausel it rellatels thel prolcelss olf analyzing diffelrelnt pelrspelctivels 

and human elmoltiolnal relspolnsels tol elvaluatioln (Kelmpelr, 1992; Lazarus, 1993; Lazarus and Lazarus, 1991). Elmoltiolns stimulatel 

almolst all impolrtant elvelnts in olur livels, molrelolvelr holw wel relspolnd alsol influelncels (Kelmpelr, 1992; Mansur elt al., 2020). 

Delmolgraphic charactelristics deltelrminel thel olccurrelncel olf colgnitivel olrielntatiolns such as valuels, bellielfs and pelrsolnal golals 

relsulting in a significant brelak frolm an elvelnt in thel elnvirolnmelnt (Shankar, A. and Jelbarajakirthy, 2019). Thelrel arel selvelral 

elxamplels in thel litelraturel whelrel CMR thelolry is useld tol link thel melchanism olf individual relspolnsel aspelcts and selrvicel quality 

(Bolweln and Cheln, 2001; Brady and Rolbelrtsoln, 2001; (Shankar, A. and Jelbarajakirthy, 2019); Sivapalan and Jelbarajakirthy, 2017); 

holwelvelr, usel in COlVID-19 colntributels tol thel CMR litelraturel diffelrelntly. In relselarch oln thel elffelct olf selrvicel el-banking BCA thelrel 

is a colgnitivel elvaluatioln olf elnvirolnmelntal cuels relsulting in belhaviolral relspolnsels tol cuels. Dimelnsiolns relliability, privacy and 

selcurity, welbsitel delsign, custolmelr selrvicel and suppolrt arel elnvirolnmelntal cuels prelselnteld in thel elnvirolnmelnt el-banking. 

Colgnitivel elvaluatioln olf thel dimelnsiolns relsults in satisfactioln and lolyalty el-banking which is a belhaviolral relspolnsel tol thel 

elnvirolnmelnt el-banking. Thus, olur relselarch colntributels tol undelrstanding CMR thelolry in colntelxt el-banking. 

 

V. CONCLUSION 

This study elxaminels thel elffelct olf BCA el-banking selrvicel quality oln custolmelr satisfactioln and el-lolyalty. Thel hypolthelsis olf this 

study colncludels, amolng olthelrs: 

 Thel dimelnsiolns olf BCA el-banking selrvicel quality, namelly relliability, welbsitel delsign, custolmelr selrvicel and suppolrt, arel 

accelpteld and melan that thely havel a polsitivel and significant influelncel oln el-satisfactioln. This melans that thel highelr thel 

quality olf BCA el-banking selrvicels in this dimelnsioln, thel belttelr folr custolmelr satisfactioln. Melanwhilel, thel privacy and 

selcurity dimelnsioln is reljelcteld.  

 Thel dimelnsiolns olf BCA el-banking selrvicel quality, namelly privacy and selcurity, arel accelpteld and havel a polsitivel and 

significant influelncel oln custolmelr el-lolyalty. This melans that thel highelr thel quality olf BCA el-banking selrvicels in thel privacy 

and selcurity dimelnsioln, thel belttelr folr custolmelr lolyalty. Whilel relliability, welbsitel delsign, custolmelr selrvicel and suppolrt arel 

reljelcteld.  

 Thelrel is a significant elffelct olf el-satisfactioln oln el-lolyalty. This alsol indicatels that el-satisfactioln has a polsitivel elffelct oln el-

lolyalty. Thel belttelr thel el-satisfactioln, thel molrel likelly it is tol increlasel el-lolyalty. El-satisfactioln itsellf fully meldiatels thel 

influelncel olf thel dimelnsiolns olf el-banking selrvicel quality, namelly relliability, welbsitel delsign, and custolmelr selrvicel and 

suppolrt.  

 Thel CMR thelolry in thel relselarch elxplains thel rellatiolnship beltweleln thel dimelnsiolns olf el-banking selrvicel quality (relliability, 

privacy and selcurity, welbsitel delsign, custolmelr selrvicel and suppolrt) olf BCA with custolmelr satisfactioln and lolyalty tol el-

banking. Thel elxistelncel olf colgnitivel elvaluatioln olf elnvirolnmelntal cuels relsults in belhaviolral relspolnsels tol cuels. This study 

articulatels that thel dimelnsioln olf el-banking selrvicel quality is thel elnvirolnmelntal cuel prelselnteld in el-banking selrvicels. 

Colgnitivel elvaluatioln olf thelsel dimelnsiolns relsults in satisfactioln and lolyalty olf el-banking selrvicels which arel belhaviolral 

relspolnsels tol thel el-banking elnvirolnmelnt. Thus, this study colntributels tol undelrstanding CMR thelolry in thel colntelxt olf el-

banking. 

Folr furthelr relselarch, selvelral limitatiolns must bel addrelsseld in celrtain linels olf relselarch relgarding furthelr olbselrvatiolns in 

deltail oln thel elffelct olf BCA el-banking selrvicel quality oln custolmelr satisfactioln and el-lolyalty. Sol thel suggelstiolns that can bel 

prolpolseld in this study includel: 

 BCA sholuld elvaluatel olr improlvel thel appelarancel olf welbsitel delsign folr bolth molbilel banking and intelrnelt banking  selrvicels 

belcausel this dimelnsioln has thel lolwelst avelragel valuel in this study. BCA can improlvel its uselr intelrfacel that is molrel dynamic 

and lelss rigid in thel appelarancel olf molbilel banking and intelrnelt banking. Felaturels in el-banking selrvicels can bel madel elasielr 

such as digital wallelt tolp-ups tol makel thelm molrel intelractivel. Prolmoltiolns and advelrtiselmelnts relgarding BCA prolducts can 

alsol bel addeld tol thel main melnu display in molbilel banking and intelrnelt banking. BCA by selnding updatel noltificatiolns via 

custolmelr's el-banking accolunt olr broladcast melssagel via sms olr Whatsapp. Melanwhilel, tol makel thel BCA el-banking 
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applicatioln olr welbsitel molrel welll olrganizeld, colmpaniels can grolup selrvicel felaturel belttelr, sol that thely can bel accelpteld and 

useld elasily in all circlels. 

 Wel relcolmmelnd that thel quality olf el-banking selrvicels folr thel custolmelr selrvicel and suppolrt dimelnsioln must bel maintaineld 

by BCA. Thel aspelct that nelelds tol bel improlveld in this dimelnsioln is thel custolmelr selrvicel telam's knolwleldgel olf BCA el-banking 

selrvicels  sol that variolus custolmelr quelstiolns olr colmplaints can bel relsollveld prolpelrly.  BCA can dol this by prolviding training 

and delvellolpmelnt oln an olngoling basis tol its elmplolyelels.  

 Wel relcolmmelnd that thel quality olf el-banking selrvicels folr thel relliability dimelnsioln colntinuel tol bel maintaineld and improlveld. 

BCA must alsol always maintain thel relliability dimelnsioln olf el-banking selrvicels. Thel aspelct that nelelds tol bel improlveld in this 

dimelnsioln is abolut timellinelss in elach transactioln felaturel that must bel colnsidelreld again such as transactioln timel. Olf colursel, 

this is a relcolrd folr thel colmpany, sol that elvelry financial transactioln such as transfelrs, paymelnts, purchasels and olthelrs, 

madel by custolmelrs is in accolrdancel with thel prolmiseld timel. 

 Wel relcolmmelnd that thel quality olf el-banking selrvicels in thel dimelnsioln olf privacy and selcurity must bel maintaineld. Selcurity 

olf pelrsolnal and financial infolrmatioln is velry impolrtant in using this el-banking selrvicel sol that elvelry custolmelr transactioln is 

safel and colmfolrtablel. BCA olf colursel must always maintain and improlvel molbilel banking and intelrnelt banking selcurity 

felaturels in its selrvicels such as dolublel velrificatioln olr a pelriold olf changing pins and accelss coldels. BCA must alsol always 

maintain custolmelr data and financial infolrmatioln. 

 Wel relcolmmelnd that folr futurel relselarch, thel numbelr olf samplel sizels and colvelragel olf study arelas sholuld bel increlaseld tol 

achielvel approlpriatel relsults. Folr futurel relselarch, additiolnal intelrnelt selrvicel quality dimelnsiolns sholuld bel invelstigateld such 

as intelractivity and welbsitel selrvicel capabilitiels. In additioln, it is as suggelsteld that pelrceliveld risk and trust colnstructioln 

sholuld bel includeld as deltelrminants olf ellelctrolnic custolmelr satisfactioln and lolyalty folr futurel relselarch. 

 Wel relcolmmelnd that furthelr relselarch elxaminel thel quality olf el-banking selrvicels folr custolmelr el-satisfactioln and el-lolyalty in 

olthelr banking colmpaniels in Indolnelsia. 

 This relselarch was limiteld tol BCA's el-banking elnvirolnmelnt duel tol relspolndelnts' accelssibility colncelrns and timel colnstraints 

as rapid relselarch was relquireld and apprelciateld in thelsel unprelceldelnteld timels. Furthelr relselarch can elmpirically velrify thel 

initial trust rellatiolnship alolng with custolmelr satisfactioln oln el-banking and can colnsidelr bank data frolm diffelrelnt coluntriels. 

A colmparativel study olf Asians with olthelr relgiolns can bel a uselful study. 
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