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Abstract: This study aims to determine and analyze the effect of service quality indicators in measurement using Tangible, 
Emphaty, Reliability, Responsiveness, and Assurance on Banking Customer Satisfaction in Indonesia.This research uses 
quantitative methods that are descriptive and tends to analyze using an inductive approach. This type of research uses 

Explanatary Research, the study population uses banking customers. The data collection method in this study is to spread 
questions with the right target, the questionnaire in this study has requirements that must be met: The questions are factual, the 
questions are opinion, the questions are self-perception.The findings in this study explain that service quality affects customer 
satisfaction, the results of statistical tests with t test can be concluded that service quality has an influence on banking customer 
satisfaction. 

Keywords: Service Quality, Customer Satisfaction 

___________________________________________________________________________ 
 

1. Introduction  

The development of banks in Indonesia is experiencing very fierce competition, both in the field of products 

and services so that people have stepped again, not just saving but have become an investor community. The 

increasing intensity of competition and the number of competitors requires banks to offer a variety of products so 

that they are able to compete with other banks in providing the quality of their servants to customers. 

There are various problems faced by the banking world in carrying out its main activities and in offering 

services from its products. In addition to the consideration of the high and low interest rates of each bank in 

providing loan capital, there are also problems regarding the availability of existing products at the bank, because 

not all banks can provide the same products that guarantee an increase in people's lives. There are also problems 

regarding the existing public facilities in a building of these banks. The problems that arise by the banking sector 

itself are regarding Human Resources who are less competent in serving customers. 

Gap research of previous research in journals was used as a background foundation entitled "The effect of 

service quality and marketing mix on satisfaction (C.-M. Chen & Liu, 2019; AAR Fernandes&Solimun, 2018; 

Frank, Enkawa, Schvaneveldt, &Herbas) Torrico, 2015; Muangmee, Meekaewkunchorn, Ratchanokpanyasupat, 

Bunuam, &Suebsawat, 2020; Pradeep, Vadakepat&Rajasenan, 2020; Puluhulawa, Machfudnurnajamuddin, 

Mallongi, &Sufri, 2018; Srinita, 2018; Suvittawat, &Bunliang, 2019; Syapsan, 2019; Wahyuni&Rini, 2019). The 

results of this study indicate that there is an effect between service quality and marketing mix on patient 

satisfaction.  

Meanwhile, the gap research in the second study entitled "Analysis of the effect of service quality and price on 

customer satisfaction (Elimam&Dodin, 2001; Manikandan, Swaminathan, &Khattri, 2012; Marhaeni, Fanani, 

Hartono, &Nugroho, 2015; Vieira, Aguayo, & Costa, 2006; Zarezadeh, Shafiei, &Soltani, 2013). The findings 

show that service quality and price have an influence on customer satisfaction.  
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2.Literature Review And Hypothesis Development 

2.1.Definition Of Customer 

A customer is a person or legal entity that has an account either a savings account or a loan with the bank (N. 

Ameen et al., 2021; M. Chen, Chen, &Zheng, 2021; Dogan&Gurcan, 2021; Fagerstrøm, Eriksson, & Sigurdsson , 

2021; T. Fernandes& Oliveira, 2021; Hendar, Sudarti, &Rhemananda, 2021; Kwok, Hallstedt, &Boeva, 2021; 

Ouankhamchan&Fujinami, 2021; Sundararaj&Rejeesh, 2021; S. Zhang, Tian, Guo, Shan , & Liu, 2021). So that 

customers are people who usually relate to or become bank customers (Rianto, 2019) In other words, customers 

are parties or people who use and deliberately become trustworthy bank customers. 

2.2.Definition of Customer Satisfaction 

Satisfaction is a concept that is much broader than just an assessment of service quality (Barenji, Guo, Wang, 

Li, & Rong, 2021; Cai, Wei, Gu, & Wu, 2021; Feitó-Cespón, Costa, Pishvaee, & Cespón-Castro , 2021; Hendar et 

al., 2021; Islam et al., 2021; Ramesh, Jaunky, Roopchund, & Oodit, 2021), but also influenced by other factors 

that can be explained as follows: Quality of service or service, namely consumers will feel satisfied if they get 

good service or as expected, product quality, that is, consumers will feel satisfied if their results show that the 

product they are using is quality, price, which is a product that has the same quality but sets a relatively cheap 

price. give higher value to consumers, situation factors, namely the circumstances experienced by consumers, 

personal factors from consumers, namely consumer characteristics that include personal needs (Aasritha, 

Hemavathi, & Suj atha, 2021; Cai, Wei, Wu, Gu, & Zhang, 2021; Chakrabarti et al., 2021; Mert, Eskiocak, & 

Öztürk, 2021; Sarucan, Emin Baysal, & Engin, 2021; Zekhnini, Cherrafi, Bouhaddou, & Benghabrit, 2021). 

2.3.Definition of Service Quality 

Services are one of the banking functions, therefore it should be done in a quality manner by the banks. Service 

quality is a word that for service providers is something that must be done well J. Supranto (2015: 226; Bi, Liu, 

Ren, & Tan, 2021; Edan & Mahmood, 2021; Keshavarzi, Toroghi Haghighat, & Bohlouli, 2021; Kudva, Badsha, 

Sengupta, Khalil, & Zomaya, 2021; Sang, 2021; Taheri, Chalmers, Wilson, & Arshed, 2021; Wu & Hsiao, 2021; 

Xia et al., 2021; Xu, Jiang, & Li, 2021; Yang, Li, Trajanovski, Yahyapour, & Fu, 2021). 

2.3.1 The relationship between service quality and satisfaction 

One of the reliable indicators that can influence consumers is service quality. Service quality itself is the 

overall perception of a company's service performance and changes frequently. Service quality as a global 

assessment or attitude regarding the superiority of a service (Akbar et al., 2020; A. Ameen, Al-Ali, Isaac, & 

Mohammed, 2020; Park, Lee, &Nicolau, 2020; Ramesh et al., 2021; Rodríguez, Villarreal, Valiño, &Blozis, 

2020; Wong et al., 2020).  

Meanwhile, customer satisfaction is the response to this assessment. Service quality must begin with customer 

needs and end with the customer's perception. All parties who buy and consume services will give different 

assessments of service quality. This has a positive and significant impact on customer satisfaction (Antwi, Fan, 

Ihnatushchenko, Aboagye, &Xu, 2020; Frauenholtz& Mendenhall, 2020; Gong, Wang, & Lee, 2020; Jeaheng, Al-

Ansi, & Han, 2020 ;Jumaan, Hashim, & Al-Ghazali, 2020; RodićLukić&Lukić, 2020; Viotti, Sottimano, 

Converso, &Guidetti, 2020; J. Zhang, Adhikari, Fahmy, & Kang, 2020).   

2.4.Research Conceptual Framework 

The research conceptual framework is a relationship or link between one concept and another from the 

problem to be investigated. This conceptual framework is used to link or explain at length about a topic to be 

discussed. This framework is obtained from the concept of science / theory that is used as the basis for the 

research obtained in the literature review or if it may be said by the author, it is a summary of the literature review 

that is connected by a line according to the variables studied. 
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Figure 1: Research framework 

2.5.Research Hypothesis 

Hypothesis is the first step of research to prove a truth. The researcher makes a hypothesis for this problem as 

follows: 

H1 : Service quality which includes Tangible (X1), Emphaty (X2), Reliability (X3), Responsiveness (X4), 

Assurance (X5) has a partial effect on customer satisfaction of BRI Unit Benjeng (Y) 

H2 : Service quality which includes Tangible (X1), Emphaty (X2), Reliability (X3), Responsiveness (X4), 

Assurance (X5) has a simultaneous influence on customer satisfaction of BRI Unit Benjeng (Y) 

3.Research Methods 

3.1.Types and Research Approaches 

This type of research is explanatory research. Explanatary Research is research that does not use statistics but 

through data collection, analysis, and interpretation. Quantitative research is descriptive research and tends to use 

analysis with an inductive approach. This type of research approach uses quantitative research(Juanamasta et al., 

2019; Prabowo et al., 2020; Rusdiyanto, Agustia, et al., 2020; Rusdiyanto, Hidayat, et al., 2020; Syafii et al., 

2020), (Juanamasta et al., 2019), (R. Rusdiyanto & Narsa, 2019), (Gazali, Kusuma, Aina, Bustaram, Amar, et al., 

2020), (Syafii et al., 2020), (Lamtiar et al., 2021), (Gazali, Kusuma, Aina, Bustaram, Risal, et al., 2020), 

(Rusdiyanto, Sawarjuwono, et al., 2020), (Shabbir et al., 2021), (Susanto et al., 2021), (Luwihono et al., 2021), 

(Rahayu et al., 2020), (Utari et al., 2020), (Prabowo et al., 2020), (Astanto et al., 2020), (H. T. Rusdiyanto et al., 

2020), (Rusdiyanto, Sawarjuwono, et al., 2020), (HIDAYAT et al., 2020), (Rusdiyanto & Narsa, 2020), (Ulum et 

al., 2020), (R. Rusdiyanto et al., 2019), (Hidayat et al., 2020), (Zainurrafiqi et al., 2020), (Zainurrafiqi et al., 

2020), (Hadi Susanto et al., 2021), (Woro Utari et al., 2020), (Susanto et al., 2021), (Prasetyo et al., 2021). 

Quantitative research is research that does not use statistics but through data collection, analysis, and 

interpretation. 

3.2.Population, Sample, and Sampling Technique 

The population in this study is all customers who have an account / savings account of BRI Benjeng. This 

study took a sample of 60 people. Because based on the number of variables X + Y x 10 (5 + 1 x 10 = 60) As a 

general rule, a sample size of 30 to 500 can be effective depending on the sampling method used and the research 

questions used. 

3.3.Method of collecting data 

The questionnaire is a type of data collection method in this study, the method used to obtain accurate data is 

done by distributing questions with the right target, the results of distributing questionnaires are processed to be 

analyzed, this study targets the customers of BRI Bank Benjeng. The questionnaire in this study has requirements 

that must be met, namely: The questions to be given are factual, the questions to be given are opinions, the 

questions that will be given are self-perception. 

The questions in the questionnaire are divided into six parts, six questionnaires consisting of 3 statement items 

using the Likert scale type using a scale of 5. The 5-point scale starts at a scale of 1 which means strongly 

disagree, whereas if the answer leads to the right it leads to agreement. 

3.4 Data analysis method 

3.4.1.Descriptive Analysis Model 

Descriptive analysis is used to describe the independent variable (X) which consists of service quality 

consisting of tangibles (X1), empathy (X2), reliability (X3), responsiveness (X4), assurance (X5) which affects 
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the dependent variable (Y), namely customer satisfaction od BRI Benjeng. Descriptions of the influence of 

independent variables on the dependent variable, can be in the form of cross tabulation, histogram graphs and so 

on (Juanamasta et al., 2019; Rusdiyanto, Agustia, Soetedjo, &Septiarini, 2020; Rusdiyanto, Hidayat, et al., 2020). 

This descriptive form was chosen according to the needs of the analysis so that the research objectives could be 

achieved. 

3.4.2. Multiple Regression Analysis Model 

Furthermore, to analyze whether there is a relationship between variables, Multiple Linear Regression Analysis 

is used. The regression analysis model according to Sugiyono (2015: 221) is as follows: A statistical count is 

called statistically significant if the statistical test value is in a critical area (the area where Ho is rejected). 

Conversely, it is not significant if the statistical test value is in the area where Ho is accepted. Multiple linear 

regression analysis is used to test the effect of independent variable indicators on variables with the following 

formulations: 

Y = a + b1X1 + b2X2 + b3X3 + b4X4 + b5X5 + e 

3.5.Hypothesis test 

3.5.1.T test (partial) 

To test the research hypothesis, first know the basis for making decisions in the partial t test. In this case there 

are two references that can be used as a basis for decision making, first by looking at the significance value (Sig) 

and second comparing the tcount value with the t table. 

3.5.2.F Test (Simultaneous)  

There are two ways that are used as a reference or guideline for conducting hypothesis testing in the F test. The 

first is to compare the significance value (Sig.) Or the probability value of the ANOVA output. The second is to 

compare the F-count value with the F-table value 

3.5.3.Coefficient of Determination (R2 ) 

The coefficient of determination R
2
 in essence measures how far the model's ability to explain the dependent 

variables (Ghozali, 2016; 95). The coefficient of determination is zero and one. The small value of R
2
 means that 

the ability of the independent variables in explaining the variation of the dependent variable is very limited. A 

value close to one means that the independent variables provide almost all the information needed to predict the 

variation in the dependent variable. 

4.Results And Discussion 

4.1.Multiple Linear Regression Test Results 

The process of processing data using multiple linear regression analysis carried out several stages to find the 

relationship between the independent and dependent variables. Based on the results of data processing using SPSS 

for Windows Realease version 22.0 software, a summary is obtained as in the following table. 

Table 4 1: Multiple Linear Regression Test Results 

Variable B Beta Tcount 

Significanc

e 

Tcount 

Description  

X1 Y 0,226 0,276 3,060 0,003 Signifikan 

X2 Y 0,161 0,226 2,555 0,013 Signifikan 

X3 Y 0,134 0,171 2,251 0,028 Signifikan 

X4 Y 0,177 0,196 3,239 0,002 Signifikan 

X5 Y 0,148 0,221 2,665 0,010 Signifikan 

Constant 

Multiple R 

R square 

Adjusted R square 

Std error of the estimate 

1,493 

0,938
a 

0,880 

0,869 
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0,71575 

4.2.Coefficient of Determination (R2) 

Table 4 2: Results of the Analysis of the Coefficient of Determination 

Model Summary
b
 

Model R R Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .938
a
 .880 .869 .71575 

a. Predictors: (Constant), Emphaty (X5), Assurance(X4), 

Responsiveness(X3), Reliability (X2), Tangibles (X1) 

b. Dependent Variable: Customer Satisfaction(Y) 

Based on the table above, the adjusted R Square is known to be 0.869. So it can be concluded that the 

independent variable X consisting of tangibles (X1), empathy (X2), reliability (X3), responsiveness (X4), 

assurance (X5) 86.9% is related to the dependent variable customer satisfaction of BRI Benjeng. Meanwhile, 

13.1% is an error, which is related to other variables that were not examined in this study. 

4.3.Hypothesis Test 

The regression model that has been obtained is tested both simultaneously and partially. Simultaneous testing 

of the regression model is carried out using the F test or ANOVA and partial regression model testing is carried 

out by the t test. 

4.4.F test 

Simultaneous testing is carried out to show whether all the independent variables of service quality (X) 

consisting of physical evidence (X1) empathy (X2), reliability (X3), responsiveness (X4), and assurance (X5) 

have a significant effect simultaneously on the dependent variable customer satisfaction (Y). The F test is done by 

comparing the calculated F value with the F table value. All of these variables are tested simultaneously using the 

F test or ANOVA, if the calculated F value is greater than the F table, then Ho is rejected and accepts Ha. By 

using the help of SPSS software, the following F test results are obtained: 

Table 4 3: Results of the F Test 

ANOVA
a
 

Model 

Sum of 

Squares df Mean Square F Sig. 

1 Regression 203.186 5 40.637 79.324 .000
b
 

Residual 27.664 54 .512   

Total 230.850 59    

a. Dependent Variable: Customer Satisfaction(Y) 

b. Predictors: (Constant), Emphaty (X5), Assurance(X4), Responsiveness(X3), Reliability 

(X2), Tangibles (X1) 

Based on table 4:23 above, it is known that the significance value is 0.000 <α = 0.05, thus it can be concluded 

that the quality of "service (X) which consists of physical evidence (X1) empathy (X2), reliability (X3), 

responsiveness (X4), and guarantee (X5) have a simultaneous influence on customer satisfaction of BRI Benjeng 

(Y). 

4.5.T test 

Partial regression model testing is used to determine whether each independent variable forming the regression 

model individually has a significant effect on variable Y or not. To test this relationship is to compare the value of 
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t count with t table. The independent variable forming the regression model is said to have a significant effect if tcount> 

ttable or significant <α = 0.05. 

Partial effect of the independent variable Service Quality (X) which consists of physical evidence (X1) 

empathy (X2), reliability (X3), responsiveness (X4), and assurance (X5) on the dependent variable, namely 

customer satisfaction (Y) can be seen in the table the following: 

Table 4 4: Results of the t test 

Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.493 .597  2.498 .016 

Tangibles (X1) .226 .074 .276 3.060 .003 

Reliability (X2) .161 .063 .226 2.555 .013 

Responsiveness(X3) .134 .059 .171 2.251 .028 

Assurance(X4) .177 .055 .196 3.239 .002 

Emphaty (X5) .148 .056 .221 2.665 .010 

a. Dependent Variable: Customer Satisfaction(Y) 

From the analysis of service quality data (X) which consists of tangibles (X1), empathy (X2), reliability (X3), 

responsiveness (X4), assurance (X5) on customer satisfaction of BRI Benjeng (Y), the significance value is 0 < α 

= 0.05. So it can be concluded that H1 is accepted, which means that there is a partial influence between service 

quality and customer satisfaction of BRI Benjeng. 

5.Discussion Of Research Results 

The results showed a simultaneous influence between service quality (X) which consists of tangibles (X1), 

empathy (X2), reliability (X3), responsiveness (X4), assurance (X5) on customer satisfaction of BRI Benjeng (Y). 

With the value of Fcount greater than Ftable (79.324> 3.09) and a significance of 0.000, which means it is smaller 

than alpha (α) = 0.05. So it can be concluded that H0 is rejected and Ha is accepted, meaning that there is a 

simultaneous influence between service quality (X) which consists of tangibles (X1), empathy (X2), reliability 

(X3), responsiveness (X4), assurance (X5) on customer satisfaction of BRI Benjeng (Y). 

From the research results, multiple regression equations using standardized regression with the data used are 

interval data with measurements using the Likert scale. The Likert scale is used to measure attitudes, opinions and 

perceptions of a person or group. In standardized regression, the variable sizes have been equalized. The 

regression equation based on the table above is as follows: 

Y = 1,493 + 0,276 X1 + 0,226 X2 + 0,171 X3 + 0,196 X4 + 0,221 X5  

It shows that there is a partial influence of all the variables contained in the customer satisfaction variable (X) 

and the customer satisfaction variable of BRI Benjeng (Y). One variable in service quality increases, so BRI 

Benjeng (Y) customer satisfaction will also increase. 

The regression model in this study has a determination coefficient (Adj. R2) of 0.869. The results of this 

coefficient explain that the contribution of the independent variable service quality (X) consisting of tangibles 

(X1), empathy (X2), reliability (X3), responsiveness (X4), assurance (X5) can affect the dependent variable 

customer satisfaction BRI Benjeng (Y ) amounting to 86.9% and the remaining 13.1% is explained by other 

factors not discussed in this study. The significant effect of overall service quality on customer satisfaction of BRI 

Benjeng (Y), with the creation of customer satisfaction makes bank customers feel safe, comfortable and feel they 

have benefited from using services from banking. 

6.Conclusion 

Based on the research results found that service quality includes: Tangible, Emphaty, Reliability, 

Responsiveness, Assurance and Customer Satisfaction of BRI Unit Benjeng can be said to be good, and the five 

service quality variables simultaneously and partially affect customer satisfaction of BRI Unit Benjeng. For future 

research, BRI Unit Benjeng always maintains service quality, and pays attention to customers so that customers 

always feel that the Bank they use can always be trusted 
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