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ABSTRACT

ket 1 639 nh(un! lebih besar dari tura). Sementara untuk variabel
nilai taineg sebesar 2.608 sedangkan tusa 1.689 (1 nosg lebih besa
dari teser). Hasil pengujian }npmesls secara Snmulun (uji Fy menun_'ukkm hnhw
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Morite-Bankimg (6t rdan biayar 3
terhadap Kepuasan Nasabah Pada Bank S\.m.nh Indonesia  Kantor Caban,

Rantauprapat. dengan nilai fuesg sebesar 10,371 sedangkan furet 264 (fhinsg lebi
besar dari figer). Hasil pengujian Koefisien determinasi (R2) dapat diketahui nila)
Adjusted R square sebesar (0,419 atau 41 9% menunjukkan bahwa Mobile Bankin,
dan Biaya Administrasi secara simultan me mberikan kontribusi terhadap Kepuasap
bah sebesar 41 9%,

This studgeaims to determine the effect of using Mobile Banking and administrativg
cost onflktomer satisfaction at Bank Svariah Indonesia Rantauprapat Branc
Offices, both partially and simultaneously, Determining the sample technique using
ikunto’s opinion with a total of 40 people and the method of analysis used i
riptive] analysis method, multiplelinear regression analysis, and hypothesid
results of partial testing (t-test) show that Mobile Bankin
administrative cos a positive and significant effect on Custome}
ta—Branchoffices; teount Mobilg
1able is 1.689 (1 couns et than t table))
Jtion casts, the t-count is 2.608, while the 1

Meanwhile, for the variable administr
le is 1 689 (1-count is greater than t-table ). The fesults of Sinmitaneous hypothesid
ing (F test) show that Mobile Banking (X1} and administrative costs (X2) hav

a positive and significant effectgn customer satisfaction at Bank Syariah Indonesiy
Rantauprapat Branch Offices, an feount of 10371 while off table of 2.64 (|
count over larger than {f table). The test results for the coefficienf of determination
(R2) show that the A dR square value is 0.419 or 41 9% indicating that Mobilg
Banking and Administrative Fees simultaneously contribute 1o customer satisfactiog
of 41 9%
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INTRODUCTION

The high level of human needs in various forms and increasingly competitive business competition make
companies have to be more optimal in finding customers in order to maintain the stability of their business continuity,
companies must be able o create new products that will later become a puller in maintaining customer satisfaction
levels. Creating a new product is inseparable from the help of technological advances and information obtained,
because with the help of echnology it will be easier to create new products.

Advances in technology and information which are increasingly rapidly needed in the development of
company, this can be seen from the large number of people’s interest in using mohile phones in buying and selli
trans actions. The bank took advantage of this opportunity by creating an application called mobile banking to make it
easier for customers to make transactions, especially in financial matters.

Mabile banking Setiawan (2018:90) , is an application feature that used for banking transactions through
applications available on celiphones, with the Mobile Banking application , financial transactions that are usually done
manually and must come directly to the relevant bank, now these transactions can be carried out only by using a
cellphone, while the customer has an internet network, so These transactions can be made anywhere and without a
specified time limit| Stanford (2019:216) There are several things that become indicators of the level of customer
satisfaction using Maohile Banking application | including: namely: 1) security system, 2) easy-to-understand
service features, 3) maintenance of user privacy data, 4) service reliability, 5) transaction system speed

Based on some of the definitions of Mebile Banking that have been discussed above and some of the advantages
in its application in the banking world, another thing that needs to be considered in transactions is how much the
transaction fees are charged to customers when using these features.

Cost is a sacrifice made in an effort to obtain goods or services which are generally expressed in units of money
hased on the applicable place of transactiod. Howevel Unlike the case with the world of banking, fees will be allocated
for customers who have used financial davings at certain banks Mangkunegara, ( 2018:88) .
According to (Badriah, 201 9 ) Financing is funding i a planned investment from a certain party .

Costs are classified into two categories, namely : 1) Explicit Costs are physical costs or objects such as cash .
2) Implicit costs are costs that are not directly visible, such as depreciation of goods charged to customers . When a
customer applies for credit from the bank, the customer will be charged several fees including : 1) Provision Fee |
namely in the form of an amount of money that must be paid by the customer to the bank for remuneration for
providing credit loans | the value will be determined based on the percentage of the disbursement of the ceiling value.
2) Administrative Fees are fees charged for procuring complementary bank credit application document requirements,
the amount of which is agreed upon by both parties | 3) Stamp duty , namely the fee used to supplement the letter of
agreement between the creditor (hankt:nd the debto gus'tcmr_ . Based on several definitions of mobile banking and
the fees assigned to customers, all of fhis is solely to mamtaii chstomer satisfaction in ransactions at a bank.

According to (William J. Stanton, 201 9:91 ) |, satisfaction is a feeling of liking that arises from within a
person for goods or services provided by other parties for their use . According to Wandansari {2018: 93) | satisfaction
is a response or expression of a person's heart in using goods or services and usually he will repurchase these goods .
(Kasmir, 2008:171) Customer satisfaction is the level of someone’s feelings that compares a result or performance in
4 product according to his wishes.

Adfter the explunation about customer satisfaction that has been described from several experts above, it can
be concluded that customer satisfaction is the level of someone's feelings that compares a result or performance infan
dppropriate product or service with what is received. A business can be said to be successful if the business can
several categories of consumer satisfaction , while the indicators that affect the level of customer satisfaction according
to (Mangkunegara, 2016: 45) there are five main factors that influence it: 1) Product Quality | 2) Service |, 3)
Emotional . 4) Price , 5) Cost.

RESEARCH METHODSI | © [4]: Pertajam kembal| method, gunakar] 2y
mewdqy jela
The location in this study is an Indonesian Islamic bank which is located at Jin. Jend Ahmad Yani, North |: Fori Open Sans
Sumatra, Bakaran Batu Village, South Rantau District. imc in the research process was ca out for 4 maximum

of about | month which coincided in January 2023 The population in this study were all customers who visited
Indonesian Islamic banks for one full day and used mobile banking applications | totaling 40 people . the author uses
a saturated sampling technigue in the way of sampling, with a total of 40 people from the total population ] The data
from this study were then tested using several analytical techniques such as validity] test |, reliability tey ial
regression reliability test (t test), ff test was vsed to find out whether the variablgs i the regres
Simultaneous Test (F-Test), Test thelCoefficient of Determination.
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RESULTS AND DISCUSSION

RESULTS
Respondent Data Descriptive Result

P F

The presentation of the results of the descriptive test on the respondent's data aims to determine the level of
characteristics of each respondent who gave a response. These characteristics can be in the form of biographicgl
data, age, gender and responses from filling in the research guestionnaire . The data will be calculated using p
quantitative method which is translated into tabular form

Then in processing and analyzing the data in this study the authors use the following data:

[ Formatted: Fon} (Int)) Cambria Math

P = L L00% o (1)

Information
P = percentage of answers
F = frequency of answers

number of samples
d‘l: characteristics of the research characteristics consist of:
1. Characteristics of Research Respondents
Grouping of Respondents Based on Criteria for Gender, Agnl()f Respondents, Education of Respondents, Length
of Working Respondents are as follows:
Table 1. Characteristics of Research Respondents

Man 2
Woman 1 8%
Total 40 100 %
2 Respondent Age 20-29 years 15 385 -,
30-39 years 18 455
40-49 years 7 17%
Total 40 100 %
3 Social status Already Family 18 45% -
Not yet married 22 55%
Total 40 100 %

Source: Data processed in 2022

1) Based on the data described in table | above, information can be obtained if the gender of the respondents in Ban|
Syariah Indonesia is that there are 25 male respondents or if the percentage is 62% while the female is 1§
respondents or if it is calculated it is 38%. of the total existing population

2) Then, based on the datadescribed in table |, mformation can also be obtai
Syariah Indonesia is mostly 20-39 years old, 15 respondents or 38% of th

+af the respondents at Ban
ho are 30-39 years old,

there are 18 respondents. or 453%, those aged 40-49 years there are 7 respondents or if it is calculated at 17% of

the total existing population

DISCUSSION
Research Variable Descriptive Analysis
The frequency of respondents’ answers to the research questionnaire can be seen as follows :
1 . Descriptive Analysis of Mobile Banking Variables (X 1)
The frequency of respondents’ answers to the Mobile Banking variable (X 1) is as follows:

Table 2. Tabulation of Respondents’ Answers for Mobile Banking Variables (X 1)

A 10 250 15 375 13 325 2 50 0 0 40

2 g 200 17 425 12 0 3 15 0 0 40 100
3 g 200 0 500 12 0 1] 0 0 0 40 100
A 13 325 16 40.0 9 225 2 50 0 0 40 100
3 9 225 20 50.0 9 225 2 50 0 0 40 100

Source: Questionnaire Resulis {data processed from SPSS ). 20 23
Based on Table 2 it can be explained as follows:

Jowrnal Bima { Business, Managemens And Accounting), Vol. 4% No. ¥1 20263 page: | - 1zl B
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In table 2 which has been listed above, conclusions can be drawn if 10 people { 25.0 %) stated that they strongly
agreed that the security of the Mobile Banking system provided by Islamic banks had strong security , while 15
people { 37 5 %) agreed , 13 people (32 5%) disagreed and 2 people (3 0%) stated that they did not agree

In table 2 it can also be concluded if ie. 8 people { 20.0 %) stated that they strongly agreed that the se
features in the Mobile Banking application were easy to understand , 17 people { 42.5 %) agreed, 12 people
(30.0%) stated that they did not agree , while 3 people ( 7.5 %) stated that they did not agree .

In table 2 which has been listed above, information can be obtained If & people ( 200 %) stated that they
strongly agreed that the Mobile Banking Application guaranteed data privacy to be maintained , 20 people
(50.0%) agreed, 12 people { 30.0 %) stated that they did not agree.

In table 2 which has been listed above, information can be obtained If 13 people{ 32.5 %) stated strongly agree
that the Maobile Banking Application can be used anytime and anywhere | 16 people { 400 %) stated that they
agreed, 9 people { 22.5 %) stated that they did not agree, 2 people (5.0%) stated that they did not agree.

In table 2 which has been listed above, information can be obtained that the response speed of the existing
system in Mabile Banking is quite satisfactory , namely 9 people { 22.5 %) stated that they strongly agree that
you receive an increase in compensation every year , 20 people { 500 %) agreed, 9 people ( 22.5 %) stated that
they did not agree, 2 people ( 5.0 %) stated that they did not agree .

2 Administrative Cost Variable Descriptive Analysis (X z)
The frequency of respondents’ answers o the Administrative Cost variable (X 2 )is as follows:

Table 3. Tabulation of Respondents’ Answers for Administrative Cost Variables (X »)

1

| Formatted: Fon{ (Default) Open Sans

" (Formatted Tablh
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3 9 125 15 315 15 375 1 25 0 0 40 100 (

4 9 5 17 425 10 250 4 100 0 0 40 100 | Formatted: Font: (Default) Open Sans
3 10350 19 4715 10250 1 25 0 0 40 100 | Formatted: Font: (Default) Open Sans
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Based on Table 3 it can be explained as follows: ‘a
In table 3 which has been listed above, information can be obtained that the majority of cus l()ml:rj Bank Syariah
Indonesia , namely 12 people { 30.0 %) stated that they strongly agreed that the fees charged vhen using the
Mohile Banking application were low , while 18 le (450 %) agreed, 9 people (22 5%) disagreed and 1
person (2.5%) stated that they did not agree.
In table 3 which has been listed above, information can be obtained that the majority of customers Bank Syariah
Indonesia , namely 12 people ( 30.0 %) stated that they strongly agreed that the installation of the Mobile
Banking application on a smart phone was free of charge , 18 people ( 450 %) agreed, & people (20%) stated
that they did not agree . while 2 people ( 5.0 %) slé that they did not agree .
In tablg 3 which has been listed above, information can be obtained that the majority of customers Bank Syariah
Indonefia 9 people ( 22.5 %) stated that they strongly agree that money transfer fees to other banks are charged
at low fees when making transactions at Indonesiag Islamic banks, 15 people ( 375 %) said they did not agree
and 1 person (2.5%) stated that they did not agrl:cﬁ
In table 3 which has been listed above, information can be obtained that the majority of customers Bank Syariah
Indonesia , namely 9 people { 22.5 %) stated strongly agree that registration of new prospective customers at
Indonesian Islamic banks is free of charge |, 17 pe (425 %) agreed, 10 people ( 25.0 %) said they did not
agree, 4 people (10.0%) disagreed.
In table 3 which has been listed above, information can be obtained that the majority of customers Bank Syariah
Indonesia , namely 10 people ( 25.0 %) stated that they strongly agreed that the meobile banking application did
not use prepaid credit when used | 19 people ( 47.5 %) agreed, 10 people ( 250 %) stated that they did not
agree, | person { 2.5 %) stated that they did not agree .

3. Descriptive Analysis of Customer Satisfaction Variable (Y)

The frequency of respondents’ answers to Customer Satisfaction (Y) is as follows:

Table 4 Tabulation of Respondents’ Answers isfaction Variable (Y)
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1) Intable 5 which jas beenlisted above, information can be obtained that the majority of customers Bank Syariah Formatted: FonfiSdi-Rarusa
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2) Intable 5 which has been listed above. information can be obtained that the majority of customers Bank Syariah
Indonesia, namely 9 people ( 22.5 %) stated that they strongly agreed that the fee charged was low enough sp

that it was in accordance with the wishes of the cystomer , 17 people ( 42.5 %) stated that they agreed, 1
people (30.09) stated that they did not agree , wh people { 5.0 %) stated that they did not agree .

3) Intable 5 which has been listed above, information can be obtained that the majority of customers Bank Syariah
Indonesigdnamely 6 people ( 15.0 %) stated that they strongly agreed that customers would always use Islamil
bank servjces when making transactions |9 people (22 5% ) agreed, 19 people ( 47.5 %) said they did not agrep

and 6 people (15 0% stated that they did not agre

4)  Intable 5 which has been listed above, mformation can be obtained that the majority of customers Bank Syanap
Indonesia . namely 7 people { 175 %) stated strongly agree that the products offered by Islamic banks ip
Indonesia are in accordance with customer needs L1 people { 27.5 %) agreed, 17 people ( 4 7o) said they

did not agree, 2 people (5.0%) said they did not agel, while 3 people (7.5 %) stated strongly disagree
5)__In table 5 which has been listed above, mformation can be obtained that the majonity of customery Bank Syariah
namely 6 people ( 150 %) stated that they strongly agreed that the communiclition used by

Islamic bank employees was quite friendly and easy for customers to understand 23 -pecple

{575 %) agreed, 11 people ( 27.5 %) stated that they did not agree

o

Results of Multiple Linear Regression Analysis
In carrying out multiple linear regression analysis, SPSS version 2 2 was used . The results of data processing

are shown in the following table:
Tahble 5. Multiple Linear R sion Analysis Results

r

Formatted Table ]
| Font: (Default) Open Sans |

{Constant) ( Font: (Default) Open Sans )
maobile banking 337 112 388 3018 004
administrative costs An9 130 412 3138 003
. Dependent Variable: customer satisfaction | Formatted: Font (Default) Open Sans J
Source: Research Resulr_s (Processed by S.T’.SS',L 20 23. : : 0\_\\ | Formatted: Font: (Default) Open Sans ]
w tg:t.\-f:en;’;['ka:aﬁé Lrlll}u:tl{;'::r:l;l{:irr::g_ed Coeffic rcm:icofumn camed value constants and regression coefficienty, [ Formatted: Line spacing: single ]

Y=-2574+40.337X ,+0 . 409X 5, _e

The interpretation of these equations is as follows:
Constant (a) = -2.574 Thisf shows if X ( mobile banking, administrative costs ) is constant or X = 0, thep
customer satisfaction is 2574
2y Coefficient (b 1) =0.337 . This shows if each variable changes one mobile banking factor (X 1), will increase

customer satisfaction by 0.337 . _
3) Coefficient (b ) = 0409 | This shows if each variable changes one Administrative cost factor ( X 2 ), will

increase customer satisfaction by 0.400 |

Hy pothesis test
1. Partial Hypothesis Test (T Test)
To test the effect of the independent variable on the dependent variable partially, the T statistical test (T test) s
used. If the t coun valu: > t ke vaue , then HO is accepted, conversely if the t count value < t tabld value, then HO i
rejected ] The results of partial hypothesis testing can be seen in Table 7 below:
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{Constant) . | -631
maobile hanking 337 112 388 3018 005
administrative costs 409 130 412 3038 003
Ja. Dependent Variable: customer satisfaction |' Font: (Default) Open Sans ]
Source: Research Results ( Processed by SPSS). 20 23
1y From the data above, it can be concluded that for Mobile banking t f 3.018 while t o). 1.689 (t
greater than t e ) which means H o is rejected and H ; is accepted ther words| Mobile bankmg has a

significant effect on customer satisfaction. this is also reinforced by the sigf value w] C‘.'h is 0005
smialler than the alpha value of 0.05
For administration costs , it can be ¢
greater than t- ge. ), Which means H
significant effect on customer satsfaction, this
than the alpha value of 0.05

2

B e b= coum Valie is 3138 whilehe = table is 1,08°
» ap.
Stand H ;retzncdbrl T words administrat ve] copts

s also remforced by the ugi value of 0.003 wh
Simultaneous Test(Test F)

The simultaneous test is a simultaneous test, that is, all the independent variables on the dependent variable
simultaneously at degrees of freedom dif (4 -1 =3 ) and di] - ( 40 - 4 = 36 ). Then the F o, used is the value of F
(3:36)=2.64 . We can do this gest by fooking at the ANCVA table display as follows:

Table 7. Simultaneous Test

Formatted Table )
| Formatted: Font: (Default) Open Sans |
A Regression 135,186 (S s 45,062 10,371 000" [ ¥ Font: (Default) Open Sans |
residual 156414 36 4345
Total 291 600
A. Dependent Variable: customer satisfactioy | Formatted: Font: (Default) Open Sans ]
b. Predictors: (Constant), mobile banking, giministratiy€ costs [ F Font: (Default) Open Sans ]

5), 202

m the above results it is known
wsle And the significant value is 0,000 lgss
and H3 gaccepted ] A tance of the g i
to explain the divefsity of the gt variable (Y) in ﬂ'll:, case the mnblle. banking variable, admini istrative costs
simultancously have a significant effect on customer satisfaction .

Somccécvcar ch Results { Processed by SP,

Coefficient of Determination
The coefficient of determination (R2) to measure how far the model's ability to explain variations in customer
satisfaction variables. Here are the results.

of the Coefficient of Determination

Formatted Table
anﬂnnthd:Fut(Defa.lt)Q)enSans

A A1 F y ; | Formatted: Font: (Default) Open Sans
. Predictors: (Constant)., i ing. administrative costs

e Formatted: Font: ault) Open Sa
b. Dependent Variable: customer sali: n l[ ey =
Source: Researgh Results ( Processed by SPSS), 20 2. = Fonk:i(efa.lt) Open Sans
Based on the Adjusted R square value of 0419 offd1.9%. it shows if Mobile banking angdradministrative costs
simultaneously contribute to customer satisfaction by 449, while the remaining 58.1% is expfiined by other variables
not proposed in this study
pL Font: Italic ]
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CONCLUSIONI

lPa.n.iaI hypothesis testing for the Mobile Banking| variable shows that the ealeulated t value is greater than th
ttable (3.018 > 1.689), meaning that the Mobile Bankijg variable can have a positive and significant effect on th|
customer satisfaction variable. Partial hypothesis testing for the Administrative Costs variable shows that th
calculated t value is greater than the t table (3.138 > 1 689), meaning that the Admipistrative Costs variable can hay
a positive and significant effect on customer satisfaction vari s. And from the s of the simultaneous tesyit is
known that F que= 10.371 and F ase = 2.64 in this case F coum ter than the F wx. and the significant value is 0

less than the alpha value of 0.05, so the decis is . Acceptance of the alternative hypothesis s

that the independent variables X | and X z are able o axp]mvmty of the dependent variable (Y) in this case
the mobile banking and administrative costs varibTey—sm usly have a significant effect on customdr
satisfaction |

+——{ Formatted: Indent: Left 0 cif Fisiin
|

sting service system in the mobile bankin|
application by Mpproving the features i the application, so that customers can more easily understand and us 3
application)] For idministrative financing in Indonesian Islamic banks to be reduced again, especklty Tega
administratlve costs of money transfer transactions to other banks to be lowen g
customers feel satisticd using the services provided by Indonesian Islgm k
hanks , which are known to be different from other compswieT owned by otherjetties, needs to be maintained and
necessary, the employee management o Fsian Islamic banks should innovate even more so that increasin
customer confidence to save at the bank
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