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Abstract : Research This carried out at BPR Central Java with Population in study 

this is all over individual BPR customers, who use service banking from BPR 

above will alone; good savings, checking account and credit spread across 32 BPR 

offices located in Central Java. With amount sample as many as 320 respondents. 

Retrieval technique sample in study This use accidental sampling technique. 

Analysis technique in study This use technique analysis SEM with AMOS 5 

(Analysis of Moment Structure) and SPSS version 20.0 program packages. From 

the results testing hypothesis show that Hypothesis First No significant, that 

bond connection influential towards loyalty customers. This means that it is 

getting closer bond the relationship that occurs between Customer with company 

BPR banking, no always increase loyalty customers, The second hypothesis is 

significant, that trust has an effect on customer loyalty. The higher the level of 

customer trust does not necessarily have an implication on increasing the loyalty 

of BPR banking customers, The third hypothesis is significant, that service 

quality has an effect on customer loyalty. The better the quality of service to 

customers does not necessarily have an implication on increasing the loyalty of 

BPR banking customers, The fourth hypothesis is significant, that the 

relationship ties have an effect on Commitment. The closer the relationship ties 

between customers and BPR financial institutions have implications for 

increasing BPR banking Commitment, The fifth hypothesis is significant, that 

trust has an effect on Commitment. The higher the customer trust in BPR 

financial institutions has implications for increasing BPR banking Commitment, 

The sixth hypothesis is significant, that service quality has an effect on 

Commitment. The higher the customer trust in BPR financial institutions has 

implications for increasing BPR banking Commitment, The seventh hypothesis 

is significant, that commitment has an effect on customer loyalty. The higher the 

Commitment to BPR financial institutions has implications for increasing BPR 

banking customer loyalty, Hypothesis eighth significant, m proves that the 

commitment mediate in full bond influence connection towards loyalty 

Customer from the results of the Sobel test. Commitment mediate in a way full 

influence between bond connection to loyalty customers, meaning the interaction 

between the bonds connection with commitment will improve loyalty Customers 

, Hypothesis ninth significant , m proves that the commitment partially mediate 

the influence of trust towards loyalty Customer from the results of the Sobel test. 

Commitment mediate in a way partial influence between trust to loyalty 

customers, meaning the interaction between trust with commitment will 

improve loyalty Customers, Hypothesis tenth significant, m proves that the 

commitment partially mediate the influence of quality service towards loyalty 

Customer from the results of the Sobel test. Commitment mediate in a way partial 

influence between quality service to loyalty customers , meaning the interaction 

between quality service with commitment will improve loyalty customers. 

Keywords: Relationship Bonds, Trust, Service Quality, Customer Loyalty, 

Commitment. 
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much as 99.9% of accounts savings in banking national has guaranteed by LPS. 

This is in line with the role of LPS as authority guarantor savings and bank resolution in 

Indonesia. While for total account as many as 265,884 accounts or 93.32% of the total 

accounts in the liquidated banks . The coverage LPS guarantee is very adequate Because as 

For to pay claim guarantee savings customers at the liquidated bank . 

General Bank and 115 BPRs, seven of them is located in Central Java. 

Deposits (LPS) have liquidating 116 banks in various regions in Indonesia consisting of of 1 

which was released on Friday , May 6, 2022, the Deposit Insurance Agency 

 

Introduction 

Banking world , especially BPR, which focuses on consumers class lower experience 

decline very significant opinion during period 2020 to by 2021 (Chiu et al ., 2022) . This 

becomes indication institution finance banking especially BPR stated No healthy that will 

threaten sustainability institution said . Banking institutions especially BPR becomes fresh 

blood of the economy class intermediate down ( Herhausen et al ., 2019) . Banking health is 

largely determined by the level of trust public in form loyalty to institution finance banking 

(Afsar, 2021) . The more tall loyalty public to service banking so health banking will 

guaranteed its continuity (Afsar, 2021) . Indications This in line with the data available at 

the institution research states that that current BPR finances are experiencing decline during 

period walk . 

 
https://keuangan.kontan.co.id/news/sepanjang-2021-lembaga-penjamin-simpanan-lps- 

likuidasi-8-bpr , 

Moreover, LPS has 

duties and functions 

community in BPR is increasing decrease or even Lots customers who move to another bank 

or close his account . Based on the data obtained from source https://jateng.bps.go.id/ , which 

was released in early 2020, obtained data on the decline amount account Customer between 

200%    –    300%,    and    correlated    with    sourced    data    from 

. This is show that interest the consisting of on one general bank and 100 BPRs Indonesia 

account customers and 5 years final This , LPS has liquidate 101 banks in various regions in 

Related with phenomenon The latest problems faced by BPR are: decline amount 

convenience restructuring , the amount of NPL that occurs will more big . 

ratio credit problematic rural credit banks continue uphill since There is pandemic or 

starting April 2020. Lastly , the position ratio credit troubled in July 2020 has touched the 

level of 8.34 percent . Before happen pandemic , or in March 2020, the ratio credit 

problematic or nonperforming loan (NPL) BPR is of 7.95 percent . In January and February 

2020, the NPL was 7.26 percent and 7.53 percent respectively . Director Research Center of 

Reform on Economics ( CORE ) Indonesia Piter Abdullah Redjalam say pandemic Already 

estimated will suppress banking NPL . However , the increase in BPR NPL is up to 8 percent 

rated Still moderate with assisted by the restructuring program . Without existence 

Based on the data obtained from source https://finansial.bisnis.com/ ( released 4/10/20), 

https://keuangan.kontan.co.id/news/sepanjang-2021-lembaga-penjamin-simpanan-lps-likuidasi-8-bpr
https://keuangan.kontan.co.id/news/sepanjang-2021-lembaga-penjamin-simpanan-lps-likuidasi-8-bpr
https://jateng.bps.go.id/
https://finansial.bisnis.com/
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Table 1. Number 1credits and accounts provided by People's Credit Banks (BPR) by Regency/City in Central 

Java Province 
 

Amount of Credit and Accounts Provided by Rural Credit Banks (BPR) by Regency/City 

 in Central Java Province  

 

 

 

 

 

 

 

 

Regency 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Amount of Credit and Accounts Provided by Rural Credit Banks (BPR) by Regency/City in Central Java 

Province 

Amount Credit and Accounts Provided by Rural Credit Banks (BPR) According to Regency /City in Central 

Java Province 

 
Source : Financial Services Authority 

Regency / City 
Amount of Credit Given Number of Accounts 

 2020 2021 2020 2021 

CENTRAL 

PROVINCE 

JAVA 
206.080.806.519 97,603,298,970 6,614,106 2,844,320 

Cilacap Regency 8,978,371,386 4,312,652,098 302,241 133,282 

Banyumas Regency 13,377,431,911 6,684,175,223 354.157 153,831 

Purbalingga 
7,155,281,779 3,257,349,915 203.175 89.206 

Banjarnegara  9,667,385,619 4,563,592,627 280,370 123,997 
Regency     

Kebumen Regency 4,036,861,895 1,948,316,446 184,229 80,394 

Purworejo Regency 3,370,498,146 1,615,571,649 116,438 51,768 

Wonosobo Regency 6,585,681,307 3,111,534,407 139,098 61,262 

Magelang Regency 10,651,565,402 5,069,272,918 337,633 143,281 

Boyolali Regency 6,605,018,745 3,015,069,190 257,848 108,451 

Klaten Regency 8,690,332,647 4,080,685,420 259,774 111,595 

Sukoharjo Regency 4,926,241,110 2,331,157,684 135,752 59.165 

Wonogiri Regency 3,787,961,485 1,842,551,926 122,143 55,465 

Karanganyar  9,374,499,920 4,536,409,807 208,769 91.127 
Regency     

Sragen Regency 7,659,258,909 3,579,058,703 160,193 71,859 

Grobogan Regency 6,985,097,643 3,398,249,438 372,846 151,299 

Blora Regency 3,682,043,343 1,663,392,652 151,702 66,864 
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Table 1. shows that amount credit provided by each BPR to customers are very diverse . This is 

allegedly Because amount credit be a strategy that can interesting Customer For utilise services 

finance offered . Data shows that the BPR that disbursed credit amount big credit can interesting 

amount more customers many . Here This chart amount BPR Central Java customers during period 

2020 to with 2021 

 

 

 
Gambar 1. Presentase Penurunan Jumlah Nasabah BPR Th 2020-2021 

Based on Figure 1. it shows that pattern decline amount customers are very volatile , 

this This need good management in frame For maintain amount customers to be stable . 

This is become need main for BPR to Maintaining Financial Health For ensure trust 

customers so as not to easy move to other financial institutions . As reference in develop 

study this , researcher do review library and also use the result data findings study 

previously based on the Google Scholar and Scopus databases with next publish & parish 

application visualized use application VosViewer . With application VosViewer This 

researcher Can analyze with using metadata as well researcher can see between network 

between journal research . Data is selected start 2018 to with 2023. Here are the This is results 

findings from a number of research that has been done previously in visual form , and so is 

research Now This with study the previous one that differentiates is variable bond 

connection . The visual form of Vos Viewer is as follows following : 

 

Figure 2. 2 VosViewer diagram images 

 

Credit Bank (BPR) located in Central Java is object in study This is for increase 

performance, BPR Management is required still maintain and develop marketing , with 

always give service best for trust Customer still awake , and bond connection term long with 

its customers can created in a way harmonious , so that Customer committed For always 

loyal. That thing intended For can maintain customers who have owned by him in frame 

strengthen his position in the market and reach level more growth good . With conceptualize 

Commitment as a mediating variable become a novelty of related research with loyalty 
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customers . Related with problem problems faced by today 's banking world , which shows 

level loyalty declining customers , research This to study and research more carry on about 

phenomenon loyalty declining customers . 

Based on the description that has been put forward above on the background back and title 

study can formulated problem as following : 

1. Whether  bond  connection influential to loyalty BPR customers in Central Java? 

2. Whether trust influential to loyalty BPR customers in Central Java? 

3. Whether quality service influential to loyalty BPR customers in Central Java? 

4. Whether  bond  connection influential to BPR commitment in Central Java? 

5. Whether trust influential to BPR commitment in Central Java? 

6. Whether quality service influential to BPR commitment in Central Java? 

7. Whether commitment influential to loyalty BPR customers in Central Java? 

8. Whether commitment mediate influence bond connection to l o y a l i t a s BPR 

customers in Central Java ? 

9. Whether commitment mediate influence trust to l o y a l i t a s BPR customers in 

Central Java ? 

10. Whether commitment mediate influence quality service to l o y a l i t a s BPR 

customers in Central Java ? 

The purpose of study This is For know and analyze influence : 

1. For test and analyze influence bond connection to loyalty BPR customers in Central 

Java. 

2. For test and analyze influence trust to loyalty BPR customers in Central Java. 

3. For test and analyze influence quality service to loyalty BPR customers in Central 

Java. 

4. For test and analyze bond connection influential to BPR's commitment in Central 

Java. 

5. For test and analyze trust influential to BPR's commitment in Central Java. 

6. For test and analyze influence quality service to BPR's commitment in Central Java. 

7. For test and analyze influence commitment to loyalty BPR customers in Central Java. 

8. For test and analyze commitment mediate influence bond connection influential to l 

o y a l i t a s BPR customers in Central Java. 

9. For test and analyze commitment mediate influence trust to l o y a l i t a s BPR 

customers in Central Java. 

10. For test and analyze commitment mediate influence quality service to l o y a l i t a s 

BPR customers in Central Java. 

Result of study This expected will have benefit theoretical and practical , as follows This 

second benefit the : 

1. Contribution Theoretical 

Input results in development theory marketing especially related with bond 

relationship, trust, satisfaction consumers and quality service to commitment and 
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loyalty to BPR customers, and provide input in the form of explanation as well as 

comprehensive and evidence empirical. 

2. Practical Contribution 

Study This expected capable give understanding and additions information to 

Customer and public about How bond connection (relation) , trust (trust), satisfaction ( 

satisfaction ) and quality consumer service ( service quality ) . 

3. Policy Contribution 

Study This expected can give information more carry on about bond relationships 

and trust, satisfaction and quality service consumer to commitment and loyalty to BPR 

customers, so that can give meaningful input for taking policies and BPR development 

in the future come. Research This can also be material reference for other banks in 

develop marketing strategy more Good in reach objective organization. 

Research methods 

Researcher will use type study explanatory responsible answer For find Why a 

incident through formation connection cause and effect . In understanding this, study 

explanatory can handle determination causes and effects through testing hypothesis. This 

is approach quantitative will in use in study This For test hypothesis with use formula 

Structural Equation Modeling (SEM) statistics approach qualitative used For to obtain 

depth, richness and complexity of data through activity observation and interview so that 

capable give description about condition holistically in accordance with objective research. 

Population in study this is all over individual BPR customers , who use service banking 

from BPR above will alone; good savings, checking account and credit spread across 32 BPR 

offices located in Central Java. With amount sample as many as 320 respondents. 

Taking technique sample used in study This is accidental sampling. According to 

Sugiyono (2007:73) accidental sampling technique is technique determination sample based 

on coincidence , that is Who just in a way coincident ( incidental ) meeting with researcher 

can used as sample. variable exogenous in study This consists of from : 1. Bond Relationship 

(IH), 2. Trust (Kpc), 3. Quality Service (KP). For Variables mediation in study This is 

commitment (Km). While endogenous variables used in study This is Loyalty (Ly). Analysis 

techniques used in the research This is descriptive statistics and inferential statistical 

analysis.Analysis descriptive used in analyze data with method describe or describes the 

research data that has been collected. 

Analysis descriptive intended For know distribution frequency answer from results 

questionnaire with method collect data from results answer the next respondent tabulated 

in table and done discussion in a way descriptive. From the results distribution 

questionnaire , then the average score calculated. All respondent data is used as sample 

study obtained through the questionnaire which was then analyzed with SEM based on the 

AMOS and SPSS programs. AMOS program show measurement structural and used 

problems For test the hypothesis model. It is due to existence ability For estimate known 

coefficients from structural linear equations, accommodate models that are latent variables, 
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accommodating error measurement on variables exogenous (exogenous variables) and 

endogenous variables (endogenous variables), and accommodate reciprocal warning 

simultaneous and mutual dependency. 

1. Full Model Path Diagram Development 

A model depicts connection between variables used in hypothesis so that the model 

can viewed as combination the hypotheses used For answer A problem research . The 

model is designed based on framework concept , definition operational , and 

relationships between variables that are theoretical can made model in path diagram 

form SEM as following 
 

 

 

 

 

Information : 

IH = Bond Connection 

Kpc = Trust 

KP = Quality Service 

Km = Commitment 

Ly = Loyalty 

2. Convert Path Diagram Into Mathematical Equation 

Next the model is converted into the form equality developed structural based on model 

specifications as following : 

a. structural equation that states connection causal between variable is : 

1) Commitment (Km ) 
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Km=γ1 IH + γ2 Kpc+ γ3 KP + ζ1 

Where : 

Km = Commitment 
γ1 , γ2 , γ3 = Regression w eight 

IH  = Bond Connection 

Kpc = Trust 

KP = Quality of service 

ζ1 (zeta) = measurement error 

2) Loyalty (Ly) 

Ly = γ1 IH + γ 2 Kpc + γ3 Kp + 

Where : 

Ly = Loyalty 

γ 4 Km + ζ 2 

1 , 2 , 3 , 4 = regression weight. 

IH = Bond Connection 

Kpc = Trust 

KP = Quality of service 

Km = Commitment 

ζ1 (zeta) = measurement error 

a. The measurement model specification equation determines indicators that can 

measure latent variables and determine a series matrix showing correlation and 

hypothesized is as following ; 

Measurement equation variable exogenous (exogenous variable ) : 

IH .1 = λ 1 IH + δ 1 

IH .2 = λ 2 IH + δ 2 

IH .3 = λ 3 IH + δ 3 

IH .4 = λ 4 IH + δ 4 

IH .5 = λ 5 IH + δ 5 

IH .6 = λ 6 IH + δ 6 

Kpc .1 = λ 7 Kpc + δ 7 

Kpc .2 = λ 8 Kpc + δ 8 

Kpc .3 = λ 9 Kpc + δ 9 

Kpc .4 = λ 10 Kpc + δ 10 

Kpc .5 = λ 11 Kpc + δ 11 

Kpc .6 = λ 12 Kpc + δ 12 

KP .1 = λ 13 KP + δ 13 

KP .2 = λ 14 KP + δ 14 

KP .3 = λ 15 KP + δ 15 

KP .4 = λ 16 KP + δ 16 

KP .5 = λ 17 KP + δ 17 

KP .6 = λ 18 KP + δ 18 
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Km .1 = λ 19 Km + δ 19 

Km .2 = λ 20 Km + δ 20 

Km .3 = λ 21 Km + δ 21 

Km .4 = λ 22 Km + δ 22 

Km .5 = λ 23 Km + δ 23 

Km .6 = λ 24 Km + δ 24 

Ly .1 = λ 25 Ly + δ 25 

Ly .2 = λ 26 Ly + δ 26 

Ly .3 = λ 27 Ly + δ 27 

Ly .4 = λ 28 Ly + δ 28 

Ly .5 = λ 29 Ly + δ 29 

Ly .6 = λ 30 Ly + δ 30 

Ly .7 = λ 31 Ly + δ 31 

Ly .8 = λ 32 Ly + δ 32 

Where 

IH .1 = Cumulative Point Program 

IH .2 = Giving free gift 

IH . 3 = Intensive communication 

IH . 4 = Bond harmonious family 

IH . 5 = System information used 

IH . 6 = Easily accessible ATM 

Kpc .1 = Reliable 

Kpc .2 = Providing the best service 

Kpc .3 = Employee Which Honest 

Kpc .4 = Provides a sense of security 

Kpc .5 = High integrity 

Kpc . 6 = Employee Consistent 

KP . 1 = Comfortable waiting room 

KP . 2 = State- of -the-art equipment 

KP . 3 =  A skilled employee 

KP . 4 = System recording reliable document 

KP . 5 = Clear information 

KP . 6 = Employee responsible answer 

K m . 1 = Same service 

K m . 2 =  Importance BPR services 

Km . 3 = Establishing a close relationship 

Km . 4 = Proud to be a BPR customer 

K m . 5 = Good relationship with customers 

K m .6 = Guard connection term long 

Ly . 1 = Regular use of services 

Ly . 2 = Stay loyal to BPR 

Ly . 3 = BPR becomes the first consideration 
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Ly . 4 = Do not use other services 

Ly . 5 =  Recommend to others 

Ly .6 =  Informing positive things 

Ly . 7 = Not easily influenced 

Ly . 8 = Don't want to move to another bank 

λ( lambda )= relationship between exogenous latent variables (exogenous variable) to 

indicator 

δ(delta) = measurement error of indicator variable exogenous (exogenous variable). 

3. Structural Equation Modeling (SEM) Evaluation 

Assumptions that must be filled in procedure collection and processing of analyzed data 

with modeling SEM is inspection assumption SEM which includes size normality , outliers 

and multicollinearity or singularity . 

a. Normality Test 

Data distribution must be analyzed For see whether assumption normality filled so 

that the data can be processed more carry on For modeling SEM . Normality test done 

with using the skewness test which shows that almost all over normal variables at the 

level significance 0.01. Multivariate value in the normality test is Multivariate kurtosis 

coefficient . If results obtained Still under limit value ± 2.58, p. That means the data used 

distributed multivariate normal (Ferdinand, 2021: 203). 

b. Outliers Test 

Outliers is observations that emerge with values extreme , good in a way univariate 

and multivariate , namely that which appears Because combination characteristics 

unique in its own right and looks very far away different from observation others . If 

the data obtained is not yet normally distributed , can done detection as well as outliers 

data removal . outliers data can known with method see mark Mahalanobis Distance . The 

numbers in the table Mahalanobis Distance column Mahalanobis d-square show how much 

Far data distance with point center certain . The distance is got from calculation method 

Mahalanobis. 

The more Far data distance with point data center , increasingly There is the 

possibility of the data is outliers . In the study this , outlier data check done with method 

distance mahalanobis which shows distance A observation from the average of all 

variable in A room multidimensional using criteria Mahalanobis distance at p < 0.001 level 

(Ferdinand, 2021:102). 

c. Multicollinearity or Singularity 

According to Ferdinand (2021:108) For see whether there is multicollinearity or 

singularity in A combination variables . Multicollinearity from singularity can detected 

through determinant matrix covariance . Determinant value matrix very small covariance 

give indication the existence of multicollinearity problems or singularity . In other words 

if mark This Far from The number Zero can concluded that No there is problem 

multicollinearity or singularity in the analyzed data said , ( Ghozali , 2021: 225). 
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Confirmatory Factor Analysis ( CFA ) 

Confirmatory Factor Analysis ( CFA ) is one of the method analysis multivariate which 

can used For confirm whether the measurement model is built in accordance with 

hypothesis . In CFA , there are latent variables and variables indicator . The latent variable 

is variables that are not can formed and built in a way directly , whereas variable indicator 

is variables that can observed and measured in a way direct . CFA confirm whether indicator 

the Correct describe its construction . Measurement indicator it is said appropriate in 

compile A variable if mark the resulting loading factor > 0.300 ( Sugiyono , 2007:35). 

1. Evaluation Trait Model Mediation ( Goodness of Fit ) 

Testing to The Goodness of Fit Index ( GFI ) of the model must done For ensure that the 

structural model that has been arranged can explain direction relationship , direction 

influence with right , and not cause biased meaning . 

a. Model One Analysis Step Approach Base Model 

In the SEM model , for the measurement model and the structural model the 

parameters are estimated in a way together . This way rather experience difficulty in 

fulfil fit model guidelines . Possibility the biggest caused by the occurrence of 

interaction between measurement model and estimated structural model in a way 

together ( one - step approach to SEM ) (Teo et al, 2013: 14). 

A number of type fit index ; 

1. X 2 – Chi squared Statistics 

value of X 2 relative to the degrees of freedom indicates that the observed and implied 

variance-covariance matrices differ. Statistical significance indicates the likelihood that this 

difference is due to sampling variation. A nonsignificant value of X 2 indicates that the two 

matrices are similar, indicating that the implied theoretical model significantly reproduces 

the variance-covariance relationships. The researcher is interested in obtaining a 

nonsignificant value of X 2 with the associated degrees of freedom. Therefore, it may be 

more appropriate to refer to the chi-square test as a measure of poor fit (Schumacker and 

Lomax, 2010:85-86). 

2. GFI ( Goodness Of Fit Index ) 

The Goodness of Fit index (GFI) assesses the relative amount of explained variation and 

covariance explained by the model. This is like R in regression analysis (Teo et al., 2013: 14); 

GFI indicates a better model. There is no standard regarding how much GFI is accepted as 

a decent value. Many researchers recommend a value > 0.9 as a measure of goodness of fit 

(Ghozali, 2017). 

1) GFI ( Adjusted Goodness of Fit ) 

AGFI is a development of GFI which is adjusted to the ratio between the degree of freedom 

for the proposed model and the degree of freedom of the initial model (null model). AGFI is 

somewhat similar to Parsimonious Normed Fit Idenx (PNFI) (Noor, 2015: 133). The 

recommended value is > 0.90 (Ghozali, 2017: 65). 

2) CMIN / DF 

The X 2 /df ratio was never formally introduced as a fit index but appears to have evolved 

as an ad hoc measure , which is easy to calculate. The X 2 value is used more descriptively in 
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evaluating model fit, with df acting as a standard of comparison. The rationale for the X 
2 /df ratio 1 is that the expected value of X 2 for the true model is equal to df (West et al., 

2012: 214). Waluyo (2016: 17) states that the expected CMIN/DF is < 2.0, which indicates 

acceptance of the model. 

3) TLI ( Tucker Lewis Index ) 

Tucker Lewis Index (TLI) is used to compare the proposed model with the null model. 

Since TLI is not normed, its value can fall below 0 or above 1 (Teo et al., 2013: IS). TLI 

value > 0.9 indicates a high fit (Noor, 2015). 

4) CFI ( Comparative Fit Index ) 

Comparative Fit Index (CFI) indicates the relative fit of a particular model versus a baseline 

model (Teo et al., 2 0 13: 13). The recommended CFI value is > 0.90 (Noor, 2015). 

5) RMSEA ( Root Mean Square Error Of Approximation ) 

RMSEA is a measure of fit that compares the average difference of each expected degree 

of freedom that can occur in a population with each other. This scale is influenced by 

sample size (Civelek, 2018: 20). Noor (2015: 131) states that the RMSEA value that 

indicates goodness of fit is <0.08. 

Of the seven type study fit index which measures degrees conformity between the 

hypothesized models with observation data study can summarized as in 
Table 2. as following Criteria Goodness of Fit Index 

 

Goodness of Fit Index Cut - off Value Possible Match Level Accepted 

Chi square As small as Possible Following the related statistical tests 

with condition significant . The more 

small its value the more Good . 

Significant Probability > 0.05 sig Prob value ≥0.5 indicates the SEM 

model obtained is worthy . 

Root Mean Square Residual ( 

RMSEA ) 

≤ 0.08 Estimated mean per df ( degree of 

freedom ) happen in population and 

not in sample it is said close fit if 

RMSEA ≤ 0.05 and is considered good 

fit if 0.05 ≤ RMSEA ≤ 0.08 

Goodness of Fit Index Cut - off Value Possible Match Level Accepted 

Goodness of Fit index ( GFI ) ≥ 0.90 Values range between 0-1. The more 

tall its value the more good . GFI ≥ 

0.90 means good fit , while 0.8 ≤ TLI ≤ 

0.9 means marginal fit . 

Adjusted Goodness of Fit Index 
( AGFI ) 

≥ 0.90 AGFI value ≥ 0.90 indicates the SEM 
model obtained is worthy . 
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The   Minimum   Sample 
Discrepancies Function in 

Degree of Freedom ( CMIN / 

DF ) 

≤ 2.00 It is a Chi square x 2 statistic relative . The 
relative value of x 2 ≤ 2.00 or 3.00 is 

indication from acceptable fit between 

model and data. 

Tucker Lewis Index ( TLI ) ≥ 0.95 Values range between 0-1. A model is 

said to be good fit if TLI value ≥ 0.95 

and is considered marginal fit if own 

value 0.8 ≤ TLI ≤ 0.9. 

Comparative Fit Index ( CFI ) ≥ 0.95 Values range between 0-1. A model is 

said to be good fit if CFI value ≥ 0.95 

and is considered marginal fit if own 

value 0.8 ≤ CFI ≤ 0.95. 

Source : (Ferdinand, 2021:157). 

Modified Two Step Approach Model Analysis to SEM 

In interpreting models and modifying models for models that are not fulfil condition 

testing is carried out . After the model is estimated , the residuals must be small or approach 

zero and distribution frequency from residual covariance must be nature symmetrical (Teo 

et al, 2013: 17). Final step from analysis Two-Step Approach specifications model or modify the 

model. Respecification of the model done if the model feasibility test with use one of the the 

feasibility of the model produces a model that does not worthy . It is It means with modify 

so that obtained results in accordance with criteria index Goodness Of -Fit Index . 

Testing Hypothesis 

For know reception or rejection hypothesis research . The next steps taken is a 

hypothesis test . Hypothesis test use rules testing Significance . Testing significance 

connection between latent variables can seen from testing of measurement models and 

structural models . For measure significant influence variable exogenous (exogenous variable) 

in a way partial to endogenous variables , carried out with the SEM - Amos program . In the 

application program SEM - Amos estimate loading structure stated as regression weight 

estimation . In testing hypothesis there are two ways that is with influence direct and 

influence No direct . Influence straight to research This aiming For test relatedness between 

bond relationship , trust , quality of service to loyalty BPR customers , then used criteria as 

following ; 

First , if ρ ≤ α = 0.05 then Ha ( hypothesis research ) is accepted , meaning There is 

influence direct between variable exogenous (exogenous variable) to endogenous variable 

(indogenous variable) . Appearance Standardized Direct Effect in SEM - Amos will give 

information influence variable exogenous (exogenous variable) to endogenous variable 

(indogenous variable) with know mark Critical Ratio ( CR ) > 1.96 or ρ ≤ 0.05. The CR and ρ 

values can seen from Amos output on regression weight in column CR and ρ. 

Second , if ρ > α = 0.05 then Ha ( hypothesis research ) is rejected , meaning No There is 

influence direct between variable exogenous (exogenous variable) with endogenous variable 

(indogenous variable) . 
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Influence No direct aiming For test variable commitment in mediate (intervening) 

influence bond relationships , trust , and quality service on loyalty Customer . Testing 

hypothesis mediation or intervening done with procedure developed by Sobel (1982) and 

known with the Sobel test ( Ghozali , 2016 ) . Meanwhile in study This testing influence No 

direct between bond relationship , trust , quality of service to loyalty BPR customers through 

commitment , then the Sobel test is used with formula : 

sab = √𝑏2 + 𝑠𝑎2 + 𝑠𝑏2 + 𝑠𝑎2𝑠𝑏2 

Where 

sab= Size standard error influence No direct 

a = Variable path independent with variable intervening . 

b = Variable path intervening with variable dependent 

sa = Standard error of coefficient a 

sb = Standard error of coefficient b 

Whereas For test significance influence No directly , then need count t value of coefficient 

ab with formula as following : 
𝑎𝑏 

Sobel test statistic (Z) = 
𝑆𝑎𝑏 

If the Sobel test value (Z) > Cut off = 1.96 then it can be concluded that there is mediation 

influence (Ghozali, 2021:1 83 ). The assumption of the Sobel test requires a large number of 

samples, if the number of samples is small, the Sobel test becomes less conservative. The 

Sobel Test can also be calculated using an online calculator ( Arnouuld , et al., 2017). Next, to 

find out the nature of the mediation The VAF (variance accounted for) method is used with the 

following formula: 

 

Where: 

𝑉𝐴𝐹 = 
(𝑝1 𝑥 𝑝2) 

 
 

(𝑝1 𝑥 𝑝2) + 𝑝3 

p1 = Path coefficient of the predictor variable to the mediator variable 

p2 = Path coefficient of the mediator variable to the dependent variable 

p3 = Path coefficient of the predictor variable to the dependent variable 

If VAF > 0.80 then the mediation is full (full mediation) , if 0.20 < VAF < 0.80 then the 

mediation is partial (partial mediation) , and if VAF < 0.20 then there is no mediation (Ghozali, 

2021:191). 

Results and Discussion 

In the Structure Equation Modeling Model , the measurement of model parameters is 

carried out in aggregate or simultaneously, at the base model stage it is still difficult to meet 

the model fit requirements . The cause is the disturbance or interference in the interaction 

between the measurement models so that the structure base model that is estimated together 

cannot meet the model fit , therefore it is necessary to modify the model that is built by 

correlating the parameters to improve the model in aggregate . Indeed, in reality The base 

model needs to be modified because the empirical data is not yet in sync with the theory, so 

parameter synchronization is needed in the form of model modification. The results of the 
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analysis on the basic model or one-step approach model as a base model that is done with the 

AMOS program can be presented as follows: 

Figure 3. 1Model or One-Step Approach Model 

Based on Figure 3 above, it can be seen that the model specification for testing structure 

equation modeling obtained several goodness of fit criteria as in Table 5.31 below : 

Table 3. Evaluation of Goodness of Fit Indices Criteria 
 

Goodness of fit indices Results Cut-off value Model Evaluation 

χ2 (Chi-Square ) 725,851 ≥ χ 2 (0.05; 449 ) = 400.872 Not good 

Significant Probability 0.001 ≤ 0.05 Not good 

CMIN/DF 1, 617 ≤ 2.00 Good 

RMSEA 0.0 50 ≤ 0.08 Good 

GFI 0, 848 ≤ 0.90 Not good 

AGFI 0.9 20 ≥ 0.90 Good 

CFI 0.9 28 ≤ 0.95 Less Good 

TLI 0.9 20 ≤ 0.95 Not good 

The evaluation results at the initial stage of the one-step approach model -base model 

turned out that the goodness of fit criteria used showed poor model evaluation results, 

meaning that the model did not match the data. This means that the conceptual model 

developed and based on theory is not fully supported by facts, meaning that empirical data 

is not yet in sync with the theory that has been built so that synchronization is needed by 

modifying the initial model. The Chi Square Test result of 725.851 < cut off = 400.872, means 

that in aggregate the model cannot be accepted. This indicates that the model that has been 

built is not good enough to explain the relationship between variables in the model. Thus, 

this model still needs to be modified as in the evaluation of the one-step approach modification 

model to SEM. 

Evaluation of the one-step approach base model needs to be carried out by correlating the 

error parameters which may reduce the aggregate statistical value , especially the Chi Square 

statistic . that is non-parametric tests that are often used in research. The working principle 

is to compare two variables whose data scale is nominal. The Chi Square test is usually used 

to determine the relationship between two nominal variables and then measure the strength 
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of the relationship between the two variables in question. The results of the basic model 

analysis , hereinafter referred to as the modification model, can be shown with the SEM 

modification index as in Figure 5.7 below: 

Figure 4. Model two-step approach Modification to SEM 

Based on Figure 5.7 above, it can be seen that the evaluation of the two-step approach 

modification to SEM model is an improvement on the base model for testing the SEM model, so 

the results of the analysis of several criteria that can be classified in Table 5.32 

Table 4. Evaluation of Goodness of Fit Indices Modification Criteria 
 

Goodness of fit indices Results Cut-off value Model Evaluation 

χ 2 ( Chi-Square ) 325.56 ≤ χ 2 (0.05; 435 ) = 387.647 Good 

Significant 

Probability 
0.19 7 ≥ 0.05 Good 

CMIN/DF 0.748 ≤ 2.00 Good 

RMSEA 0.02 1 ≤ 0.08 Good 

GFI 0.9 37 ≥ 0.90 Good 

AGFI 0.92 8 ≥ 0.90 Good 

CFI 0.9 68 ≥ 0.95 Good 

TLI 0.9 64 ≥ 0.95 Good 

Based on Table 5.32 it can be explained that the results of the goodness of fit test indices 

in the structural equation model indicate that the data is all fit because all statistical test 

parameters have met the required criteria, this is done by correlating between e6 and e7 and 

e7 and e9, namely all of which are error groups on one work involvement variable, so this 

modification is allowed. Chi Squared ( 2 ) is a fundamental fit index that is sensitive to the 

number of samples of the research model, it is said to be good if the value of 2 is low, the 

lower the value of 2 models, the better the model. So it can be said that the research model 

being analyzed is in accordance with the empirical data, the Chi Square Test Results are 325.56 

< cut off = 387.647. In other words, the 2 two-step models are lower than the cut off value . It can 

be concluded that there is no difference between the model being tested and the saturated 

model . 

Significance probability is a measure in determining whether Ho (null hypothesis) 

can be eliminated (rejected). In the analysis with the structural equation approach, it is 
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expected that Ho cannot be rejected, this is different from hypothesis testing in general 

(Ghozali, 2011). A good model must not reject Ho. Thus, the expected significant probability 

is greater than α = 0.05 or 0.10 so that Ho cannot be rejected. In other words, it is not 

statistically significant. The results of the Significant Probability in this study were 0.197 . 

While the cut off value for significant probability is ≥ 0.05 . It can be concluded that Ho is not 

enough evidence to reject Ho, which means that there is no difference between the sample 

variance/covariance matrix and the population variance/covariance matrix. 

CMIN/DF is one of the parsimonious fit indices . This index is calculated manually by 

dividing the value of 2 models by the degree of freedom of the model. The Chi Squared 

model of the two-step model of this study is 325.56 with a degree of freedom of 435 , so that 

the CMIN/DF of the study is 0.748 with a cut off value ≤ 2.00. So it can be concluded that this 

research model fits according to the suggested cut off value ≤ 2.00. 

RMSEA, is an index used to measure the fit of the model replacing the chi Squared 

statistic in a large number of samples, the Cut-off value of RMSEA ≤ 0.08 indicates a good 

index to accept the suitability of the model. The results of the analysis obtained an RMSEA 

value of 0.02 1 so that it can be said to be fit / good. 

GFI, is a model fit index calculated from the predicted model squared residuals 

compared to the actual data. The GFI index that is getting closer to 1 indicates a better model 

index. GFI in this study was 0.9 37 with a cut off value of 0.90. So it can be concluded that the 

model has a fit index . 

AGFI, is a modification index of GFI. AGFI is GFI adjusted by the ratio of the degree of 

freedom of the proposed model to the degree of freedom of the base model. (single construct 

model with all construct measurement indicators). The recommended value of AGFI is ≥ 

0.90. AGFI in this study obtained a value of 0.92 8 , so the model can be said to be fit within 

marginal limits. 

CFI, is an incremental fit index that compares the tested model with a two-step model. 

This index is very good for measuring the level of model acceptance, because like CMIN/DF 

its value is not affected by sample size. The value of this index is between 0 to 1. Values 

approaching 1 indicate that the model has a good level of fit. The recommended value is 

CFI ≥ 0.95. In this study, the CFI value obtained was 0.968 , it was concluded that the model 

met the fit criteria or was good. 

TLI, the index is an incremental fit index that compares the tested model with the base 

model . This fit index is less influenced by sample size. The recommended acceptance value 

of TLI ≥ 0.95. The results of the analysis obtained TLI of 0.9 64 which can be concluded that 

the model is fit or good, meaning that in aggregate the model can be accepted. Likewise with 

RMSEA of 0.021 <0.08, GFI value of 0.964> 0.90 AGFI value of 0.964> 0.90 so that in general 

the results can be accepted with a good category so that they still meet the requirements. 

This means that the data is in accordance with the model. There are 10 hypotheses to be 

tested in this study, in hypothesis 1 , hypothesis 2, and hypothesis 3 testing influence direct 

between bond relationships , trust , and quality service to loyalty . Hypothesis 4, hypothesis 

5, hypothesis 6 test influence direct between bond relationships , trust , and quality service 

to commitment . Hypothesis 7 tests influence commitment to loyalty and hypothesis 8, 
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hypothesis 9, hypothesis 10 test influence No direct and prove role commitment as variable 

mediator . 

The tenth These hypotheses can be presented in two groups. that is influence direct 

and influence No directly . Give this as served tabulation second influence the . 
a. Influence direct . 

Table 5. Influence Test Variables Study 

Pengaruh Langsung 

Hipote 

sis 

Kausalitas 

Variabel 

Estimat 

e 
S.E. C.R. P Sig Keterangan 

H1 LY < --- IH 0,027 0,185 0,146 0,316 0,05 Tidak Signifikan 

H2 LY < --- KPC 0,024 0,004 5,250 0,007 0,05 Signifikan 

H3 LY < --- KP 0,101 0,026 3,077 0,001 0,05 Signifikan 

H4 KM < --- IH 0,181 0,063 2,841 0,005 0,05 Signifikan 

H5 KM < --- KPC 0,122 0,033 3,636 0,001 0,05 Signifikan 

H6 KM < --- KP 0,406 0,069 5,174 **** 0,05 Signifikan 

H7 LY < --- KM 0,635 0,085 6,729 **** 0,05 Signifikan 

Source : Lamp: 23 pages . 391 

Based on Table 5.33, it is known that the only direct influence that is not significant is in hypothesis 1 , whereas 

other hypothesis accepted 

b. Influence No direct 

Table 6, Influence Test Variables Study 

Pengaruh Tidak Langsung 

Hipote 

sis 
Kausalitas Variabel 

Sobel 

Test (Z) 

Cut 

Off 
P Sig Keterangan 

H8 LY <-- KM <--IH 3,238 1,96 0,001 0,05 Signifikan 

H9 LY <-- KM <--KPC 3,622 1,96 0,000 0,05 Signifikan 

H10 LY <-- KM <--KP 5,597 1,96 0,000 0,05 Signifikan 

Table 7. VAF Test of Mediation Type 

Hipote Kausalitas Variabel VAF Jenis 

H8 LY <-- KM <--IH 0,810 Full Mediasi 

H9 LY <-- KM <--KPC 0,763 Partial Mediasi 

H10 LY <-- KM <--KP 0,719 Partial Mediasi 

 

Based on Table 7 it is known that that influence No direct For hypothesis 8 significant 

with type mediation For variable commitment is full mediation . While For 9 variable 

hypothesis commitment partial mediation type Likewise the hypothesis of 10 variables 

commitments are also of various types partial mediation . Here This explained reasons for 

each hypothesis start from hypothesis 1 to with Hypothesis 10 
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Hypothesis 1 in this study is the bond connection have a significant impact towards 

Loyalty customers at BPR banking in Central Java . Based on Table 5.33, it is known that the 

coefficient value of the influence between the support of relationship ties (IH) has an effect 

on Customer Loyalty of BPR banks in Central Java, indicated by an estimated value of 0.027 

and a critical ratio (CR) value of 0.146 <1.96 (significant = 0.316> 0.05). These results provide 

information that the relationship bond variable No has an effect on Customer Loyalty of 

BPR Banks in Central Java, thus the hypothesis No accepted . 

Hypothesis 2 in this study is trust have a significant impact towards Loyalty customers 

at BPR banks in Central Java . Based on Table 5.33, it is known that the coefficient value of 

the influence between trust support (Kpc) has an effect on Customer Loyalty of BPR banks 

in Central Java, indicated by an estimated value of 0.021 and a critical ratio (CR) value of 

5.250> cut off = 1.96. These results provide information that the trust variable has a significant 

effect on Customer Loyalty of BPR banks in Central Java and can be accepted, thus it can be 

said that hypothesis 2 which states that trust has an effect on Customer Loyalty of BPR banks 

in Central Java is accepted. 

Hypothesis 3 in this study is the quality service influence on Loyalty customers at BPR 

banks in Central Java . Based on Table 5.33, it is known that the coefficient value on the 

influence between service quality support (KP) has an effect on Customer Loyalty of BPR 

banks in Central Java, indicated by an estimated value of 0.080 and a critical ratio (CR) value 

of 3.077> cut off = 1.96. These results provide information that the service quality variable 

has a significant effect on Customer Loyalty of BPR banks in Central Java can be accepted, 

thus it can be said that hypothesis 3 which states that service quality has an effect on 

Customer Loyalty of BPR banks in Central Java is accepted. 

Hypothesis 4 in this study is the bond connection influence on Commitment to BPR 

banks in Central Java . Based on Table 5.33, it is known that the coefficient value of the 

influence between relationship ties (IH) on the Commitment (Km) of BPR banks in Central 

Java is indicated by an estimated value of 0.179 and a critical ratio (CR) value of 2.841> cut 

off = 1.96. These results provide information that the relationship bond variable has a 

significant effect on the Commitment of BPR banks in Central Java and can be accepted, 

thus it can be said that hypothesis 4 which states that relationship ties have an effect on the 

Commitment of BPR banks in Central Java is accepted, this proves that there is a positive 

influence between relationship ties on the Commitment of BPR banks. 

Hypothesis 5 in this study is Commitment influence on Commitment to BPR banking 

in Central Java . Based on Table 5.33, it is known that the coefficient value on the influence 

between customer trust (Kpc) has an effect on the Commitment (Km) of BPR banks in 

Central Java, indicated by an estimated value of 0.120 and a critical ratio (CR) value of 3.636> 

cut off = 1.96. These results provide information that the customer trust variable has a 

significant effect on the commitment of BPR banks in Central Java and can be accepted, thus 

it can be said that hypothesis 5 which states that customer trust has an effect on the 

commitment of BPR banks in Central Java is accepted. 

Hypothesis 6 in this study is the quality service influence on Commitment to BPR 

banks in Central Java . Based on Table 5.33, it is known that the coefficient value on the 
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influence between service quality (KP) on Commitment (Km) of BPR banks in Central Java 

is indicated by an estimated value of 0.357 and a critical ratio (CR) value of 5.174> cut off = 

1.96. These results provide information that the service quality variable has a significant 

effect on the commitment of BPR banks in Central Java and can be accepted, thus it can be 

said that hypothesis 6 which states that service quality has an effect on the commitment of 

BPR banks in Central Java is accepted. 

Hypothesis 7 in this study is Commitment influence on Loyalty Customers at BPR 

banks in Central Java . Based on Table 5.33, it is known that the coefficient value of the 

influence between Commitment (Km) on Customer Loyalty (Ly) of BPR banks in Central 

Java is indicated by an estimated value of 0.572 and a critical ratio (CR) value of 6.729> cut 

off = 1.96. These results provide information that the Commitment variable has a significant 

effect on Customer Loyalty of BPR banks in Central Java and can be accepted, thus it can be 

said that hypothesis 7 which states that Commitment has an effect on customer loyalty of 

BPR banks in Central Java is accepted. 

Hypothesis 8 in this study is that commitment mediates the bond connection towards 

loyalty BPR bank customers in Central Java. Based on Table 5.34 it is obtained mark Sobel 

test analysis (Z) to determine whether the commitment variable (K m ) is significant in 

mediating the influence between the bond connection towards loyalty customers . The 

results of the Sobel test obtained a value of 3.238 which is greater than the Cut off = 1.96, so it 

can be said that the Commitment variable convincingly acts as a variable mediation that 

connects the influence between bonds connection towards Loyalty customers . Next For 

know characteristic mediation variable l Commitment to connection between bond 

connection to loyalty Customer can done with provision that influence direct between 

variable l must significant and considerate magnitude coefficient between variable l . Based 

on data processing, it is known that the influence bond connection to loyalty Customer is 

No significant , influence bond connection to Commitment is significant , and influence 

commitment to loyalty Customer is significant . Next known that n value squared coefficient 

on direct influence between the bonds connection to loyalty more small compared to with 

multiplication between coefficient influence No directly , so that can concluded 

characteristic mediation variable commitment is full mediation . 

Hypothesis 9 in this study is that commitment mediates the influence of trust towards 

loyalty BPR bank customers in Central Java. Based on Table 5.34 above Sobel test (Z) analysis 

to determine whether the commitment variable (Km) is significant in mediating the 

influence between customer trust and customer loyalty . The results of the Sobel test obtained 

a value of 3.622 which is greater than the Cut off = 1.96 , so it can be said that the Commitment 

variable convincingly acts as a mediating variable which links the influence between Trust 

Customer towards Loyalty customers . Next For know characteristic mediation variable l 

commitment to connection between trust Customer to loyalty Customer can done with 

provision that influence direct between variable l must significant and considerate 

magnitude coefficient between variable l . Based on data processing, it is known that the 

influence trust Customer to loyalty Customer is significant , influence trust Customer to 

commitment Customer is significant , and influence commitment to loyalty Customer is 
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significant . Next known that n value squared coefficient on direct influence between beliefs 

Customer to loyalty more small compared to with multiplication between coefficient 

influence No directly , so that can concluded characteristic mediation variable commitment 

is parrial mediation . 

Hypothesis 10 in this study is that commitment mediates the influence quality service 

towards loyalty BPR bank customers in Central Java. Based on Table 5.34 above Sobel test 

(Z) analysis to determine whether the commitment variable ( K m ) is significant in 

mediating the influence between quality service towards Loyalty customers . The results of 

the Sobel test obtained a value of 5.597 which is greater than the Cut off = 1.96, so it can be 

said that the Commitment variable convincingly acts as a mediating variable that connects 

the influence between the quality of service towards loyalty customers . Next For know 

characteristic mediation variable l Commitment to the relationship between quality service 

to loyalty Customer can done with provision that influence direct between variable l must 

significant and considerate magnitude coefficient between variable l . Based on data 

processing, it is known that the influence quality service to loyalty Customer is significant , 

influence quality service to commitment Customer is significant , and influence 

commitment to loyalty Customer is significant . Next known that n value squared coefficient 

on direct influence between quality service to Loyalty more small compared to with 

multiplication between coefficient influence No directly , so that can concluded 

characteristic mediation variable commitment is partial mediation . 

 

Conclusion 

 

The conclusion of this study is based on the results of testing the hypothesis that the author 

has proposed in the sub-chapter of hypothesis development and the sub-chapter of 

hypothesis testing. Based on the two sub-chapters, the researcher then concludes as follows: 

1. Hypothesis First No significant , that bond connection influential towards loyalty 

customers . This means that it is getting closer bond the relationship that occurs between 

Customer with company BPR banking , no always increase loyalty customers. 

2. The second hypothesis is significant, that trust has an effect on customer loyalty . The 

higher level of customer trust does not necessarily have implications for increasing 

customer loyalty in BPR banking. 

3. The third hypothesis is significant, that service quality has an effect on customer loyalty . 

The better quality of service to customers does not necessarily have implications for 

increasing customer loyalty in BPR banking. 

4. The fourth hypothesis is significant, that the relationship bond influences Commitment. 

The closer the relationship bond between customers and BPR financial institutions has 

implications for increasing BPR banking Commitment. 

5. The fifth hypothesis is significant, that trust has an effect on Commitment. The higher the 

customer's trust in BPR financial institutions, the more it will have an impact on 

increasing BPR banking Commitment. 
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6. The sixth hypothesis is significant, that service quality has an effect on Commitment. The 

higher the customer's trust in BPR financial institutions, the more it will have an impact 

on increasing BPR banking Commitment. 

7. The seventh hypothesis is significant, that commitment has an effect on customer loyalty. 

The higher the commitment to BPR financial institutions, the more it implies an increase 

in BPR banking customer loyalty. 

8. Hypothesis eighth significant , m proves that the commitment mediate in full bond 

influence connection towards loyalty Customer from the results of the Sobel test. 

Commitment mediate in a way full influence between bond connection to loyalty 

customers , meaning the interaction between the bonds connection with commitment will 

improve loyalty customers . 

9. Hypothesis ninth significant , m proves that the commitment partially mediate the 

influence of trust towards loyalty Customer from the results of the Sobel test. 

Commitment mediate in a way partial influence between trust to loyalty customers , 

meaning the interaction between trust with commitment will improve loyalty customers. 

10. Hypothesis tenth significant , m proves that the commitment partially mediate the 

influence of quality service towards loyalty Customer from the results of the Sobel test. 

Commitment mediate in a way partial influence between quality service to loyalty 

customers , meaning the interaction between quality service with commitment will 

improve loyalty customers . 

Suggestion 

 

Based on this research, several suggestions are recommended as follows: 

1. It would be better if BPR could manage and generate bond connection between BPR 

and customers . This is can done with method give excellent service to BPR customers 

in Central Java. 

2. BPR can guard trust Customer in form integrity , honesty , and ability create 

atmosphere safe to customers . So that trust Customer BPR banking can increase 

Loyalty Customer to BPR in Jawa Tenagah. 

3. Service quality factors must be a top priority for management so that customers get a 

good experience while using BPR services in Central Java. 

4. BPR in Central Java must maintain its commitment to customers in terms of providing 

services, trust in order to build a relationship between BPR and customers so that 

customer loyalty is achieved. 

5. BPR in Central Java must prioritize trust in customers by increasing trust in their 

customers so that they can increase commitment. 

6. BPR in Central Java must take a stance to improve the quality of service so that it can 

affect Commitment. 

7. BPR in Central Java must notice the importance of commitment so that can increase 

loyalty customers. 
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8. BPR in Central Java must notice i nteraction between bonds connection with 

commitment so that with interaction the can increase loyalty customers. 

9. BPR in Central Java must notice interaction between beliefs with commitment , so that 

with interaction the can increase loyalty customers. 

10. BPR in Central Java must notice interaction between quality service with commitment 

, so that with interaction the can increase loyalty customers. 

11. For the study that will be come Can developed practice loyalty in different settings 

such as the world of education , transportation and others. 

12. Positioning variable commitment become variable moderation in different contexts. 

REFERENCES 

 

Adams, J., & Jones, W. (1999). Handbook of interpersonal commitment and relationship 

stability (Vol. 3). books.google.com. 

https://books.google.com/books?hl=en&lr=&id=FYY76K9iKkIC&oi=fnd 

pg=PA3&dq=interpersonal+commitment&ots=IfpQhDuXm1&sig=9ljVASu0NH0ZK0 

9UwWZhYvHjOhk 

Afsar, A. (2021). Customer value analysis in banks with data mining technique and fuzzy 

analytic hierarchy process. Management Research in Iran, 19(1). 

https://mri.modares.ac.ir/article_348.html?lang=en 

Agyeiwaah , E., Dayour , F., & Zhou, Y. (2022). How does employee commitment impact 

customers' attitudinal loyalty? Journal of Hospitality and Tourism Marketing. 

https://doi.org/10.1108/JHTI-09-2020-0169 

Ahamed, A., & Noboa, F. (2022). Interconnectedness of trust-commitment-export 

performance dimensions: A model of the contingent effect of calculative 

commitment. Cogent Business & Management. 

https://doi.org/10.1080/23311975.2022.2088461 

Alketbi , S., Alshurideh , M., & Kurdi, B. A. (2020). The Influence Of Service Quality On 

Customers' Retention And Loyalty In The UAE Hotel Sector With Respect To The 

Impact Of Customers' Satisfaction, Trust, And Commitment: A Qualitative Study. 

PalArch's Journal of Archeology of Egypt/ Egyptology , Query date: 2023-03-25 

20:22:10.   https://archives.palarch.nl/index.php/jae/article/download/390/376 

Almana , L., Utu, L., Mustakim, A., & Halisu, L. (2018). Effects of Satisfaction, Trust and 

Commitment on Customer Loyalty. International Journal of Scientific & …, Query 

date: 2023-03-25 20:22:10. 

Arnouuld , EJ, Price, LL, Zinkhan, GM, 2017, Consumers, New York : Me Graw Hill/Irwin 

Arafat, M. (2019). Customer satisfaction & service quality practice in Mutual Trust Bank 

Limited: Vol. eleven Edition. dspace.uiu.ac.bd. 

http://dspace.uiu.ac.bd/handle/52243/837 

Arifin, J., Bakar, N., Ghazali, P., & Remli , N. (2020). The role of satisfaction in mediating 

trust, commitment and loyalty in family takaful. The Journal of Management Theory 

and Practice, 1(Query date: 2023-03-25 20:22:10). 

https://journal.unisza.edu.my/jmtp/index.php/jmtp/article/view/67 

http://dspace.uiu.ac.bd/handle/52243/837


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 24 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Aslam, W., Hussain, A., & Farhat, K. (2020). Underlying factors influencing consumers' trust 

and loyalty in E-commerce. Business Perspectives. 

https://doi.org/10.1177/2278533719887451 

Assawavichairoj , S. (2018). The Effect of Support of Manager Job Satisfaction and Job 

Commitment on Employee Loyalty to the Organization. E-Journal, Silpakorn 

University (Humanities), 11 (Query date: 2023-03-25 20:22:10). https://he02.tci- 

thaijo.org/index.php/Veridian-E-Journal/article/view/117053 

Atulkar , S. (2020). Brand trust and brand loyalty in mall shoppers. Marketing Intelligence 

& Planning. https://doi.org/10.1108/MIP-02-2019-0095 

Aziz, A., Niazi, K., Qazi, T., & Basit, A. (2019). Investigating the mediation effect of 

customer satisfaction in the relationship between trust and commitment to customer 

loyalty. Journal of ISOSS, 5. https://www.researchgate.net/profile/Abdul-Niazi- 

4/publication/339445891_Investigating_Mediation_Effect_of_Customer_Satisfaction_ 

in_the_Relationship_between_Trust_and_Commitment_ 

to_Customer_Loyalty/links/5e5348c0a6fdcc2f8f5d75b4/Investigating-Mediation- 

Effect-of-Customer-Satisfaction-in-the-Relationship-between-Trust-and- 

Commitment-to-Customer-Loyalty.pdf 

Badrinarayanan, V., & Sierra, J. (2018). Triggering and tempering brand advocacy by 

frontline employees: Vendor and customer-related influences. Journal of Business & 

Industrial Marketing, 33.  https://doi.org/10.1108/JBIM-06-2016-0137 

Balci, G., Caliskan, A., & Yuen, K. (2019). Relational bonding strategies, customer 

satisfaction, and loyalty in the container shipping market. International Journal of 

Physical …, Query date: 2023-08-22 04:55:28. https://doi.org/10.1108/IJPDLM-02-2019- 

0051 

Bansal HS, Irving PO, and Taylor SF., 2017, A Three-Component Model of Customer 

Commitment to Service Providers. Journal of the Academy of Marketing Science 

Vol.32 (3 pp. 109-250. 

Barnes, JG . , 2013, Secrets of Customer Relationship Management, translated by Andreas 

Winardi , Yogyakarta: Andi Publisher . 

Basuki, R., Yulianto, E., & Pangestuti , E. (2019). An Analysis on the Influence of Relational 

Benefits on Satisfaction, Commitment and Loyalty (A Survey Done to Gojek Online 

Transportation Customers). Discourse , Journal of Social and Humaniora , 22(Query 

date: 2023-03-25 20:22:10). 

https://wacana.ub.ac.id/index.php/wacana/article/view/615 

Bayer, S. 2019. Bank customers' decision-making process in choosing between ethical and 

conventional banking: A survey-based examination. Journal of Business Economics, 

89(6, 655–697. https://doi.org/10.1007/s11573-019-00934-5 

Bendapuli , Neeli and Leonard L Berry, 2017, "Customer's Motivation for Maintaining 

Relationships with Service Providers", Journal Retailing, Vol 73, pp 15-37. 

Berliana , C., & Sanaji, S. (2022). The Influence of E-Service Quality, E-Trust, and 

Commitment on E-Loyalty with E-Satisfaction as Variables Mediation . Management 

http://www.researchgate.net/profile/Abdul-Niazi-


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 25 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Studies and Entrepreneurship Journal, 3. 

https://www.yrpipku.com/journal/index.php/msej/article/view/902 

Brooks, R. (2018). Loyalty and agency in economic theory. Query date: 2023-07-17 

17:54:37. https://www.iast.fr/sites/default/files/IAST/conf/law/brooks2018.pdf 

Buttle, F., & Maklan , S. (2019). Customer relationship Management Concept and 

Technology. Routledge, 4th Edition. 

Chatterjee, R., & Srivastava, S. (2022). Validation of CRM Variables on Customer 

Satisfaction, Loyalty, and Commitment in the Mid-Market Hotel Sector. International 

Journal of Hospitality & Tourism Systems, 15. 

https://search.ebscohost.com/login.aspx?direct=true&profile=ehost&scope=site&auth 

type=crawler&jrnl=09746250&AN=15 

9180312&h=No%2BkfK6syExG6rCSehmayPW1B90142Z1SNT2prhy67YX1YsbRg%2F 

mIql%2FxrEmZOvNXukmBVANF9XMka5jzALDUA%3D%3D&crl=c 

Cheunkamon , E., Jomnonkwao , S., & ... (2022). Impacts of tourist loyalty on service 

providers: Examining the role of the service quality of tourism supply chains, tourism 

logistics, commitment, satisfaction, and trust. Journal of Quality Assurance in 

Hospitality & Tourism, 23(Query date: 2023-03-25 20:22:10). 

https://doi.org/10.1080/1528008X.2021.1995564 

Chiu, W., Dai, Z., Chi, H., & Lin, P. (2022). Customer knowledge orientation as a key to 

business model innovation of free-to-fee switch. Journal of Knowledge…, 6(11). 

https://doi.org/10.1108/JKM-03-2022-0164 

Cho, H., & Choi, C. (2018). Structural Causal Relationships among Service Image, Service 

Satisfaction, Emotional Commitment and Customer Loyalty in Hospitals: Moderating 

Effects of Relationship Proneness. Korea Journal of Hospital Management, Query 

date: 2023-03-25 20:22:10. 

https://www.koreascience.or.kr/article/JAKO201810852361592.pdf 

Chu, Y., & Vasquez-Parraga, A. (2021). The drivers of customer satisfaction, trust, 

commitment, and loyalty among Chinese consumers. International Journal of 

Business and Systems Research, 15(Query date: 2023-03-25 20:22:10). 

https://doi.org/10.1504/IJBSR.2021.118775 

Cinkir , S., Yildiz, S., & Kurum , G. (2022). The effect of undergraduate students' perceived 

service quality on student commitment. SAGE Open. 

https://doi.org/10.1177/21582440221096134 

Civelek, M.E. (2018). Essentials of Structural Equation Modelling. Zea Books. 

Cohen, A. (1999). Relationships among five forms of commitment: An empirical assessment. 

… Behavior: The International Journal of Industrial …, 8. 

https://doi.org/10.1002/(SICI)1099-1379(199905)20:3%3C285::AID- 

JOB887%3E3.0.CO;2- R 

Dam, S., & Dam, T. (2021). Relationships between service quality, brand image, customer 

satisfaction, and customer loyalty. The Journal of Asian Finance, Economics and 

Marketing. https://www.researchgate.net/profile/Dam- 

Mai/publication/349869313_Relationships_between_Service_Quality_Brand_Image_ 

http://www.yrpipku.com/journal/index.php/msej/article/view/902
http://www.iast.fr/sites/default/files/IAST/conf/law/brooks2018.pdf
http://www.koreascience.or.kr/article/JAKO201810852361592.pdf
http://www.researchgate.net/profile/Dam-


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 26 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Customer_Satisfaction_and_ 

Customer_Loyalty/links/60531717458515e83452184e/Relationships-between-Service- 

Quality-Brand-Image-Customer-Satisfaction-and-Customer-Loyalty.pdf 

Dibb, Sally and Meadows, Maureen, 2017,. The Application of a Relationship Marketing 

Perspective in Retail Banking. Service Industries Journal, 21(1, pp. 169-194. 

Ebrahim, R. (2020). The role of trust in understanding the impact of social media marketing 

on brand equity and brand loyalty. Journal of Relationship Marketing. 

https://doi.org/10.1080/15332667.2019.1705742 

Egan and John. 2021, Relationship Marketing: Exploring Relationship Strategies in 

Marketing, 1th ed, Pearson Education Limited, England 

Egorov, G., & Sonin, K. (2008). Dictators and viziers: The economic theory of loyalty and 

competence. Social Studies and the Present, Query date: 2023-07-17 17:54:37. 

Esomar , MJF 2020. The analysis of the influence of risk profile, good corporate governance, 

earnings and capital (RGEC) towards the company value in the sub-sector of foreign 

exchange private national commercial bank which is listed on the Indonesia stock 

exchange (IDX ). International Journal of Advanced Science and Technology, 29 

(5,213–222. https://api.elsevier.com/content/abstract/scopus_id/85082940196 

Fakhruddin, F., Maupa , H., & Ismail, M. (2021). Analysis of Service Quality Influence, 

Commitment, and Customer Confidence Against Customer Satisfaction and Loyalty 

at PT. Bank Rakyat Indonesia (Persero) Tbk …. Hasanuddin Journal of Applied 

Business and Entrepreneurship, Query date: 2023-03-25 20:22:10. 

https://www.neliti.com/publications/268923/analysis-of-service-quality-influence- 

commitment-and-customer-confidence-against 

Fauser, S., & Hollensen, S. (2023). Digital Customer Experience: A comparative study 

between traditional and unmanned supermarkets. EMAC Annual Report, Five 

Edition. https://portal.findresearcher.sdu.dk/en/publications/digital-customer- 

experience-a-comparative-study-between-tradition 

Ferdinand, Augusty . 2021. Structural Equation Modeling in Study Management . Master of 

Management Program Diponegoro University Semarang 

Frempong, L., & Agbenyo , W. (2018). The impact of job satisfaction on employees' loyalty 

and commitment: A comparative study among some selected sectors in Ghana. 

European Journal of Business and Management, 10(Query date: 2023-03-25 20:22:10). 

https://www.researchgate.net/profile/Wonder- 

Agbenyo/publication/325102489_The_Impact_of_Job_Satisfaction_on_Employees'_L 

oyalty_and_Commitment_A_Comparative_Study_Among_Some_Selec 

ted_Sectors_in_Ghana/links/5af678d9aca2720af9c6dbe0/The-Impact-of-Job- 

Satisfaction-on-Employees-Loyalty-and-Commitment-A-Comparative-Study- 

Among-Some-Selected-Sectors-in-Ghana.pdf 

Fullerton, G., 2017, When Does Commitment Lead to Loyalty? Journal of Service Research, 

5(4, 333-344 

Ganesan, S., & Hess, R. (1997). Dimensions and levels of trust: Implications for commitment 

to a relationship. Marketing Letters, 8(3). https://doi.org/10.1023/A:1007955514781 

http://www.neliti.com/publications/268923/analysis-of-service-quality-influence-
http://www.researchgate.net/profile/Wonder-


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 27 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Ghamry , S. (2022). Factors influencing customer switching behavior in Islamic banks: 

Evidence from Kuwait. Journal of Islamic Marketing, 13(3), 688–716. 

https://doi.org/10.1108/JIMA-01-2020-0021 

Ghozali , I. 2018. Application Multivariate Analysis with SPSS Program. Edition ninth Mold 

fourth . Diponegoro University Publishing Agency . Semarang 

Ghozali , I and Fuad, 2021, "'Structural Equation Modeling, Theory, Concept and 

Application " Semarang: Diponegoro University Publishing Agency . 

Griffin, Jill., 2019, Customer Loyalty, How to Earn it, How to Keep it, New York : Lexington 

Books 

Grönroos, E. 2021. The role of customer support answer speed in customer satisfaction and 

purchase behavior . https://aaltodoc.aalto.fi/handle/123456789/106822 

Gundlach, GT and Murphy, PE, 2018, "Ethical and Legal Foundations of Relational 

Marketing Exchanges," Journal of Marketing, 57(4, 35-46. 

Hair Jr., Joseph F», William C. Black, Barry J. Babin, and Rolph E. Anderson, 2019, 

Multivariate Data Analysis, 7th Edition. Englewood Cliffs, NJ: Pearson Prentice Hall. 

Hapsari , M., & Siswomiharjo , S. (2022). The Analysis of the Effect of Service Quality, 

Relationship Satisfaction, Commitment, and Trust in Loyalty Business Partners PT. 

Coca Cola Amatil Indonesia. Dynasty International Journal of Management Science, 

4(Query date: 2023-03-25 20:22:10). https://dinastipub.org/DIJMS/article/view/1498 

He, H. (2022). Bank Customer Churn Prediction Analysis Based on Improved WOA-SVM. 

Proceedings - 2022 3rd International Conference on Electronic Communication and 

Artificial Intelligence, IWECAI 2022, Query date: 2023-07-17 19:08:34, 451–455. 

https://doi.org/10.1109/IWECAI55315.2022.00093 

Herhausen , D., Kleinlercher , K., Verhoef, P., & Emrich, O. (2019). Loyalty formation for 

different customer journey segments. Journal of Retailing, 95(3). 

https://www.sciencedirect.com/science/article/pii/S0022435919300247 

Hesti Budiwati, Kasno , 2017 Implementation Dimensions of Banking Service Quality and 

Their Influence To Satisfaction and Loyalty Bank Customers . STIE Widya Gama 

Lumajang Journal 

Huang, P., Lee, B., & Chen, C. (2019). The influence of service quality on customer 

satisfaction and loyalty in B2B technology service industry. Journal of Quality 

Management & Business.  https://doi.org/10.1080/14783363.2017.1372184 

Indriantoro , Nur and Supomo, 2019, Methodology Study Business , Edition First , 

Yogyakarta, BPFE UGM 

Jamshidi, D., & Rousta, A. (2021). Brand commitment role in the relationship between brand 

loyalty and brand satisfaction: Phone industry in Malaysia. Journal of Promotion 

Management, 27(Query date: 2023-03-25 20:22:10). 

https://doi.org/10.1080/10496491.2020.1809596 

Jufriyanto , M., & Yusron , R. (2019). Analysis of Service Quality, Trust and Commitment to 

Customer Satisfaction and Loyalty in Madura Batik Products. Journal …, 4(Query 

date: 2023-03-25 20:22:10). 

http://download.garuda.kemdikbud.go.id/article.php?article=1766625&val=18875&ti 

http://www.sciencedirect.com/science/article/pii/S0022435919300247
http://download.garuda.kemdikbud.go.id/article.php?article=1766625&val=18875&title=ANALYSIS%20OF%20SERVICE%20QU


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 28 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

tle=ANALYSIS%20OF%20SERVICE%20QU 

ALITY%20TRUST%20AND%20COMMITMENT%20TO%20CUSTOMER%20SATISF 

ACTION%20AND%20LOYALTY%20IN%20MADURA%20BATIK%20PRODUCTS 

Kaur, H., & Soch, H. (2018). Satisfaction, trust and loyalty: Investigating the mediating 

effects of commitment, switching costs and corporate image. Journal of Asia Business 

Studies, 12(Query date: 2023-03-25 20:22:10). https://doi.org/10.1108/JABS-08-2015- 

0119 

Kim, H. (2018). Impacts of economic satisfaction and social satisfaction of franchisees on 

commitment and loyalty to franchisor. The Korean Journal of Franchise Management, 

9(Query date: 2023-03-25 20:22:10). 

https://www.koreascience.or.kr/article/JAKO201806859915137.page 

Kim, H., Yang, K., & Lee, Y. (2018). Moderating effect of trust and commitment in customer 

satisfaction and customer loyalty on mobile grocery purchasing quality attributes. 

Journal of The Korean Society of Food …, 47(Query date: 2023-03-25 20:22:10). 

https://agris.fao.org/agris-search/search.do?recordID=KR2018004322 

Kim, J. (2019). The effects of quality of education services on student satisfaction, image, 

commitment and loyalty. Journal of Digital Convergence, 17(Query date: 2023-03-25 

20:22:10).   https://www.koreascience.or.kr/article/JAKO201912937050210.pdf 

Kim, S. (2022). The Effects of Social Media Engagement of e-Sports Broadcasting Viewers on 

Viewing Commitment, Viewing Satisfaction and loyalty. International Journal of 

Internet, Broadcasting and Communication, 14(Query date: 2023-03-25 20:22:10). 

https://www.earticle.net/Article/A417058 

Kimiaeimehr F, Hosseini SM, Alimohammadzadeh K, Bahadori M, Maher A. Confirmatory 

factor analysis model of factors affecting the implementation of clinical guidelines in 

Iran. Med J Islam Repub Iran. 2020 Sep 16;34:122 . doi : 10.34171/mjiri.34.122. PMID: 

33437718; PMCID: PMC7787019. 

Kotler, P., & Armstrong, G. (2018). Marketing: Creating Customer Value and Engagement. 

Principles of Marketing. 

Krueger, E., Miller, D., & Thurau, J. (2023). Mobile eye tracking applied as a tool for 

customer experience research in a crowded train station. Journal of Eye Movement 

Research, 16(1). https://bop.unibe.ch/JEMR/article/view/8555 

Lacey, Russell Wayne, 2013, "Customer Loyalty Programs Strategic Value to Relationship 

Marketing," Dissertation, Alabama:The Graduate School of the University of 

Alabama. 

LEE, H., & SEONG, M. (2020a). A study on the effects of business service quality on 

satisfaction, commitment, performance, and loyalty at a private university. The 

Journal of Asian Finance, Economics and Business, 7(Query date: 2023-03-25 20:22:10). 

https://www.koreascience.or.kr/article/JAKO202026061031351.page 

LEE, H., & SEONG, M. (2020b). A study on the effects of business service quality on 

satisfaction, commitment, performance, and loyalty at a private university. The 

Journal of Asian Finance and Service. 

https://pdfs.semanticscholar.org/8f3d/5e0c19366f629d8e92a009f886027eaade95.pdf 

http://download.garuda.kemdikbud.go.id/article.php?article=1766625&val=18875&title=ANALYSIS%20OF%20SERVICE%20QU
http://www.koreascience.or.kr/article/JAKO201806859915137.page
http://www.koreascience.or.kr/article/JAKO201912937050210.pdf
http://www.earticle.net/Article/A417058
http://www.koreascience.or.kr/article/JAKO202026061031351.page


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 29 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Lee, Y., Kim, S., Kim, M., Lee, J., & Lim, K. (2015). Relational bonding strategies in the 

franchise industry: The moderating role of duration of the relationship. Journal of 

Business & …, Query date: 2023-11-25 05:05:14. https://doi.org/10.1108/JBIM-10-2013- 

0237 

Liang, B. (2022). How brand experience, satisfaction, trust, and commitment affect loyalty: 

A reexamination and reconciliation. Italian Journal of Marketing, Query date: 2023- 

03-25 20:22:10. https://doi.org/10.1007/s43039-021-00042-9 

Lin, A. J. (2021). Improving Service Quality of Wealth Management Bank for High-Net- 

Worth Customers During COVID-19: A Fuzzy-DEMATEL Approach. International 

Journal of Fuzzy Systems, 23(8), 2449–2466. https://doi.org/10.1007/s40815-021-01130- 

w 

Lin, Y. W. (2021). The free-of-charge phenomenon in the network economy—A multi-party 

value exchange model. Journal of Theoretical and Applied Electronic Commerce 

Research, 16(7), 2981–3002. https://doi.org/10.3390/jtaer16070163 

Lovelock, Chistopher, 2018, Service Marketing and Management, New Jersey ; Prentice 

Hall. 

Madjid, R. (2021). Impact of service recovery, customer satisfaction, and corporate image on 

customer loyalty. Journal Of Asia Finance, Economics, and Business , 18(1). 

http://karyailmiah.uho.ac.id/karya_ilmiah/Sudirman_Zaid/3.Turnitin_Impact_of_Se 

rvice_Recovery 

pdf 

Mahayasa , I., & Martayanti , N. (2020). Analysis Of The Influence Of Member's 

Commitment And Satisfaction On Loyalty Of Cooperative Members. Warmadewa 

Management and Business Journal, 2 (Query date: 2023-03-25 20:22:10). 

https://www.ejournal.warmadewa.ac.id/index.php/wmbj/article/view/1640 

Mainardes , E., & Cardoso, M. (2019). Effect of the use of social media on trust, loyalty and 

purchase intention in physical stores. The International Review of Retailers. 

https://doi.org/10.1080/09593969.2019.1583593 

Mainardes , E., & Freitas, N. (2023). The effects of perceived value dimensions on customer 

satisfaction and loyalty: A comparison between traditional banks and fintechs . 

International Journal of Bank Marketing, Query date: 2023-07-17 18:01:54. 

https://doi.org/10.1108/IJBM-10-2022-0437 

Meeme, J., & Bichanga , J. (2022). Influence of Customer Value Proposition on Financial 

Performance of Commercial Banks in Kenya. Journal of International Business, 

Innovation and …, Query date: 2023-07-17 18:01:54. 

https://www.jibism.org/core_files/index.php/JIBISM/article/view/179 

Meesala , A., & Paul, J. (2018). Service quality, consumer satisfaction and loyalty in hospitals: 

Thinking for the future. Journal of Retailing and Consumer Services. 

https://www.sciencedirect.com/science/article/pii/S0969698916305057 

Minta, Y. (2018). Link between satisfaction and customer loyalty in the insurance industry: 

Moderating effect of trust and commitment. Journal of Marketing Management, 

http://karyailmiah.uho.ac.id/karya_ilmiah/Sudirman_Zaid/3.Turnitin_Impact_of_Service_Recovery
http://karyailmiah.uho.ac.id/karya_ilmiah/Sudirman_Zaid/3.Turnitin_Impact_of_Service_Recovery
http://www.ejournal.warmadewa.ac.id/index.php/wmbj/article/view/1640
http://www.jibism.org/core_files/index.php/JIBISM/article/view/179
http://www.sciencedirect.com/science/article/pii/S0969698916305057


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 30 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

6(Query date: 2023-03-25 20:22:10). http://jmm- 

net.com/journals/jmm/Vol_6_No_2_December_2018/3.pdf 

Morgan, T., Anokhin, S., & Wincent, J. (2019). New service development by manufacturing 

firms: Effects of customer participation under environmental contingencies. Journal 

of Business Research. 

https://www.sciencedirect.com/science/article/pii/S0148296319303777 

Mungra, Y., & Yadav, P. (2020). The mediating effect of satisfaction on trust-commitment 

and relational outcomes in manufacturer–supplier relationships. Journal of Business 

& Industrial Marketing. https://doi.org/10.1108/JBIM-09-2018-0268 

Mustagfirin , A., Wulan, H., & Haryono, A. (2019). Compensation, Work Environment and 

organizational Commitment to mediated loyalty by Job Satisfaction at Pt. Cipta 

Wijaya Mandiri Demak. Journal of Management, 5(Query date: 2023-03-25 20:22:10). 

https://jurnal.unpand.ac.id/index.php/MS/article/view/1245 

Naz, Y., Lohano , S., & Khatri, A. (2021). The Relationship between Perceived Job 

Satisfaction, Commitment and Loyalty in Banking Sector. International Journal of 

Experiential Learning & Case Studies, 6 (Query date: 2023-03-25 20:22:10). 

http://jmsnew.iobmresearch.com/index.php/ijelcs/article/view/278 

Ndubisi, E., and Nwankwo, C. 2019. Customer satisfaction and organizational performance 

of the Nigerian banking sub-sector. International Journal of  Business and 

https://www.researchgate.net/profile/Cosmas- 

Nwankwo/publication/340732111_Customer_Satisfaction_and_Organizational_Perfo 

rmance_of_the_Nigerian     _Banking_Sub- 

Sector/links/5e9ad1a44585150839e4328f/Customer-Satisfaction-and-Organizational- 

Performance-of-the-Nigerian-Banking-Sub-Sector.pdf 

Niazi, F., Qazi, T., & Basit, A. (2019). Investigating Mediation Effect Of Customer 

Satisfaction In The Relationship Between Trust And Commitment To Customer 

Loyalty. Journal of ISOSS, 5. http://www.joi.isoss.net/PDFs/Vol-5-no-2- 

2019/08%20J-ISOSS-5-2.pdf 

Noor, J. (2015). Research Data Analysis Economics and Management , Grasindo . 

Nora, L. (2019). Trust, commitment, and customer knowledge: Clarifying relational 

commitments and linking them to repurchasing intentions. Management Decisions. 

https://doi.org/10.1108/MD-10-2017-0923 

Parasuraman, W., Zeithaml, R., & Berry, Y. (2018). An Analysis of Customer Satisfaction 

Levels in Islamic Banks Based on Marketing Mix as a Measurement Tool. Annals of 

rscb . Routledge. 

Peppers, D and Rogers, M 2017. Managing Customer Relationships: A Strategic Framework, 

New Jersey: John Wiley and Sons, Inc 

Petzer , D., & Roberts-Lombard, M. (2021). Delight and Commitment—Revisiting the 

Satisfaction-Loyalty Link. Journal of Relationship Marketing, 20(Query date: 2023-03- 

25 20:22:10). https://doi.org/10.1080/15332667.2020.1855068 

Prentice, C., Weaven , S., & Wong, I. (2020). Linking AI quality performance and customer 

engagement: The moderating effect of AI preference. International Journal of 

http://jmm/
http://www.sciencedirect.com/science/article/pii/S0148296319303777
http://jmsnew.iobmresearch.com/index.php/ijelcs/article/view/278
http://www.researchgate.net/profile/Cosmas-
http://www.joi.isoss.net/PDFs/Vol-5-no-2-


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 31 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Hospitality…. 

https://www.sciencedirect.com/science/article/pii/S027843192030181X  

Prihatiningsih , E., Suwitho , H., & Sitohang , S. (2016). Influence of relational bonding, trust 

and satisfaction on customer commitment and loyalty to Bank Jatim. International 

Journal of Business and Marketing…. 

Qadir, M., Khan, Z., Javeed, A., & Khan, M. (2020). Effect of Trust, Customer Intimacy and 

Commitment on Customer Loyalty in Pakistani Islamic Banks: The Satisfaction of 

Customers as Mediating Role. Journal of Emerging Markets, 4(Query date: 2023-03- 

25 20:22:10). https://apjem.net/wp-content/uploads/2020/08/APJEM-20-04.pdf 

Rabiul, M., Patwary, A., & Mohamed, A. (2022). Leadership styles, psychological factors, 

and employee commitment to service quality in the hotel industry. Journal of Quality 

and Service. https://doi.org/10.1080/1528008X.2021.1913695 

Rather, R., Tehseen , S., & Itoo , M. (2019). Customer brand identification, affective 

commitment, customer satisfaction, and brand trust as antecedents of customer 

behavioral intention of loyalty: An empirical study in the hospitality sector. Journal 

of Global Scholars of Marketing Science, 29(Query date: 2023-03-25 20:22:10). 

https://doi.org/10.1080/21639159.2019.1577694 

Ray, I., & Lu, C. (2018). Service quality and share-of-wallet as predictors of loyalty: 

Examining the intermediating impact of satisfaction, trust, and commitment in the 

retail industry. Journal of Marketing Development and Competitiveness, 12(Query 

date: 2023-03-25 20:22:10). http://www.na-businesspress.com/JMDC/JMDC12- 

4/Ray_12_4_.pdf 

Razak, A. (2018). Role of demographics as moderating effects of satisfaction, trust and 

commitment on bank customer loyalty. N International Journal of Scientific and 

Engineering Research, 9(Query date: 2023-03-25 20:22:10). 

https://www.researchgate.net/profile/Abdul-Razak- 

10/publication/337660081_ROLE_OF_DEMOGRAPHY_AS_MODERATING_EFFEC 

TS_OF_SATISFACTION_TRUST_AND_COMMITMENT_ON_BA 

NK_CUSTOMER_LOYALTY/links/5de3f236a6fdcc2837fd06bc/ROLE-OF- 

DEMOGRAPHY-AS-MODERATING-EFFECTS-OF-SATISFACTION-TRUST-AND- 

COMMITMENT-ON-BANK-CUSTOMER-LOYALTY.pdf 

Ru, D., & Male, A. (2023). The Intervening Role of Customer Loyalty and Self-Efficacy on 

the Relationship Between of Customer Satisfaction, Customer Trust, Customer 

Commitment, Customer Value and Customer Citizenship Behavior in Hospitality 

Industry in Guangdong, China. Journal of International Business and …, Query date: 

2023-03-25 20:22:10. https://rpajournals.com/wp-content/uploads/2022/12/JIBM-2022- 

12-5621.pdf 

Saputra, F., & Mahaputra , M. (2022a). Effect of job satisfaction, employee loyalty and 

employee commitment on leadership style (human resource literature study). 

Dynasty International Journal of Management Science, 3(Query date: 2023-03-25 

20:22:10).   https://dinastipub.org/DIJMS/article/view/1324 

http://www.sciencedirect.com/science/article/pii/S027843192030181X
http://www.na-businesspress.com/JMDC/JMDC12-
http://www.researchgate.net/profile/Abdul-Razak-


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 32 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Razak, A. 2018. Role of demographics as moderating effects of satisfaction, trust and 

commitment on bank customer loyalty. N International Journal of Scientific and 

Engineering Research, 90/publication/337660081 

Roberts, K. , Varki, S., and Brodie, R., 2017, Measuring the Quality of Relationships in 

Consumer Services: an Empirical Study, European Journal of Marketing, Vol.37, No. 

1/2. 

Ru, D., and Jantan, A. 2023. The Intervening Role of Customer Loyalty and Self-Efficacy on 

the Relationship Between Customer Satisfaction, Customer Trust, Customer 

Commitment, Customer Value and Customer Citizenship Behavior in Hospitality 

Industry in Guangdong, China. Journal of International Business and …, Query date: 

2023-03-25 20:22:10. https://rpajournals.com/wp-content/uploads/2022/12/JIBM-2022- 

12-5621.pdf 

Saputra, F., & Mahaputra , M. (2022b). Effect of job satisfaction, employee loyalty and 

employee commitment on leadership style (human resource literature study). 

Dynasty International Journal of Marketing. 

https://dinastipub.org/DIJMS/article/view/1324 

Schunacker , R. E. , and Lomax, R. G. (2010). A Beginner's Guide to Structural Equation 

Modeling. Routledge. 

Setyawan , F., Supriyanto, S., Ernawaty , E., & ... (2022). Organizational commitment, patient 

satisfaction and loyalty in the first-level health facilities. International Journal of …, 

Query date: 2023-03-25 20:22:10. https://www.researchgate.net/profile/Retno- 

Lestari/publication/359209367_Organizational_commitment_patient_satisfaction_an 

d_loyalty_in_the_first-leve 

l_health_facilities/links/62b3dd97d49f803365b2c0ee/Organizational-commitment- 

patient-satisfaction-and-loyalty-in-the-first-level-health-facilities.pdf 

Sharif, K. (2022). Analyzing informal value transfer networks through the lens of social 

exchanges. Society and Business Review, 17(3), 394–420. https://doi.org/10.1108/SBR- 

05-2021-0059 

Sheth, P. 2018. An Empirical Study: The Variables Influencing to Loyalty Reward Points of 

Customers of State Bank Of India. International Journal of Research and Analytical 

Reviews, V. http://ijrar.com/upload_issue/ijrar_issue_776.pdf 

Siddiqui, D. (2022). Relational Bonding, Stakeholders' Commitment and Loyalty Intention 

in Service Relationships: Evidence From Banking Sector of Pakistan. Journal of 

Vacation Marketing. 

Sidiqui , S., & Dron, S. (2019). A comprehensive Study on Understanding the Connections 

between Job Satisfaction, Loyalty of the Worker to the Company and Commitment. 

International Journal of Research in Engineering, Science and Management, 2(Query 

date: 2023-03-25 20:22:10). 

https://www.ijresm.com/Vol.2_2019/Vol2_Iss3_March19/IJRESM_V2_I3_134.pdf 

Solimun , 2017, "Structural Equation Modeling, Lisrel and Amos," Malang, Faculty of 

MIPA,University Brawijaya . 

http://www.researchgate.net/profile/Retno-
http://ijrar.com/upload_issue/ijrar_issue_776.pdf
http://www.ijresm.com/Vol.2_2019/Vol2_Iss3_March19/IJRESM_V2_I3_134.pdf


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 33 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Song, H., Wang, J., & Han, H. (2019). Effect of image, satisfaction, trust, love, and respect on 

loyalty formation for name-brand coffee shops. International Journal of Hospitality 

Marketing.  https://www.sciencedirect.com/science/article/pii/S0278431918305267 

Sugiyono , 2007, Research Methods Business , k10 Edition , Alphabet , CV, Bandung. 

 , 2007, Statistics For Research , Edition k15, Alphabet , Bandung 

Stanton, William J, 2018, Fundamentals of Marketing, 10th Edition, Singapore: Me Graw- 

Hill International 

Sunarsi , D., Rohaeni , N., Wulansari, R., & Andriani, J. (2020). Effect of e-leadership style, 

organizational commitment and service quality towards Indonesian school 

performance.   Syst.   Revelar   . 

https://www.academia.edu/download/93891362/effect-of-eleadership-style- 

organizational-commitment-and-service-quality-towards-indonesian-school- 

performance.pdf 

Tabrani , M., Amin, M., & Nizam, A. (2018). Trust, commitment, customer intimacy and 

customer loyalty in Islamic banking relationships. International Journal of Bank 

Marketing. https://doi.org/10.1108/IJBM-03-2017-0054 

Tanuwijaya , E. (2023). Analysis of the Factors Influencing Customer Switching Behavior of 

The Millennials in Digital Banks. Journal of Systems and Management Sciences, 13(2), 

122–133.   https://doi.org/10.33168/JSMS.2023.0209 

Teo, T., Tsai, L.T., and Yang, C. -C. (2013). Applying Structural Equation Modeling (SEM) 

in Educational Research: An Introduction. In MS Khine (Ed.), Application of 

Structural Equation Modeling in Educational Research and Practice. Sense Publishers. 

Tesfom , G. 2011. Do switching barriers in the retail banking industry influence bank 

customers in different age groups differently? Journal of Services Marketing, 25(5, 

371–380. https://doi.org/10.1108/08876041111149720 

Tjiptono , GF (2019). Service, quality and customer satisfaction. ITB Widyagama Library 

Lumajang . 

http://digilib.itbwigalumajang.ac.id/index.php?p=show_detail&id=18621 

Twersky, F., & Reichheld, F. (2019). Why customer feedback tools are vital for nonprofits. 

Harvard Business Review. 

Vatjanasaregagul , L. (2019). The relationship of trust, satisfaction, commitment and loyalty. 

Journal of KMITL Business School, 9(Query date: 2023-03-25 20:22:10). https://so02.tci- 

thaijo.org/index.php/fam/article/view/223387 

Waluyo, M. (2016). Easy Fast Appropriate Use of Amos Tools in Application (SEM). 

Publisher UPN Veteran East Java. 

Wang, X., Tajvidi , M., Lin, X., & Hajli , N. (2020). Towards an ethical and trustworthy social 

commerce community for brand value co-creation: A trust-commitment perspective. 

Journal of Business Ethics. https://doi.org/10.1007/s10551-019-04182-z 

Wardhani , D., Bachri , S., & ... (2023). The Influence of Service Quality, Product Quality, 

Value for Customers, and Customer Satisfaction on Customer Loyalty. … Indonesian 

Journal …, Query date: 2023-07-17 18:01:54. 

https://journal.csspublishing.com/index.php/ijm/article/view/227 

http://www.sciencedirect.com/science/article/pii/S0278431918305267
http://www.academia.edu/download/93891362/effect-of-eleadership-style-
http://digilib.itbwigalumajang.ac.id/index.php?p=show_detail&id=18621


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 34 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

West, S. G., Taylor, A. B., & Wu, W. (2012). Model Fit and Model Selection in Structural 

Equation Modeling. In RH Hoyle (Ed.), Handbook of Structural Equation Modeling. 

Guilford Publications, Inc 

Widijanto , R., & Rachmat , B. (2019). Effect of bank commitment, bank communication and 

handling customer complaints on customer loyalty through customer satisfaction at 

PT bank central asia tbk of …. International Journal of Multicultural and 

Multireligious Understanding, Query date: 2023-03-25 20:22:10. 

https://ijmmu.com/index.php/ijmmu/article/view/756 

Wijesinghe, C. (2021). What is the minimum acceptable range for factor loading in SEM? 

Retrieved from: https://www.researchgate.net/post/What-is-the-minimum- 

acceptablerange-for-factor-loading-in-SEM/602e854d161a1c277a3ffac3/citation 

/download. 

Wilson DT., 2017, An Integrated Model of Buyer-Seller Relationship, J Acad MarkSci : 23(4; 

335-45 

Yao, T., Qiu, Q., & Wei, Y. (2019). Retaining hotel employees as internal customers: Effect of 

organizational commitment on attitudinal and behavioral loyalty of employees. 

International Journal of Hospitality Management. 

https://www.sciencedirect.com/science/article/pii/S0278431917307168 

Yasmin, S. (2020a). Relational Bonding, Stakeholders' Commitment and Loyalty Intention 

in Service Relationships: Evidence From Banking Sector of Pakistan. Relational 

Bonding, Stakeholders' Commitment, Query date: 2023-08-22 04:55:28. 

https://www.zbw.eu/econis-archiv/handle/11159/449158 

Yasmin, S. (2020b). Relational Bonding, Stakeholders' Commitment and Loyalty Intention 

in Service Relationships: Evidence From Banking Sector of Pakistan. Relational 

Bonding, Stakeholders' Commitment and Marketing. https://www.zbw.eu/econis- 

archiv/handle/11159/449158 

Yateno , S., & Mahrinasari , M. (2022). Organizational Commitment Role In Moderating 

Internal Marketing And Organizational Climate Effect On Internal Customers' 

Satisfaction And Loyalty Behavior To Strengthen Marketing Performance Of 

Indonesia Conventional Commercial Bank. Journal of Positive School Psychology, 

6(Query date: 2023-03-25 20:22:10). 

https://www.journalppw.com/index.php/jpsp/article/view/7360 

Yau, O., Lee, J., Sin, L., and Tse, A, 2019, Relationship Marketing: the Chinese way. Business 

Horizon, 43 (1, 16 — 24. 

Yazdanpanah, A., & Ehsani, A. (2020). Survey of loyalty, satisfaction and commitment to 

create value for customers through relationship marketing approach: A case study. 

Journal of International Marketing Modeling, 1(Query date: 2023-03-25 20:22:10). 

https://jimm.journals.umz.ac.ir/article_2606.html 

Yuan, Y., Feng, B., Lai, F., & Collins, B. (2018). The role of trust, commitment, and learning 

orientation on logistics service effectiveness. Journal of Business Research. 

https://www.sciencedirect.com/science/article/pii/S0148296318303965 

http://www.researchgate.net/post/What-is-the-minimum-
http://www.sciencedirect.com/science/article/pii/S0278431917307168
http://www.zbw.eu/econis-archiv/handle/11159/449158
http://www.zbw.eu/econis-
http://www.journalppw.com/index.php/jpsp/article/view/7360
http://www.sciencedirect.com/science/article/pii/S0148296318303965


Journal of Advances in Accounting, Economics, and Management, Volume 2, Number 2, 2024 35 of 35 

https://economics.pubmedia.id/index.php/aaem 

 

 

 

Zeithaml, VA, Berry, LL and Parasuraman, A. 2019. The Behavioral Consequences of Service 

Quality. Journal of Marketing, 602, 31-46. 

Zhao, C. 2023. Bank's service failures and bank customers' switching behavior: Does bank 

reputation matter? International Journal of Bank Marketing, 41(3, 550–571. 

https://doi.org/10.1108/IJBM-07-2022-0287 

Zhou, Q., Lim, F., Yu, H., Xu, G., Ren, X., & Liu, D. (2021). A  study  on  factors 

influencing service quality and loyalty intention in mobile banking. Journal of 

Retailing and Marketing. 

https://www.sciencedirect.com/science/article/pii/S0969698920314314 

https://finansial.bisnis.com/ 

https://jateng.bps.go.id/ 

https://keuangan.kontan.co.id/news/sepanjang-2021-anggaran-penjamin-simpanan-lps- 

likuidasi-8-bpr 

http://www.sciencedirect.com/science/article/pii/S0969698920314314

