
ANALYSIS OF THE EFFECT OF
SERVICE QUALITY, COMPLAINTS

HANDLING, AND TRUST ON
CUSTOMER LOYALTY WITH

CUSTOMER SATISFACTION AS
INTERVENING VARIABLE AT PT.

BANK MAYAPADA
INTERNASIONAL, TBK KAPAS

KRAMPUNG
by Otto Wibisono

Submission date: 03-Jan-2022 08:09AM (UTC+0700)
Submission ID: 1736962450
File name: Otto_Wibisono.pdf (404.31K)
Word count: 9340
Character count: 50595



33

45

57

65

79



1

13

13

16

31

67

72

77



4

6

18

18

19

22

29

68

81

87



1

1

7

10

34

4654



5

17

28

28

34

44

88



8

11

11

50

73



2

9

12

14

27

47

61

62



39

39

63

69

82



3

3

6

7

15

15

21

23

23

36

49

66

86



3

3

4

4

4

10

20

24

24

37

38

38

40

40

51
60

71



6

6

35

48

59

83



3

6

15

42

43

53

55

56

58

64



6

7

10
20

21

22

25

25

25

30

30

31

32

32

36

41

52

70

74

75

85



3

10

26

35

41

76

78

80

84







20%
SIMILARITY INDEX

15%
INTERNET SOURCES

12%
PUBLICATIONS

12%
STUDENT PAPERS

1 1%

2 1%

3 1%

4 1%

5 1%

6 1%

ANALYSIS OF THE EFFECT OF SERVICE QUALITY, COMPLAINTS
HANDLING, AND TRUST ON CUSTOMER LOYALTY WITH
CUSTOMER SATISFACTION AS INTERVENING VARIABLE AT PT.
BANK MAYAPADA INTERNASIONAL, TBK KAPAS KRAMPUNG
ORIGINALITY REPORT

PRIMARY SOURCES

Submitted to Antonine University
Student Paper

repository.unhas.ac.id
Internet Source

library.unmer.ac.id
Internet Source

Submitted to Universitas Pelita Harapan
Student Paper

Lilit Biati, Risnawati Risnawati. "The Effect of
Sharia Marketing Strategy and Member Value
toward Member Satisfactionat Ksu BMT Al-
Muhajirin Toili Banggai Central Sulawesi", AL-
FALAH : Journal of Islamic Economics, 2021
Publication

Dina Nirwana Asri Putri, Zakaria Wahab,
Ahmad Widad. "Effect of Service Quality on
Customer Satisfaction Prepaid Electricity at PT



7 1%

8 1%

9 <1%

10 <1%

11 <1%

12 <1%

13 <1%

14 <1%

15 <1%

16 <1%

PLN (Persero) Region S2JB Palembang area,
Rayon Mariana", International Journal of
Management and Humanities, 2019
Publication

journals.sagepub.com
Internet Source

Submitted to Maastricht School of
Management
Student Paper

zenodo.org
Internet Source

theijes.com
Internet Source

eprints.uniska-bjm.ac.id
Internet Source

ojs.unm.ac.id
Internet Source

Submitted to Perbanas Institute
Student Paper

ejournal.iainpalopo.ac.id
Internet Source

Submitted to Glyndwr University
Student Paper

Submitted to Hopkinton High School
Student Paper



17 <1%

18 <1%

19 <1%

20 <1%

21 <1%

22 <1%

23 <1%

24 <1%

25 <1%

26 <1%

27 <1%

Submitted to School of Economics and
Management, Lisbon
Student Paper

Submitted to Asia e University
Student Paper

Submitted to Asia Pacific University College of
Technology and Innovation (UCTI)
Student Paper

Submitted to London School of Marketing
Student Paper

Submitted to Universiti Teknologi Malaysia
Student Paper

lib.unnes.ac.id
Internet Source

nsuworks.nova.edu
Internet Source

Submitted to STIE Kesuma Negara Blitar
Student Paper

www.macrothink.org
Internet Source

Submitted to Universitas Sumatera Utara
Student Paper

www.jurnal.iicet.org
Internet Source



28 <1%

29 <1%

30 <1%

31 <1%

32 <1%

33 <1%

34 <1%

35 <1%

36 <1%

37

Submitted to Westminster International
College - Kuala Lumpur
Student Paper

Submitted to Curtin University of Technology
Student Paper

st293545.sitekno.com
Internet Source

www.scirp.org
Internet Source

Tsui, Pei-Ling, Yi-Shyuan Lin, and Tung-Han
Yu. "The Influence of Psychological Contract
and Organizational Commitment on
Hospitality Employee Performance", Social
Behavior and Personality An International
Journal, 2013.
Publication

profit.ub.ac.id
Internet Source

repositorio.uportu.pt:8080
Internet Source

seajbel.com
Internet Source

repository.nida.ac.th
Internet Source

Submitted to Callaghan Campus
Student Paper



<1%

38 <1%

39 <1%

40 <1%

41 <1%

42 <1%

43 <1%

44 <1%

Michelle Geralis, Mile Terziovski. "A
quantitative analysis of the relationship
between empowerment practices and service
quality outcomes", Total Quality Management
& Business Excellence, 2010
Publication

Widiartanto, Amni Zarkasyi Rahman, Fendy
Eko Wahyudi. "Vaccine Intention
Determinants Model: A Public Acceptance
Study on Covid 19 Vaccination Plan in Central
Java", E3S Web of Conferences, 2021
Publication

jurnal.iain-padangsidimpuan.ac.id
Internet Source

repository.library.du.ac.bd:8080
Internet Source

link.springer.com
Internet Source

Submitted to London School of Commerce
Student Paper

Nur Asikin, Hutomo Atman Maulana. "THE
INFLUENCE OF FRONT LINER SERVICEABILITY
ON CUSTOMER SATISFACTION AT RIAU KEPRI



45 <1%

46 <1%

47 <1%

48 <1%

49 <1%

50 <1%

51 <1%

BANK BENGKALIS BRANCH OFFICE", Jurnal
Ilmiah Manajemen Ubhara, 2021
Publication

eprints.iain-surakarta.ac.id
Internet Source

Submitted to liberty
Student Paper

A Asnawi. "Destination images of ecotourism
in Maluku: A marketing perspective", IOP
Conference Series: Earth and Environmental
Science, 2021
Publication

Submitted to Pan-Atlantic University
Student Paper

Submitted to Victoria Higher Education
Student Paper

Mukesh Kumar Mishra, Ankit Kesharwani,
Dolly Das. "The relationship between risk
aversion, brand trust, brand affect and
loyalty", Journal of Indian Business Research,
2016
Publication

Ni Ketut Wiwiek Agustina. "THE INFLUENCE
OF DESTINATION IMAGES ON REVISIT
INTENTION IN MOUNT BATUR", Journal of
Business on Hospitality and Tourism, 2018
Publication



52 <1%

53 <1%

54 <1%

55 <1%

56 <1%

57 <1%

58 <1%

59 <1%

60 <1%

61 <1%

Submitted to Bournemouth University
Student Paper

Feras Suliman Al Shalabi. "The relationship
between organisational trust and
organisational identification and its effect on
organisational loyalty", International Journal
of Economics and Business Research, 2019
Publication

Submitted to University of the Sunshine Coast
Student Paper

coek.info
Internet Source

eprints.perbanas.ac.id
Internet Source

jmbr.ppm-school.ac.id
Internet Source

Submitted to University of College Cork
Student Paper

jom.unpak.ac.id
Internet Source

www.emeraldinsight.com
Internet Source

Dessy Arie Gusman, Happy Fitria, Rohana
Rohana. "The influence of student motivation
on student achievement in junior high



62 <1%

63 <1%

64 <1%

65 <1%

66 <1%

67 <1%

68 <1%

69 <1%

school", JPGI (Jurnal Penelitian Guru
Indonesia), 2021
Publication

ejournal.uin-malang.ac.id
Internet Source

ijsrset.com
Internet Source

library.uniglobe.edu.np
Internet Source

repofeb.undip.ac.id
Internet Source

so06.tci-thaijo.org
Internet Source

www.unlv.edu.sg
Internet Source

Ditta Nur Hidayanti. "Analisis Penangan
Keluahan Terhadap Loyalitas Nasabah pada
PT. BPRS Seprovinsi Lampung", Akuisisi: Jurnal
Akuntansi, 2020
Publication

Sunardi, J H Mulyo, Irham, Jamhari.
"Behaviour of brand switching of milk product
for young children aged 1-3 years in
consumers of middle to lower socioeconomic
class in urban communities in malang", IOP



70 <1%

71 <1%

72 <1%

73 <1%

74 <1%

75 <1%

76 <1%

77 <1%

78 <1%

Conference Series: Earth and Environmental
Science, 2021
Publication

You-De Dai, Ying-Chan Liu, Wen-Long Zhuang,
Ching-Hua Wang. "Using social exchange
perspective to explain customer voluntary
performance behavior", The Service Industries
Journal, 2018
Publication

administrasibisnis.studentjournal.ub.ac.id
Internet Source

d.researchbib.com
Internet Source

diktis.kemenag.go.id
Internet Source

epdf.pub
Internet Source

etd.repository.ugm.ac.id
Internet Source

europub.co.uk
Internet Source

ijrcm.org.in
Internet Source

journal.feb.unmul.ac.id
Internet Source



79 <1%

80 <1%

81 <1%

82 <1%

83 <1%

84 <1%

85 <1%

journal.unesa.ac.id
Internet Source

luanvan.net.vn
Internet Source

mpra.ub.uni-muenchen.de
Internet Source

rjoas.com
Internet Source

Nurfitria Ningsi, Noorhasanah Z, Gusnawati
Gusnawati. "Quality Analysis of E-government
Services Using SERVQUAL Method (Case
Study of SAMSAT Office in Kolaka Regency)",
INTENSIF: Jurnal Ilmiah Penelitian dan
Penerapan Teknologi Sistem Informasi, 2020
Publication

Rishi Kant, Deepak Jaiswal. "The impact of
perceived service quality dimensions on
customer satisfaction", International Journal
of Bank Marketing, 2017
Publication

An-Wen Lu, Ya-Hua Chang, Hsin-Hung Wu.
"Analyzing Service Quality and Satisfaction by
Multivariate Analysis of Variance",
International Journal of Information Systems
in the Service Sector, 2021
Publication



86 <1%

87 <1%

88 <1%

Exclude quotes On

Exclude bibliography On

Exclude matches Off

Elise Wong, S. Mostafa Rasoolimanesh, Saeed
Pahlevan Sharif. "Using online travel agent
platforms to determine factors influencing
hotel guest satisfaction", Journal of Hospitality
and Tourism Technology, 2020
Publication

scholarworks.waldenu.edu
Internet Source

www.koleksiskripsi.com
Internet Source


