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Lampiran 1. Kuesioner  

Diisi oleh Peneliti 

 

Kota tempat Kantor Bank Jatim No. Responden 

  

 

KUESIONER PENELITIAN 

A. Pendahuluan 

Sebelumnya peneliti sampaikan terimakasih atas kesediaan 

Bapak/Ibu/Saudara untuk mengisi isian berikut ini. Daftar pertanyaan ini 

dibuat dengan maksud mengumpulkan data dalam rangka penyusunan 

disertasi saya yang berjudul: 

 
PENGARUH RELATIONSHIP MARKETING DAN SELF SERVICE 

TECHNOLOGY TERHADAP KEPUASAN LOYALITAS DAN RETENSI 

NASABAH BANK JATIM, Tbk. 

 

B. Identitas Responden 

 

1) Usia   : ..........  tahun 

 

2) Jenis Kelamin  : □  Laki-Laki     □  Perempuan 

 

3) Pendidikan  : □  SMA     □  Diploma/Sarjana     □  Magister     □  Doktor 

 

4) Pekerjaan   : □  pelajar/mahasiswa  □  ASN/TNI/Polri      

  □  wiraswasta       □  karyawan swasta 

 

5) Menjadi nasabah    :  □  ≤ 2 tahun    □  3-4 tahun      □  5-6 tahun  

   □ 7-8 tahun     □  9-10 tahun      □  di atas 10 tahun 

 

C. Pernyataan  

Berikut disajikan daftar pertanyaan kuesioner. Mohon kesediaan untuk 

memilih jawaban pertanyaan berikut sesuai dengan kenyataan yang dirasakan, 

dengan memberikan tanda centang (√) pada salah satu pilihan jawaban yang 

dianggap mewakili sikap atau persepsi. 
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No Pertanyaan Pilihan Jawaban 

 Relationship Marketing (X1) 
Sangat 

Tidak 

Setuju 

Tidak 

Setuju 
Netral  Setuju  

Sangat 

Setuju 

1 Nasabah mempunyai kepercayaan 

terhadap kemampuan yang dimiliki 

karyawan Bank Jatim dalam menjalin 

hubungan baik dengan nasabahnya 

     

2 Pihak Bank Jatim mampu melakukan 

komunikasi yang baik kepada nasabahnya 

     

3 Bank Jatim memiliki komitmen yang 

tinggi dalam menjaga hubungan baik 

dengan nasabahnya 

     

4 Nasabah merasakan adanya kemampuan 

yang baik dari Bank Jatim dalam 

responsibilitas. 

     

 

 
Self-Service Technology (X2) 

Sangat 

Tidak 

Setuju 

Tidak 

Setuju 
Netral  Setuju  

Sangat 

Setuju 

1 Penggunaan produk self-service 

technology Bank Jatim sangat 

mudah 

     

2 Produk self-service technology 

Bank Jatim sangat berguna 

     

3 Biaya pada produk self-service 

technology Bank Jatim murah 

     

4 Nasabah merasa lebih aman dalam 

melakukan transaksi keuangan 

dengan adanya produk self-service 

technology Bank Jatim 

     

5 Nasabah dapat mengontrol diri 

sendiri dalam melakukan transaksi 

keuangan dengan adanya produk 

self-service technology Bank Jatim 

     

 

 

 Kepuasan Nasabah (Z1) 
Sangat 

Tidak 

Setuju 

Tidak 

Setuju 
Netral  Setuju  

Sangat 

Setuju 

1 Nasabah merasa senang terpuaskan 

setelah menggunakan produk self-

service technology Bank Jatim 

     

2 Nasabah akan sering atau terus 

menggunakan produk/jasa Bank 

Jatim 

     

3 Adanya kesesuaian antara harapan 

nasabah dengan hasil jasa yang 

diperoleh dari Bank Jatim 
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4 Bank Jatim memiliki kinerja yang 

lebih 

     

5 Nasabah merasa tidak kecewa 

setelah menggunakan produk self-

service technology Bank Jatim 

     

 

 

 

 Loyalitas Nasabah (Z2) 
Sangat 

Tidak 

Setuju 

Tidak 

Setuju 
Netral  Setuju  

Sangat 

Setuju 

1 Nasabah memiliki komitmen secara 

psikologis atau ikatan emosional 

dengan Bank Jatim 

     

2 Beban terkait waktu atau usaha 

yang ditanggung nasabah akan lebih 

besar jika berpindah ke bank lain 

     

3 Nasabah akan mempromosikan 

Bank Jatim dari mulut ke mulut 

     

4 Nasabah akan melakukan kerja 

sama dengan cara mengijinkan 

komentar nasabah tentang hal yang 

positif dari Bank Jatim untuk 

promosi  

     

 

 

 

 

 Retensi Nasabah (Y) 
Sangat 

Tidak 

Setuju 

Tidak 

Setuju 
Netral  Setuju  

Sangat 

Setuju 

1 Perilaku nasabah yang telah bertahan 

dalam jangka-panjang  
 

     

2 Hubungan jangka panjang yang 

terbentuk dengan baik 
     

3 Nasabah yang diperioritaskan Bank 

Jatim 
     

4 Nasabah yang bernilai pada Bank Jatim      

 
                                                                                                            Terima kasih 
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Lampiran 2 : Validitas 
 
FACTOR 

  /VARIABLES X1.1 X1.2 X1.3 X1.4 

  /MISSING LISTWISE 

  /ANALYSIS X1.1 X1.2 X1.3 X1.4 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

 

Factor Analysis 

Notes 

Output Created 30-APR-2020 13:28:35 

Comments  

Input Data D:\ ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Missing Value Handling Definition of Missing MISSING=EXCLUDE: User-defined 

missing values are treated as missing. 

Cases Used LISTWISE: Statistics are based on 

cases with no missing values for any 

variable used. 

Syntax FACTOR 

  /VARIABLES X1.1 X1.2 X1.3 X1.4 

  /MISSING LISTWISE 

  /ANALYSIS X1.1 X1.2 X1.3 X1.4 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) 

ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

Resources Processor Time 00:00:00,05 

Elapsed Time 00:00:00,05 

Maximum Memory Required 3096 (3,023K) bytes 

Variables Created FAC1_1 Component score 1 

KMO and Bartlett's Test 
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,796 

Bartlett's Test of Sphericity Approx. Chi-Square 47,381 

df 6 

Sig. ,000 

 

 

Communalities 

 Initial Extraction 

Kepercayaan 1,000 ,674 

Komunikasi 1,000 ,800 

Komitmen 1,000 ,735 

responsibilitas 1,000 ,537 

 

Extraction Method: Principal Component 

Analysis. 

 

 

Total Variance Explained 

Component 

Initial Eigenvalues 

Extraction Sums of Squared 

Loadings 

Total % of Variance Cumulative % Total % of Variance 

1 2,747 68,664 68,664 2,747 68,664 

2 ,607 15,182 83,846   

3 ,366 9,146 92,991   

4 ,280 7,009 100,000   

 

Extraction Method: Principal Component Analysis. 

 

Component Matrix
a
 

 

Component 

1 

Kepercayaan ,821 

Komunikasi ,895 

Komitmen ,857 

responsibilitas ,733 

 

Extraction Method: Principal 

Component Analysis.
a
 

a. 1 components extracted. 
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FACTOR 

  /VARIABLES X2.1 X2.2 X2.3 X2.4 X2.5 

  /MISSING LISTWISE 

  /ANALYSIS X2.1 X2.2 X2.3 X2.4 X2.5 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

 

Factor Analysis 

Notes 

Output Created 30-APR-2020 13:29:21 

Comments  

Input Data D:\ ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Missing Value Handling Definition of Missing MISSING=EXCLUDE: User-defined 

missing values are treated as missing. 

Cases Used LISTWISE: Statistics are based on 

cases with no missing values for any 

variable used. 

Syntax FACTOR 

  /VARIABLES X2.1 X2.2 X2.3 X2.4 

X2.5 

  /MISSING LISTWISE 

  /ANALYSIS X2.1 X2.2 X2.3 X2.4 X2.5 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) 

ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

Resources Processor Time 00:00:00,03 

Elapsed Time 00:00:00,05 

Maximum Memory Required 4396 (4,293K) bytes 

Variables Created FAC1_2 Component score 1 
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Correlation 

Matrix
a
 

 

 

a. This matrix is 

not positive 

definite. 

 

 

Communalities 

 Initial Extraction 

Kemudahan 1,000 ,561 

Kegunaan 1,000 ,826 

Penghematan biaya 1,000 ,826 

Keamanan 1,000 ,681 

Pengontrolan sendiri 1,000 ,698 

 

Extraction Method: Principal Component Analysis. 

 

 

 

 

Total Variance Explained 

Component 

Initial Eigenvalues 

Extraction Sums of Squared 

Loadings 

Total % of Variance Cumulative % Total % of Variance 

1 3,592 71,834 71,834 3,592 71,834 

2 ,648 12,954 84,788   

3 ,512 10,233 95,021   

4 ,249 4,979 100,000   

5 1,098E-17 2,196E-16 100,000   

Extraction Method: Principal Component Analysis. 

Component Matrix
a
 

 

Component 

1 

Kemudahan ,749 

Kegunaan ,909 

Penghematan biaya ,909 

Keamanan ,826 

Pengontrolan sendiri ,835 
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FACTOR 

  /VARIABLES Z1.1 Z1.2 Z1.3 Z1.4 Z1.5 

  /MISSING LISTWISE 

  /ANALYSIS Z1.1 Z1.2 Z1.3 Z1.4 Z1.5 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

Factor Analysis 

Notes 

Output Created 30-APR-2020 13:30:49 

Comments  

Input Data D:\ ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Missing Value Handling Definition of Missing MISSING=EXCLUDE: User-defined 

missing values are treated as missing. 

Cases Used LISTWISE: Statistics are based on 

cases with no missing values for any 

variable used. 

Syntax FACTOR 

  /VARIABLES Z1.1 Z1.2 Z1.3 Z1.4 

Z1.5 

  /MISSING LISTWISE 

  /ANALYSIS Z1.1 Z1.2 Z1.3 Z1.4 Z1.5 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) 

ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

Resources Processor Time 00:00:00,03 

Elapsed Time 00:00:00,03 

Maximum Memory Required 4396 (4,293K) bytes 

Variables Created FAC1_3 Component score 1 
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KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,817 

Bartlett's Test of Sphericity Approx. Chi-Square 90,364 

df 10 

Sig. ,000 

 

Communalities 

 Initial Extraction 

Senang terpuaskan 1,000 ,733 

Sering menggunakan 1,000 ,669 

Kesesuaian dengan harapan 1,000 ,804 

Kinerja yang lebih 1,000 ,770 

Tidak mengecewakan 1,000 ,630 

 

Extraction Method: Principal Component Analysis. 

 

 

Total Variance Explained 

Component 

Initial Eigenvalues 

Extraction Sums of Squared 

Loadings 

Total % of Variance Cumulative % Total % of Variance 

1 3,606 72,111 72,111 3,606 72,111 

2 ,630 12,596 84,706   

3 ,353 7,057 91,764   

4 ,240 4,799 96,563   

5 ,172 3,437 100,000   

 

Extraction Method: Principal Component Analysis. 

Component Matrix
a
 

 

Component 

1 

Senang terpuaskan ,856 

Sering menggunakan ,818 

Kesesuaian dengan harapan ,897 

Kinerja yang lebih ,877 

Tidak mengecewakan ,794 

Extraction Method: Principal Component 

Analysis.
a
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a. 1 components extracted. 
FACTOR 

  /VARIABLES Z2.1 Z2.2 Z2.3 Z2.4 

  /MISSING LISTWISE 

  /ANALYSIS Z2.1 Z2.2 Z2.3 Z2.4 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

 

Factor Analysis 

 

Notes 

Output Created 30-APR-2020 13:31:11 

Comments  

Input Data D:\ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Missing Value Handling Definition of Missing MISSING=EXCLUDE: User-defined 

missing values are treated as missing. 

Cases Used LISTWISE: Statistics are based on 

cases with no missing values for any 

variable used. 

Syntax FACTOR 

  /VARIABLES Z2.1 Z2.2 Z2.3 Z2.4 

  /MISSING LISTWISE 

  /ANALYSIS Z2.1 Z2.2 Z2.3 Z2.4 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) 

ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

Resources Processor Time 00:00:00,03 

Elapsed Time 00:00:00,05 

Maximum Memory Required 3096 (3,023K) bytes 

Variables Created FAC1_4 Component score 1 
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KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,654 

Bartlett's Test of Sphericity Approx. Chi-Square 41,981 

df 6 

Sig. ,000 

Communalities 

 Initial Extraction 

Komitmen psikologi 1,000 ,694 

Beban perpindahan 1,000 ,649 

Promosi dari mulut ke mulut 1,000 ,520 

Kerjasama 1,000 ,608 

Extraction Method: Principal Component Analysis. 

Total Variance Explained 

Component 

Initial Eigenvalues 

Extraction Sums of Squared 

Loadings 

Total % of Variance Cumulative % Total % of Variance 

1 2,470 61,748 61,748 2,470 61,748 

2 ,899 22,487 84,235   

3 ,388 9,695 93,930   

4 ,243 6,070 100,000   

Extraction Method: Principal Component Analysis. 

 

 

Component Matrix
a
 

 

Component 

1 

Komitmen psikologi ,833 

Beban perpindahan ,805 

Promosi dari mulut ke mulut ,721 

Kerjasama ,779 

 

Extraction Method: Principal Component 

Analysis.
a
 

a. 1 components extracted. 
 

 

 

FACTOR 

  /VARIABLES Y1 Y2 Y3 Y4 

  /MISSING LISTWISE 

  /ANALYSIS Y1 Y2 Y3 Y4 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) ITERATE(25) 

  /EXTRACTION PC 
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  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

Factor Analysis 

Notes 

Output Created 30-APR-2020 13:31:49 

Comments  

Input Data D:\ ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Missing Value Handling Definition of Missing MISSING=EXCLUDE: User-defined 

missing values are treated as missing. 

Cases Used LISTWISE: Statistics are based on 

cases with no missing values for any 

variable used. 

Syntax FACTOR 

  /VARIABLES Y1 Y2 Y3 Y4 

  /MISSING LISTWISE 

  /ANALYSIS Y1 Y2 Y3 Y4 

  /PRINT INITIAL KMO EXTRACTION 

  /CRITERIA FACTORS(1) 

ITERATE(25) 

  /EXTRACTION PC 

  /ROTATION NOROTATE 

  /SAVE REG(ALL) 

  /METHOD=CORRELATION. 

Resources Processor Time 00:00:00,02 

Elapsed Time 00:00:00,05 

Maximum Memory Required 3096 (3,023K) bytes 

Variables Created FAC1_5 Component score 1 

 

 

KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,815 

Bartlett's Test of Sphericity Approx. Chi-Square 55,241 

df 6 

Sig. ,000 
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Communalities 

 Initial Extraction 

Perilaku nasabah yang telah 

bertahan dalam jangka-

panjang 

1,000 ,782 

Hubungan jangka-panjang 

yang telah terbentuk dengan 

baik 

1,000 ,783 

Prioritas nasabah 1,000 ,643 

Nasabah potisioning. 1,000 ,694 

Extraction Method: Principal Component Analysis. 

Total Variance Explained 

Component 

Initial Eigenvalues 

Extraction Sums of Squared 

Loadings 

Total % of Variance Cumulative % Total % of Variance 

1 2,901 72,523 72,523 2,901 72,523 

2 ,462 11,554 84,076   

3 ,397 9,935 94,012   

4 ,240 5,988 100,000   

 

Extraction Method: Principal Component Analysis. 

Component Matrix
a
 

 

Component 

1 

Perilaku nasabah yang telah 

bertahan dalam jangka-

panjang 

,884 

Hubungan jangka-panjang 

yang telah terbentuk dengan 

baik 

,885 

Prioritas nasabah ,802 

Nasabah potisioning. ,833 

 

Extraction Method: Principal Component 

Analysis.
a
 

a. 1 components extracted. 
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Lampiran 3 : RELIABILITY 
 
  /VARIABLES=X1.1 X1.2 X1.3 X1.4 X1 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE SCALE. 

 

Reliability 
 

Notes 

Output Created 30-APR-2020 21:01:32 

Comments  

Input Data D:\ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Matrix Input  

Missing Value Handling Definition of Missing User-defined missing values are 

treated as missing. 

Cases Used Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax RELIABILITY 

  /VARIABLES=X1.1 X1.2 X1.3 X1.4 

X1 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE 

SCALE. 

Resources Processor Time 00:00:00,00 

Elapsed Time 00:00:00,00 

 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excluded
a
 0 ,0 

Total 30 100,0 
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a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,911 5 

 

 

Item Statistics 

 Mean Std. Deviation N 

Kepercayaan 4,0666667 ,63968383 30 

Komunikasi 4,0666667 ,63968383 30 

Komitmen 4,1000000 ,75885576 30 

responsibilitas 3,8666667 ,68144539 30 

Relationship Marketing ,0000000 1,00000000 30 

 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

16,1000000 10,554 3,24861946 5 

 
RELIABILITY 

  /VARIABLES=X2.1 X2.2 X2.3 X2.4 X2.5 X2 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE SCALE. 
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Reliability 

 

Notes 

Output Created 30-APR-2020 21:04:39 

Comments  

Input Data D:\ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Matrix Input  

Missing Value Handling Definition of Missing User-defined missing values are 

treated as missing. 

Cases Used Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax RELIABILITY 

  /VARIABLES=X2.1 X2.2 X2.3 X2.4 

X2.5 X2 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE 

SCALE. 

Resources Processor Time 00:00:00,00 

Elapsed Time 00:00:00,00 

 
 
Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excluded
a
 0 ,0 

Total 30 100,0 

 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's 

Alpha N of Items 

,935 6 

 

 

Item Statistics 

 Mean Std. Deviation N 

Kemudahan 4,1333333 ,68144539 30 

Kegunaan 4,0666667 ,69149181 30 

Penghematan biaya 4,0666667 ,69149181 30 

Keamanan 4,0666667 ,63968383 30 

Pengontrolan sendiri 3,9000000 ,66176358 30 

Self Service Technology ,0000000 1,00000000 30 

 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

20,2333333 14,812 3,84863937 6 

 
RELIABILITY 

  /VARIABLES=Z1.1 Z1.2 Z1.3 Z1.4 Z1.5 Z1 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE SCALE. 
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Reliability 

 

Notes 

Output Created 30-APR-2020 21:07:00 

Comments  

Input Data D:\ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Matrix Input  

Missing Value Handling Definition of Missing User-defined missing values are 

treated as missing. 

Cases Used Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax RELIABILITY 

  /VARIABLES=Z1.1 Z1.2 Z1.3 Z1.4 

Z1.5 Z1 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE 

SCALE. 

Resources Processor Time 00:00:00,00 

Elapsed Time 00:00:00,00 

 

 
Scale: ALL VARIABLES 

 

 

 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excluded
a
 0 ,0 

Total 30 100,0 

 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's 

Alpha N of Items 

,934 6 

 

 

Item Statistics 

 Mean Std. Deviation N 

Senang terpuaskan 3,5333333 ,57134646 30 

Sering menggunakan 3,4000000 ,67466467 30 

Kesesuaian dengan harapan 3,5000000 ,68228824 30 

Kinerja yang lebih 3,6666667 ,60647843 30 

Tidak mengecewakan 3,8000000 ,61025715 30 

Kepuasan Nasabah ,0000000 1,00000000 30 

 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

17,9000000 13,466 3,66959042 6 

 
RELIABILITY 

  /VARIABLES=Z2.1 Z2.2 Z2.3 Z2.4 Z2 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE SCALE. 
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Reliability 

 

 

Notes 

Output Created 30-APR-2020 21:07:20 

Comments  

Input Data D:\ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Matrix Input  

Missing Value Handling Definition of Missing User-defined missing values are 

treated as missing. 

Cases Used Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax RELIABILITY 

  /VARIABLES=Z2.1 Z2.2 Z2.3 Z2.4 

Z2 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE 

SCALE. 

Resources Processor Time 00:00:00,02 

Elapsed Time 00:00:00,03 

 

 
Scale: ALL VARIABLES 

 

 

 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excluded
a
 0 ,0 

Total 30 100,0 
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a. Listwise deletion based on all variables in the 

procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha N of Items 

,887 5 

 

 

Item Statistics 

 Mean Std. Deviation N 

Komitmen psikologi 3,4000000 ,67466467 30 

Beban perpindahan 3,5000000 ,68228824 30 

Promosi dari mulut ke mulut 3,7000000 ,65125873 30 

Kerjasama 3,9333333 ,63968383 30 

Loyalitas Nasabah ,0000000 1,00000000 30 

 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

14,5333333 9,486 3,07988857 5 

 
RELIABILITY 

  /VARIABLES=Y1 Y2 Y3 Y4 Y 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE SCALE. 
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Reliability 

 

Notes 

Output Created 30-APR-2020 21:07:35 

Comments  

Input Data D:\ANA\DISERTASI\ana\validitas 

ana.sav 

Active Dataset DataSet0 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
30 

Matrix Input  

Missing Value Handling Definition of Missing User-defined missing values are 

treated as missing. 

Cases Used Statistics are based on all cases with 

valid data for all variables in the 

procedure. 

Syntax RELIABILITY 

  /VARIABLES=Y1 Y2 Y3 Y4 Y 

  /SCALE('ALL VARIABLES') ALL 

  /MODEL=ALPHA 

  /STATISTICS=DESCRIPTIVE 

SCALE. 

Resources Processor Time 00:00:00,02 

Elapsed Time 00:00:00,02 

 

 
Scale: ALL VARIABLES 

 

 

 

Case Processing Summary 

 N % 

Cases Valid 30 100,0 

Excluded
a
 0 ,0 

Total 30 100,0 

 

a. Listwise deletion based on all variables in the 

procedure. 
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Reliability Statistics 

Cronbach's 

Alpha N of Items 

,927 5 

 

 

Item Statistics 

 Mean Std. Deviation N 

Perilaku nasabah yang telah 

bertahan dalam 

jangka-panjang 

3,7666667 ,85835984 30 

Hubungan jangka-panjang 

yang telah terbentuk dengan 

baik 

3,7666667 ,81720015 30 

Prioritas nasabah 3,7666667 ,67891055 30 

Nasabah potisioning. 3,9000000 ,66176358 30 

Retensi Nasabah ,0000000 1,00000000 30 

 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

15,2000000 12,803 3,57813574 5 
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Lampiran 4 : Frekuensi 
 

 

 

Warning # 849 in column 23.  Text: in_ID 

The LOCALE subcommand of the SET command has an invalid parameter.  It 

could 

not be mapped to a valid backend locale. 

GET 

  FILE='D:\DISERTASI\ana\ana oke signifikan positif semua.sav'. 

DATASET NAME DataSet1 WINDOW=FRONT. 

FREQUENCIES VARIABLES=X1.1 X1.2 X1.3 X1.4 X2.1 X2.2 X2.3 X2.4 X2.5 Z1.1 

Z1.2 Z1.3 Z1.4 Z1.5 Z2.1 Z2.2 Z2.3 Z2.4 Y1 Y2 Y3 Y4 

  /STATISTICS=MEAN 

  /ORDER=ANALYSIS. 

 

 

 

 
Frequencies 

 

 

 

Notes 

Output Created 30-APR-2020 21:19:40 

Comments  

Input Data D:\ANA\DISERTASI\ana\ana oke 

signifikan positif semua.sav 

Active Dataset DataSet1 

Filter <none> 

Weight <none> 

Split File <none> 

N of Rows in Working Data 

File 
395 

Missing Value Handling Definition of Missing User-defined missing values are 

treated as missing. 

Cases Used Statistics are based on all cases with 

valid data. 

Syntax FREQUENCIES VARIABLES=X1.1 

X1.2 X1.3 X1.4 X2.1 X2.2 X2.3 X2.4 

X2.5 Z1.1 Z1.2 Z1.3 Z1.4 Z1.5 Z2.1 

Z2.2 Z2.3 Z2.4 Y1 Y2 Y3 Y4 

  /STATISTICS=MEAN 

  /ORDER=ANALYSIS. 

Resources Processor Time 00:00:00,03 

Elapsed Time 00:00:00,02 
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[DataSet1] D:\DISERTASI\ana\ana oke signifikan positif semua.sav 

 

 

Statistics 

 Kepercayaan Komunikasi Komitmen responsibilitas Kemudahan 

N Valid 395 395 395 395 395 

Missing 0 0 0 0 0 

Mean 3,98 3,99 4,02 3,80 4,03 

 

Statistics 

 Kegunaan 

Penghematan 

biaya Keamanan 

Pengontrolan 

sendiri 

Senang 

terpuaskan 

N Valid 395 395 395 395 394 

Missing 0 0 0 0 1 

Mean 3,98 4,00 4,09 3,77 3,59 

 

Statistics 

 

Sering 

menggunakan 

Kesesuaian 

dengan harapan 

Kinerja yang 

lebih 

Tidak 

mengecewakan 

Komitmen 

psikologi 

N Valid 395 395 395 395 394 

Missing 0 0 0 0 1 

Mean 3,41 3,51 3,78 3,97 3,54 

 

Statistics 

 

Beban 

perpindahan 

Promosi dari 

mulut ke mulut Kerjasama 

Perilaku 

nasabah yang 

telah bertahan 

dalam jangka-

panjang 

Hubungan 

jangka-panjang 

yang telah 

terbentuk 

dengan baik 

N Valid 395 395 395 395 395 

Missing 0 0 0 0 0 

Mean 3,63 3,89 4,03 3,88 3,91 

 

Statistics 

 Prioritas nasabah Nasabah potisioning. 

N Valid 395 395 

Missing 0 0 

Mean 3,99 4,07 
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Frequency Table 

 

Kepercayaan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 ,3 ,3 ,3 

3 77 19,5 19,5 19,7 

4 247 62,5 62,5 82,3 

5 70 17,7 17,7 100,0 

Total 395 100,0 100,0  

 

Komunikasi 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 3 ,8 ,8 ,8 

3 73 18,5 18,5 19,2 

4 242 61,3 61,3 80,5 

5 77 19,5 19,5 100,0 

Total 395 100,0 100,0  

 

 

Komitmen 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 102 25,8 25,8 25,8 

4 182 46,1 46,1 71,9 

5 111 28,1 28,1 100,0 

Total 395 100,0 100,0  

 

responsibilitas 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 1 ,3 ,3 ,3 

3 128 32,4 32,4 32,7 

4 215 54,4 54,4 87,1 

5 51 12,9 12,9 100,0 

Total 395 100,0 100,0  
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Kemudahan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 88 22,3 22,3 22,3 

4 207 52,4 52,4 74,7 

5 100 25,3 25,3 100,0 

Total 395 100,0 100,0  

 

 

Kegunaan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 97 24,6 24,6 24,6 

4 208 52,7 52,7 77,2 

5 90 22,8 22,8 100,0 

Total 395 100,0 100,0  

 

 

Penghematan biaya 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 94 23,8 23,8 23,8 

4 208 52,7 52,7 76,5 

5 93 23,5 23,5 100,0 

Total 395 100,0 100,0  

 

 

Keamanan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 71 18,0 18,0 18,0 

4 218 55,2 55,2 73,2 

5 106 26,8 26,8 100,0 

Total 395 100,0 100,0  
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Pengontrolan sendiri 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 147 37,2 37,2 37,2 

4 192 48,6 48,6 85,8 

5 56 14,2 14,2 100,0 

Total 395 100,0 100,0  

 

 

Senang terpuaskan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 176 44,6 44,7 44,7 

4 202 51,1 51,3 95,9 

5 16 4,1 4,1 100,0 

Total 394 99,7 100,0  

Missing System 1 ,3   

Total 395 100,0   

 

 

Sering menggunakan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 26 6,6 6,6 6,6 

3 199 50,4 50,4 57,0 

4 154 39,0 39,0 95,9 

5 16 4,1 4,1 100,0 

Total 395 100,0 100,0  

 

 

Kesesuaian dengan harapan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 13 3,3 3,3 3,3 

3 197 49,9 49,9 53,2 

4 157 39,7 39,7 92,9 

5 28 7,1 7,1 100,0 

Total 395 100,0 100,0  
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Kinerja yang lebih 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 137 34,7 34,7 34,7 

4 206 52,2 52,2 86,8 

5 52 13,2 13,2 100,0 

Total 395 100,0 100,0  

 

 

Tidak mengecewakan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 89 22,5 22,5 22,5 

4 227 57,5 57,5 80,0 

5 79 20,0 20,0 100,0 

Total 395 100,0 100,0  

 

Komitmen psikologi 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 19 4,8 4,8 4,8 

3 174 44,1 44,2 49,0 

4 171 43,3 43,4 92,4 

5 30 7,6 7,6 100,0 

Total 394 99,7 100,0  

Missing System 1 ,3   

Total 395 100,0   

 

Beban perpindahan 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 10 2,5 2,5 2,5 

3 171 43,3 43,3 45,8 

4 170 43,0 43,0 88,9 

5 44 11,1 11,1 100,0 

Total 395 100,0 100,0  
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Promosi dari mulut ke mulut 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 113 28,6 28,6 28,6 

4 213 53,9 53,9 82,5 

5 69 17,5 17,5 100,0 

Total 395 100,0 100,0  

 

 

Kerjasama 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 79 20,0 20,0 20,0 

4 227 57,5 57,5 77,5 

5 89 22,5 22,5 100,0 

Total 395 100,0 100,0  

 

 

Perilaku nasabah yang telah bertahan dalam jangka-panjang 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 9 2,3 2,3 2,3 

3 113 28,6 28,6 30,9 

4 191 48,4 48,4 79,2 

5 82 20,8 20,8 100,0 

Total 395 100,0 100,0  

 

 

Hubungan jangka-panjang yang telah terbentuk dengan baik 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 2 4 1,0 1,0 1,0 

3 105 26,6 26,6 27,6 

4 207 52,4 52,4 80,0 

5 79 20,0 20,0 100,0 

Total 395 100,0 100,0  
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Prioritas nasabah 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 83 21,0 21,0 21,0 

4 233 59,0 59,0 80,0 

5 79 20,0 20,0 100,0 

Total 395 100,0 100,0  

 

 

Nasabah potisioning. 

 Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 3 67 17,0 17,0 17,0 

4 233 59,0 59,0 75,9 

5 95 24,1 24,1 100,0 

Total 395 100,0 100,0  
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Lampiran 5 :  Full Model – Hubungan Antar Variabel 

Boostraping Analisis 
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Path Coefficients 

Mean, STDEV, T-Values, P-Values 

  
Original 
Sample 
(O) 

Sample 
Mean (M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

P Values 

Kepuasan_Nasabah_Z1_ -> 
Loyalitas Nasabah_Z2_ 

0,715 0,718 0,050 14,167 0,000 

Loyalitas Nasabah_Z2_ -> 
Retensi_Nasabah_Y_ 

0,525 0,526 0,056 9,416 0,000 

Relationship Marketing_X1 -> 
Kepuasan_Nasabah_Z1_ 

0,363 0,368 0,050 7,239 0,000 

Relationship Marketing_X1 -> 
Loyalitas Nasabah_Z2_ 

0,098 0,097 0,032 3,048 0,002 

Relationship Marketing_X1 -> 
Retensi_Nasabah_Y_ 

0,122 0,123 0,056 2,194 0,029 

Self Service Technology_X2_ -
> Kepuasan_Nasabah_Z1_ 

0,299 0,292 0,052 5,757 0,000 

Self Service Technology_X2_ -
> Loyalitas Nasabah_Z2_ 

0,112 0,110 0,047 2,406 0,016 

Self Service Technology_X2_ -
> Retensi_Nasabah_Y_ 

0,122 0,120 0,061 1,986 0,048 
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Algoritm Analysis (loading factor) 
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Path Coefficients 

  
Kepuasan_Nasab
ah_Z1_ 

Loyalitas 
Nasabah
_Z2_ 

Relations
hip 
Marketin
g_X1 

Retensi_Nasab
ah_Y_ 

Self Service 
Technology
_X2_ 

Kepuasan_Nasab
ah_Z1_ 

  0,715       

Loyalitas 
Nasabah_Z2_ 

      0,525   

Relationship 
Marketing_X1 

0,363 0,098   0,122   

Retensi_Nasabah
_Y_ 

          

Self Service 
Technology_X2_ 

0,299 0,112   0,122   

 

Indirect Effects 

Total Indirect Effects 

  
Kepuasan_Nasab
ah_Z1_ 

Loyalitas 
Nasabah
_Z2_ 

Relations
hip 
Marketin
g_X1 

Retensi_Nasab
ah_Y_ 

Self Service 
Technology
_X2_ 

Kepuasan_Nasab
ah_Z1_ 

      0,376   

Loyalitas 
Nasabah_Z2_ 

          

Relationship 
Marketing_X1 

  0,260   0,188   

Retensi_Nasabah
_Y_ 

          

Self Service 
Technology_X2_ 

  0,214   0,171   

 

Specific Indirect Effects 

  
Specific 
Indirect 
Effects 

Relationship Marketing_X1 -> Kepuasan_Nasabah_Z1_ -> Loyalitas 
Nasabah_Z2_ 

0,260 

Self Service Technology_X2_ -> Kepuasan_Nasabah_Z1_ -> Loyalitas 
Nasabah_Z2_ 

0,214 

Relationship Marketing_X1 -> Kepuasan_Nasabah_Z1_ -> Loyalitas 
Nasabah_Z2_ -> Retensi_Nasabah_Y_ 

0,136 

Kepuasan_Nasabah_Z1_ -> Loyalitas Nasabah_Z2_ -> Retensi_Nasabah_Y_ 0,376 

Self Service Technology_X2_ -> Kepuasan_Nasabah_Z1_ -> Loyalitas 
Nasabah_Z2_ -> Retensi_Nasabah_Y_ 

0,112 

Relationship Marketing_X1 -> Loyalitas Nasabah_Z2_ -> Retensi_Nasabah_Y_ 0,051 

Self Service Technology_X2_ -> Loyalitas Nasabah_Z2_ -> 
Retensi_Nasabah_Y_ 

0,059 
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Total Effects 

  
Kepuasan_Nasab
ah_Z1_ 

Loyalitas 
Nasabah
_Z2_ 

Relations
hip 
Marketin
g_X1 

Retensi_Nasab
ah_Y_ 

Self Service 
Technology
_X2_ 

Kepuasan_Nasab
ah_Z1_ 

  0,715   0,376   

Loyalitas 
Nasabah_Z2_ 

      0,525   

Relationship 
Marketing_X1 

0,363 0,357   0,310   

Retensi_Nasabah
_Y_ 

          

Self Service 
Technology_X2_ 

0,299 0,326   0,293   

 

Outer Loadings 

  Kepuasan_Nasabah_Z1_ 
Loyalitas 
Nasabah_Z2_ 

Relationship 
Marketing_X1 

Retensi_Nasabah_Y_ 
Self Service 
Technology_X2_ 

X1.2     0,869     

X1.3     0,800     

X1.4     0,791     

X2.1         0,714 

X2.2         0,862 

X2.3         0,879 

X2.4         0,705 

X2.5         0,749 

Y1       0,830   

Y2       0,842   

Y3       0,792   

Y4       0,823   

Z1.1 0,709         

Z1.2 0,882         

Z1.3 0,850         

Z1.4 0,747         

Z1.5 0,741         

Z2.1   0,866       

Z2.2   0,821       

Z2.3   0,811       

Z2.4   0,777       

X1.1     0,803     
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Outer Weights 

  Kepuasan_Nasabah_Z1_ 
Loyalitas 
Nasabah_Z2_ 

Relationship 
Marketing_X1 

Retensi_Nasabah_Y_ 
Self Service 
Technology_X2_ 

X1.2     0,294     

X1.3     0,243     

X1.4     0,368     

X2.1         0,231 

X2.2         0,254 

X2.3         0,251 

X2.4         0,283 

X2.5         0,260 

Y1       0,320   

Y2       0,314   

Y3       0,278   

Y4       0,303   

Z1.1 0,195         

Z1.2 0,293         

Z1.3 0,272         

Z1.4 0,237         

Z1.5 0,263         

Z2.1   0,310       

Z2.2   0,313       

Z2.3   0,289       

Z2.4   0,310       

X1.1     0,322     

 

Latent Variable Correlations 

  
Kepuasan_Nasab
ah_Z1_ 

Loyalitas 
Nasabah
_Z2_ 

Relations
hip 
Marketin
g_X1 

Retensi_Nasab
ah_Y_ 

Self Service 
Technology
_X2_ 

Kepuasan_Nasab
ah_Z1_ 

1,000 0,833 0,571 0,620 0,551 

Loyalitas 
Nasabah_Z2_ 

0,833 1,000 0,584 0,667 0,575 

Relationship 
Marketing_X1 

0,571 0,584 1,000 0,514 0,696 

Retensi_Nasabah
_Y_ 

0,620 0,667 0,514 1,000 0,509 

Self Service 
Technology_X2_ 

0,551 0,575 0,696 0,509 1,000 
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Latent Variable Covariances 

  
Kepuasan_Nasab
ah_Z1_ 

Loyalitas 
Nasabah
_Z2_ 

Relations
hip 
Marketin
g_X1 

Retensi_Nasab
ah_Y_ 

Self Service 
Technology
_X2_ 

Kepuasan_Nasab
ah_Z1_ 

1,000 0,833 0,571 0,620 0,551 

Loyalitas 
Nasabah_Z2_ 

0,833 1,000 0,584 0,667 0,575 

Relationship 
Marketing_X1 

0,571 0,584 1,000 0,514 0,696 

Retensi_Nasabah
_Y_ 

0,620 0,667 0,514 1,000 0,509 

Self Service 
Technology_X2_ 

0,551 0,575 0,696 0,509 1,000 

 

Inner Model Residual Correlation 

  
Kepuasan_ 
Nasabah_ 
Z1_ 

Loyalitas 
Nasabah_ 
Z2_ 

Relationship 
Marketing_ 
X1 

Retensi_ 
Nasabah_ 
Y_ 

Self Service  
Technology_ 
X2_ 

Kepuasan_Nasabah_Z1_ 1,000 0,000   0,080   

Loyalitas Nasabah_Z2_ 0,000 1,000   -0,085   

Relationship 
Marketing_X1 

          

Retensi_Nasabah_Y_ 0,080 -0,085   1,000   

Self Service 
Technology_X2_ 

          

 

R Square 

  R Square R Square Adjusted 

Kepuasan_Nasabah_Z1_ 0,372 0,369 

Loyalitas Nasabah_Z2_ 0,717 0,715 

Retensi_Nasabah_Y_ 0,475 0,471 
 

f Square 

  
Kepuasa_ 
Nasabah_ 
Z1_ 

Loyalitas 
Nasabah_ 
Z2_ 

Relationship 
Marketing_ 
X1 

Retensi_ 
Nasabah_ 
Y_ 

Self Service 
Technology_ 
X2_ 

Kepuasan_Nasabah_Z1_   1,138       

Loyalitas Nasabah_Z2_       0,318   

Relationship 
Marketing_X1 

0,108 0,016   0,013   

Retensi_Nasabah_Y_           

Self Service 
Technology_X2_ 

0,073 0,021   0,013   
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Construct Reliability and Validity 

  
Cronbach's 
Alpha 

rho_A 
Composite 
Reliability 

Average 
Variance 
Extracted 
(AVE) 

Kepuasan_Nasabah_Z1_ 0,846 0,860 0,891 0,623 

Loyalitas Nasabah_Z2_ 0,836 0,837 0,891 0,671 

Relationship 
Marketing_X1 

0,835 0,844 0,889 0,667 

Retensi_Nasabah_Y_ 0,840 0,843 0,893 0,676 

Self Service 
Technology_X2_ 

0,841 0,842 0,888 0,617 

 

Discriminant Validity 

Fornell-Larcker Criterion 

  
Kepuasan_Nasab
ah_Z1_ 

Loyalitas 
Nasabah
_Z2_ 

Relations
hip 
Marketin
g_X1 

Retensi_Nasab
ah_Y_ 

Self Service 
Technology
_X2_ 

Kepuasan_Nasab
ah_Z1_ 

0,789         

Loyalitas 
Nasabah_Z2_ 

0,833 0,819       

Relationship 
Marketing_X1 

0,571 0,584 0,816     

Retensi_Nasabah
_Y_ 

0,620 0,667 0,514 0,822   

Self Service 
Technology_X2_ 

0,551 0,575 0,696 0,509 0,785 
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Cross Loadings 

  
Kepuasan_ 
Nasabah_Z1_ 

Loyalitas 
Nasabah_Z2_ 

Relationship 
Marketing_X1 

Retensi_Nasabah_Y_ 
Self Service 
Technology_X2_ 

X1.2 0,396 0,469 0,869 0,413 0,563 

X1.3 0,318 0,347 0,800 0,396 0,451 

X1.4 0,595 0,552 0,791 0,443 0,602 

X2.1 0,418 0,414 0,558 0,312 0,714 

X2.2 0,403 0,447 0,617 0,413 0,862 

X2.3 0,409 0,445 0,627 0,395 0,879 

X2.4 0,448 0,477 0,445 0,484 0,705 

X2.5 0,470 0,454 0,486 0,366 0,749 

Y1 0,535 0,577 0,431 0,830 0,450 

Y2 0,516 0,545 0,462 0,842 0,496 

Y3 0,466 0,512 0,386 0,792 0,329 

Y4 0,520 0,555 0,407 0,823 0,387 

Z1.1 0,709 0,491 0,295 0,354 0,429 

Z1.2 0,882 0,730 0,535 0,518 0,546 

Z1.3 0,850 0,692 0,457 0,508 0,516 

Z1.4 0,747 0,660 0,432 0,485 0,258 

Z1.5 0,741 0,680 0,496 0,558 0,403 

Z2.1 0,700 0,866 0,501 0,529 0,567 

Z2.2 0,706 0,821 0,451 0,547 0,526 

Z2.3 0,650 0,811 0,454 0,528 0,331 

Z2.4 0,669 0,777 0,506 0,579 0,448 

X1.1 0,490 0,493 0,803 0,414 0,620 

 

Heterotrait-Monotrait Ratio (HTMT) 

  
Kepuasan_Nasaba
h_Z1_ 

Loyalitas 
Nasabah_
Z2_ 

Relations
hip 
Marketing
_X1 

Retensi_ 
Nasabah
_Y_ 

Self Service 
Technology_
X2_ 

Kepuasan_Nasaba
h_Z1_ 

          

Loyalitas 
Nasabah_Z2_ 

0,982         

Relationship 
Marketing_X1 

0,645 0,681       

Retensi_Nasabah_
Y_ 

0,729 0,794 0,607     

Self Service 
Technology_X2_ 

0,646 0,678 0,819 0,595   
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Collinearity Statistics (VIF) 

Outer VIF Values 

     VIF 

X1.2 2,382 

X1.3 1,930 

X1.4 1,560 

X2.1 1,540 

X2.2 3,781 

X2.3 4,494 

X2.4 1,479 

X2.5 1,641 

Y1 1,865 

Y2 1,969 

Y3 1,723 

Y4 1,852 

Z1.1 1,900 

Z1.2 2,940 

Z1.3 2,748 

Z1.4 1,891 

Z1.5 1,789 

Z2.1 2,611 

Z2.2 2,285 

Z2.3 1,868 

Z2.4 1,693 

X1.1 1,826 

 

Inner VIF Values 

  
Kepuasan_ 
Nasabah_ 
Z1_ 

Loyalitas 
Nasabah_ 
Z2_ 

Relationship 
Marketing_ 
X1 

Retensi_ 
Nasabah_ 
Y_ 

Self Service 
Technology_ 
X2_ 

Kepuasan_Nasabah_Z1_   1,592       

Loyalitas Nasabah_Z2_       1,656   

Relationship 
Marketing_X1 

1,941 2,151   2,152   

Retensi_Nasabah_Y_           

Self Service 
Technology_X2_ 

1,941 2,083   2,117   
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Model_Fit 

Fit Summary 

  Saturated Model Estimated Model 

SRMR 0,099 0,099 

d_ULS 2,484 2,497 

d_G 2,243 2,245 

Chi-Square 671,909 674,243 

NFI 0,544 0,543 

 

Model Selection Criteria 

  

AIC  
(Akaike's 
Information 
Criterion) 

AICu 
(Unbiased 
Akaikes 
Information 
Criterion 

AICc 
(Corrected 
Akaikes 
Information 
Criterion) 

BIC  
(Bayesian 
Information 
Criteria) 

HQ  
(Hannan 
Quinn 
Criterion) 

HQc 
(Corrected 
Hannan-
Quinn 
Criterion) 

Kepuasan_Nasabah_Z1_ -178,648 -175,636 218,455 -166,711 -173,918 -173,781 

Loyalitas Nasabah_Z2_ -492,260 -488,240 -95,106 -476,345 -485,954 -485,734 

Retensi_Nasabah_Y_ -247,564 -243,544 149,590 -231,649 -241,259 -241,038 

 

Inner Model 

  
Kepuasan_Nasaba
h_Z1_ 

Loyalitas 
Nasabah_
Z2_ 

Relationsh
ip 
Marketing
_X1 

Retensi_Nasaba
h_Y_ 

Self Service 
Technology_
X2_ 

Kepuasan_Nasaba
h_Z1_ 

  1,000       

Loyalitas 
Nasabah_Z2_ 

      1,000   

Relationship 
Marketing_X1 

1,000 1,000   1,000   

Retensi_Nasabah_
Y_ 

          

Self Service 
Technology_X2_ 

1,000 1,000   1,000   
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Outer Model 

  Kepuasan_Nasabah_Z1_ 
Loyalitas 
Nasabah_Z2_ 

Relationship 
Marketing_X1 

Retensi_Nasabah_Y_ 
Self Service 
Technology_X2_ 

X1.2     -1,000     

X1.3     -1,000     

X1.4     -1,000     

X2.1         -1,000 

X2.2         -1,000 

X2.3         -1,000 

X2.4         -1,000 

X2.5         -1,000 

Y1       -1,000   

Y2       -1,000   

Y3       -1,000   

Y4       -1,000   

Z1.1 -1,000         

Z1.2 -1,000         

Z1.3 -1,000         

Z1.4 -1,000         

Z1.5 -1,000         

Z2.1   -1,000       

Z2.2   -1,000       

Z2.3   -1,000       

Z2.4   -1,000       

X1.1     -1,000     
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