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Lampiran 2 Uji Instrumen Penelitian
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No

Pernyataan

STS

TS

KS

SS

E-Service Quality (X)

Efficiency (Efisiensi)

Saya dapat dengan mudah mengakses & menggunakan
Mobile Banking By BSI.

Saya dapat dengan cepat melakukan transaksi
menggunakan Mobile Banking By BSI.

System Availability (Ketersediaan sistem)

Mobile Bankling by BSI dapat digunakan kapan saja
tanpa gangguan.

Dengan menggunakan Mobile Banking by BSI saya
merasa minimnya error atau gangguan teknis dalam
sistem.

Fulfillment (Pemenuhan)

Saya merasa saat menggunakan layanan Mobile
Banking By BSI, informasi yang tersedia sesuai dengan
kebutuhan penggunaan.

Produk atau layanan yang diberikan Mobile Banking
By BSI sesuai dengan yang dijanjikan.

Privacy (Privasi)

Keamanan data pribadi pengguna Mobile Banking By
BSI terjamin.

Sistem mampu menjaga kerahasiaan informasi
pengguna.

Kepuasan Nasabah (Y)

Pengalaman

Proses transaksi (misalnya pembayaran, transfer,
pembelian) pada Mobile Banking By BSI dilakukan
tanpa gangguan teknis dan dalam waktu yang cepat.
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Harapan Pelanggan

10

Layanan yang saya terima dari Mobile Banking By BSI

telah sesuai dengan standar dan kualitas yang saya
harapkan berdasarkan informasi yang diberikan
sebelum transaksi.

Kebutuhan

11

Dengan adanya Mobile Banking By BSI, nasabah
dengan mudah melakukan transaksi tanpa datang
langsung ke kantor cabang BSI.

Feedback

12

Saya memberikan feedback, penilaian terkait atau
komentar melalui survei, ulasan, atau media sosial.

Peningkatan Kepuasan Pelanggan

13

Pihak bsi tetap meningkatkan kualitas pelayannya agar
pelanggan merasa puas terhadap pelayanan yang
diberikan.
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Lampiran 3 Rekap Angket
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Lampiran 4 Rekap MSI

Succesive Interval

No X1 X2 X3 X4 X5 X6 X7 X8 Total X
1 | 2.126 | 2.390| 3.179 | 2.790 | 2.811 | 2.938 | 2.406 | 2.977 | 21.618
2 | 2.820 | 2.390 | 4.122 | 3.963 | 2.811 | 2.258 | 3.065 | 2.977 | 24.405
3 | 3.859 | 4.147 | 2.449 | 2.016 | 3.792 | 3.880 | 2.406 | 2.977 | 25.525
4 | 2.126 | 2.390| 3.179 | 2.790 | 2.811 | 2.938 | 4.091 | 2.977 | 23.303
5 | 2.126 | 3.167 | 3.179 | 2.790 | 2.127 | 3.880 | 4.091 | 2.977 | 24.338
6 | 3.859| 2.390 | 2.449 | 3.963 | 3.792 | 2.258 | 3.065 | 2.230 | 24.004
7 | 2.820| 3.167 | 4.122 | 3.963 | 2.811 | 2.938 | 3.065 | 2.977 | 25.863
8 | 2.126 | 3.167 | 4.122 | 3.963 | 2.811 | 2.258 | 2.406 | 3.997 | 24.850
9 | 2.126| 2.390 | 4.122 | 3.963 | 2.127 | 2.258 | 4.091 | 3.997 | 25.073
10| 2.820 | 3.167 | 4.122 | 2.016 | 2.811 | 2.258 | 4.091 | 2.230 | 23.514
11| 3.859 | 4.147 | 4.122 | 2.790 | 2.127 | 2.938 | 3.065 | 2.230 25.278
121 2.126 | 2.390 | 4.122 | 3.963 | 3.792 | 3.880 | 4.091 | 3.997 28.360
13| 2.820 | 2.390| 3.179 | 3.963 | 3.792 | 3.880 | 4.091 | 2.977 | 27.092
14| 2,126 | 3.167 | 4.122 | 3.963 | 2.811 | 2.258 | 2.406 | 2.977 23.830
151 2.820 | 2.390 | 2.449 | 2.790 | 2.127 | 2.258 | 4.091 | 2.230 | 21.154
16 | 2.820 | 3.167 | 4.122 | 2.790 | 3.792 | 2.258 | 3.065 | 2.977 | 24.991
171 3.859 | 3.167 | 3.179 | 2.790 | 3.792 | 3.880 | 4.091 | 3.997 28.755
18| 2.820 | 3.167 | 2.449 | 2.790 | 2.127 | 2.938 | 3.065 | 3.997 | 23.354
19| 3.859 | 4.147 | 2.449 | 3.963 | 2.127 | 2.258 | 2.406 | 2.977 | 24.186
20 | 3.859 | 2.390 | 2.449 | 2.016 | 2.127 | 3.880 | 2.406 | 2.977 | 22.103
211 2.820| 2.390 | 3.179| 3.963 | 2.811 | 3.880 | 4.091 | 2.977 | 26.111
221 3.859 | 4.147 | 2.449 | 2.790 | 3.792 | 2.258 | 4.091 | 2.230| 25.615
23] 3.859 | 2.390 | 2.449| 2.790 | 2.811 | 2.258 | 2.406 | 2.977 | 21.940
24| 2,126 | 4.147 | 4.122 | 2.016 | 2.811 | 3.880 | 2.406 | 2.230 23.737
251 2.820 | 4.147 | 4.122 | 3.963 | 3.792 | 2.258 | 3.065 | 2.977 | 27.143
26 | 2.126 | 3.167 | 2.449| 2.790 | 3.792 | 3.880 | 2.406 | 2.230 | 22.840
271 3.859 | 2.390 | 3.179| 2.016 | 2.811 | 2.258 | 3.065 | 2.230| 21.807
28 | 2.126 | 3.167 | 2.449 | 2.790 | 3.792 | 3.880 | 4.091 | 2.977 | 25.272
29| 2.126 | 3.167 | 2.449| 2.790 | 2.811 | 3.880 | 3.065 | 2.230 22.518
30| 3.859 | 2.390 | 2.449 | 2.790 | 2.127 | 2.938 | 2.406 | 3.997 | 22.956
31| 2.126 | 2.390 | 4.122 | 2.016 | 2.811 | 3.880 | 4.091 | 2.230 | 23.664
32| 2.820 | 3.167 | 2.449 | 2.790 | 2.811 | 3.880 | 3.065 | 2.977 23.959
33| 3.859 | 2.390 | 2.449 | 2.790 | 2.811 | 2.258 | 3.065 | 3.997 | 23.618
34| 3.859 | 2.390 | 4.122 | 2.790 | 3.792 | 3.880 | 3.065 | 2.230| 26.127
35| 2.820 | 4.147 | 3.179 | 3.963 | 2.127 | 2.938 | 3.065 | 3.997 | 26.237
36 | 3.859 | 3.167 | 2.449 | 3.963 | 3.792 | 2.258 | 4.091 | 2.230| 25.807
37| 3.859 | 2.390 | 4.122 | 2.790 | 2.127 | 2.258 | 3.065 | 3.997 | 24.608
38 | 3.859 | 4.147 | 2.449 | 2.790 | 2.811 | 2.938 | 4.091 | 2.977 | 26.062
39| 2.820 | 3.167 | 2.449 | 3.963 | 3.792 | 2.938 | 3.065 | 3.997 | 26.190
40 | 2.126 | 4.147 | 2.449 | 2.016 | 2.811 | 2.938 | 3.065 | 2.977 | 22.528
41| 3.859 | 3.167 | 2.449 | 2.016 | 2.127 | 2.258 | 3.065 | 3.997 | 22.937
42| 2.820 | 3.167 | 2.449 | 3.963 | 3.792 | 2.938 | 3.065 | 3.997 | 26.190
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43| 3.859 | 4.147 | 4.122 | 2.790 | 2.811 | 2.938 | 2.406 | 3.997 | 27.070
44| 2.126 | 4.147 | 3.179 | 3.963 | 2.811 | 3.880 | 3.065 | 2.977 | 26.148
45| 2.820 | 4.147 | 2.449 | 3.963 | 3.792 | 3.880 | 4.091 | 2.977 | 28.118
46| 3.859 | 2.390 | 3.179| 2.790 | 2.127 | 3.880 | 3.065 | 2.230 | 23.520
47 3.859 | 4.147 | 2.449 | 2.790 | 2.811 | 2.258 | 2.406 | 3.997 | 24.716
48 | 2.820 | 4.147 | 3.179| 2.790 | 3.792 | 2.938 | 4.091 | 2.977 | 26.735
49| 2.820 | 2.390 | 4.122 | 2.790 | 3.792 | 3.880 | 4.091 | 3.997 | 27.881
50| 3.859 | 4.147 | 4.122 | 2.016 | 2.811 | 3.880 | 3.065 | 2.230 | 26.129
S1 | 2.126 | 4.147 | 2.449 | 3.963 | 3.792 | 2.938 | 3.065| 2.230 | 24.709
52 | 2.126 | 4.147 | 4.122 | 2.016 | 3.792 | 3.880 | 3.065 | 2.230 | 25.377
53| 2.820 | 3.167 | 2.449 | 2.790 | 2.127 | 2.938 | 2.406 | 2.230 | 20.928
54 | 2.820 | 3.167 | 4.122 | 2.790 | 2.127 | 3.880 | 3.065 | 2.977 | 24.949
55| 2.820 | 4.147 | 3.179 | 2.016 | 3.792 | 2.938 | 4.091 | 2.977 | 25.960
56 | 3.859 | 3.167 | 2.449 | 3.963 | 3.792 | 2.938 | 3.065 | 3.997 | 27.229
57| 2.820 | 3.167 | 4.122 | 3.963 | 2.127 | 2.258 | 4.091 | 3.997 | 26.545
58 | 3.859 | 4.147 | 2.449 | 3.963 | 2.127 | 3.880 | 4.091 | 2.977 | 27.492
59| 2.820 | 1.703| 3.179| 1.605| 1.000| 1.652 | 1.000 | 1.000 | 13.959
60 | 3.859 | 1.703 | 1.748 | 1.000 | 2.811 | 1.652 | 4.091 | 1.000| 17.863
61| 1.629 | 1.000 | 1.000 | 1.605| 2.811 | 2.258 | 2.406 | 1.000| 13.708
62| 3.859 | 1.703 | 1.000 | 3.963 | 3.792 | 2.258 | 2.406 | 1.673 | 20.653
63| 2.126 | 1.000 | 1.748 | 1.605| 2.127 | 1.000| 1.797 | 1.000 | 12.402
64| 1.629 | 2.390 | 3.179 | 2.790 | 2.127 | 3.880 | 2.406 | 2.230| 20.632
65| 2.820 | 1.000 | 1.748 | 2.790 | 1.000 | 2.938 | 1.797 | 1.000 | 15.093
66 | 2.126 | 3.167 | 4.122 | 1.000 | 3.792 | 2.938 | 1.797 | 1.673 | 20.614
67| 3.859 | 1.703 | 1.748 | 2.790 | 1.000 | 1.652 | 4.091 | 3.997 | 20.840
68 | 1.000 | 3.167 | 4.122 | 2.790 | 1.611 | 1.000 | 3.065 | 1.000 | 17.755
69 ] 1.000 | 3.167 | 1.000 | 3.963 | 1.000 | 2.258 | 1.000 | 3.997 | 17.385
70 1.000 | 3.167 | 1.000| 1.000 | 2.127 | 1.000 | 1.797 | 2.977 | 14.068
71| 2.820 | 1.000| 3.179 | 2.790 | 1.000 | 3.880 | 1.797 | 2.230 18.696
72| 2.126 | 3.167 | 2.449 | 2.790 | 1.000 | 3.880 | 4.091 | 3.997 | 23.500
73] 2.820 | 1.000| 4.122 | 2.016 | 2.127 | 1.000 | 2.406 | 3.997 | 19.488
74| 1.000 | 1.703 | 1.000| 2.790 | 3.792 | 1.000 | 1.797 | 1.673 | 14.754
75 1.000 | 4.147 | 1.748 | 2.790 | 2.127 | 1.000 | 4.091 | 1.673 | 18.576
76| 2.820 | 1.000| 3.179 | 3.963 | 3.792 | 2.258 | 4.091 | 1.000 | 22.102
77| 1.000 | 2.390 | 3.179 | 2.790 | 2.127 | 1.652 | 2.406 | 2.230 17.774
78| 2.820 | 2.390 | 3.179| 1.000 | 3.792 | 2.258 | 1.797 | 2.977 | 20.213
79 2.126 | 1.000 | 2.449 | 2.016 | 2.127 | 1.000 | 1.797 | 2.230 | 14.744
80| 3.859| 2.390 | 1.748 | 2.016 | 1.000 | 3.880 | 1.000 | 2.977 | 18.870
8l | 2.820| 4.147 | 3.179 | 1.000 | 2.811 | 3.880 | 4.091 | 1.673 | 23.600
82| 1.629| 1.703 | 3.179 | 3.963 | 1.611 | 3.880 | 1.000 | 1.673 | 18.639
83| 1.000| 1.703 | 1.748 | 3.963 | 2.127 | 1.652 | 1.797 | 2.977 | 16.967
84| 1.000| 2.390 | 1.748 | 3.963 | 3.792 | 2.938 | 4.091 | 3.997 | 23.918
85| 3.859 | 2.390 | 1.748 | 3.963 | 3.792 | 2.258 | 1.797 | 2.977 | 22.783
86| 2.126 | 2.390 | 3.179 | 1.605| 1.000 | 1.000 | 4.091 | 1.000 | 16.391
87| 3.859| 1.703 | 2.449 | 2.790 | 3.792 | 3.880 | 1.000 | 2.977 | 22.450
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88 | 1.629| 1.703 | 1.000| 2.790 | 1.000 | 2.258 | 4.091 | 2.230 | 16.701
89 1.000| 2.390| 1.748 | 2.790 | 1.611 | 1.652 | 2.406 | 1.000 | 14.597
90 | 3.859 | 3.167 | 3.179 | 3.963 | 3.792 | 2.938 | 3.065| 3.997 | 27.960
91 | 1.000 | 3.167 | 3.179 | 2.790 | 1.611 | 2.938 | 2.406 | 1.673 | 18.765
92| 1.629 | 1.000 | 1.748 | 1.605| 1.000 | 1.000| 1.797 | 1.673 | 11.451
93| 1.629 | 2.390 | 1.000 | 3.963 | 1.611 | 3.880 | 3.065| 2.230| 19.768
94 | 2.820 | 4.147 | 4.122 | 3.963 | 2.127 | 2.258 | 1.797 | 2.230 | 23.463
95| 3.859 | 2.390 | 1.000 | 1.000 | 1.000 | 1.000 | 4.091 | 2.230| 16.569
96 | 2.820 | 4.147 | 2.449 | 1.000| 2.811 | 1.652 | 1.000 | 1.000| 16.878
97| 3.859 | 2.390 | 3.179 | 1.000 | 1.000 | 2.258 | 4.091 | 1.000| 18.777
Succesive Interval
No Y1l Y2 Y3 Y4 Y5 Total Y
1 2.126 2.390 3.179 2.790 2.811 13.296
2 2.820 2.390 4,122 3.963 2.811 16.105
3 3.859 4.147 2.449 2.016 3.792 16.262
4 2.126 2.390 3.179 2.790 2.811 13.296
5 2.126 3.167 3.179 2.790 2.127 13.390
6 3.859 2.390 2.449 3.963 3.792 16.452
7 2.820 3.167 4.122 3.963 2.811 16.882
8 2.126 3.167 4,122 3.963 2.811 16.188
9 2.126 2.390 4.122 3.963 2.127 14.728
10 2.820 3.167 4.122 2.016 2.811 14.935
11 3.859 4.147 4.122 2.790 2.127 17.045
12 2.126 2.390 4.122 3.963 3.792 16.392
13 2.820 2.390 3.179 3.963 3.792 16.144
14 2.126 3.167 4,122 3.963 2.811 16.188
15 2.820 2.390 2.449 2.790 2.127 12.576
16 2.820 3.167 4.122 2.790 3.792 16.691
17 3.859 3.167 3.179 2.790 3.792 16.787
18 2.820 3.167 2.449 2.790 2.127 13.353
19 3.859 4.147 2.449 3.963 2.127 16.544
20 3.859 2.390 2.449 2.016 2.127 12.840
21 2.820 2.390 3.179 3.963 2.811 15.163
22 3.859 4.147 2.449 2.790 3.792 17.036
23 3.859 2.390 2.449 2.790 2.811 14.298
24 2.126 4.147 4.122 2.016 2.811 15.221
25 2.820 4.147 4,122 3.963 3.792 18.843
26 2.126 3.167 2.449 2.790 3.792 14.324
27 3.859 2.390 3.179 2.016 2.811 14.254
28 2.126 3.167 2.449 2.790 3.792 14.324
29 2.126 3.167 2.449 2.790 2.811 13.343
30 3.859 2.390 2.449 2.790 2.127 13.615
31 2.126 2.390 4.122 2.016 2.811 13.464
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32 2.820 3.167 2.449 2.790 2.811 14.037
33 3.859 2.390 2.449 2.790 2.811 14.298
34 3.859 2.390 4.122 2.790 3.792 16.952
35 2.820 4.147 3.179 3.963 2.127 16.236
36 3.859 3.167 2.449 3.963 3.792 17.229
37 3.859 2.390 4.122 2.790 2.127 15.288
38 3.859 4.147 2.449 2.790 2.811 16.055
39 2.820 3.167 2.449 3.963 3.792 16.190
40 2.126 4.147 2.449 2.016 2.811 13.548
41 3.859 3.167 2.449 2.016 2.127 13.617
42 2.820 3.167 2.449 3.963 3.792 16.190
43 3.859 4.147 4.122 2.790 2.811 17.728
44 2.126 4.147 3.179 3.963 2.811 16.226
45 2.820 4.147 2.449 3.963 3.792 17.170
46 3.859 2.390 3.179 2.790 2.127 14.346
47 3.859 4.147 2.449 2.790 2.811 16.055
48 2.820 4.147 3.179 2.790 3.792 16.728
49 2.820 2.390 4.122 2.790 3.792 15.913
50 3.859 4.147 4.122 2.016 2.811 16.954
51 2.126 4.147 2.449 3.963 3.792 16.476
52 2.126 4.147 4.122 2.016 3.792 16.202
53 2.820 3.167 2.449 2.790 2.127 13.353
54 2.820 3.167 4.122 2.790 2.127 15.026
55 2.820 4.147 3.179 2.016 3.792 15.954
56 3.859 3.167 2.449 3.963 3.792 17.229
57 2.820 3.167 4.122 3.963 2.127 16.199
58 3.859 4.147 2.449 3.963 2.127 16.544
59 2.820 1.703 3.179 1.605 1.000 10.307
60 3.859 1.703 1.748 1.000 2.811 11.121
61 1.629 1.000 1.000 1.605 2.811 8.044
62 3.859 1.703 1.000 3.963 3.792 14.316
63 2.126 1.000 1.748 1.605 2.127 8.606
64 1.629 2.390 3.179 2.790 2.127 12.116
65 2.820 1.000 1.748 2.790 1.000 9.358
66 2.126 3.167 4.122 1.000 3.792 14.207
67 3.859 1.703 1.748 2.790 1.000 11.100
68 1.000 3.167 4.122 2.790 1.611 12.690
69 1.000 3.167 1.000 3.963 1.000 10.130
70 1.000 3.167 1.000 1.000 2.127 8.294
71 2.820 1.000 3.179 2.790 1.000 10.790
72 2.126 3.167 2.449 2.790 1.000 11.532
73 2.820 1.000 4.122 2.016 2.127 12.085
74 1.000 1.703 1.000 2.790 3.792 10.285
75 1.000 4.147 1.748 2.790 2.127 11.812
76 2.820 1.000 3.179 3.963 3.792 14.754
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77 1.000 2.390 3.179 2.790 2.127 11.487
78 2.820 2.390 3.179 1.000 3.792 13.181
79 2.126 1.000 2.449 2.016 2.127 9.717
80 3.859 2.390 1.748 2.016 1.000 11.012
81 2.820 4.147 3.179 1.000 2.811 13.957
82 1.629 1.703 3.179 3.963 1.611 12.086
83 1.000 1.703 1.748 3.963 2.127 10.541
84 1.000 2.390 1.748 3.963 3.792 12.892
85 3.859 2.390 1.748 3.963 3.792 15.751
86 2.126 2.390 3.179 1.605 1.000 10.300
87 3.859 1.703 2.449 2.790 3.792 14.593
88 1.629 1.703 1.000 2.790 1.000 8.123
89 1.000 2.390 1.748 2.790 1.611 9.539
90 3.859 3.167 3.179 3.963 3.792 17.960
91 1.000 3.167 3.179 2.790 1.611 11.748
92 1.629 1.000 1.748 1.605 1.000 6.982
93 1.629 2.390 1.000 3.963 1.611 10.593
94 2.820 4.147 4.122 3.963 2.127 17.179
95 3.859 2.390 1.000 1.000 1.000 9.249
96 2.820 4.147 2.449 1.000 2.811 13.226
97 3.859 2.390 3.179 1.000 1.000 11.428
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