International Journal of Management and Business Intelligence (IJBMI)

Vol. 2, No. 4 2024: 265-274

The Impact of Customer Service Quality and Mobile Transactions
in Increasing Customer Confidence at LPD Badung District

Krisnawati Ni Kadek!*, Usadha I Dewa Nyoman?, Yuli Tresna Dewi Ni Putu?
Faculty of Economics and Business, Mahendradatta University
Corresponding Author: Krisnawati Ni Kadek kadekkrisnawati28@gmail.com

ARTICLEINFO

Keywords: Service Quality,
Transactions Mobile,
Customer Trust

Received : 22, June
Revised : 21, July
Accepted: 30, August

©2024 Kadek, Nyoman, Putu: This is
an open-access article distributed
under the termsof the Creative
Commons Atribusi 4.0
Internasional.

(SRR

ABSTRACT

This study uses the Badung Regency Village
Credit Institution as its focal point. The purpose
of the study is to find out how consumer trust in
the Village Credit Institution in Badung
Regency is impacted by service quality and
mobile transactions. quantitative multiple
regression research method with SPSS Version
24 for data interpretation and an example of 93.
Research Results: (1) Mobile transactions (X2)
have a positive and significant effect on
customer trust; (2) customer trust (Y) has a
simultaneous positive and significant effect on
quality of service and mobile transactions, so
that they become one unit in the LPD in Badung
Regency; and (3) customer trust (X1) has a
favorable and noteworthy increasing impact on
customer trust. Implications for Research
According to this study, mobile transactions and
factors pertaining to service quality have a
significant impact on Badung Regency's Village
Credit Institutions.
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INTRODUCTION

In Indonesia, there are many financial institutions which of course manage
public funds. In general, financial institutions can be divided into 2 types,
namely bank and non-bank financial institutions. Kasmir stated that bank
financial institutions are business entities that collect funds from the public in
the form of savings and distribute them to the public in the form of credit or
other forms. Like banks, non-bank financial institutions also function as
collectors and distributors of funds to and from the community, with the aim of
supporting the development of money and capital markets and assisting
company capital. Meanwhile, according to Banking Law Number 10 of 1998,
financial institutions are business entities that collect funds from the public in
the form of savings and channel them back to the public in the form of credit or
other means in order to improve the standard of living of many people.

The Village Credit Institution, a traditional village-owned enterprise
(BUMDA), is one of the non-bank financial institutions in the Bali area. Serving
as a platform for community wealth, the community Credit Institution
performs its duties by working to raise the village's standard of living and by
funding several village initiatives. Each traditional village should have an LPD
in order to support village development by raising the hamlet's standard of
living and enhancing its activities. The aim of establishing an LPD in each
traditional village is based on the explanation of Regional Regulation No.
2/2998 and No. 8/2002 concerning Village Credit Institutions, is to support
rural economic development through increasing the savings habits of village
communities and providing credit for small-scale businesses, to eliminate forms
of exploitation in credit relations, to create equal opportunities for business
activities at the village level and to increase the level of monetization in rural
areas.

In the current digital era, mobile applications have become an inseparable
part of everyday life, including banking services. The ease of access, speed and
convenience offered by mobile applications make them the first choice for many
customers. However, even though it has been widely introduced, there are still
several concerns regarding the security and reliability of transactions via mobile
applications.

The Badung Regency Village Credit Institution (LPD) as a financial
institution that aims to serve the community at the local level also cannot ignore
the importance of technology in meeting customer needs. However, the
challenges faced by the Badung Regency Village Credit Institution (LPD) may
be different from those of large banks, especially regarding information
technology resources and infrastructure.

In addition, with increasing competition in the banking sector,
maintaining customer trust is crucial in maintaining and increasing the market
share of Badung Regency Village Credit Institutions (LPD). Therefore, a deep
understanding of customer needs, expectations and concerns regarding mobile
applications can provide valuable insight for Village Credit Institutions (LPD)
to develop more effective strategies in improving service quality and customer
trust.
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Research Objectives
Based on the problem identification and problem limitations that have
been stated above, the author formulates the problem, namely:
1. To find out how service quality influences customer trust in LPD Badung
Regency.
2. To find out how mobile transactions affect customer trust in LPD
Badung Regency.
3. To ascertain the impact of mobile transactions and service quality on
LPD Badung Regency customers' trust.

LITERATURE REVIEW
Human Resources Management

Ajabar, (2020:5) Human Resource Management is an activity that is
attempted to trigger, improve, motivate and maintain good performance in an
organization. According to (Ni Kadek & John, 2019:2) Human Resource
Management is the process of delivering organizational goals through taking
advantage of humans or people within it. Individuals or employees are
managed so that they have good competencies and abilities needed to support
their work.

Understanding Service Quality

Lewis & Booms in Tjiptono & Chandra (2011: 180) define service quality
as the extent to which the level of service rendered can be realized in
accordance with the expectations of the client. According to Tjiptono (2011:
157), a company's capacity to satisfy the demands and preferences of its clients
while also meeting their expectations determines the quality of the services it
provides. In cases where there are variables that affect service quality, such as
perceived service (service received) and expected service (service expected).

Service Quality Indicators

Service quality indicators according to Kotler in Arni Purwani and
Rahma Wahdiniwaty (2017: 65) are as follows 1) Reliability, 2) Responsiveness,
3) Assurances, 4) Empathy, 5) Tangibles

Understanding Mobile Transactions

Riswandi, Budi Agus's explanation of M-Banking (2005,83) Banks
provide a cutting-edge service called M-Banking that enables customers to
conduct financial transactions using a smartphone.

Mobile Transaction Terms

According to Rahardjo (2002) explains that there are several
requirements for good mobile banking, including: 1) Easy to use application, 2)
Service can be reached from anywhere, 3) Cheap, 4) Safe, 5) Reliable
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Definition of Trust

According to Salim and Salim (1991:1573) trust is the truth of something
that is believed in, belief in honesty, goodness, and so on to the party who is
trusted about something.

Trust Indicators
Mayer, et al (1995) developed indicators of trust (Susanti and Hadi, 2013;
Pramana and Rastini, 2016), as follows: 1) Ability, 2) Kindness, 3) Integrity.

METHODOLOGY
Types of Research

This type of research is associative, according to Sugiyono (2009: 11)
associative research is research that aims to determine the influence of the
independent variable on the dependent variable and how close the influence or
relationship is and to determine whether there is a correlation between the two
variables.

Population and Sample
Population

A population is a collection of items or persons chosen by researchers to
be examined and from which conclusions will be made because they share
specific traits and characteristics (Sugiyono, 2010: 117). The number of Village
Credit Institution Management in Bali's Badung Regency serves as the study's
population. There are 122 Village Credit Institutions in Badung Regency,
dispersed among 6 (six) Districts. The 122 LPD units that were still operational
or in operation made up the study's population.
Sample

The sample is part of the total number of population members. Samples
are taken if the population is large, while researchers do not have the ability to
collect and study all information from the entire population, due to limited
costs and time. Sampling was carried out using proportional random sampling,
that is, each LPD had the same opportunity to become a research sample. The
respondent in this study was the Chair of the LPD.

Determination of the sample size was calculated using the Slovin
formula, namely 122 LPD units were obtained.

Data Collection Techniques
In this research, data collection techniques were used using the interview
method, questionnaire method, and literature study.

1. Interview, Interview is a method of collecting data by means of questions
and answers and face to face conducted by the interviewer with the
interviewee to obtain the information needed in the research. In this study,
a short pre-research interview was conducted to obtain initial information.

2. Questionnaires, questionnaires are a method of collecting data by asking
questions to the subjects being studied with the intention that the subjects
being studied can provide responses according to the researcher's
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requests. In this research, a questionnaire method was used to obtain data
on LPDs in Badung Regency, Bali.

3. Literature Study, this research uses literature study, namely collecting
data obtained through book, internet and literature sources related to the
problem being studied.

Data Analysis Techniques

In this study, the following methods of data analysis were employed: 1)
Quantitative Analysis, 2) Validity Test, and 3) Reliability. 4) Using the Statistical
Package for Social Science Software (SPSS Software) for Windows version 24,
perform multiple linear regression analysis.

RESULT AND DISCUSSION

Analysis results based on background, theoretical basis, framework of
thinking, research design and research methods and answering the hypothesis
on the partial influence of each variable as follows:

Relationship Between Research Variables

1) With a significance value of 0.000, there is a substantial positive
association between the Service Quality Control variable (X1) and
Customer Trust (Y) of 0.655. Thus, in Badung Regency's Village Credit
Institutions, there is a high and substantial association between the
Service Quality variable and Customer Trust.

2) The Mobile Transaction variable (X2) has a significant positive
relationship with Customer Trust of 0.575 with a significance value of
0.000. So, the Mobile Transaction variable (X2) has a moderate and
significant correlation with Customer Trust in Village Credit Institutions
in Badung Regency.

Analysis based on F Test/Research Model

53,594 is the computed F value, and 0.000b is the significance value. due to
the significance value being less than or below 0.05. Respondents can thus
accept the concept and model of the variables utilized by researchers, which
include Service Quality (X1) and Mobile Transactions (X2) on Customer Trust
(Y) in Village Credit Institutions in Badung Regency.

Analysis Results Based on the T Test/ Test of Influence Between Variables
The results of the analysis based on the results of data processing with the
help of SPSS version 24 can be explained as follows:

1) With a t-count value of 6,498 and a significant level of 0.000, the Service
Quality variable (X1) is smaller than or below 0.05. Thus, it can be
concluded that in Credit Institutions Village in Badung Regency, Service
Quality (X1) significantly and favourably affects Customer Trust.

2) Variable for Mobile Transactions (X2) With a significance threshold of
0.05, which is less than or equal to 0.05 and a tcount of 2.091, the
significance value is 0.039 and the tcount is 2.091. Therefore, the Mobile
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Transaction variable (X2) has a significant and positive impact on Trust
for Village Credit Institution Customers in Badung Regency.

Influence of Analysis Results Based on the Regression Equation

D)

The variable X1, also known as Service Quality (X1), has a Sig value of
0.000 and a coefficient value of 0.364 in a positive direction. With a
significance level of 0.1, these findings show that variable X1, or service
quality, has a positive and substantial impact on customer trust in village
credit institutions in Badung Regency.

The coefficient value of the variable X2 or the Mobile Transaction
variable is 0.286 with a positive direction and the Sig value is 0.000,
meaning that the variable

Research Implications

The implications of this research can be a simulated contribution of 53.30

percent to Village Credit Institutions in Badung Regency, so there is no need to
carry out further research.

CONCLUSIONS AND RECOMMENDATIONS

270

1)

In Village Credit Institutions in Badung Regency, customer trust is
positively and significantly impacted by service quality. This implies that
an organization will provide excellent customer service in order to
uphold their trust.

In Badung Regency, mobile transactions have a major and favorable
impact on trust in village credit institutions. This implies that customer
trust will rise in proportion to the effective utilization of mobile
transaction services.

Service quality and mobile transactions simultaneously have a positive
and significant effect on customer trust. This means that the more
services and services provided, the more customer trust will increase.
The leadership should pay more attention to employee service quality
factors so as to minimize customer discomfort in transactions, because in
this research service quality has the least dominant influence compared
to mobile transaction variables.

The leadership should also pay more attention to the mobile transaction
factor because the services available on mobile applications must further
improve their security features and transaction methods.

Suggestions for future researchers, it is recommended that further
research examine other independent variables that influence purchasing
decisions, because based on the determinant results, 47.30% of customer
trust is influenced by variables other than service quality and mobile
transactions.



International Journal of Management and Business Intelligence (IJBMI)
Vol. 2, No. 4 2024: 265-274

FURTHER RESEARCH
Each study has limitations; thus, you can describe it here and briefly
provide suggestions for further research.

REFERENCES

Bell, B. S.,, Ryan, A. M., & Wiechmann, D. (2004). Justice Expectations and
Applicant Perceptions. International Journal of Selection and Assessment,
12(1-2), 24-38. https:/ /core.ac.uk/download /pdf/5132361.pdf

Brady, M. K., & Cronin Jr, J. J. (2001). Some New Thoughts on Conceptualizing
Perceived Service Quality: A Hierarchical Approach. Journal of Marketing,
65(3), 34-49.

Brodie, R. J., Whittome, J. R. M., & Brush, G. J. (2009). Investigating the Service
Brand: A Customer Value Perspective. Journal of Business Research, 62(3),
345-355. https:/ /doi.org/10.1016/7.jbusres.2008.06.008

Depdikbud. (1989). Kamus Besar Bahasa Indonesia. Balai Pustaka.

Ellena, F. (2011). Analisis Pengaruh Kepercayaan, Komitmen, Komunikasi, dan
Penanganan Keluhan terhadap Loyalitas Nasabah (Vol. 22) [Universitas
Diponegoro].

Fitzsimmons, ]. A. & Fitzsimmons, M. ]. (2015). Service Management:
Operations, Strategy, and Information Technology. Irwin/McGraw-Hill.

Ghozali, I. (2009). Ekonometrika: Teori, Konsep dan Aplikasi dengan SPSS 17
(Vol. 50). Badan Penerbit Universitas Diponegoro.

Griffin, J. M,, Ji, X., & Martin, J. S. (2003). Momentum Investing and Business
Cycle Risk: Evidence from Pole to Pole. The Journal of Finance, 58(6),
2515-2547.

Himma, F. (2024). M Banking adalah: Definisi, Fungsi, Kelebihan dan
Kekurangannya. https://majoo.id/solusi/detail/m-banking-adalah

Karwini, N. K., & Suryanto, I. W. D. (2017). Analisis Kualitas Pelayanan dan
Dampaknya terhadap Kepuasan Nasabah pada Lembaga Perkreditan
Desa (LPD) Desa Adat Tibubiu Kerambitan Tabanan. Prosiding, 220-246.
https:/ /ojs.stimihandayani.ac.id /index.php/PROSIDING/ article/view /2
22

Kasmir. (2015). Bank dan Lembaga Keuangan Lainnya. Raja Grafindo Persada.

Kerlinger, P. (2000). Avian Mortality at Communication Towers: A Review of
Recent Literature, Research, and Methodology.

271


https://core.ac.uk/download/pdf/5132361.pdf
https://doi.org/10.1016/j.jbusres.2008.06.008
https://majoo.id/solusi/detail/m-banking-adalah
https://ojs.stimihandayani.ac.id/index.php/PROSIDING/article/view/222
https://ojs.stimihandayani.ac.id/index.php/PROSIDING/article/view/222

Kadek, Nyoman, Putu

Khotimah, K. (2013). Pengaruh Kepercayaan terhadap Loyalitas Nasabah
Menabung pada Kantor Cabang Utama PT. Bank Pembangunan Daerah
Papua di Jayapura. Future: Jurnal Manajemen Dan Akuntansi, 1(1), 42-51.
https:/ /www.neliti.com/id /publications /55553 / pengaruh-kepercayaan-
terhadap-lovalitas-nasabah-menabung-pada-kantor-cabang-utam

Kotler, P. (2009). Marketing Management. Pearson Education India.

Ledesman, M. (2018). Pengaruh Manfaat, Kepercayaan, dan Kemudahan
Penggunaan terhadap Minat Nasabah Menggunakan Layanan Mobile

Banking (Studi pada BSM Cabang Bandar Jaya). UIN Raden Intan
Lampung.

Lewis, R., & Booms, B. (1983). The Marketing Aspects of Service Perspectives on
Services Marketing. American Marketing Association, Chicago, 1983, 99-
107.

Lutfi, A. W. (2020). Pengaruh Kualitas Pelayanan dan Kepercayaan Nasabah
terhadap Kepuasan Nasabah pada Lembaga Perkreditan Desa di
Kalibukbuk Singaraja. Universitas Pendidikan Ganesha.

Manap, A. (2016). Revolusi Manajemen Pemasaran. Mitra Wacana Media.

Mayer, R. C., Davis, J. H., & Schoorman, F. D. (1995). An Integrative Model of
Organizational Trust. Academy of Management Review, 20(3), 709-734.

Muhtosin, A. (2006). Pemasaran Jasa dan Kualitas Pelayanan, Bagaimana
Mengelola Pelayanan Agar Memuaskan. Bayu Media Publishing.

Nunnally, J. C., Knott, P. D., Duchnowski, A., & Parker, R. (1967). Pupillary
Response as a General Measure of Activation. Perception &
Psychophysics, 2, 149-155.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). Servqual: A Multiple-
Item Scale for Measuring Consumer Perc. Journal of Retailing, 64(1), 12.

Peppers, D., & Rogers, M. (2004). Managing Customer Relationships: A
Strategic Framework. Wiley.
https:/ /books.google.co.id /books?id=K4AVfo]X6wMC

Permana, I. M. A. ]J.,, & Nurcahya, I. K. (2014). Pengaruh Kualitas Pelayanan
terhadap Kepuasan dan Loyalitas Nasabah pada LPD Desa Adat
Kedonganan. Udayana University.

272


https://www.neliti.com/id/publications/55553/pengaruh-kepercayaan-terhadap-loyalitas-nasabah-menabung-pada-kantor-cabang-utam
https://www.neliti.com/id/publications/55553/pengaruh-kepercayaan-terhadap-loyalitas-nasabah-menabung-pada-kantor-cabang-utam
https://books.google.co.id/books?id=K4AVfoJX6wMC

International Journal of Management and Business Intelligence (IJBMI)
Vol. 2, No. 4 2024: 265-274

Pramana, I. G. Y., & Rastini, N. M. (2016). Pengaruh Kualitas Pelayanan
terhadap Kepercayaan Nasabah dan Loyalitas Nasabah Bank Mandiri
Cabang Veteran Denpasar Bali. Udayana University.

Purwanti, A. & Wahdiniwaty, R. (2017). Analisis Kualitas Pelayanan,
Kepercayaan, dan Kewajaran Harga Pengaruhnya terhadap Loyalitas
Pelanggan pada Cinderella School of English for Children di Bandung.
Jurnal Ilmiah Magister Manajemen, 3.

Putri, D. A. A., & Hidayat, W. (2017). Pengaruh Kualitas Jasa dan Kepercayaan
terhadap Kepuasan Nasabah Studi pada Nasabah Pengguna Mobile

Banking PT. Bank Rakyat Indonesia Cabang Semarang Pandanaran. Jurnal
[Imu Administrasi Bisnis, 6(3), 17-26.

Raharjo, A. (2002). Cybercrime: Pemahaman dan Upaya Pencegahan Kejahatan
Berteknologi. Citra Aditya Bakti.

Riduwan, & Sunarto. (2008). Pengantar Statistika untuk Penelitian Pendidikan,
Sosial, Ekonomi, Komunikasi, dan Bisnis. Alfabeta.

Riswandi, B. A. (2005). Aspek Hukum Internet Banking. RajaGrafindo Persada.

Ruslan, R. (2004). Metode Penelitian Public Relations dan Komunikasi. Rajawali
Pers.

Salim, P.,, & Salim, Y. (1991). Kamus Bahasa Indonesia Kontemporer. Balai
Pustaka.

Schiffman, L. G., & Kanuk, L. L. (1987). Consumer Behavior. Prentice-Hall.
https:/ /books.google.co.id /books?id=kK7xAAAAMAA]

Setyawan, P. (2013). Pengaruh Kepercayaan, Komitmen, Harga dan Keluhan
Pelanggan terhadap Loyalitas Pelanggan Kantor Pos Surakarta
[Universitas Muhammadiyah Surakarta].

Sugiyono. (2001). Metode Penelitian. Alfabeta.

Sugiyono. (2002). Metode Penelitian Administrasi. Alfabeta.

Sugiyono. (2009). Metode Penelitian Pendidikan Pendekatan Kuantitatif,
Kualitatif, dan R&D. Alfabeta.

Sugiyono. (2010). Metode Penelitian Pendidikan Pendekatan Kuantitatif,
Kualitatif, dan R&D (1st ed.). Alfabeta.

273


https://books.google.co.id/books?id=kK7xAAAAMAAJ

Kadek, Nyoman, Putu

Sugiyono. (2014). Metode Penelitian Pendidikan Pendekatan Kuantitatif,
Kualitatif, dan R&D (3rd ed.). Alfabeta.

Sugiyono. (2016). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Alfabeta.

Sunarto, R. (2009). Statistik untuk Penelitian Pendidikan, Sosial, Ekonomi,
Komunikasi dan Bisnis. Alfabeta.

Susanti, V., & Hadi, C. (2013). Kepercayaan Konsumen dalam Melakukan
Pembelian Gadget secara Online. Jurnal Psikologi Industri Dan

Organisasi, 2(01), 4. http://journal.unair.ac.id/download-fullpapers-
ipiob8ab543fc682full.pdf

Suyana, U. M. (2009). Aplikasi Analisis Kuantitatif. Sastra Utama.

Tjiptono, F. (2002). Strategi Pemasaran: Pemasaran Jasa. Bayumedia Publishing.
Tjiptono, F. (2004). Manajemen Jasa. Andi Offset.

Tjiptono, F. (2008). Strategi Pemasaran. Andi.

Tjiptono, F. (2011). Service Management Mewujudkan Layanan Prima (2nd ed.).
Andi Offset.

Tjiptono, F. (2012). Strategi Pemasaran. Andi offset.
Tjiptono, F. (2014). Strategi Pemasaran. Andi offset.
Tjiptono, F., & Chandra, G. (2011). Manajemen Pelayanan Jasa. Andi Offset.

Wisadirana, D. (2005). Metode Penelitian dan Pedoman Penulisan Skripsi untuk
IImu Sosial. UMM Press.

274


http://journal.unair.ac.id/download-fullpapers-jpiob8a543fc682full.pdf
http://journal.unair.ac.id/download-fullpapers-jpiob8a543fc682full.pdf

