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Abstract

Customer satisfaction is a basic goal of any form of business or company, because
customer satisfaction will provide many benefits for the sustainability of the business. Customer
satisfaction will emerge influenced by certain factors. This study aims to analyze several factors
that can influence customer impressions, tangible aspects, reliability, employee response, social
responsibility, product innovation, competence and communication skills in Islamic banking. The
research data was collected from customers of several Islamic banks in Jakarta. The data
processed by the regression method with the SPSS software. This study shows that of the seven
factors that are used as determinants of satisfaction, there are 4 factors that can affect the level
of customer satisfaction at Islamic banks, namely tangibles, employee response, product
innovation, and communication skills. Furthermore, this research also found that 3 other factors
could not affect the level of customer satisfaction, those are competence, social responsibility,
and reliability. The factors that influence the two dominant factors are the communication ability
factor and the product innovation factor. The results of this study can help Islamic banks to be
able to develop more effective and efficient strategies in terms of establishing high levels of
customer satisfaction, so as to generate potential customers and higher profits.
Keywords: Tangible, communication, customer satisfaction, Islamic banking

1. Introduction

Nowadays, due to increasingly high competition, as well as with the condition of the
business environment that is getting denser, it has formed that every company will continue to
strive to be able to keep up with the changing wishes of its customers quickly. This is no exception
for the banking sector. In Indonesia, the competition in the banking sector is getting tougher over
time. This intense competition is especially felt for newly developing banks. One of the emerging
banking sectors is Islamic banking.

As an industry that is oriented towards providing products in the form of financial products
as well as in the service sector [1], Islamic banking must work hard to be able to produce these
products and services that are of higher quality so that they can become a distinct advantage
compared to other banks. In the banking sector, in general the financial products created by each
bank are of a kind.

Moreover, it can be imitated by other bank competitors [2] [3]. Therefore, one form of
differentiation that can be done is to develop the quality of service from the bank. This quality
development is basically to be able to shape the satisfaction of customers.

Based on the aforementioned background, the formulation of the problem can be formed,
namely, how is the influence of employee response, appearance of tangible aspects, social
responsibility, service innovation, competence, reliability, on customer satisfaction? and how the
influence of communication on consumer satisfaction.

Based on the problem formulation above, the purpose of this study is to analyze the effect
of employee responses, tangible aspects of appearance, social responsibility, service innovation,
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competence, customer satisfaction reliability and to analyze the influence of communication on
consumer satisfaction.

The results of this study are expected to be useful for marketing managers in banking
industry, especially Islamic banking in building customer satisfaction and developing better
marketing strategies. Academics in addition to the theory and understanding of bank marketing
management.

2. Research Method

Satisfaction is a level where a consumer will feel fulfilled his expectations of a product or
service so that he feels pleasure [4]. With this, there will be several things that will certainly be
able to give satisfaction to a consumer. According to [5] [6] there are seven determinants that can
affect the satisfaction of a banking customer, that service quality components namely, assurance,
reliability, tangibility, and empathy effect positively and significantly on customer satisfaction.
From the results of research conducted by [5], The results indicated that service quality
components namely, assurance, reliability, tangibility, and empathy effect positively and
significantly on customer satisfaction.

Furthermore [7] also found that employee response is a major factor in customer
satisfaction. [8] also found that tangibles will affect consumer satisfaction even though this
happens indirectly. [9] suggests that social responsibility carried out by companies will increase
the level of satisfaction of a consumer. [10] found that service innovation carried out by a company
will provide a certain level of satisfaction to a customer. Competence can also affect customer
satisfaction. Furthermore [11], another factor that greatly determines the level of consumer
satisfaction is reliability [12]. [13] found that communication is an important factor in determining
the level of satisfaction of a customer.

Based on the description above, the following hypothesis can be formed:

H1: Employee response has a positive effect on customer satisfaction

H2: Tangible appearance has a positive effect on customer satisfaction.

H3: Service innovation has a positive influence on customer satisfaction.

H4: social responsibility has a positive influence on customer satisfaction.

H5: Competence has a positive influence on consumer stripping.

H6: Reliability has a positive influence on consumer stripping.

H7: communication has a positive influence on customer satisfaction.

| Tangible

Employee responsiveness

Corporate social responsibility

Competences

| Product innovation Satisfaction
| Communication

| Reliability

Figure 1: Conceptual Framework

The type of data used in this study is primary data. Primary data were collected using a
guestionnaire. The questionnaire was given to 150 respondents who are people who are
customers of Islamic banking. Sampling using Non-Probability Sampling with Purposive Sampling
Technique, Non-Probability Sampling, that is, if each element of the population does not have the
same opportunity to be selected as a sample. Meanwhile, Purposive Sampling Technique is a
sampling technique in which the sample is selected based on certain considerations or criteria
[14]. The criteria used in this study are people who are customers of Islamic banks for Islamic
banks and in the Jakarta area.

3. Results and Analysis
Validity test results
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Based on the test results, it can be seen that by using the minimum value limit on the
analysis factor by looking at the anti image correlation value must be above 0.5, then based on
the value in the table it can be seen that of the 36 indicators used in 8 variables, there is only 1
indicator that is not valid.

This indicator is an indicator of the communication variable, thus the communication
variable will only be measured by indicators, namely, the attention attitude shown by employees,
the openness of employees in expression, the ability of employees to dominate the conversation,
the ability of bank employees to express their opinions, the ability of bank employees to create a
sense comfortable while having a conversation. For the seven other variables that will be used in
this study, there is no change in the use of the indicators because all indicators have been
declared valid.

Reliability test results

Based on the reliability test on the variables used in this study, the test results obtained,
it can be seen that all of these variables are reliable because they meet the minimum value of
alpha of 0.6.

Data analysis method

The analytical tool used in this research is multiple regression which is used to analyze
the effect of the dependent variable and the independent variable. Data analysis techniques using
multiple regression (multiple regression), performed to explain the variation of one variable
(dependent variable) based on variations of one or several other variables (independent variable).
In regression analysis techniques, the program can use the SPSS version 11.5 program.

This study uses analysis tools, namely regression because in this study there is one
dependent variable, namely customer satisfaction and more than one independent variable,
namely there are 7 independent variables consisting of employee response, reliability, social
responsibility, competence, communication, service innovation, and tangible appearance.
Descriptive analysis

Based on the results of data processing that has been collected, the descriptive analysis
for each variable in this study is as follows:

Tangible

In general, the average perception of respondents regarding the tangible condition in
Islamic banking is 4.68, this shows that the perception of the tangible condition is quite good,
even close to good. The lowest average value is on the second indicator, namely the perception
of technology and the benefits of using the technology for customers. From the table above, it can
also be seen that the standard deviation value is very high, this shows that the variation of
respondents' answers is very diverse.

Reliability

The average perception of Islamic bank customers regarding the reliability obtained in
Islamic banks is 4.52. The average value of these perceptions shows that the reliability of Islamic
banks is quite good. The table also shows that the lowest average value is on the second
indicator, namely the indicator regarding the level of the ability of Islamic banks in solving
problems faced by customers. Meanwhile, it is also seen that the highest average value is on the
first indicator, namely the indicator regarding the form of service from the Islamic bank. In the
descriptive statistical results in the table above, it is also seen that the standard deviation that
occurs is also high, thus indicating that customer perceptions of the reliability of Islamic banks are
also very varied.

Employee responsiveness

The average perception of Islamic bank customers towards the employee
responsiveness of Islamic banking is 4.50. This shows that employee responsiveness in Islamic
banking is generally still quite good. The highest average value of the employee responsiveness
variable is the fifth indicator, namely the employees of Islamic banks can provide a sense of
comfort and security to their customers. Meanwhile, the indicator with the lowest perception is the
third indicator, which is the delivery of information needed by customers. In the table above, it can
be seen that the standard deviation that appears is quite high, so this shows that customer
perceptions about employee responsiveness are very varied.

Corporate social responsibility

The average value of Islamic bank customers regarding CSR that has been carried out

by Islamic banks is 4.59, this shows that the CSR actions that have been carried out by Islamic
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banks have been considered good by customers. And in the descriptive table above, it can be
seen that the standard deviation value is still quite high and this shows that customer perceptions
of CSR from Islamic banks are still very varied.

Product innovation

The average value of customer perceptions about product innovation carried out by
Islamic banks is 4.47, this value shows that the perception of product innovation carried out by
Islamic banks is still quite good. In this variable, the lowest average value is on the third indicator,
namely the completeness of products and services that Islamic banks have in meeting the needs
of their customers. In the descriptive table it can also be seen that the standard deviation is very
high, this is basically not good. Because the perceptions of customers are too varied [15].

Competences

The average value of this competence’s variable is at a value of 4.27, this shows that the
competences in Islamic banks are still at a fairly good level. In addition, it can be seen that the
standard deviation level of this barrier is also very high. This shows that customer perceptions still
vary widely.

Communication

The average value of this communication variable is 4.40, this indicates that the
perception of Islamic bank customers regarding the communication skills carried out by Islamic
banks is at a fairly good level. The lowest average value is on the third indicator, namely the ability
of Islamic bank employees to dominate conversations in a meeting. While the highest value is on
the second indicator, namely the open attitude of Islamic banks. Based on the table above, it can
also be seen that the standard deviation of customer perceptions about this variable is quite high,
this shows that these perceptions vary.

Satisfaction

The average level of satisfaction of Islamic bank customers is 4.41, this shows that so far
Islamic bank customers have been quite satisfied with what has been provided and done by
Islamic banks to their customers. The standard deviation value of this variable is still quite high,
this shows that customer satisfaction is at various levels.
Hypothesis test results

In this section, we will show the results of testing models and hypotheses that have been
carried out using regression. It can be seen that the seven independent variables used in this
study, namely tangibility, reliability, employee responsiveness, corporate social responsibility,
product innovation, competences, and communication in Islamic banks can affect the customer
satisfaction level of Islamic banking by 73.1%. while the rest of the effects will be influenced by
other variables not involved in this study. This shows that in general these variables are the main
factors that can affect the level of customer satisfaction in Islamic banking. To be able to see the
magnitude of the influence of each of these variables on the level of satisfaction of Islamic bank
customers can be seen in the table below. This table will simultaneously confirm the hypothesis
used in this study.
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Hypothesis Beta t Sig. Decision
Tangible has a positive effect on Ho rejected and Ha accepted
satisfaction
Reliability has a positive effect
on satisfaction
Employee responsiveness has a
positive effect on satisfaction
CSR has a positive effect on
satisfaction
Product innovation has a Ho rejected and Ha accepted
positive effect on satisfaction 0232 | 2222 | 0.029 : P
Competences have a positive
effect on satisfaction
Communication has a positive
effect on satisfaction

0112 | 0.118 | 0.069

0053 | -0506 | 0.514 | HO accepted and Ha was rejected

0199 | 1850 | 0.068 Ho rejected and Ha accepted

0,094 | -0971 | 0.334 Ho accepted and Ha was rejected

0116 | 1353 | 0.179 Ho accepted and Ha was rejected

0704 | 7029 | 0.000 Ho rejected and Ha accepted

Figure 2: Table of Hypothesis Testing

Hypothesis 1. This hypothesis will be tested on the relationship of the effect of employee
responsiveness on the level of customer satisfaction. With the sound of the hypothesis is as
follows:

Ho: There is no positive effect of employee response on customer satisfaction.

Ha: there is a positive influence on employee response to customer satisfaction.

Based on table above, it can be seen that the significance value of this hypothesis is 0.06.
Thus, it can be concluded that this hypothesis can be accepted with an alpha of 10%. So, it can
be said that there is a positive influence from employee responses to the level of customer
satisfaction at Islamic banks.

These results are consistent with the results of research by [7] which states that employee
responsiveness is a dimension of service quality that is important in shaping customer
satisfaction. The same thing was also found by [16] and [17] who also found that employee
responsiveness is a factor that can affect the level of satisfaction of a customer.

To see how much influence this employee response has on customer satisfaction, it can
be seen in table on the beta value. The Beta value for this hypothesis is 19 This value indicates
that the effect of the employee's response can be categorized at a moderate level.

Hypothesis 2: This hypothesis will look at the relationship between the influence of the tangible
variables of Islamic banks on the satisfaction level of Islamic bank customers. So that the
hypothesis will be as follows,

Ho: there is no positive effect of tangibles on customer satisfaction.

Ha: there is a positive effect of tangibles on customer satisfaction.

Based on the table of the results of the above hypothesis test, it can be seen that the
significance value of this hypothesis is 0.09, so it can be concluded that Ho is rejected and Ha is
accepted. It can be concluded that there is a tangible positive effect on Islamic tires on the level
of customer satisfaction of Islamic banks.

The results of this study are in accordance with the results of research by [8] and strongly
by the [18] who found that the appearance condition from the tangible aspect is a factor that can
affect customer satisfaction. The same thing was also found by [8] but in this study the effect of
the tangible aspect affects consumer satisfaction in an indirect way.

The magnitude of the effect of tangibles on the level of customer satisfaction in the table
is shown at Beta = 0.112. This shows that the effect of the tangible aspect on the level of customer
satisfaction of Islamic banks is still small. This is because most of the existing Islamic banks in
Indonesia are new banks. So that in the tangible aspect, there are several things that are still
lacking.

Hypothesis 3: In this hypothesis, it will be seen about the relationship of the influence of variable
product innovation on the satisfaction level of customers of Islamic banks. Thus, the hypothesis
will be as follows,

Ho: There is no positive effect of product innovation on customer satisfaction.

Ha: There is a positive effect of product innovation on customer satisfaction.
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When seen in the table of the results of the hypothesis test, it appears that the significance
value of this hypothesis is 0.029, so it can be concluded that Ho is rejected and Ha is accepted
with an alpha level of 10%. Thus, it can be concluded that there is a positive effect of product
innovation on the level of customer satisfaction at Islamic banks.

The results of this study are in accordance with the results of previous studies conducted
by [10] and strongly by the [19] who found that product innovation is very helpful for improving the
satisfaction of a bank customer. This is the same as the findings of [10] and strongly by the [20] ,
who also found that consumer satisfaction will be influenced by product innovation, especially
services performed by these manufacturers.

The level of influence of product innovation can be seen in Beta which is 0.232. This
shows that the impact of this product innovation is at a moderate level [21]. This can happen
especially for service companies because in service the competition that occurs is basically
competition in developing services that are getting better and superior compared to other
competitors.

Hypothesis 4: In this hypothesis, the hypothesis that will be seen is the relationship between the
influence of social responsibility on the level of customer satisfaction, so that the following
hypothesis will appear,

Ho: there is no positive influence of social responsibility on the level of customer satisfaction.
Ha: there is a positive influence of social responsibility on the level of customer satisfaction.

Based on the hypothesis test results table above, it can be seen that the significance
value of this hypothesis is 0.334, so it can be concluded that Ho is accepted and Ha is rejected.
Thus, it can be concluded that there is no positive effect of social responsibility carried out by
Islamic banks on the level of customer satisfaction of Islamic banks.

This result is contrary to the results of other studies, namely research by [9] and strongly
by the [22] which states that social responsibility will be able to affect the level of consumer
satisfaction when consuming a product.

This can happen because at this time consumer awareness of the importance of social
responsibility carried out by a company that produces a good or service that it consumes is still
low. This is added to the fact that sometimes these banks do not disseminate their CSR activities
to their consumers widely. As stated by [9], in order to achieve the level of consumer satisfaction
from the CSR activities carried out by the company, intense publication from the company is
required.

Hypothesis 5: This hypothesis will discuss the relationship between the influence of employee
competences on the level of customer satisfaction. So that the hypothesis will be as follows,

Ho: there is no positive effect of competence on customer satisfaction.

Ha: there is a positive effect of competence on customer satisfaction.

Based on the table of hypothesis test results above, it can be seen that the significance
value of this hypothesis is 0.179, so it is decided that Ho is accepted and Ha is rejected. Thus, it
can be concluded that there is no positive effect of competence on customer satisfaction. This
contradicts the results of previous studies [11] and strongly by the [23] and [24], which stated that
competence will positively affect the level of customer satisfaction, if the consumer experiences
direct interaction.

Hypothesis 6: In this hypothesis we will look at the relationship between the influence of the
reliability of Islamic banking on the level of customer satisfaction of Islamic banks so that the
hypothesis will be as follows:

Ho: there is no effect of reliability on customer satisfaction

Ha: there is a positive effect of reliability on the level of customer satisfaction.

Based on table above, it can be seen that the significant value of this hypothesis is 0.614.
so, it was decided that Ho was accepted and Ha was rejected. This shows that there is no positive
influence of the reliability variable on the level of customer satisfaction in Islamic banking.

The results of this study are inconsistent with several other studies [12] but this result
supported by [25] and [26]which state that this reliability is a factor of quality of service that will
positively affect the level of satisfaction of a customer.

Hypothesis 7:

This hypothesis will discuss the relationship of the influence of communication on the
level of customer satisfaction, so that the following hypothesis will be raised:

Ho, there is no positive influence of communication skills on the level of customer satisfaction
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Ha: there is a positive influence of communication skills on the level of customer satisfaction

Based on the table of the hypothesis test results above, it can be seen that the level of
significance of this hypothesis is 0.00, it can be concluded that Ho is rejected and Ha is accepted.
So, it can be concluded that there is a significant influence on the communication ability of Islamic
banks on the level of customer satisfaction.

The results of this study are consistent with the results of other studies [27] who found
that the level of communication skills of service providers will have a positive effect on the level
of satisfaction of these consumers [28]. In addition, [29]also stated that in order to increase the
level of satisfaction of service provider consumers it is necessary to improve their communication
skills.

The magnitude of the influence of this communication on customer satisfaction is shown
in Beta in table, which is equal to 0.704. This value shows that the influence of this communication
ability is very large for the satisfaction of a customer. This can occur because with good
communication skills, basically a service provider can reduce bad ratings about the services he
offers even though there are deficiencies in the service. This is because communication skills are
closely related to one's ability to influence the emotions of others. So that the person's assessment
of the entire service can be affected by this communication ability.

In the description of the explanation above, it can be seen about what factors will greatly
affect the level of customer satisfaction in Islamic banking. The first variable is the communication
skills possessed by the syaraih bank and its employees. The next factor that will affect the level
of satisfaction of Islamic banks is the product innovation carried out by the Islamic bank, other
factors are the response of employees and the tangible aspects of Islamic banking.

4. Conclusion

Based on the results of processing and analyzing data from the research that has been
discussed, conclusions can be drawn to answer the research problem. The conclusion is, there
is a significant and positive influence on employee response variables on the level of customer
satisfaction at Islamic banks. A similar positive effect is also found in tangible variables which
have a significant effect on the level of customer satisfaction in Islamic banks. Furthermore,
product innovation is also a factor that has a positive influence on customer satisfaction in Islamic
banks. Another factor that also has a significant and positive effect on the level of customer
satisfaction of Islamic banks is the communication ability of the Islamic banking.

In addition, there are several factors included in this study which do not have a significant
relationship with the level of customer satisfaction in Islamic banking. These factors are the
reliability of the Islamic bank, the competence of the Islamic bank, and also the social
responsibility of the Islamic bank. Based on the results of this research, it was also found that the
main factor that affects the level of customer satisfaction in Islamic banks is their communication
skills.

Managerial implications

The managerial implication that can be proposed from the results of this research for
Islamic banking is that Islamic banks need to improve the communication skills institutionally and
individually of their employees. This is very important because based on the results of this study
it shows that the communication ability of Islamic banks is a major and very important factor in
influencing the level of satisfaction of its customers. In this communication factor, what still needs
to be improved is the individual ability of Islamic bank employees in order to master a conversation
condition. Because in this study found that this ability is still lacking. The ability to control this
conversation is quite important because it is related to the ability to influence the customer himself.
Islamic banking also needs to continue to develop innovative products and services so that it can
continue to be at the forefront and be able to better satisfy its customers. In conducting product
innovation, Islamic banks should pay close attention to what is needed by customers, in addition
to not being in vain, but also to make it appear that this Islamic bank has more attention to its
customers.

This Islamic bank also needs to pay attention to the responsiveness ability of its
employees. To be able to develop this capability, Islamic banks need to provide training, as well
as exercise strict control over the actions of their employees. In addition, a periodic evaluation is
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needed to be able to get a fit back regarding the responsiveness of these employees that is felt
by customers.

Another aspect that requires attention is the tangible aspect. Although in this study the tangible
aspect is the last aspect that affects customers, Islamic banks need to improve their quality in
order to have a greater influence on customer satisfaction. Even though in the development of
this tangible aspect, it does require more capital compared to other aspects.

Research Limitations

The limitation of the problem of this study is the very limited number of respondents in
addition to the location for distributing the questionnaires which only exist in the city of Jakarta.
Apart from that, another limitation is that this study only uses tangible variables, reliability,
responsiveness, CSR, product innovation, competences and communication only for their effects
on Islamic bank customers.
Suggestions for Future Research

Based on the limitations of the research results, it is suggested for future researchers to
complete this research with variables that have not been included in this study. Such as the factor
of compliance with Islamic law which is the basis of Islamic banking, because this variable
basically can be a reason for customer satisfaction on sharia bills. Future researchers should also
be able to expand the reach of the research area in order to form a better model.
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