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Abstract

The study was about the Rendered Services and Client Satisfaction in Landbank of the Philippines
Atimonan Branch that served as the basis for a feedback mechanism. It was conducted to develop localized
feedback mechanism techniques that will help in becoming more responsive to clients through localized
feedback mechanism and to attain clients’ satisfaction and sustain clients’ trust with the Bank.

It used descriptive-correlational design and random sampling of 134 client-respondents from Alabat,
Atimonan and Perez, Quezon. Moreover, a researcher-made questionnaire was utilized in data gathering and
employed mean and four-point Likert scale, Pearson product moment correlation, and linear regression as
statistical tools for the measurement of the outcome.

The findings showed that the level of quality of rendered services of Landbank in terms of deposit
products, livelihood loans, and E-banking was very good while the clients’ satisfaction with the rendered
services in terms of quality, reliability, and extent of fulfillment of Landbank was fully satisfied. In addition,
the level of quality of rendered services and clients’ satisfaction have significant relationship.

As an output, localized feedback mechanism techniques were developed which may be considered for
bank-wide implementation, if found effective: electronic feedback mechanism using quick response code,
chatbox, rating of over-the-counter transaction through a number of stars and yearly survey of clients to be
conducted third-party service provider.

Keywords: Rendered Services, Client’s Satisfaction, Feedback Mechanism

INTRODUCTION

World Bank provides various technical services to the member countries. It has a unique ability to
connect global financial resources, knowledge, and innovative solutions to the needs of developing countries.
The stated mission of the Bank is to "bridge the economic divide between rich and poor countries.”" This is
accomplished by converting "rich country resources into poor country development.” Its long-term goal is to
"achieve long-term poverty reduction."

The Philippines is one of the members of the World Bank. The business of banking is a highly
regulated industry. It is imbued with a high degree of public trust which the Philippine Financial System is
dependent on. The Bangko Sentral ng Pilipinas (BSP) is a regulatory body that exercises authority to
supervise and issue regulations that would strengthen and protect the integrity of the Bank. Banks take the
role of financial intermediation which is the process performed by banks of taking in funds from a depositor
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and then lending out to a borrower.

Moreover, Republic Act no. 8791 “An act providing for the regulation of the organization and
operations of banks, quasi-banks, trust entities and for other purposes”, ensues that the customer satisfaction
should be considered a vital component of any business because it provides marketers and business owners
with a metric that can be used to measure and improve business performance from a customer perspective.
Not only is it a leading indicator of consumer repurchase intentions and loyalty, but it is also a great way to
understand if they will become long-term repeat customers or even advocates. On the other hand, it can also
provide the initial warning signs that a customer is dissatisfied and potentially at risk of withdrawing their
deposits or taking out their loans. All this considered, customer satisfaction can provide businesses with
crucial information to understand what aspects are successful and where improvements need to be made.
Moreover, the manner in which services are rendered can either result in exceptional customer experience or
dissatisfied customers.

In addition to this, Vershinina (2017) cited in her study that one of the most critical aspects of any
company was customer satisfaction. When it came to commercial banks, the degree of customer satisfaction
distinguished one bank from another, so assessing customer satisfaction was also described as "a concept used
to measure a customer's perception of a company's products and/or services." However, this varied from
person to person, based on a variety of factors that may include both psychological and physical factors. It
was not only important but also beneficial for a bank through customer feedback which was one of the most
effective methods to improve client satisfaction. Analyzing answers can provide the problems met by the
customer which may show the limitations of the Bank.

As part of the study, benchmarking with other banks was conducted. The Bank of Philippines Islands
got feedback from their clients through the contact center, reachable through the BPI hotline 889-10000, and
through their website, BPI Express Online. Clients may also use the email feedback form available on the
website. On the other hand, Banco De Oro clients may send messages to BDO Customer Care by clicking
m.me/ BDO Customer Care. Metrobank gets their feedback through email to digital
marketing@metrobank.com.ph with the subject line “Website feedback.”

As well as that, it was noted that both government and private banks can get feedback through the
web. However, government banks have their Public Assistance and Complaints Desk manned by an officer of
the Bank. In Landbank, feedback from customers is centralized with the Customer Care Center (CCC) which
may either be from 8888, Civil Service Commission (CSC), BSP, Office of the President, or directly from the
client. This feedback is forwarded to the concerned unit or Branch for appropriate action. CCC maintains a
database of feedback and monitors its status through the submission of The Complaints Tracking Sheet of
Branches. It takes three (3) to five (5) days before the feedback reached the concerned Branch.

On the other hand, the rendered services refer to actions performed to deliver what is expected on
deposits, loans, and other products of the Bank. It gives opportunities to the clients to choose from different
banks where they can deposit their money, avail loans, and process other banking transactions.

Also, in Landbank, the employees are guided by its Citizen’s Charter which is composed of the
products and services, its target market, features, processes, responsible person and unit, fees, and standard
processing time. They also follow the bank’s policies, guidelines, and proper protocol in delivering its
products and services.

Moreover, the Atimonan Branch is the 434th branch of the Landbank of the Philippines
(LANDBANK). lIts operations started on December 27, 2018. It caters to the banking needs of clients from
the municipalities of Alabat, Atimonan, Perez, and nearby areas. The Branch aligned its business goals with
that of the Bank, namely: Institutional Viability, Pursuit of Mandate and, Customer Service. Aside from
ensuring long-term institutional stability and viability and pursuing the mandate as a countryside development
financial institution, the Branch aims to provide an exceptional customer experience. Continuous
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enhancement and sustainability are the challenges encountered.

This study on the development of feedback mechanism techniques on banking products and services
would help in attaining clients’ satisfaction and sustain clients' trust in the bank. Based also on the foregoing
arguments, this study aimed to localize the collection of feedback in order to be responsive to clients
compared to a bank-wide approach. Moreover, the study aimed to increase operational efficiency by
developing an affordable, accessible and applicable platform of feedback mechanism. It was also intended to
promote speed and transparency by being responsive to clients’ feedback. Moreover, this complied with RA
11032, “An Act Promoting Ease of Doing Business and Efficient Delivery of Government Services, by
Amending Republic Act No. 9485, otherwise known as the Anti-Red Tape Act of 2007, and for Other
Purposes.”

METHODS

The study used the descriptive correlational research design. It focused on the significant relationship
between the level of quality of rendered services and the level of clients’ satisfaction in the Landbank of the
Philippines Atimonan Branch.

Correlation tests were used to determine how strongly the scores of two variables are associated
with each other. Correlation denotes a positive or negative association between variables in a study. Two
variables are positively associated when larger values of one tend to be accompanied by larger values of the
other. The variables are negatively associated when larger values of one tend to be accompanied by smaller
values of the other.

Malawi (2017) stated that correlation was a statistical approach used to analyze the possibility of a
linear link between two continuous variables, as stated. It was straightforward to calculate as well as to
interpret. However, misuse of correlation was so frequent among researchers that some statisticians wished
the method had never been invented in the first place. The correlation coefficient's applicability has been
demonstrated using data from statistical models as well as real-world data. A general rule of thumb for
interpreting the size of a correlation coefficient iwass presented.

This study was conducted in three (3) municipalities covered by LANDBANK Atimonan Branch,
namely: Alabat, Atimonan, Perez, and nearby areas.

Random sampling was used in the study. It involved clients of the LANDBANK Atimonan Branch.
G*Power was used in computing the sample size for the respondents and used five percent (5%) of 2,500
clients or a total of 134 respondents with an effect size of .30 and a power 95%.

LANDBANK Atimonan Branch has an estimated 2,500 clients who were composed of depositors,
loan borrowers, and other clients. From the total, only 134 clients were actual respondents of the study based
on the G power program. The elements of the sample used a simple random sampling technique. They were
requested to answer questionnaires using google forms to find out the relevant information needed in this
study.

RESULTS AND DISCUSSION
The discussion follows the sequence of how the statements of the problem are laid out.
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Table 1.1

Level of Quality of Rendered Services of Landbank of the Philippines Atimonan Branch in terms of Deposit
Products

Indicators Mean Interpretation
1. Assists the clients in choosing the deposit products suitable to their
needs and requirements. 3.61 VG
2. Makes the account opening procedure easier for the client. 3.62 VG
3. Performs the banking services with consistency and accuracy. 3.57 VG
4. Maintains the confidentiality of the deposit accounts. 3.69 VG
5. Interest rate for deposits is under the prevailing rate. 3.45 VG
6. Fees and other account-related charges are minimal. 3.44 VG
Composite Mean 3.56 VG
Legend: 3.26 - 4.00 Fully Satisfied — Very Good (VG) 2.51 - 3.25 Satisfied — Good(G)
1.76 - 2.50 Less Satisfied — Fair (F) 1.00 - 1.75 Not Satisfied - Poor(P)

Table 1.1 shows that the clients were Fully Satisfied as to the level of quality of rendered services of
Landbank of the Philippines Atimonan Branch in terms of Deposit Products with a composite mean of 3.56,
verbally interpreted as Very Good. The Landbank -Atimonan Branch “maintains the confidentiality of the
deposit accounts” has the highest mean which is 3.69 and interpreted as Very Good. The “bank’s fees and
other account-related charges are minimal” has the lowest mean of 3.44 and interpreted as Very Good.

This means that Landbank of the Philippines Atimonan Branch rendered very good services in terms
of Deposit Products. This also connotes that Landbank Atimonan Branch strictly adheres to Republic Act
(RA) No. 1405, otherwise known as Bank Secrecy Law, RA No. 10173, otherwise known as the Data Privacy
Act (DPA) of 2012, its Implementing Rules and Regulations (IRR), National Privacy Commission (NPC)
Circulars and other applicable laws. Moreover, the Branch respects the right to data privacy of its depositors
and ensures that personal data and information being processed are secured and protected.

On the other hand, the fees and charges of Landbank are reasonable however, clients do not want to
spend charges for simple transactions. It is normal to charge fees and charges to shoulder the expenses
incurred for the cost of services, maintenance of the accounts, and to follow the signed terms and conditions.
Furthermore, it is common for clients to react negatively when they have out-of-pocket expenses.

In support of this, Machakoto (2018) said that the banker's duty of confidentiality began with the
establishment of the bank-client link and continued until the contract was canceled or even after death. The
responsibility of confidentiality was an implicit or tacit term between the bank and the consumer. This meant
that each transaction between a bank and a customer carried a contractual obligation. Furthermore, according
to Pamaos (2016), banking secrecy reflects the government's goal of encouraging individuals to save in banks
so that the money can be put to good use through sanctioned loans and contribute to economic advancement.

Furthermore, Motlhabane and Ketsia (2017) emphasized the possibility of avoiding costly recurrent
bank account maintenance fees while also earning 0% interest on credit balances. Due to a better awareness of
the client's profile value for obtaining credit, bank account holders increased post-intervention compared to
pre-tutorial. Despite the potential financial benefits, several students were hesitant to keep their bank accounts
open. Due to account management fees, students were discouraged from keeping their bank accounts active.
While maintenance fees may help banks recover user costs, losing clients to low-cost cardless alternatives
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may be more expensive.
Table 1.2

Level of Quality of Rendered Services of Landbank of the Philippines Atimonan Branch in terms of Livelihood
Loans

Indicators Mean Interpretation
1. Explains the features of livelihood loans. 3.45 VG
2. Offers loans at a minimal rate. 3.49 VG
3. Validates the submitted requirements of the clients within two (2)
working days. 3.50 VG
4. Prepares and provide copy of monthly amortization due to the client
before the due date. 3.49 VG
5. Issues proof of loan payments upon receipt. 3.48 VG
6. Keeps all the clients’ information confidential. 3.66 VG
Composite Mean 3.51 VG
Legend: 3.26 - 4.00 Fully Satisfied — Very Good (VG) 2.51-3.25 Satisfied — Good (G)
1.76 - 2.50 Less Satisfied — Fair (F) 1.00 -1.75 Not Satisfied—Poor (P)

Table 1.2 shows that the clients were fully satisfied as to the level of rendered services of Landbank
of the Philippines Atimonan Branch in terms of Livelihood Loans with a composite mean of 3.51, verbally
interpreted as Very Good. The Landbank -Atimonan Branch “keeps all the clients’ information confidential”
has the highest mean which is 3.66 and interpreted as Very Good. The Landbank -Atimonan Branch
“explains the features of livelihood loans” has the lowest mean which is 3.45 and interpreted as Very Good.

This means that Landbank of the Philippines Atimonan Branch renders very good services in terms
of Livelihood Loans. This also implies that even on loans, Landbank Atimonan Branch protect its clients right
of data privacy while ensuring free flow of information to promote innovation and growth. It also follows the
abovementioned laws and policies which were created to promote the human right of privacy. However, the
clients are not used to electronic processing of livelihood loan, thus, the indicator that Landbank -Atimonan
Branch explains the features of livelihood loans has the lowest mean. Clients use to process their loans
manually and find it challenging to adjust to electronic application. Moreover, most of the clients of the
Atimonan are situated in a far flung area where connection to the internet is a challenge. Nevertheless, when
Landbank Atimonan Branch opened and implemented the electronic Salary Loan (eSL), the officers and staff
find ways to make it easier for them.

In support of this, Atienza (2018) claimed that even successful inventions faced initial user
resistance, which hampered or slowed the adoption process. Mobile and internet banking developments in the
Philippines were not immune to this trend. The acceptability of this idea may be hampered by initial
opposition. Understanding the causes of innovation resistance was beneficial because the invention faced
widespread opposition from bank customers. In this study, the innovation resistance framework was used,
which covered five barriers: usage, value, risk, tradition, and image. The risk barrier was the greatest, while
the utilization barrier was the smallest.

Furthermore, Kizza (2019) discovered that improved credit risk identification, assessment,
monitoring, and control increased salary loan performance at Stanbic Bank. According to the research,
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Stanbic Bank's management should give specialized credit risk management training to personnel and clients,
as well as build a customized credit management system to coordinate the credit risk management process.

Table1.3

Level of Quality of Rendered Services of Landbank of the Philippines Atimonan Branch in terms of E-banking

Indicators Mean Interpretation

1. Gives list of requirements to those who wants to avail of e-banking

services. 3.51 VG
2. Conducts walkthrough on e-banking services for better understanding of

the clients. 3.48 VG
3. Ensures availability of the website and other online banking application. 3.46 VG
4. Availability of online customer service representative to man the e-

banking transactions. 3.45 VG
5. Provides immediate resolution to the problems encountered during an

online transaction. 3.44 VG
6. Customer friendly access to e-Banking services 3.54 VG
7. Maintains confidentiality of client information. 3.66 VG

Composite Mean 3.51 VG
Legend: 3.26 - 4.00 Fully Satisfied — Very Good (VG) 2.51-3.25 Satisfied — Good (G)
1.76 - 2.50 Less Satisfied — Fair (F) 1.00 - 1.75 Not Satisfied - Poor (P)

It can be deduced from Table 1.3 that the clients were fully satisfied as to the level of rendered
services of Landbank of the Philippines Atimonan Branch in terms of E-banking with a composite mean of
3.51, verbally interpreted as Very Good. The Landbank-Atimonan Branch maintains the “confidentiality of
the deposit accounts” has the highest mean which is 3.66 and interpreted as Very Good. “The bank provides
immediate resolution to the problems encountered during an online transaction” has the lowest mean of 3.44
and interpreted as Very Good.

This means that Landbank of the Philippines Atimonan Branch renders very good services in terms
of E-banking. It implies that the Landbank Atimonan Branch earns the trust and confidence in maintaining the
confidentiality of information. Considering that most of the transactions are done online, Landbank still
manages to keep the confidentiality of information. Its online banking has security features to prevent hacking
and phishing of data. It ensures compliance with all applicable laws and policies. On the other hand, the Bank
provides immediate resolution to the problems encountered during an online transaction implying that there is
an influx of queries and concerns on online banking. Besides, due to the pandemic, most clients prefer to
utilize online banking which they are not used to. In addition, limited personnel is available to address the
concerns due to the new alternative work arrangement. Employees work on a skeleton basis while others are
on work from home arrangement which may limit their efficiency in addressing the concerns of the clients.
Moreover, if the concerns of the clients are beyond the control of the Bank such as systems and online
connections, they cannot be resolved immediately as it will entail coordination with the third-party service
provider.

In support of this, Normalini and Ramayah (2019) claimed that the widespread usage of information
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technology applications related to e-banking was a significant challenge for the banking industry. This raised
concerns about e-security, such as cyber-attacks on client profiles, account takeover, and data-messaging
fraud. Personal information about customers was being taken, and financial transactions were being
concealed.

Furthermore, Ong and Teh (2016) stated that fast resolutions to complaints helped individuals
overcame their impression that obtaining redress was difficult. The chats revealed that the merchant required a
rapid reaction and action on reimbursement. For procedures to be accessible and successful, consumers must
be able to obtain them readily and conveniently. Consumers should be able to express their concerns and
sought appropriate remedies through such channels. Consumers offered comments on complaint processing
that was trustworthy and satisfactory, refund options that were obvious and easy, and merchant accountability
in problem resolution.

Table2.1

Level of Clients’ Satisfaction on the Rendered Services of Landbank of the Philippines - Atimonan Branch in
terms of Quality

Indicators Mean Interpretation
1. Implements the policies, rules and regulations, consistently and fairly. 3.60 FS
2. Demonstrates responsiveness in assisting clients. 3.59 FS
3. Shows knowledge of the product features and benefits. 3.52 FS
4. Demonstrates to clients’ various scenarios of the products to be availed
for better understanding. 3.53 FS
5. Follows standard operating procedures in doing clients’ transactions. 3.55 FS
Composite Mean 3.56 FS
Legend: 3.26 - 4.00 Fully Satisfied (FS) 2.51 - 3.25 Satisfied (S)
1.76 - 2.50 Less Satisfied (LS) 1.00 - 1.75 Not Satisfied

(NS)

Table 2.1 shows that the clients were Fully Satisfied as to the level of rendered services of Landbank
of the Philippines Atimonan Branch in terms of Quality with a composite mean of 3.56. The Landbank -
Atimonan Branch “implements the policies, rules and regulations, consistently and fairly” has the highest
mean which is 3.60 and interpreted as Fully Satisfied. The Landbank-Atimonan Branch “shows knowledge of
the product features and benefits” has the least mean of 3.52 and interpreted as Fully Satisfied.

This implies that Landbank Atimonan Branch follows the Citizen’s Charter which governs the
operations of the Bank. It is composed of the products and services, its target market, features, processes,
responsible person and unit, fees, and standard processing time. Moreover, the Bank is guided by BSP rules
and regulations, Civil Service Commission and other governing bodies in its operations. On the other hand,
the indicator that Landbank of the Philippines Atimonan Branch shows knowledge of the product features and
benefits has the least mean can be attributed to system upgrading, new products and job rotation which
resulted to limited knowledge to answer queries of clients.

In support of this, Nirmala (2020) stated that great service was expected to have a direct and positive
impact on total customer happiness as a result of the customer's current assessment and consumption
experience. Banking service quality was defined in the same way that service quality, in general, was defined.
A new factor termed "compliance” was added to characterize an Islamic bank's ability to function in
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accordance with Islamic law standards. CARTER had six dimensions: first, adherence referred to the
suitability of banking facilities with Islamic values and rules; second, assurance referred to services of
consciousness and good manners of the labor forces that the Islamic bank utilizes; and third, guarantee
referred to the offerings of consciousness and good manners of the labor forces that the Islamic bank utilizes.
It also covered all kinds of interactions between Islamic bank labor forces and consumers; third, durability,
which related to the ability to deliver the good service in a repeatable manner; fourth, tangibles, referred to the
appearance of physical components; fifth, empathy, referred to the ability of workforces to consider and
customize attention for consumers; and sixth, attentiveness, means the ability and eagerness of laborers to
serve clients and provide timely solutions.

Furthermore, product knowledge was always at the top of the list, according to Wang and Hazen
(2016). Using information, the most influential elements impacting client purchasing behavior may be
identified, and product value and purchase risk can be appraised.

In addition, Talavera (2020) revealed that service quality was a key differentiator for service
organizations because it was linked to client retention, corporate image and reputation, and higher
profitability. Because of the variety of services available, the client experience may vary depending on a
number of factors. Because services cannot be stored (perishability) and, in most cases, production and
consumption of services occurred concurrently (inseparability), customer experiences of service played an
important part in determining service quality. Banking was one industry where service quality was critical.
Because bank transactions were regular, banks must establish long-term relationships with their customers,
which involved openness and consistency in communication. Because of the banking industry's quick pace of
growth, clients must be kept up to date on new products, services, and bank technologies on a regular basis.
Because bank customers came from a wide range of socioeconomic backgrounds, their grasp and appreciation
of how to use and access bank goods and services must be addressed with empathy, compassion, and
vigilance. Customers valued a great customer experience every time they transacted with their banks, but it
was equally vital that their bank transactions and finances were secure.

Table 2.2

Level of Clients’ Satisfaction on The Rendered Services of Landbank of the Philippines - Atimonan Branch in
terms of Reliability

Indicators Mean Interpretation

1. Performs services accurately. 3.56 FS
2. Shows knowledge and understanding of all products and services 3.56 FS
3. Replies to queries honestly and sincerely. 3.61 FS
4. Completes clients’ transactions on the time committed. 3.58 FS
5. Exhibits sincere interest to solve clients’ issues and problems. 3.54 FS
6. Keeps confidential records and information. 3.64 FS

Composite Mean 3.58 FS

Legend: 3.26 - 4.00 Fully Satisfied (FS) 2.51-3.25 Satisfied (S)
1.76 - 2.50 Less Satisfied (LS) 1.00 - 1.75 Not Satisfied (NS)

It can be gleaned from Table 2.2 that the clients were Fully Satisfied as to the level of rendered
services of Landbank of the Philippines Atimonan Branch in terms of Reliability with a composite mean of
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3.58. The Landbank -Atimonan Branch “keeps confidential records and information” has the highest mean
which is 3.64 and interpreted as Fully Satisfied. The Landbank -Atimonan Branch “exhibits sincere interest
to solve clients’ issues and problems” has the least mean of 3.54 and interpreted as Fully Satisfied.

It connotes that Landbank-Atimonan Branch strictly follows Bank Secrecy Law and Data Privacy
Act, thus keeping confidential records and information. The Branch gives utmost respect to the privacy of the
clients. Moreover, the Bank gives importance to the trust given by the clients and other stakeholders that it
will perform consistently well in delivering the needed services. On the contrary, the indicator that exhibits
sincere interest to solve clients’ issues and problems has the least mean as not all employees shows initiative
to extend an extra mile to solve the client’s concerns and problems. It may also be attributed to strict
compliance to written policies and guidelines.

According to Kaynak (2015 one bank observed that its customers did business with it because of the
easiness, long-term connections, recommendations from friends and family, and easy credit. Customers
picked another bank based on the friendliness of its personnel, the facilities supplied, the convenience, and the
reliability, according to a survey.

Table 2.3

Level of Clients’ Satisfaction on the Rendered Services of Landbank of the Philippines - Atimonan Branch in
terms of Extent of Fulfillment

Indicators Mean Interpretation
1. Performs clients’ transactions as committed. 3.54 FS
2. Understands specific needs of clients. 3.55 FS
3. Treats clients with respect. 3.66 FS
4. Guarantees safety and security of the clients. 3.62 FS
5. Maintains good rapport with clients. 3.58 FS
Composite Mean 3.59 FS
Legend: 3.26 - 4.00 Fully Satisfied (FS) 2.51 - 3.25 Satisfied (S)
1.76 - 2.50 Less Satisfied (LS) 1.00 - 1.75 Not Satisfied (NS)

Table 2.3 shows that the clients were Fully Satisfied as to the level of rendered services of Landbank
of the Philippines Atimonan Branch in terms of Extent of Fulfillment with a composite mean of 3.59. The
Landbank -Atimonan “treats clients with respect” had the highest mean which was 3.66 and interpreted as
Fully Satisfied. The Landbank -Atimonan Branch “performs clients’ transactions as committed” had the
least mean of 3.54 and interpreted as Fully Satisfied.

This implies that the employees of Landbank-Atimonan Branch are guided by the bank’s core values
which include social responsibility, trust, excellence, and professionalism. They are respectful and polite in
attending their clients’ queries and needs. Moreover, as a government agency, they adhere to the Panunumpa
ng Lingkod Bayan. On the other hand, the indicator that performs clients’ transactions as committed has the
least mean due to some delays which may be caused by uncontrollable circumstances such as system and
online related issues which needs coordination with third-party service provider.

According to Vershinina (2017 mentioned that one of the most important things in business is
contentment or extent fulfillment. When it came to commercial banks, the level of customer satisfaction
distinguished one bank from another, therefore gauging customer satisfaction was crucial. As a result, banks
pay close attention to customer demands and complaints. Profitable businesses cannot exist without satisfied
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customers, especially in the service industry. The goal of this project was to investigate consumer satisfaction
with Sberbank’s banking services.

Table 3

Test of Significant Relationship between the Level of Quality of Rendered Services of Employees and the Level
of Clients’ Satisfaction on Landbank of the Philippines Atimonan Branch

Rendered Services Clients’ r value p value Decision Remarks
Satisfaction

Deposit Products Quality .835™ .000 Reject ho Significant
Reliability .853™ .000 Reject ho Significant
Exte_nt of 833" 000 Reject ho Significant
Fulfillment

Livelihood Loans Quality .799™ .000 Reject ho Significant
Reliability 817 .000 Reject ho Significant
Exte_nt of 804" 000 Reject ho Significant
Fulfillment

E-Banking Quality .862"™ .000 Reject ho Significant
Reliability .843™ .000 Reject ho Significant
Exte_nt of 836" 000 Reject ho Significant
Fulfillment

Correlation is significant at the 0.01 level (2-tailed).=

Table 3 shows that the highest level of quality of rendered services of employees and the highest level
of client’s satisfaction was E-Banking with r value of .862, while the lowest was Livelihood Loans with r
value of .799. The probability values were all less than the level of significance at .05 thus rejecting the null
hypothesis. It can be concluded that there was significant relationship between the level of rendered services
of employees and the level of clients’ satisfaction on Landbank of the Philippines Atimonan Branch.

It connotes that the higher level of quality of rendered services of employees, the higher the level of
clients’ satisfaction on Landbank of the Philippines Atimonan Branch. It can also be deduced from the table
that the clients are satisfied with the quality of E-banking and deposits being offered by the Bank. However,
they need to be more focused on the quality of livelihood loans. To date, the Bank is implementing electronic
processing of livelihood loans which are new to the clients. Also, not all loan borrowers are technology savvy.
Further, loan applications are approved electronically and with minimal human intervention.

However, Banks require customers to survive and grow. To retain customers and to protect and
sustain long-term customer interest, banks need to maintain an ongoing relationship with their customers by
providing quality services. The study concluded that service quality has proved to be an important factor and
the driving force behind customer satisfaction in banking Industry.

Hamzah (2015) said that internet banking has made it easier for customers to handle their personal
finances. Banks, for example, provided a wide range of services to their customers 24 hours a day, seven days
a week, with Internet access available at any time and from any location. Furthermore, Internet banking gives
customers more control over their financial issues in an easy-to-use and pleasant environment. Internet
banking could also assist the bank in saving money, expanding its non-core business, and expanding its
customer base. As a result of these benefits, internet banking is quickly gaining popularity among users.
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Banking firms have been compelled to change their services in response to changing consumer expectations
by providing high-quality Internet banking services.

Likewise, Iberahim (2016), discovered that changes in technology and government laws were key
contributors to the banking industry's demand for service quality enhancement. According to the analysis, the
rising demand for higher quality service via improved product offerings and value-added services has driven
most financial institutions to realign their current business operations to include new technology. The ability
of an organization to deliver expected standards at all times, how it managed customer service problems,
delivering the necessary services the first time, providing services on time, and maintaining an error-free
record were all examples of reliability. Consistency and dependability were two important factors influencing
banking services.

Table 4.1

Regression Analysis on the Impact of the Level of Quality of Rendered Services of Employees to the
Level of Clients’ Satisfaction in Landbank of the Philippines Atimonan Branch in terms of Quality

Unstandardized Standardized T Si Decisions
Model Coefficients Coefficients g Remarks
B Std. Error Beta
(Constant) .059 .150 .396 .693
Deposit Reject ho Significant
Products 335 .085 308 3.920 .000
Livelihood Reject ho Significant
Loans .160 .078 152 2.042 .043
E-Banking 498 .065 499  7.651 .000 Reject ho Significant
Adjusted R Square = .804
F-value = 191.254
Significance = .000

Table 4.1 revealed that the level of quality of rendered services of employees on deposit products,
livelihood loans and E-banking significantly impacted the level of clients’ satisfaction on Landbank of the
Philippines Atimonan Branch by 80.8 %. The probability values of .000, .043 and .000 were less than the level
of significance at .05, thus rejecting the null hypothesis.

Tan (2016) found that service quality and customer pleasure were two of the most important business
competition characteristics in the banking industry. Given the increasingly strong competition for clients,
these factors were key management priorities in today's banking industry. Using data from 200 bank
customers in two main sites in Malaysia's Klang Valley, they investigated whether the five SERVQUAL
qualities have an impact on customer satisfaction in the Malaysian banking industry. They discovered that
Malaysian banking customers had higher expectations than perceived service quality, and that the tangible
component had the most influence on customer happiness. The findings have a variety of implications for
bank management in terms of enhancing customer service quality in order to benefit from customer
satisfaction, which will result in enhanced competitive advantage and profitability for the institutions
concerned.

Furthermore, Mojares (2015) discovered that one of the most essential difficulties of the Internet as a
service delivery channel was establishing and maintaining service quality. As a result of customer trust,
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satisfaction results, which led to loyalty. Customer loyalty was an issue for many businesses, including the
banking industry. Globalized and technological competition, particularly in the service industry, has stressed
the strategic importance of happiness, quality, and, as a result, loyalty in the struggle for consumer
preferences and long-term economic gain. The Internet provided a low-cost information source and provision
of services for a bank, allowing it to serve customers all over the world at any time and from any location.
Online services were often accessible 24 hours a day, 365 days a year, they offered consistently accurate
transactions, used the definitions of several writers to describe client satisfaction as a cognitive process of
reviewing actual outcomes based on predefined expectations.

Table 4.2

Regression Analysis on the Impact of the Level of Quality of Rendered Services of Employees to the
Level of Clients’ Satisfaction in Landbank of the Philippines Atimonan Branch in terms of Reliability

Unstandardized Standardized T Si Decisions
Coefficients Coefficients g Remarks
Model
B Std. Error Beta
(Constant) .088 .148 .593 .554
Deposit Reject ho  Significant
Products .397 .084 .370 4.731 .000
Livelihood Reject ho  Significant
Loans .204 077 197 2.653 .009
E-Banking .389 .064 .395 6.079 .000 Reject ho  Significant
R — Square = .810
Adjusted R Square = .805
F-value = 192.785
Significance = .000

Table 4.2 revealed that level of quality of rendered services of employees on deposit products,
livelihood loans and E-banking significantly impact of level of clients’ satisfaction on Landbank of the
Philippines Atimonan Branch by 81.0 %. The probability values of .000, .009 and .000 are less than the level of
significance at .05, thus reject the null hypothesis.

According to Altejar and Dizon (2019), mentioned that contemporary company organizations have
realized that client loyalty was a key component for the firm's development while also playing an important
part in extending market esteem. Nonetheless, the most significant components required to fulfill or exceed
the customer's delight were the product and its highlights, capabilities, reliability, sales activity, and customer
service. Customers who were delighted with their purchases were more inclined to return and spend more.
Customer service was one of the organizational methods that firms used to remain competitive and attracted
innovative possibilities for greater productivity and better access.

Furthermore, Talavera (2020) stated that service quality was a key differentiator for service
organizations because it was linked to client retention, corporate image and reputation, and higher
profitability. Because of the variety of services available, the client experience may vary depending on a
number of factors. Because services cannot be stored (perishability) and, in most cases, production and
consumption of services occurred concurrently (inseparability), customer experiences of service played an
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important part in determining service quality. Banking was one industry where service quality was critical.
Because bank transactions were regular, banks must establish long-term relationships with their customers,
which involved openness and consistency in communication. Because of the banking industry's quick pace of
growth, clients must be kept up to date on new products, services, and bank technologies on a regular basis.
Because bank customers came from a wide range of socioeconomic backgrounds, their grasp and appreciation
of how to use and access bank goods and services must be addressed with empathy, compassion, and
vigilance. Customers valued a great customer experience every time they transacted with their banks, but it
was equally vital that their bank transactions and finances were secure.

Table 4.3
Regression Analysis on the Impact of the Level of Quality of Rendered Services of Employees to the

Level of Clients’ Satisfaction in Landbank of the Philippines Atimonan Branch in terms of Extent of
Fulfilment

Unstandardized Standardized Si Decisions
Coefficients Coefficients g Remarks
Model
Std.
B Beta
Error
(Constant) 175 156 1.124 .263
Deposit Products 248 089 326 3.929 000 Reject ho  Significant
Livelihood Loans 209 081 203 2578 o011 Reject ho  Significant
E-Banking 410 .068 419 6.077 .000 Reject ho Significant
R — Square = .786
Adjusted R Square = 781
F-value = 166.174
Significance = .000

The results of the study revealed that the level of quality of rendered services of employees on
deposit products, livelihood loans and E-banking significantly impacted the level of clients’ satisfaction on
Landbank of the Philippines Atimonan Branch by 78.6 %. The probability values of .000, .011 and .000 were
less than the level of significance at .05, thus rejecting the null hypothesis.

In support of this, Suvittawat (2015) stated that the Bank provided a comprehensive range of banking
products throughout its corporate headquarters and comprehensive network of branches, such as business and
individual bank loans, wholesaling financial services, foreign exchange processes, global trade financing, cash
management, custodial offerings, credit but instead charge debit cards, and investment banking services. As a
result of their repeat purchases, loyal customers become life-long customers. To satisfy these customers, the
bank must first comprehend their expectations, motivations, and goals. How clients responded to the quality
of bank services determines customer happiness. Because consumer behavior can change quickly and
dramatically, service quality was an important factor in determining customer satisfaction. Customers, for
example, had a very low tolerance for having to wait for financial services for an extended period of time.
Table 5
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To provide localized feedback mechanism in order to ensure long term sustainability
and viability by providing exceptional customer service for clients’ satisfaction

Proposed
Feedback

Mechan

ism

Objectives

Strategies

Person
Responsible

Frequency

Success Indicator

Technique

Branch

level

electronic

feedback

mechanism

using  Quick

Response

(QR) code

Branch
chat box

level

To have
contactless
receiving of
feedback
and
automatic
repository
of data

To have
timely and
personalized
receiving of
feedback

and replies
to clients’
queries and
concerns

Post QR code at
the front door and
client’s writing
table.

Scanning of QR
code by clients
every  completed
transaction.

Daily retrieval of
data and review of
clients’ feedbacks.

Prompt action to
address clients’
complaints  within
24 hours.

Create a chat box
wherein clients can
freely give
feedback.

Instant reply sent
in the chat box
once feedback is
received.

Personalized reply
to be sent in a
matter of three (3)
to five (5) minutes.

Branch Head
All Branch
Personnel

Branch Head
Executive
Assistant

Every
Banking
Day

Every
Banking
Day

At least 75% of the clients
used the QR code during
the pilot implementation

At least 90% of the clients
used the QR code during
the full implementation

At least 90% of data were
retrieved and clients’
feedback were reviewed

At least 90% of the clients’
complaint were addressed
within 24 hours.

At least 75% of the clients
participated during the pilot
implementation

At least 90% of the clients
participated during the full
implementation.

At least 90% of the clients
received a personalized
reply within three (3) to
five (5) minutes.
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To provide localized feedback mechanism in order to ensure long term sustainability
and viability by providing exceptional customer service for clients’ satisfaction

Proposed
Feedback
Mechanism

Objectives

Strategies

Person
Responsible

Frequency

Success Indicator

Technique

Rating of
Over-the-
Counter
(OTC)
Transaction
through
number of
stars

Yearly survey
to institution
and individual
clients to be
conducted by
third party
service

provider

To have
immediate
feedback for
the services
rendered

To enhance
the existing
yearly
conduct of
survey by
third party
service
provider

Request for rating
thru  number of
stars to be sent to
the client’s mobile
number after the
OTC transaction of
the client has been
finished.

Client to rate the
services rendered
by the employee
thru number of
stars, i.e.; 4 stars-
Excellent, 3 stars —
Good, 2 stars —
Fair, 1 star — Poor

Access the data
repository to be
used in the rating
the personnel.

Conduct survey to

20 randomly
clients, i.e.,
government,

private, pensioner,
students, employed
individuals

Consolidate survey
results using
google form right
after the survey

Branch Head
All Bank
Personnel

Branch Head
Third party service
provider

Every
Banking
Day

Every
Year

At least 75% of the clients
rated the services rendered
during the pilot
implementation.

At least 90% of the clients
rated the services rendered
during the full
implementation.

At least 90% of the data
were retrieved and used in
rating the personnel

At least 90% of the selected
clients responded to the
survey

Result of survey was used
in rating the personnel and
overall customer service of
the Branch.
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CONCLUSIONS

Based on the findings of the study, it can be concluded that the rendered services of Landbank of the
Philippines-Atimonan Branch, can greatly influence the clients’ satisfaction. Also, based on the above-
mentioned findings of the study, the following conclusions have been derived:

That the quality of rendered services of Landbank of the Philippines Atimonan Branch in terms of
deposit products, livelihood loans, and E-banking is very good. Thus, it should be maintained in order for the
clients to have an exceptional customer experience. Moreover, they are found to increase the number of clients
thereby contributing to the attainment of the Branch Key Result Areas.

That the clients’ satisfaction with the quality of rendered services in terms of quality, reliability, and
extent of fulfillment of Landbank of the Philippines-Atimonan Branch is fully satisfied. It should be the
utmost priority of the Bank in order to continuously earn the trust and confidence of the clients. Further, it
will maintain zero (0) complaint status of the Branch.

That the quality of rendered services and clients’ satisfaction have significant relationship. It will
ensure long-term stability and viability which will mean, higher deposits, loans, and income for the Bank.

That there is significant impact on the quality of rendered services of employees to the clients’
satisfaction in Landbank of the Philippines-Atimonan Branch. Thus, it will be of great help if the bank
employees are more knowledgeable and passionate to serve the clients efficiently and effectively.

That there is a need to have localized feedback mechanisms in order to become more responsive to
clients as compared to bank-wide approach. It will increase operational efficiency by developing affordable,
accessible and applicable feedback mechanism.

Recommendations

The following are the recommendations based on the above-mentioned findings and conclusions:

The Branch Head may ensure that the existing quality of rendered services on deposits, loans and
e-banking are maintained. Further, continuous training and workshop on customer service may be
conducted to have exceptional customer experience. This may focus on Knowledge, Skills and Attitude
(KSA) on customer service.

The personnel may make sure that the clients are satisfied with the quality of rendered services and
have given what is expected of the clients before they go out of the bank. Also, the bank personnel may
deliver what has been committed to the clients. Moreover, the officers of the Bank may always be visible to
immediately address the needs and queries of the clients.

The Branch Head may assess the competencies of each employee. The results thereof can be a tool
in designing the best interventions for them to become more effective and efficient. In addition, the branch
may implement job rotation every six (6) months so that all employees will be well-versed and well-rounded
in every assigned tasks of each position. Also, the bank employees may sustain the good rapport with the
clients and create a friendly environment that encourages feedback and queries.

The Branch may continue to follow the Citizen’s Charter and be cautious on the standard
processing time and deliver the required service as committed. Employees should do extra miles to delight
clients. Also, the Branch should continue to adhere to Bank Secrecy Law, Data Privacy Act and other
applicable laws to ensure that personal data and information being processed are secured and protected.

Landbank-Atimonan Branch may adopt the feedback mechanism techniques crafted by the
proponent in order to have exceptional customer satisfaction, thus ensuring the operation’s sustainability
and viability. If found effective, these may be recommended for bank wide implementation.

Further studies on the rendered services and employees’ performance focusing on the point of view
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of the employees of the Bank must be pursued to level-off the result of this study which merely focuses on
the side of the clients. The independent variables that may be considered are the workplace, management
styles and remuneration while the dependent variables are employees’ performance, job promotion and job
rotation.
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Appendix A
LETTER

© LANDBANK

Atimonan Branch
Quezon cor Rizal Sts,
Brgy Zone 1, Poblacion,
Atimonan, Quezon

Tel. Nos. (042) 785-5329

April 29, 2021

SVP Althon C. Ferolino
Group Head

Landbank of the Philippines
Southeast Luzon 8ranches Group
Colago Ave., Brgy 1-A

San Pablo City, Laguna

Dear Sir:
Greetings!

The undersigned is currently enrolled in Master in Business Administration at Laguna
College of Business and Arts and is now preparing a thesis proposal entitied
"RENDERED SERVICES AND LEVEL OF CLIENT'S SATISFACTION IN
LANDBANK ATIMONAN BRANCH: BASIS FOR THE DEVELOPMENT OF
FEEDBACK MECHANISM TECHNIQUE ON BANKING PRODUCTS AND
SERVICES."

Relative thereto, may I request approval to conduct study on the products and services
of LANDBANK Atimonan Branch which may involve actual data on number of dients,
deposit, loans, e-banking and ancillary products and servizes, and questionnaire to be
answered by chosen clients. Rest assured that the data to be used in the study will be
treated with utmost confidentiality.

Moreover, the results of the study will be benefical for this Lranch.

Thank you very much for your support in this undertaking.

Very truly yours,

&/
AIMEE M, ORCILLA
Department Manager
Head, Atimonan Branch

are Macda Panone 1<
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LAGUNA COLLEGE OF BUSINESS AND AIGS

$choot of Groduate Studies
October 1. 2021

ALTHON C. FEROLINO

Senior Vice Presicent

Lordbank of ins PRIIgRInes
Office of tha Group Head - SELBG
San Pabio Clty

Deaor S,

The undersigned & ¢ gradunie schooi studan! of Laguna Cokege of Busmess ond Ars,
toking Lo Master in Business Administrafion  and is cunently working on her fhess
entited *Rendered Services and Clents' Safisfoction in Londbank of the Philippines
Atimonan © Basls for Feedback Mechanizm",

In 1 retgfion, | om humdly requeshing your cpprovai that | be allowec to oominister
my survey questionnaires *c vanous clients of the bank. Youwr approval will b= valyobis
In the succeasful conduc! of Ihis researcn

Rest assured thot the nformation given will be kept confidential.

Thank you vary much for your favorobls response.
Respactidy.

AIMEE M. ORCILLA
Reiecrcher

Eecommending Approval

mngc-.am JR., MAED
Caon. Schooi of Graduate Studkes
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The researcher is the Department Manager of Landbank of the Philippines, Atimonan Branch and currently
enrolled in Laguna School of Business and Arts taking up Master of Business Administration. As part of the
requirements to complete the degree, 1 am working on my thesis entitled: “RENDERED SERVICES AND
LEVEL OF CLIENTS’ SATISFACTION IN LANDBANK OF THE PHILIPPINES- ATIMONAN:
BASIS FOR FEEDBACK MECHANISM”. In view of this, I am humbly asking your cooperation in
answering the questionnaire below. Rest assured that all responses will be treated with utmost confidentiality.
Thank you and May God bless you in all your undertakings.

The Researcher

1. Level of Quality of Rendered Services
Directions: This questionnaire assesses about the rendered services of the Landbank of the Philippines-
Atimonan Branch. Read each statement and then use the scale below to select the scale point that best reflects

your personal degree of agreement with the statement. Place a checkmark (‘/ ) on the column of your
preferred answer. Be certain to select only one response for each statement.

Scale: 4 = Fully Satisfied
3 = Satisfied
2 = Less Satisfied
1 = Not Satisfied

The following are indicators that illustrates the quality of
rendered services of LANDBANK-Atimonan Branch.

ww;m

A. Deposit Products

1. Assists the clients in choosing the deposit products suitable to
their needs and requirements.

2. Makes the account opening procedure easier for the client.

3. Performs the banking services with consistency and accuracy.

4. Maintains the confidentiality of the deposit accounts.

5. Interest rate for deposits is in accordance with the prevailing
rate.

6. Fees and other account related charges are minimal.
B. Livelihood Loans

1. Explains the features of livelihood loans.

2. Offers loans with minimal rate.
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3. Validates the submitted requirements of the clients within two
(2) working days.
4. Prepares and provide copy of monthly amortization due to the
client before due date.
5. Issues proof of loan payments upon receipt.
6. Keeps all the clients’ information confidential.
C. Electronic Banking (e-Banking) Services
1. Gives list of requirements to those who wants to avail of e-
banking services.
2. Conducts walk through on e-banking services for better
understanding of the clients.
3. Ensures availability of the website and other online banking
application.
4, Auvailability of online customer service representative to man
the e-banking transactions.
5. Provides immediate resolution on the problems encountered
during online transaction.
6. Customer friendly access to e-Banking services
7. Maintains confidentiality of client information.

2. Level of Clients’ Satisfaction
Directions: Based on the rendered services given by the Landbank of the Philippines- Atimonan Branch, use
the scale below to select the scale point that best reflects your personal degree of satisfaction. Place a

checkmark (‘/ ) on the space for your preferred answer. Be certain to select only one response for each

statement.

Scale: 4 = Fully Satisfied
3 = Satisfied
2 = Less Satisfied
1 = Not Satisfied

The following are indicators that show level of
satisfaction on rendered services of LANDBANK-
Atimonan Branch.

ww;m

Quality - The rendered services are based on strict
compliance to LANDBANK Citizen’s Charter
specifically on standard processing time, product
features, target market and step by step procedures

Implements the policies, rules and regulations, consistently
and fairly.

Demonstrates responsiveness in assisting clients.

Shows knowledge of the product features and benefits.

Demonstrates to clients various scenarios of the products
to be availed for better understanding.

Follows standard operating procedures in doing clients’
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transactions.
Reliability
1 Performs services accurately.
2 Shows knowledge and understanding of all products and
services
3 Replies to queries honestly and sincerely.
4 Completes clients’ transaction on the time committed
5 Exhibits sincere interest to solve clients’ issues and
problems.
6 Keeps confidential records and information.
Extent of Fulfillment
1 Performs clients’ transactions as committed.
2 Understands specific needs of clients.
3 Treats clients with respect.
4 Guarantees safety and security of the clients.
5 Maintains good rapport with clients.

WWw.ijrp.org



£0H>

Aimee M. Orcilla / International Journal of Research Publications (IJRP.ORG)

694

Appendix C
VALIDATION LETTERS

WWw.ijrp.org



%, IJRP.ORG

ernational Journal of Research Publica
ISSN: 2708-3578 (Online)

695

Aimee M. Orcilla / International Journal of Research Publications (IJRP.ORG)

WWw.ijrp.org



%, IJRP.ORG

ernational Journal of Research Publica
ISSN: 2708-3578 (Online)

696

Aimee M. Orcilla / International Journal of Research Publications (IJRP.ORG)

WWw.ijrp.org



Aimee M. Orcilla / International Journal of Research Publications (IJRP.ORG)

Reliability test

Appendix D

CRONBACH’S ALPHA RELIABILITY TEST

%, 1JRP.ORG

ISSN: 2708-3578 (Online)

697

Questionnaire

Cronbach's Alpha

No of Items

Deposit Product
Livelihood Loans
E-banking
Quality
Reliability

Extent of Fulfillment

.898
.903
.899
.898
.900
.893

6

OO 01T N

Cronbach's alpha
09<a
0.8<a<0.9
0.7<a<0.8
0.6<a<0.7

For Appendix
Variable

Deposit Product
Livelihood Loans
E banking
Quality
Reliability

Extent of Fulfillment

Internal consistency
Excellent

Good

Acceptable

Questionable

Cronbach's
Alpha

Cronbach's
Alpha Based on
Standardized
Items

N of Items

.898

.900

6

Deleted
1,3,4,6
3,46,7
2,37
3,4,5,7,10
2,4,7,10
2,45,6,8
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Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted | if Item Deleted Correlation Correlation Deleted
D2 18.2778 3.742 751 911 .876
D7 18.2778 3.977 .601 754 .898
D8 18.1667 4.029 726 .837 .882
D9 18.4444 3.673 .694 .887 .885
D10 18.5000 3.559 .758 910 .875
D5 18.3333 3.529 .839 .898 .861
Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Items N of Items
.900 910 6
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted | if Item Deleted Correlation Correlation Deleted
R1 18.6111 4.016 .640 .895
R3 18.7778 3.830 .660 .894
R5 18.5556 3.791 .863 .864
R6 18.6111 3.781 .582 912
R8 18.5556 3.791 .863 .864
R9 18.5556 3.791 .863 .864
Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Items N of Items
.903 .903 6
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Item-Total Statistics

Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted | if Item Deleted Correlation Correlation Deleted
L1 18.4444 3.908 716 .658 .888
L2 18.4444 3.908 716 .658 .888
L5 18.4444 3.908 716 .658 .888
L8 18.4444 3.791 .789 .893 .877
L9 18.3889 4,134 .624 .785 901
L10 18.3889 3.781 .850 .824 .869
Reliability Statistics
Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Iltems N of Items
.899 .902 7
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted if Item Deleted Correlation Correlation Deleted
El 21.6111 6.605 .599 .895
E4 21.8889 5.516 .809 .872
E5 21.8889 5.634 .760 .878
E6 21.9444 5.585 794 .873
ES8 21.5556 6.732 .595 .896
E9 21.5556 6.379 774 .879
E10 21.5556 6.614 .653 .891
Item-Total Statistics
Corrected Item- Squared Cronbach's
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted | if Item Deleted Correlation Correlation Deleted
Q1 18.3333 5.059 .632 .839 .909
Q2 18.3333 4,941 701 .896 .901
Q5 18.3889 4.369 732 .947 .898
Q6 18.5000 4.382 .868 .992 .876
Q8 18.5556 4.026 .831 .992 .883
Q9 18.4444 4.614 172 773 .891
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Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based on
Standardized
Items

N of ltems

.898

.902

5

Item-Total Statistics

%, URPORG

Corrected Item- Squared Cronbach's

Scale Mean if | Scale Variance Total Multiple Alpha if Item

Item Deleted if Item Deleted Correlation Correlation Deleted
Q1 14.6111 3.193 .650 .598 .895
Q2 14.6111 3.075 741 .831 .878
Q6 14,7778 2.654 .896 .955 .841
Q8 14.8333 2.500 .765 .945 .878
Q9 14,7222 2.918 734 173 .878
Reliability Statistics

Cronbach's
Alpha Based on
Cronbach's Standardized
Alpha Items N of Items
.893 .894 5
Item-Total Statistics
Corrected Item- Squared Cronbach's

Scale Mean if | Scale Variance Total Multiple Alpha if Item

Item Deleted | if Item Deleted Correlation Correlation Deleted
F1 14.5556 3.203 .697 757 .882
F3 14.5000 3.559 707 .619 877
F7 14.5000 3.676 .632 .642 .891
F9 14.5000 3.441 .784 .808 .861
F10 14.6111 2.840 .901 .871 .829
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Appendix E

CONTENT VALIDITY INDEX

Rating for each item Descriptive Level
4 Very adequate value item
3 Adequate value item
2 Inadequate value item
1 Not covered

PART | — Level of Client’s Satisfaction

Domain: Deposit

Relevance
Products

Validator in
agreement

3

Item 3 Validator 1  Validator 2 Validator 3

o)
<
c
>

© 000 ~NOO U~ WN R
N N N S T S S N SN SN SN o
N S N S T I > N SN SN SN o
N S N > I Y S N SN SN SN o
W wWwWwwWwwwwwow

P PR PR RRP R

P PR PR R PR R

[EEN
o
[EEY
[EE

S-CVI

Proportion S-CVI UA Ave =

Relevance Ave =1

=
[N
[y
[y

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of deposit products, it is therefore concluded that S-
CVI Average based on I-CVI, S-CVI Average based on proportion relevance, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire has achieved satisfactory level of content validity.
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Domain:

R Relevance
Livelihood Loans

Validator in
agreement

3

ltem 3 Validator 1  Validator 2  Validator 3

IN

IN

IN
0
<
C
>

© 00N U WNBR
E SN S N S S S N SN SN S
SN S S N T S > N SN SN o
SN S S N > S N N SN A N
W wWwWwwWwwowww w

s

s

[EEN
o
[EEN
[N

S-CVI

Proportion S-CVi UA Ave =

Relevance Ave =1

,_‘
-
-
-

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of livelihood loans, it is therefore concluded that S-
CVI Average based on I-CVI, S-CVI Average based on proportion relevance, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire has achieved satisfactory level of content validity.
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Domain:
Electror!ic Banking Relevance
(e-Banking)
Services
. . . Validator in
Item 3 Validator 1  Validator 2 Validator 3 I-CVI UA
agreement
1 4 4 4 3 1 1
2 4 4 4 3 1 1
3 4 4 4 3 1 1
4 4 4 4 3 1 1
5 4 4 4 3 1 1
6 4 4 4 3 1 1
7 4 4 4 3 1 1
8 4 4 4 3 1 1
9 4 4 4 3 1 1
10 4 4 4 3 1 1
. S-CVI
Relevance. ) ) ) ) Aos1  UAAS

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of e-banking services, it is therefore concluded that S-
CVI Average based on I-CVI, S-CVI Average based on proportion relevance, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire has achieved satisfactory level of content validity.
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PART Il — Level of Client’s Satisfaction

Domain: Relevance
Quality
Iltem 1 Validator 1  Validator 2 Validator 3 Validator in I-CVI UA
agreement
1 4 4 4 3 1 1
2 4 4 4 3 1 1
3 4 4 4 3 1 1
4 4 4 4 3 1 1
5 4 4 4 3 1 1
6 4 4 4 3 1 1
7 4 4 4 3 1 1
8 4 4 4 3 1 1
9 4 4 4 3 1 1
10 4 4 4 3 1 1
. S-CVI
Proportion 1 1 1 1 S-C\_/I UA Ave
Relevance Ave =1 _

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of quality, it is therefore concluded that
S-CVI Average based on I-CVI, S-CVI Average based on proportion relevance, and S-CVI UA Average met
the satisfactory level, thus the scale of questionnaire has achieved satisfactory level of content validity.
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Domain:

Reliability Relevance
Item 1 Validator 1 Validator 2 Validator 3 Validator in I-CVI UA
agreement

1 4 4 4 3 1 1

2 4 4 4 3 1 1

3 4 4 4 3 1 1

4 4 4 4 3 1 1

5 4 4 4 3 1 1

6 4 4 4 3 1 1

7 4 4 4 3 1 1

8 4 4 4 3 1 1

9 4 4 4 3 1 1

10 4 4 4 3 1 1

i s-cVi
Proportion 1 1 . . S-C\_/I sev
Relevance Ave =1 -

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of reliability, it is therefore concluded that S-CVI
Average based on I-CVI, S-CVI Average based on proportion relevance, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire has achieved satisfactory level of content validity.
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Domain: Extent of

Fulfillment Relevance

Validator in
agreement

3

ltem 3 Validator 1  Validator 2  Validator 3

IN
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IN
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s

s

[EEN
o
[EEN
[N

S-CVI

Proportion S-CVi UA Ave =

Relevance Ave =1

,_‘
-
-
-

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of extent of fulfillment, it is therefore concluded that
S-CVI Average based on I-CVI, S-CVI Average based on proportion relevance, and S-CVI UA Average met
the satisfactory level, thus the scale of questionnaire has achieved satisfactory level of content validity.
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