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banking services on customer satisfaction, loyalty, and compliance. Revised: 16/8/2023
Employing quantitative analysis via Smart PLS, collected data was assessed. =~ Accepted: 21/8/2023
Outcomes highlight a significant positive impact of OLIBs on customer
satisfaction, loyalty, and compliance. Smart PLS analysis establishes notable
connections between OLIBs-related factors (service quality, accessibility,
personalization, data security) and customer-oriented aspects. The study
suggests that embracing OLIBs can amplify customer satisfaction, loyalty,
and compliance. Implications extend to PT Bank Sumut Pematang Siantar
Branch and other financial entities, providing insights to refine strategies,
uphold robust relationships, and ensure compliance, ultimately enhancing
overall customer experiences.
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INTRODUCTION

Economic development refers to efforts to increase economic growth and prosperity of a region or
country. The goals are to improve people's welfare, improve living standards, create jobs, increase economic
competitiveness, and reduce poverty. Economic development involves various policies and strategies, including
infrastructure development, productivity improvement, technology development, investment financing, promotion
of international trade, and support for the private sector (Siyam & Raphael, 2022; STRATIEVA, 2018) .

Several important factors contributing to economic development include political and economic stability,
policies that support investment and trade, education and training, innovation and technology, and the ability
to attract foreign investment. Economic development can be carried out both at the national and regional levels
(Luthuli & Houghton, 2019; VAUGHAN, 2020) . However, to achieve sustainable economic development,
it is necessary to pay attention to the environmental and social impacts of economic activities, so economic
development policies must be designed taking these aspects into account as well.

Economic development is closely related to bank customer satisfaction, loyalty and compliance. When
economic development occurs, society will be more prosperous, the number of entrepreneurs will increase,
and the demand for various financial products and services will increase (Gurova, 2022; Luu et al., 2019) .
This will make banks, as financial institutions, increasingly important in driving economic growth.

In this context, banks must ensure that customers are satisfied with the products and services they provide,
so as to maintain customer loyalty and create opportunities for business growth (Gurova, 2022; Luthuli &
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Houghton, 2019; Luu et al., 2019; Siyam & Raphael, 2022) . Satisfied customers will tend to choose to make
transactions and establish a longer business relationship with the bank, and may also recommend the bank to
others, so that it can help the bank expand its customer base and increase market share.

Furthermore, customer compliance refers to the ability and tendency of customers to comply with the
requirements, policies and rules set by financial institutions, such as banks. (Leclercq-Machado et al., 2022) This
includes complying with transactions in accordance with established procedures, complying with applicable
restrictions and conditions, and following regulations and policies related to privacy and data security. Customer
compliance is an important factor in maintaining the integrity of the banking system, protecting customers'
own interests, and building trust between customers and financial institutions.

Therefore, banks must pay attention to the needs and desires of customers, provide high quality services,
provide innovative and useful products, and maintain trust and integrity in their business relationships with
customers (Christanto & Santoso, 2022 ) . In this case, banks need to ensure that the policies and business
strategies they implement are in line with the needs and expectations of customers, so as to strengthen
relationships with customers and help drive sustainable economic growth.

Satisfaction of customer loyalty and compliance is very important for banks because these three things are key
factors for maintaining the continuity of the bank's business (Boonlertvanich, 2019; Moghavvemi et al., 2018) .
Customer satisfaction relates to the extent to which the bank can meet the expectations and needs of customers
in using the products and services provided by the bank. Customer loyalty shows the extent to which customers
continue to use bank products and services consistently and choose not to switch to other banks. And customer
compliance is key because it has a significant impact on various aspects of the financial industry. A high level
of customer compliance plays an important role in maintaining the stability and integrity of the banking system
and preventing financial risks. In addition, customer compliance also contributes to the protection of their own
personal and financial data, as well as preventing illegal activities such as money laundering and financing of
terrorism. Furthermore, customer compliance builds trust between customers and financial institutions, which
is an important foundation in maintaining long-term relationships and strengthening the company's reputation
and positive image. Therefore, financial institutions need to encourage and facilitate customer compliance by
providing clear information, education, and implementing transparent and reliable policies and procedures.

Customer satisfaction, loyalty and compliance have a direct impact on the bank's financial performance
(Boonlertvanich, 2019; Moghavvemi et al., 2018; Rostami & Mirshahi, 2022; Supriyanto et al., 2021) . Satisfied
customers tend to use bank products and services regularly, increasing the bank's income from administration
fees, interest and other fees. In addition, loyal customers will also recommend the bank to others and can help
increase the number of new customers, so that the bank can expand its market share.

However, customer satisfaction, loyalty and compliance is not something that is easy to achieve. Banks must
consistently provide quality services and pay attention to customer needs (Khamis & AbRashid, 2018; Rostami
& Mirshahi, 2022) . Banks must also handle customer complaints quickly and effectively, and communicate
effectively with customers to build strong relationships (Boonlertvanich, 2019; Luu et al., 2019) . Therefore,
banks must continue to improve product and service quality and maintain good communication with customers
to ensure customer satisfaction and loyalty are maintained.

One of the efforts to increase customer satisfaction, loyalty and compliance at the bank is by implementing
the Online Integrated Banking System (Alsmadi et al., 2022; Ecer, 2018) . This system is a banking system that
provides online banking services, including fund transfers, bill payments, purchases of products and services,
as well as other banking services (Hammood et al., 2020) . With this system, customers can access banking
services easily and conveniently via their computers, smartphones or tablets.

The implementation of the Online Integrated Banking System can increase customer satisfaction by making
it easier for them to carry out banking transactions (Calomiris, 2021; Lin et al., 2020) . Customers no longer
need to come to the bank office to make transactions, thus saving time and transportation costs (Roy & Shaw,
2022) . In addition, this system can also provide faster banking services, because transactions can be carried
out in real-time without having to wait for a long time like in conventional banks.

This system can also increase customer loyalty. With easy and convenient service, customers will feel
happy and satisfied with the bank, so they will be more inclined to use bank products and services consistently.
In addition, this system can also help banks build strong relationships with customers (Alsmadi et al., 2022;
Ecer, 2018; Hammood et al., 2020) . With easier access to the banking system, banks can more easily monitor
customer transactions and provide better services.

Apart from that, implementing the Online Integrated Banking System can also help banks to save on
operational costs (Rashid et al., 2020) 1. With this system, banks can reduce administrative costs and speed up
banking transaction processes. In addition, banks can also reduce costs for printing passbooks and providing
banking services at branch offices , because transactions can be done online.
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Overall, the implementation of the Online Integrated Banking System can provide significant benefits for
banks in increasing customer satisfaction and loyalty, increasing operational efficiency, and strengthening
relationships with customers (Lin et al., 2020; Roy & Shaw, 2022) .

Although the Implementation of the Online Integrated Banking System provides many benefits for banks,
there are several weaknesses that need attention (Abu-Alhaija et al., 2019; Ertemel et al., 2021) . The adoption
of online banking systems presents a dual scenario, encompassing advantages as well as challenges. On one
side, these systems extend the convenience of conducting banking transactions round the clock, offering
customers the flexibility to manage their finances at their own pace. However, this convenience is not devoid
of potential stumbling blocks. Customers may grapple with technical intricacies, encountering issues such as
grasping the system's usage or coping with unreliable internet connections. Such hurdles, if left unaddressed,
could have ramifications on customer satisfaction and loyalty, necessitating proactive measures to ensure a
seamless online banking experience.

Conversely, while online systems hold the promise of streamlining operational costs for financial institutions,
the considerable investments required for system development, implementation, and maintenance may act as
stumbling stones. These costs could potentially strain the financial resources of banks, thereby limiting their capacity
to furnish consistent and satisfactory online banking services. Furthermore, as the digital shift progresses, it could
inadvertently lead to a reduction in face-to-face interactions between customers and banks. This interpersonal
interaction, often vital for fostering robust customer relationships, may face challenges in the digital realm. The
potential decline in such interactions could prompt customers to seek alternatives that offer more compelling
online banking services, emphasizing the need for balancing digital transformation with customer relationship
management.

Therefore, banks need to pay attention to the weaknesses associated with implementing this Online Integrated
Banking System. Banks need to ensure the security of online banking systems, provide easily accessible technical
assistance services, manage costs associated with the system, and continue to interact with customers directly
to build good relationships (Rangaswamy et al., 2021) . In this way , banks can increase customer satisfaction
and loyalty and maximize the benefits of implementing an online banking system.

PT Bank Sumut seeks to create services with information systems that make it easier for customers to
make transactions. The application of BI regulations is a challenge for Bank Sumut, especially in relation to
customer satisfaction with the existing information system. To further improve efficiency and effectiveness
in the process of financial transactions, PT Bank Sumut has used an integrated banking information system
technology called the Online Integrated Banking System (OLIBs).

Cooperation established by PT Bank Sumut with other Regional Development Banks (BPD) in Indonesia
which can be connected online, making it easier for customers to access transactions at all Regional Banks
in Indonesia as well as ease of accessing funds at all ATM outlets together with banks in Indonesia so that
customers can access more than 5,000 shared ATM networks. Even Bank Sumut's ATMs have joined the
Malaysia Electronic Payment System (MEPS) so that customers who go to Malaysia can still take advantage of
Bank Sumut's ATM card facilities at more than 2,000 ATM machines bearing the Bank Card logo in Malaysia.

Public trust in banks is inseparable from the problem of satisfaction, which can be fulfilled one of which is
from excellent service (Rashid et al., 2020) . Competition between banks is getting tougher, where more and
more producers are involved in fulfilling consumer needs and wants, causing each bank to place an orientation
towards customer satisfaction as the main goal (Cavusoglu et al., 2021) . This is reflected in the number of
banks including their customers in customer satisfaction in their mission inclusion.

Creating true customer loyalty is not only seen from transactions or repeated purchases ( repeat customers
), but customers can be considered loyal if customers make regular repeat purchases, customers who buy other
products in the same place, customers who refer others , and customers who cannot be influenced by competitors
to move (Tetteh & Boachie, 2021) . Loyal customers are invisible advocates for companies (Smith, 2020) .
They will try to defend the company's products and will always try to voluntarily recommend them to others.
Automatically word of mouth will work. Meanwhile, there are 4 dimensions of loyalty, namely Transaction ,
Relationship , Partnership and Behavior (Sofia Silviana et al., 2022) r .

That is when customers are loyal, then not only do they have the desire to transact but also have relationships,
collaborate, maybe even want to own. For example by buying stocks/bonds (Issock Issock et al., 2020) .
Customer loyalty is a company's strength in creating a barrier to new entry (blocking new players from entering).
In order to create customer loyalty , PT Bank Sumut must think about being able to create the availability
of information technology innovations in its service network that is able to retain customers on the basis of
cooperative and trust relationships in order to create maximum customer satisfaction for the continuity and
growth of its business.
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METHOD

This research is an explanatory research which intends to provide an explanation of the causal relationship
between variables through hypothesis testing as well as conducting explanations (Seidel & Watson, 2020;
Toyon, 2021) . This study used Structural Equation Modeling (SEM) analysis techniques using the Smart
PLS program package (Cui et al., 2018; Lai, 2019; Liu et al., 2020) . The use of Smart PLS helps researchers
to test the validity and reliability of research instruments, confirm the accuracy of the model as well as test
the effect of a variable on other variables (Scholar & Engineering, 2023) . The analysis model can be seen in
the following figure:
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Figure 1. SEM model using Smart PLS

The population in this study are all customers who have savings at Bank Sumut Siantar Branch. The number
of savers at PT Bank Sumut Pematang Siantar Branch can be seen in the following table:

Table 1. Number of savers of PT Bank Sumut, Pematang Siantar Branch As of September 2022

No Type Of Savings Total Customers
1 Simpeda Savings 9,349
2 Martabe Savings 24,697
3 Makbul Savings 166
AMOUNT 34,212

Source: PT Bank Sumut, 2022

Given that the number of savers at PT Bank Sumut Pematang Siantar Branch for each type of savings is
not the same, the respondents were selected using a systematic random sampling method using proportional
allocation (Asad et al., 2019) . The formula used for proportional allocation is as follows:

. Ni
ni=-—xn
Where:
ni = the number of samples taken for each type of savings.
n = total sample taken
Ni = total population in type of savings i

N = total population size
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Table 2. Allocation of the Number of Samples for Each Type of Savings

No Type Of Savings Total Customers Sample Number
Simpeda Savings 9,349 28
2 Martabe Savings 24,697 72
3 Makbul Savings 166 -
Amount 34212 100

Source: PT Bank Sumut, 2022

The allocation of the number of samples to each type of savings is presented in detail in table 3.2 as follows:

Respondents who were observed were only respondents from the Simpeda savings and Martabe savings
types, because the Makbul savings type had different provisions in evaluating customer satisfaction and loyalty
for the implementation of the OLIBs management information system.

RESULTS

Obtaining the InfoBank Award for the sixth time, shows that PT Bank Sumut is one of the prime performing
banks in Indonesia that received the "Very Good" title, based on an assessment from InfoBank magazine. This
award is certainly very encouraging and proud for all the people of North Sumatra, with the hope that Bank
Sumut can become an asset to be proud of. In addition, this award can provide income in the form of regional
original income from profit sharing, as well as being a driving force for the regional economy, which can
automatically increase gross regional income in North Sumatra.

In the future, it is hoped that Bank Sumut's growth will be even better, so that it is truly able to drive
the wheels of the economy of North Sumatra and become a bank that is reckoned with in the national
environment, as well as being the hosted in its own region. The InfoBank Award is a motivation for all
employees and management of Bank Sumut. This award obtained by Bank Sumut can increase motivation for
all employees. Meanwhile for customers, this award is proof that Bank Sumut's performance is getting better
and healthier. The award given by a leading financial magazine is considered very relevant to the current
conditions of very tight national banking competition. They make an assessment based on the soundness
level of the bank, which is adjusted to the regulations set by Bank Indonesia. The factor that becomes the
assessment is CAMEL, which consists of capital or capital, asset quality , management, earnings or the
ability to earn profits, and liquidity. In the future PT Bank Sumut will be even more expansive in developing
its business, such as adding service outlets, adding ATM machines, ATM network cooperation with other
banks, opening sharia business units and increasing the status of becoming a Foreign Exchange Bank which
will be realized next year.

PT Bank Sumut's services consist of fund products and credit products. PT Bank Sumut's fundraising
products using conventional systems consist of: Current Accounts, Simpeda Savings, Martabe Savings, Makbul
Savings, Time Deposits. And the credit products offered include: General Loans, SPK Loans, Retirement Loans,
Other Installment Loans, Treasurer Loans, Micro Business Care Loans, Government Program Loans, Home
Ownership Loans (KPR), Subsidized KPRS, Construction Loans, Motorcycle Ownership Loans, Investment
Loans, Syndicated Loans and Working Capital Loans.

To provide the best service for its customers, PT Bank Sumut currently has 20 branch offices, 59 sub-
branch offices online and provides 61 ATM machine pavilions in various places in North Sumatra and Jakarta.
In addition to the ease of transactions in paying telephone bills, Telkomsel bills, Indosat bills, speedy bills and
purchasing Garuda Indonesia airplane tickets which can be done through ATMs online. Cooperation established
by PT Bank Sumut with other Regional Development Banks (BPD) in Indonesia which can be connected
online, making it easier for customers to access transactions at all Regional Banks in Indonesia as well as ease
of accessing funds at all ATM outlets along with other commercial banks in Indonesia.

PT Bank Sumut Pematang Siantar Branch as a class I branch office, to increase its service range, currently
has 6 sub-branches, namely Trade, Simalungun Regent's Office, Parapat, Saribu Dolok, Serbelawan and
Pematang Raya. Besides car cash and ATM machines in Siantar, Commerce and Parapat.

To get a clear picture of respondents' perceptions of customer satisfaction , loyalty and compliance with
the application of the OLIBs management information system to the banking services of PT Bank Sumut
Pematang Siantar Branch, the following shows the results of the bootstrapping calculations on the Smart
PLS application.
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Figure 2. Bootstrapping Analysis Results

Based on the results of bootstrapping calculations, direct effects were obtained on customer satisfaction,
loyalty and compliance with the implementation of the OLIBs management information system for the banking
services of PT Bank Sumut Pematang Siantar Branch.

Table 3 Direct Influence Between Variables

Direct Effects O. Sample S. Mean S. Deviation Q. Statistics P.Value
O'Libs-Satisfaction 0.804 0.819 0.635 22,754 0.000

O'Libs-Loyalty 0.665 0.682 0.068 9,701 0.000
O'Libs-Compliance 0.675 0.693 0.079 8,539 0.000

Source: Results of Smart PLS Data Processing

Based on the table above it can be concluded the application of the OLIBs management information system
to the banking services of PT Bank Sumut Pematang Siantar Branch has an effect on customer satisfaction.
This is evident from the statistical t value of 22.754, P Value (0.000 <0.05) and has a positive effect with the
original sample having a positive value. The application of the OLIBs management information system to
the banking services of PT Bank Sumut Pematang Siantar Branch has an effect on customer loyalty. This is
evident from the statistical t value of 9.701, P Value (0.000 <0.05) and has a positive effect with the original
sample having a positive value. The application of the OLIBs management information system to the banking
services of PT Bank Sumut Pematang Siantar Branch has an effect on customer compliance. This is evident
from the statistical t value of 8.539, P Value (0.000 < 0.05 ) and has a positive effect with the original sample
having a positive value.

In other words, all Y variables have a positive and significant influence from the application of the OLIBs
management information system to the banking services of PT Bank Sumut, Pematang Siantar Branch.
Furthermore, the magnitude of the influence can be seen in the following figure:

R Square

085 =

Kepatuhan Kepuasin Loyt

Figure 3. Magnitude of Influence between Variables
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Based on the picture above, it can be seen that the effect of the application of the OLIBs management
information system on the banking services of PT Bank Sumut Pematang Siantar Branch on customer satisfaction
is 0.647 or 64%, while the application of the OLIBs management information system on the banking services
of PT Bank Sumut Pematang Siantar Branch on loyalty is 0.456 or 46%. Then, the application of the OLIBs
management information system to the banking services of PT Bank Sumut Pematang Siantar Branch for
compliance is 0.442 or 44%. In other words, based on the picture above, it can be seen that the influence of
the implementation of the OLIBs management information system on the banking services of PT Bank Sumut
Pematang Siantar Branch is the strongest on customer satisfaction.

DISCUSSION

Based on the results of the direct effect test, there are findings indicating that the application of the OLIBs
management information system to the banking services of PT Bank Sumut Pematang Siantar Branch has
a positive and significant impact on customer satisfaction. This indicates that the adoption of OLIBs has a
positive impact on customer satisfaction in using the banking services provided by the bank.

The application of the OLIBs management information system to banking services can provide a number
of benefits that contribute to increased customer satisfaction. First of all, OLIBs can improve efficiency in the
process of banking services. This system enables the automation of various administrative and transactional
tasks, reduces human errors, and increases the speed of transaction completion. Thus, customers can experience
a more efficient and satisfying experience when interacting with the bank (Thursday & AbRashid, 2018) .

In addition, the application of OLIBs can also improve accuracy and precision in providing services to
customers. This system provides fast and accurate access to customer information, enabling bank staff to provide
more appropriate solutions according to individual customer needs. With integrated information, customers
can feel better served and feel that the bank understands their needs well.

The adoption of OLIBs can also bring benefits in terms of service accessibility. Customers can access
information and make transactions easily through various channels, such as online banking, ATMs, or mobile
banking applications. The existence of these channels increases convenience and flexibility for customers
in interacting with the bank, so that they can avail services anytime and anywhere according to their needs.

The implementation of OLIBs can also provide a more personalized customer experience. With easy access
to customer transaction history and preferences, bank staff can provide more appropriate and relevant services.
This creates a closer relationship between the bank and the customer, which in turn can increase customer
satisfaction and strengthen their loyalty to the bank.

In addition, customer data security is also considered through the adoption of OLIBs. This system is
equipped with strong security features, including data encryption and transaction security. This provides
security guarantees for customers in conducting transactions and storing their financial information. By feeling
that their privacy and security are maintained, customers will feel more confident and satisfied in using the
banking services offered by PT Bank Sumut Pematang Siantar Branch.

Then based on the results of direct effect testing, it was found that the application of the OLIBs management
information system to the banking services of PT Bank Sumut Pematang Siantar Branch has a positive and
significant influence on customer loyalty. This shows that the adoption of OLIBs makes a significant contribution
in strengthening customer loyalty to bank i (Luu et al., 2019). The application of OLIBs to banking services can
provide a number of benefits that play an important role in building and maintaining customer loyalty. First of
all, OLIBs can improve the quality of services provided by banks. With an integrated management information
system, banks can provide more efficient, accurate and responsive services to customers (Supriyanto et al.,
2021). This can increase customer satisfaction and help strengthen their loyalty to the bank.

In addition, the implementation of OLIBs can also improve service accessibility for customers. This system
allows customers to access information and conduct transactions through various channels, such as online banking,
ATMs, or mobile banking applications. With this easy access, customers feel more well served and have flexibility
in using bank services. This can increase customer satisfaction and strengthen their attachment to the bank.

The adoption of OLIBs can also provide a more personalized customer experience. This system provides
fast and accurate access to customer data, enabling banks to better understand customer needs and preferences.
With services tailored to individual needs, customers feel valued and cared for by the bank, thereby increasing
their loyalty to the bank.

Furthermore, OLIBs can also provide better data security for customers. With the security features
implemented in this system, such as data encryption and transaction security, customers feel safer and more
confident in using banking services. This trust is an important factor in building customer loyalty, because
customers tend to remain loyal to banks who can maintain the privacy and security of their information.
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Overall, the direct effect test results show that the application of the OLIBs management information system
to the banking services of PT Bank Sumut Pematang Siantar Branch has a positive and significant impact
on customer loyalty. The adoption of OLIBs helps improve service quality, accessibility, personalization and
security for customers, which in turn strengthens their loyalty to the bank.

Furthermore, based on the results of the direct effect test, it was revealed that the application of the OLIBs
management information system to the banking services of PT Bank Sumut Pematang Siantar Branch had a
positive and significant effect on customer compliance. This indicates that the adoption of OLIBs plays an
important role in increasing the level of customer compliance with the requirements and policies set by the bank.

The application of OLIBs to banking services can provide a number of benefits that play a role in increasing customer
compliance. First of all, OLIBs provide a structured and automated system to meet banking requirements. Customers
can easily access information about account opening requirements, credit card usage and payment obligations. With a
clear understanding of these requirements, customers are more likely to comply with the rules set by the bank.

In addition, the adoption of OLIBs can also increase transparency and accountability in banking services.
Customers have better access to their financial information, including transaction reports and account balances.
Thus, customers can monitor and verify their financial activities more easily. This helps increase customer
compliance with banking policies and procedures, as well as strengthens their trust in the bank (Gurova, 2022). .

The adoption of OLIBs also makes it easier for customers to report transactions that are suspicious or have
the potential to violate regulations. This management information system allows customers to submit reports
online and provides quick access to the bank's compliance team. With this convenience, customers feel supported
in complying with regulations and contributing to the prevention of actions that violate banking law or ethics.

Furthermore, OLIBs can also improve customer understanding of regulations and laws that apply in the
banking industry. This system can provide clear and easily accessible information about privacy policies, consumer
protection, and dispute resolution procedures (Moghavvemi et al., 2018) . With a better understanding of their
rights and obligations, customers are more likely to comply with the regulations and policies set by the bank.

Overall, the direct effect test results show that the application of the OLIBs management information system
to the banking services of PT Bank Sumut Pematang Siantar Branch has a positive and significant impact on
customer compliance. The adoption of OLIBs enables banks to provide clear information, high transparency, and
structured services, which in turn encourage customers to comply with the terms and policies set by the bank.

CONCLUSION

Based on the results of the direct effect test, it can be concluded that the application of the OLIBs management
information system to the banking services of PT Bank Sumut Pematang Siantar Branch has a positive and
significant impact on customer satisfaction, customer loyalty and customer compliance. The adoption of
OLIBs provides significant benefits in improving service quality, accessibility, personalization, data security,
transparency and accountability in banking services.

In the context of customer satisfaction, the implementation of OLIBs helps improve efficiency, accuracy
and speed in banking services, which in turn increases customer satisfaction. The adoption of OLIBs also
brings benefits in terms of service accessibility, service personalization, and customer data security, all of
which contribute to higher levels of satisfaction.

In addition, the adoption of OLIBs also has a positive impact on customer loyalty. By improving service
quality, accessibility, personalization and data security, OLIBs help build closer relationships between banks
and customers, which in turn strengthens customer attachment and loyalty to the bank.

Lastly, the implementation of OLIBs also has a positive influence on customer compliance. This management
information system makes it easier for customers to understand requirements, access financial information,
report suspicious transactions, and understand banking regulations. All of this helps increase the level of
customer compliance with the requirements and policies set by the bank.

Overall, the application of the OLIBs management information system to the banking services of PT Bank
Sumut Pematang Siantar Branch has a significant positive impact on customer satisfaction, customer loyalty
and customer compliance. The adoption of OLIBs has led to improvements in service quality, accessibility,
personalization, data security, transparency and accountability in banking services, all of which contribute to
a strong relationship between banks and customers.

However, it is important to recognize that this study has limitations in terms of research scope, which does
not encompass all aspects of the observed phenomenon's complexity. Furthermore, there are limitations in
the sample selection that do not fully represent the broader population diversity. As such, the findings of this
study should be treated with caution when attempting to generalize them to a larger population, taking into
account potential variations in different contexts and characteristics.
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Overall, despite offering valuable insights, it is crucial to bear in mind that the findings and conclusions
derived must be viewed within the framework of these limitations. Efforts to enhance the generalizability of
the findings, through further research with a more representative sample and broader coverage, could provide
a more comprehensive understanding of the impact and implications of implementing the Online Integrated
Banking System (OLIBs) management information system within banking services.

REFERENCES

Abu-Alhaija, AS, Hussein, HS, & Allan, AJA 2019. Relationship Between Customer Satisfaction and
Customer Loyalty: a Review and Future Directions of Its Nature and Approaches. Eurasian Journal of
Social Sciences , 7 (4), 28-39. https://doi.org/10.15604/ejss.2019.07.04.003

Alsmadi, AA, Shuhaiber, A., Alhawamdeh, LN, Alghazzawi, R., & Al-Okaily, M. 2022. Twenty Years of
Mobile Banking Services Development and Sustainability: A Bibliometric Analysis Overview (2000—
2020). Sustainability (Switzerland) , 14 (17). https://doi.org/10.3390/su141710630

Asad, MM, Hassan, R. Bin, Sherwani, F., Abbas, Z., Shahbaz, MS, & Soomro, QM 2019. Identification Of
Effective Safety Risk Mitigating Factors For Well Control Drilling Operations: An Explanatory Research
Approach. Journal of Engineering, Design and Technology , 17 (1), 218-229. https://doi.org/10.1108/
JEDT-04-2018-0068

Boonlertvanich, K. 2019. Service Quality, Satisfaction, Trust, And Loyalty: The Moderating Role Of
Main-Banks And Wealth Status. International Journal of Bank Marketing , 37 (1), 278-302. https://doi.
org/10.1108/1IJBM-02-2018-0021

Calomiris, CW 2021. Chartering the Fintech Future. Cato Journal , 41 (2), 383—412. https://doi.org/10.36009/
CJ.41.2.15

Cavusoglu, S., Demirag, B., Jusuf, E., & Gunardi, A. 2021. The Effect Of Attitudes Towards Green Behaviors
On Green Image, Green Customer Satisfaction And Green Customer Loyalty. Geojournal of Tourism and
Geosites , 33 (4), 1513-1519. https://doi.org/10.30892/gtg.334spl110-601

Christanto, YM, & Santoso, S. 2022. The Influence Of Service Quality, Corporate Image, And Customer
Satisfaction On Customer Loyalty In The Banking Sector in Yogyakarta. International Journal of Research
in Business and Social Science (2147- 4478 ), 11 (7), 09—16. https://doi.org/10.20525/ijrbs.v11i7.2025

Cui, Z., Fu, Z. fu, Dai, W. hong, & Lai, Z. qing. 2018. Submerged Fixed Floating Structure Under The Action
Of Surface Current. Water (Switzerland) , 10 (2), 1-16. https://doi.org/10.3390/w10020102

Ecer, F. 2018. An Integrated Fuzzy AHP and ARAS Model To Evaluate Mobile Banking Services. Technological
and Economic Development of Economy , 24 (2), 670—695. https://doi.org/10.3846/20294913.2016.1255275

Ertemel, AV, Civelek, ME, Eroglu Pektas, G. 0., & Cemberci, M. 2021. The Role Of Customer Experience
In The Effect Of Online Flow State On Customer Loyalty. PLoS ONE , 16 (7 July 2021). https://doi.
org/10.1371/journal.pone.0254685

Guruva, O. 2022. Priority Social And Economic Development Areas As An Economic Development Tool For
The Siberian Mono-Settlements. IOP Conference Series: Earth and Environmental Science , 962 (1), 1-7.
https://doi.org/10.1088/1755-1315/962/1/012015

Hammood, WA, Abdullah, R., Hammood, OA, Mohamad Asmara, S., Al-Sharafi, MA, & Muttaleb Hasan, A. 2020. A
Review of User Authentication Model for Online Banking System based on Mobile IMEI Number. IOP Conference
Series: Materials Science and Engineering , 769 (1), 1-11. https://doi.org/10.1088/1757-899X/769/1/012061

Issock Issock, PB, Mpinganjira, M., & Roberts-Lombard, M. 2020. Modeling Green Customer Loyalty And
Positive Word Of Mouth: Can Environmental Knowledge Make A Difference In An Emerging Market?
International Journal of Emerging Markets, 15(3),405-426. https://doi.org/10.1108/IJOEM-09-2018-0489

Khamis, FM, & AbRashid, R. 2018. Service Quality And Customer's Satisfaction In Tanzania's Islamic Banks:
A Case Study at the People's Bank of Zanzibar (PBZ). Journal of Islamic Marketing , 9 (4), 884-900.
https://doi.org/10.1108/JIMA-09-2016-0068

Lai, K. 2019. Creating Misspecified Models in Moment Structure Analysis. Psychometrika , 84 (3), 781-801.
https://doi.org/10.1007/s11336-018-09655-0

Leclercq-Machado, L., Alvarez-Risco, A., Esquerre-Botton, S., Almanza-Cruz, C., de las Mercedes Anderson-
Seminario, M., Del-Aguila-Arcentales, S., & Yafez, JA 2022. Effect of Corporate Social Responsibility
on Consumer Satisfaction and Consumer Loyalty of Private Banking Companies in Peru. Sustainability
(Switzerland) , 14 (15). https://doi.org/10.3390/sul4159078

Lin, WR, Wang, YH, & Hung, YM 2020. Analyzing The Factors Influencing Adoption Intention Of Internet
Banking: Applying DEMATEL-ANP-SEM approach. PLoS ONE , 15 (2), 1-26. https://doi.org/10.1371/
journal.pone.0227852



62 Jurnal Riset Bisnis dan Manajemen Jannes Maharaja
Volume 17, No. 1, February 2024 Irshad Lubis

Liu, X., Du, P, Wu, S., & Zheng, J. 2020. Application of Structural Mechanics Solver in Internal Force
Calculation of Frame Structure. IOP Conference Series: Earth and Environmental Science , 585 (1), 1-7.
https://doi.org/10.1088/1755-1315/585/1/012112

Luthuli, N., & Houghton, J. 2019. Towards Regional Economic Development In South Africa: Conceptualizing
The “Region” Associated With Economic Development Through the Durban Aerotropolis. Urbani Izziv ,
30, 194-211. https://doi.org/10.5379/urbani-izziv-en-2019-30-supplement-013

Luu, HN, Nguyen, NM, Ho, HH, & Tien, DN 2019. Infrastructure And Economic Development In Developing
Economies: New Empirical Evidence From Night-Time Satellite Imagery in Vietnam. International
Journal of Social Economics , 46 (4), 581-594. https://doi.org/10.1108/IJSE-05-2018-0252

Moghavvemi, S., Lee, ST, & Lee, SP 2018. Perceived Overall Service Quality And Customer Satisfaction:
A Comparative Analysis Between Local And Foreign Banks in Malaysia. International Journal of Bank
Marketing , 36 (5), 908-930. https://doi.org/10.1108/1JBM-06-2017-0114

Rangaswamy, S., Sivasubramaniam, L., Sundaram, V., & Pitchaimuthu, M. 2021. Evaluation Of Digital
Marketing Performance In The Electronic Goods Industry: An Empirical Study. Journal of Liberty and
International Affairs , 7 (3), 65-80. https://doi.org/10.47305/JLIA2137165r

Rashid, MHU, Nurunnabi, M., Rahman, M., & Masud, MAK 2020. Exploring The Relationship Between
Customer Loyalty And Financial Performance Of Banks: Customer Open Innovation Perspective.
Journal of Open Innovation: Technology, Market, and Complexity , 6 (4), 1-19. https://doi.org/10.3390/
joitme6040108

Rostami, MR, & Mirshahi, H. 2022. The Relationship Marketing Performance Evaluating in the Financial
Services Sector of Project Management. Shock and Vibration, 2022 . https://doi.org/10.1155/2022/9271823

Roy, PK, & Shaw, K. 2022. An Integrated Fuzzy Model For Evaluation And Selection Of Mobile Banking
(M-Banking) Applications Using The New Fuzzy-BWM and Fuzzy-TOPSIS. Complex and Intelligent
Systems , 8 (3), 2017-2038. https://doi.org/10.1007/s40747-021-00502-x

Scholar, PG, & Engineering, C. 2023. Comparative Effectiveness of Equivalent Static Analysis & Response
Spectrum Analysis in Extreme Seismic Zones Milad Faiz and Rajeev Kumar . 1110 , 1-16. https://doi.
org/10.1088/1755-1315/1110/1/012013

Seidel, S., & Watson, RT 2020. Integrating Explanatory/Predictive And Prescriptive Science In Information
Systems Research. Communications of the Association for Information Systems , 47 , 284-314. https://
doi.org/10.17705/1CAIS.04714

Siyam, S., & Raphael, L. 2022. Stepping into the River: Learnings from Simon Fraser University Community
Economic Development's Economic Reconciliation Framework Development. Journal of Aboriginal
Economic Development , 12 (2), 23-30. https://doi.org/10.54056/pdno6448

Smith, T. A. 2020. The Role Of Customer Personality In Satisfaction, Attitude-To-Brand And Loyalty In Mobile
Services. Spanish Journal of Marketing - ESIC , 24 (2), 155—-175. https://doi.org/10.1108/SIME-06-2019-0036

Sofia Silviana, N., Rofiaty, & Puspaningrum, A. 2022. The Effect Of Customer Experience Of Trust And
E-Service Quality On Customer Loyalty With Customer Satisfaction As A Research Mediation Variable
in Tokopedia e-commerce. International Journal of Research in Business and Social Science (2147- 4478)
, 11 (6), 600—608. https://doi.org/10.20525/ijrbs.v11i6.1971

Stratieva, N. 2018. Capitalist Economic Development - Sung-Hee Jwa, A General Theory of Economic
Development: Towards a Capitalist Manifesto (Cheltenham, UK: Edward Elgar Publishing, 2017) pp
232. Hardcover: £75.00. Asian Journal of Law and Society , 5 (2), 474-477. https://doi.org/10.1017/
als.2018.22

Supriyanto, A., Wiyono, BB, & Burhanuddin, B. 2021. Effects Of Service Quality And Customer Satisfaction
On The Loyalty Of Bank Customers. Cogent Business and Management , 8 (1). https://doi.org/10.1080/
23311975.2021.1937847

Tetteh, JE, & Boachie, C. 2021. Bank Service Quality: Perception Of Customers In The Greater Accra
Region Of Ghana In The Post Banking Sector Reforms Era. TQM Journal , 33 (6), 1306—1324. https://
doi.org/10.1108/TQM-05-2020-0096

Toyon, MAS 2021. Explanatory Sequential Design Of Mixed Methods Research: Phases And Challenges.
International Journal of Research in Business and Social Science (2147- 4478 ), 10 (5), 253-260. https://
doi.org/10.20525/ijrbs.v10i5.1262

Vaughan, C. 2020. Decolonization, Economic Development, And State Formation In Sudan - Transforming
Sudan: Decolonization, Economic Development, and State Formation. By Alden Young. Cambridge:
Cambridge University Press, 2017. Pp. 194. $105.00, hardcover (ISBN: 97811071724. The Journal of
African History , 61 (1), 115-116. https://doi.org/10.1017/s0021853720000110



