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Abstract

The study was about the Rendered Services and Client 8adisfan Landbank of the Philippines
Atimonan Branch that served as the basis for a feedback mechdnhivas conducted to develop localized
feedback mechanism techniques that will help in becoming nesgonsive 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 iEBd-obspondents from Alabat,
Atimonan and Perez, Quezon. Moreover, a researcher-gueedéionnaire was utilized in data gathering and
employed mean and four-point Likert scale, Pearson product maoeedation, and linear regression as
statistical tools for the measuremefthe outcome.

The findings showed that the level of quality of rendered sexw€eandbank in terms of deposit
products, livelihood loans, and fanking was very good while the clients’ satisfaction with the rendered
services in terms of quality, reliability, and exteffulfillment 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 weetopded which may be considered for
bank-wide implementation, if found effective: electronic fesskbmechanism using quick response code,
chatbox, rating of over-the-counter transaction through a nuaftstars 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 begnsountries. It has a unique ability to
connect global financial resources, knowledge, and inivevadlutions to the needs of developing countries.
The stated mission of the Bank is to "bridge the eswon divide between rich and poor countries." This is
accomplished by converting "rich country resources inte poantry development.” Its long-term goal is to
"achieve long-term poverty reduction."

The Philippines is one of the members of the WorldkBahe business of banking is a highly
regulated industry. It is imbued with a high degree of publisttwhich the Philippine Financial System is
dependent on. The Bangko Sentral ng Pilipinas (BSP) is a regulabdy that exercises authority to
supervise and issue regulations that would strengthen atettptioe integrity of the Bank. Banks take the
role of financial intermediation which is the procegsformed 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, qudasinks, trust entities and for other purposes”, ensues that the customer satisfaction
should be considered a vital component of any busiressube it provides marketers and business owners
with a metric that can be used to measure and impgrosmess performance from a customer perspective.
Not only is it a leading indicator of consumer repurchiasntions and loyalty, but it is also a great way to
understand if they will become long-term repeat customeeven advocates. On the other hand, it can also
provide the initial warning signs that a customer isatisfied and potentially at risk of withdrawing their
deposits or taking out their loans. All this consideredtarner satisfaction can provide businesses with
crucial information to understand what aspects are ssfoteend where improvements need to be made.
Moreover, the manner in which services are rendered thar eésult in exceptional customer experience or
dissatisfied customers.

In addition to this, Vershinina (2017) cited in her study thatajrtbe most critical aspects of any
company was customer satisfaction. When it came to e@woiah banks, the degree of customer satisfaction
distinguished one bank from another, so assessing cusatisaction was also described as "a concept used
to measure a customer's perception of a company's prahotsr services." However, this varied from
person to person, based on a variety of factors thatimehyde both psychological and physical factors. It
was not only important but also beneficial for a bawkugh customer feedback which was one of the most
effective methods to improve client satisfaction. Analgzanswers 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 wasducted. The Bank of Philippines Islands
got feedback from their clients through the contact cergachable through the BPI hotline 889-10000, and
through their website, BPI Express Online. Clients may alscthes email feedback form available on the
website. On the other hand, Banco De Oro clients may reisdages to BDO Customer Care by clicking
m.me/ BDO Customer Care. Metrobank gets their feedback ughro email to digital
marketing@metrobank.com.ph with the subjaat {iWebsite feedback.”

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

On the other hand, the rendered services refer to agtierformed to deliver what is expected on
deposits, loans, and other products of the Bank. It gippertunities to the clients to choose from different
banks where they can deposit their money, avail lGarsprocess 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, pescagsponsible person and unit, fees, and standard
processing time. Theyls follow the bank’s policies, guidelines, and proper protocol in delivering its
products and services.

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

This study on the development of feedback mechanidmitpees 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 collectibrfeedback in order to be responsive to clients
compared to a bank-wide approach. Moreover, the studgdato increase operational efficiency by
developing an affordable, accessible and applicable piatid 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 tmti-Red Tape Act of 2007, and for Other
Purposes.”

METHODS

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

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

Malawi (2017) stated that correlation was a statisticalagmbr used to analyze the possibility of a
linear link between two continuous variables, as gdtatewas straightforward to calculate as well as to
interpret. However, misuse of correlation was so freqaeming researchers that some statisticians wished
the method had never been invented in the first place.c@trelation coefficient's applicability has been
demonstrated using data from statistical models as weteal-world data. A general rule of thumb for
interpreting the size of a correlation coefficient iwpsssented.

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

Random sampling was used in the study. It involved diefithe LANDBANK Atimonan Branch.
G*Power was used in computing the sample size for the rdeptsrand used five percent (5%) of 2,500
clients or a total of 134 respondents with an effect siz8o&nd a power 95%.

LANDBANK Atimonan Branch has an estimated 2,500 clients wieoe composed of depositors,
loan borrowers, and other clients. From the total, &8K clients were actual respondents of the study based
on the G power program. The elements of the sampgé asimple random sampling technique. They were
requested to answer questionnaires using google forms tmdinthe relevant information needed in this
study.

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

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

Indicators Mean Interpretation
1. Assists the clients in choosing the deposit productstdeita 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 agcura 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 Satisfiedvery Good (VG) 2.51 - 3.25 SatisfieGood(G)
1.76 - 2.50 Less Satisfie@rair (F) 1.00 - 1.Rmt Satisfied - Poor(P)

Table 1.1 shows that the clients weéndly Satisfied as to the level of quality of rendered services of
Landbank of the Philippines Atimonan Branch in term®eposit Products with a composite mear8 &6
verbally interpreted a¥ery Good. The LandbankAtimonan Branch “maintains the confidentiality of the
deposit accounts” has the highest mean which is 3.69 and interpreted agery Good. The “bank’s fees and
other accountelated charges are minimal” has the lowest mean of 3.44and interpreted agery Good.

This means that Landbank of the Philippines Atimonan &raendered very good services in terms
of Deposit Products. This also connotes that Landbank Atim&nanch strictly adheres to Republic Act
(RA) No. 1405, otherwise known as Bank Secrecy Law, RAT0173, otherwise known as the Data Privacy
Act (DPA) of 2012, its Implementing Rules and Regulations (IRR}tiddal Privacy Commission (NPC)
Circulars and other applicable laws. Moreover, the 8ramespects the right to data privacy of its depositors
and ensures that personal data and information being peocase secured and protected.

On the other hand, the fees and charges of Landbank aomabie however, clients do not want to
spend charges for simple transactions. It is normalhtirge fees and charges to shoulder the expenses
incurred for the cost of services, maintenance ofattowunts, and to follow the signed terms and condition
Furthermore, it is common for clients to react negativdien they have outf-pocket expenses.

In support of this, Machakoto (2018) said that the banker's duty €iflentiality began with the
establishment of the bank-client link and continuedl tilé contract was canceled or even after death. The
responsibility of confidentiality was an implicit or taterm between the bank and the consumer. This mean
that each transaction between a bank and a customer cacdedractual obligation. Furthermore, according
to Pamaos (2016), banking secrecy reflects the governrgeat'sf encouraging individuals to save in banks
so that the money can be put to good use through sancti@redand contribute to economic advancement.

Furthermore, Motlhabane and Ketsia (2017) emphasized théiibssif avoiding costly recurrent
bank account maintenance fees while also earning 0% interesedit balances. Due to a better awareness of
the client's profile value for obtaining credit, bank act¢dwiders increased post-intervention compared to
pre-tutorial. Despite the potential financial benefiesjesal students were hesitant to keep their bank accounts
open. Due to account management fees, students were digmbiiram keeping their bank accounts active.
While maintenance fees may help banks recover user, tositsg 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 thiippines 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 clientisiwiwo (2)
working days. 3.50 VG
4. Prepares and provide copy of monthly amortization ddieg@lient
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 Satisfiedvery Good (VG) 2.51 - 3.25 Satisfie@ood (G)
1.76 - 2.50 Less Satisfietrair (F) 1.00 -1.75 Not Satisfigebor (P)

Table 1.2 shows that the clients were fully satisiedo the level of rendered services of Landbank
of the Philippines Atimonan Branch in terms of Livelidoboans with a composite mean 261, verbally
interpreted a¥ery Good. The LandbankAtimonan Branch “keeps all the clients” information confidential”
has the highest mean which is 3.66 and interprete¥emg Good. The Landbank -Atimonan Branch
“explains the features of livelihood loans” has the lowest mean which is 3.45and interpreted agery Good.

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

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

Furthermore, Kizza (2019) discovered that improved credit risk ifadbtion, assessment,
monitoring, and control increased salary loan performatcS&tanbic Bank. According to the research,
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Stanbic Bank's management should give specialized crédindaagement training to personnel and clients,
as well as build a customized credit management sysieootdinate the credit risk management process.

Table 1.3

Level of Quality of Rendered Services of Landbank of th#igpines Atimonan Branch in terms of E-banking

Indicators Mean Interpretation

1. Gives list of requirements to those who wants to afatbanking

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

the clients. 3.48 VG
3. Ensures availability of the website and other onlialking application. 3.46 VG
4. Availability of online customer service representativenan the e-

banking transactions. 3.45 VG
5. Provides immediate resolution to the problems encoediiguring 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 Satisfiedvery Good (VG) 2.51 - 3.25 SatisfieGood (G)
1.76 - 2.50 Less Satisfietrair (F) 1.00 - 1.75 Nati§fied - Poor (P)

It can be deduced from Table 1.3 that the clients were $altisfied as to the level of rendered
services of Landbank of the Philippines Atimonan Braincterms of E-banking with a composite mean of
3.51 verbally interpreted a¥ery Good. The LandbankAtimonan Branch maintains the “confidentiality of
the deosit accounts” has the highest mean which is 3.66 and interpreted agery Good. “The bank provides
immediate resolution to the problems encountered during an online transaction” has the lowest mean of 3.44
and interpreted agery Good.

This means that Landbank of the Philippines Atimonan Braeoders very good services in terms
of E-banking. It implies that the Landbank Atimonan Bitaearns the trust and confidence in maintaining the
confidentiality of information. Considering that most bettransactions are done online, Landbank still
manages to keep the confidentiality of information. Itsmenbanking has security features to prevent hacking
and phishing of data. It ensures compliance with allicgdge laws and policies. On the other hand, the Bank
provides immediate resolution to the problems encountkredg an online transaction implying that there is
an influx of queries and concerns on online banking. Besidestodiiie pandemic, most clients prefer to
utilize online banking which they are not used to. In addlitlonited personnel is available to address the
concerns due to the new alternative work arrangement.dysgs work on a skeleton basis while others are
on work from home arrangement which may limit their &ficy in addressing the concerns of the clients.
Moreover, if the concerns of the clients are beyoral dbntrol of the Bank such as systems and online
connections, they cannot be resolved immediately adlientail coordination with the third-party service
provider.

In support of this, Normalini and Ramayah (2019) claimedttreatvidespread usage of information
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technology applications related to e-banking was afgigni challenge for the banking industry. This raised

concerns about e-security, such as cyber-attacks am giefiles, account takeover, and data-messaging
fraud. Personal information about customers was béakgn, and financial transactions were being

concealed.

Furthermore, Ong and Teh (2016) stated that fast resolutiomsniplaints helped individuals
overcame their impression that obtaining redress wasudiffThe chats revealed that the merchant required a
rapid reaction and action on reimbursement. For procedites accessible and successful, consumers must
be able to obtain them readily and conveniently. Conssirsleould be able to express their concerns and
sought appropriate remedies through such channels. Consufeeesl @omments on complaint processing
that was trustworthy and satisfactory, refund optionswieae obvious and easy, and merchant accountability
in problem resolution.

Table 2.1

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, ctamdlg 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 Satisfig)l
1.76 - 2.50 Less Satisfied (LS) 1.00 - 1.Rmt Satisfied

(NS)

Table 2.1 shows that the clients wéidly Satisfied as to the level of rendered services of Landbank
of the Philippines Atimonan Branch in terms of Qualityhwit composite mean &.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. LahebankAtimonan 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 #iitizen’s Charter which governs the
operations of the Bank. It is composed of the products anite® its target market, features, processes,
responsible person and unit, fees, and standard pirogégae. Moreover, the Bank is guided by BSP rules
and regulations, Civil Service Commission and other goverbimdjes in its operations. On the other hand,
the indicator that Landbank of the Philippines Atimonaar8h shows knowledge of the product features and
benefits has the least mean can be attributed to sygpgmading, new products and job rotation which
resulted to limited knowledge to answer queries of clients

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

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

In addition, Talavera (2020) revealed that service quality wakey differentiator for service
organizations because it was linked to client retenti@rparate image and reputation, and higher
profitability. Because of the variety of services aaflié, the client experience may vary depending on a
number of factors. Because services cannot be stpextshability) and, in most cases, production and
consumption of services occurred concurrently (insepargbititystomer experiences of service played an
important part in determining service quality. Banking wase industry where service quality was critical.
Because bank transactions were regular, banks must gsthiig-term relationships with their customers,
which involved openness and consistency in communicaBiecause of the banking industry's quick pace of
growth, clients must be kept up to date on new productscesnand bank technologies on a regular basis.
Because bank customers came from a wide range of socioeicdpeckgrounds, their grasp and appreciation
of how to use and access bank goods and services musidiessed with empathy, compassion, and
vigilance. Customers valued a great customer experience taver they transacted with their banks, but it
was equally vital that their bank transactions and firemeze secure.

Table 2.2

Level of Clients’ Satisfaction on The Rendered Services of Landbank of the PhilippiAgsienan Branch in
terms of Reliability

Indicators Mean Interpretation

1. Performs services accurately. 3.56 FS
2. Shows knowledge and understanding of all products and esrvic 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 - 32A4tisfied (S)
1.76 - 2.50 Less Satisfied (LS) 1.005 Not Satisfied (NS)

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

It connotes that Landbank-Atimonan Branch strictly folld@enk Secrecy Law and Data Privacy
Act, thus keeping confidential records and informatidme Branch gives utmost respect to the privacy of the
clients. Moreover, the Bank gives importance to thet given by the clients and other stakeholders that it
will perform consistently well in delivering the neededveres. 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 cestodid business with it because of the
easiness, long-term connections, recommendations fremds and family, and easy credit. Customers
picked another bank based on the friendliness of its peesahe 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 ofExtent 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 wéidly Satisfied as to the level of rendered services of Landbank
of the Philippines Atimonan Branch in terms of Extent of ifiént with a composite mean 8t59 The
Landbank Atimonan “treats clients with respect” had the highest mean which was 3.66 and interpreted as
Fully Satisfied. The Landbank -Atimonan Branctperforms clients’ transactions as committed” had the
least mean dB.54 and interpreted a&ully Satisfied.

This implies that the employees of Landbakimonan Branch are guided by the bank’s core values
which include social responsibility, trust, excellenagd arofessionalism. They are respectful and polite in
attending their clients’ queries and needs. Moreover, as a government agency, theng adithe Panunumpa
ng Lingkod BayanOn the other hand, the indicator that performs clients’ transactions as committed has the
least mean due to some delays which may be caused by naflebie circumstances such as system and
online related issues which needs coordination with théartlyservice provider.

According to Vershinina (2017 mentioned that one of thetnmportant things in business is
contentment or extent fulfillment. When it came to caeneral banks, the level of customer satisfaction
distinguished one bank from another, therefore gaugingresteatisfaction was crucial. As a result, banks
pay close attention to customer demands and complaints. Biefitasinesses cannot exist without satisfied
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customers, especially in the service industry. The gfoiiis project was to investigate consumer satisfacti
with Sberbank's banking services.

Table 3

Test of Significant Relationship between the Level of QuafiRendered 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
Extgnt of 833" 000 Reject ho Significant
Fulfillment
Livelihood Loans Quiality 799" .000 Reject ho Significant
Reliability .817" .000 Reject ho Significant
Extgnt of 804" 000 Reject ho Significant
Fulfillment
E-Banking Quiality .862" .000 Reject ho Significant
Reliability .843" .000 Reject ho Significant
Ext(_ent 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 oflexed services of employees and the highest level
of client’s satisfaction was E-Banking with r value of .862while the lowest was Livelihood Loans with r
value of .799. The probability values were all less thanlevel of significance at .05 thus rejecting thé nul
hypothesis. It can be concluded that there was signifredationship 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 renderedicesvof 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 Bliag and deposits being offered by the Bank. However,
they need to be more focused on the quality of livetihioans. To date, the Bank is implementing electronic
processing of livelihood loans which are new to thents. Also, not all loan borrowers are technology savvy
Further, loan applications are approved electronicaliiyveith minimal human intervention.

However, Banks require customers to survive and grow. Tinreustomers and to protect and
sustain long-term customer interest, banks need to maintangming relationship with their customers by
providing quality services. The study concluded that sexyigity has proved to be an important factor and
the driving force behind customer satisfaction in bankilystry.

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

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

Table 4.1

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

Unstandardized Standardized T Sj Decisions
Model Coefficients Coefficients 9: 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 rendemsdices of employees on deposit products,
livelihood loans and E-banking signiigly impacted the level of clients’ satisfaction on Landbank of the
Philippines Atimonan Branch by 80.8 %. The probabilaiues 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 pleasuestwerof the most important business
competition characteristics in the banking industry.e@ithe increasingly strong competition for clients,
these factors were key management priorities in todafskitg industry. Using data from 200 bank
customers in two main sites in Malaysia's Klang Valligy investigated whether the five SERVQUAL
qualities have an impact on customer satisfaction in taydian banking industry. They discovered that
Malaysian banking customers had higher expectations thanieereervice quality, and that the tangible
component had the most influence on customer happinessfinidings have a variety of implications for
bank management in terms of enhancing customer service qualityder to benefit from customer
satisfaction, which will result in enhanced competitive athge and profitability for the institutions
concerned.

Furthermore, Mojares (2015) discovered that one of the essential difficulties of the Internet as a
service delivery channel was establishing and maintaiservice quality. As a result of customer trust,
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satisfaction results, which led to loyalty. Customer Igyalas an issue for many businesses, including the
banking industry. Globalized and technological competitgamticularly in the service industry, has stressed
the strategic importance of happiness, quality, anda agsult, loyalty in the struggle for consumer
preferences and long-term economic gain. The Interngidae a low-cost information source and provision
of services for a bank, allowing it to serve custonadrover the world at any time and from any locatio
Online services were often accessible 24 hours a36%/,days a year, they offered consistently accurate
transactions, used the definitions of several writerdescribe 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 Qualitaridered Services of Employees to the
Level of Clients’ Satisfaction in Landbank of the Philippines Atimonan Branch in terms of Reliability

Unstandardized Standardized Sj Decisions
Coefficients Coefficients 9: 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 servidesmployees on deposit products,
livelihood loans and Banking significantly impact of level of clients’ satisfaction on Landbank of the
Philippines Atimonan Branch by 81.0 %. The probabilitiyea 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 contempaamypany organizations have
realized that client loyalty was a key component fer firm's development while also playing an important
part in extending market esteem. Nonetheless, the sigrficant components required to fulfill or exceed
the customer's delight were the product and its higtdigtapabilities, reliability, sales activity, and tuser
service. Customers who were delighted with their purchases more inclined to return and spend more.
Customer service was one of the organizational metthadditms used to remain competitive and attracted
innovative possibilities for greater productivity arettbr access.

Furthermore, Talavera (2020) stated that service quality wéeyadifferentiator for service
organizations because it was linked to client retenti@rparate image and reputation, and higher
profitability. Because of the variety of services aafli¢, the client experience may vary depending on a
number of factors. Because services cannot be stperishability) and, in most cases, production and
consumption of services occurred concurrently (insepasgbittistomer experiences of service played an
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important part in determining service quality. Banking wae industry where service quality was critical.
Because bank transactions were regular, banks must gsthiip-term relationships with their customers,
which involved openness and consistency in communicaBiecause of the banking industry's quick pace of
growth, clients must be kept up to date on new productscesnand bank technologies on a regular basis.
Because bank customers came from a wide range of socioeicdeckgrounds, their grasp and appreciation
of how to use and access bank goods and services musidiEssed with empathy, compassion, and
vigilance. Customers valued a great customer experience tver they transacted with their banks, but it
was equally vital that their bank transactions and firemege secure.

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

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

Unstandardized Standardized Sj Decisions
Coefficients Coefficients 9: Remarks
Model
Std.
B Beta
Error
(Constant) 175 .156 1.124 .263
Deposit Products 348 089 326 3.929 000 Reject ho Significant
Livelihood Loans 209 081 203 5 578 011 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 gqualfitrendered services of employees on
deposit products, livelihood loans andhnking significantly impacted the level of clients’ satisfaction on
Landbank of the Philippines Atimonan Branch by 78.6 %. friebability values of .000, .011 and .000 were
less than the level of significance at .05, thus rigig¢he null hypothesis.

In support of this, Suvittawat (2015) stated that the Bank providedharehensive range of banking
products throughout its corporate headquarters and comprehensieeknaf branches, such as business and
individual bank loans, wholesaling financial serviceseign exchange processes, global trade financing, cash
management, custodial offerings, credit but instead chaleadeds, and investment banking services. As a
result of their repeat purchases, loyal customers betiferdeng customers. To satisfy these customers, the
bank must first comprehend their expectations, motimatiand goals. How clients responded to the quality
of bank services determines customer happiness. Becausanmmnbehavior can change quickly and
dramatically, service quality was an important factor in daténg customer satisfaction. Customers, for
example, had a very low tolerance for having to wait foarftial services for an extended period of time.
Table 5
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Landbank of the Philippines-Atimonan Branch

General Objective

To provide localized feedback mechanism in order to erengeterm sustainability
and viability by providing exceptional customer service for clients’ satisfaction

Proposed
Feedback
Mechanism

Technique

Objectives

Strategies

Person
Responsible

Frequency

Success Indicator

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 a
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 bo;
wherein clients car
freely give
feedback.

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

Personalized reply
to be sent in &
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 client:
used the QR code durin
the pilot implementation

At least 90% of the client:
used the QR code durin
the full implementation

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

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

At least 75% of the client:
participated during the pilo
implementation

At least 90% of the client:
participated during the ful
implementation.

At least 90% of the client:
received a personalize
reply within three (3) to
five (5) minutes.
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General Objective

To provide localized feedback mechanism in order to efsngeterm sustainability
and viability by providing exceptional customer service for clients’ satisfaction

Proposed
Feedback
Mechanism

Technique

Objectives

Strategies

Person
Responsible

Frequency

Success Indicator

Rating

of

Over-the-

Counter
(OTC)

Transaction

through
number
stars

of

Yearly survey

to

institution

and individual

clients to be
conducted by

third
service
provider

party

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 t
the client’s mobile
number after the
OTC transaction of
the client has beel
finished.

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

Access the dat:
repository to be
used in the rating
the personnel.

Conduct survey tao

20 randomly
clients, i.e.,
government,

private, pensioner
students, employec
individuals

Consolidate survey
results using
google form right
after the survey

Branch Head Every
All Bank Banking
Personnel Day

Branch Head

Third party service Every
provider Year

At least 75% of the client:
rated the services rendert
during the pilot
implementation.

At least 90% of the client:
rated the services rendere
during the full
implementation.

At least 90% of the dat:
were retrieved and used i
rating the personnel

At least 90% of the selecte
clients responded to th
survey

Result of survey was use
in rating the personnel an
overall customer service ¢
the Branch.
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CONCLUSIONS

Based on the findings of the study, it can be concludedttbatendered services of Landbank of the
PhilippinesAtimonan Branch, can greatly influence the clients’ satisfaction. Also, based on the above-
mentioned findings of the study, the following conclusiomgehbeen derived:

That the quality of rendered services of Landbank of thigpBines Atimonan Branch in terms of
deposit products, livelihood loans, and E-banking is gexyd. Thus, it should be maintained in order for the
clients to have an exceptional customer experience. Mereihey are found to increase the number of clients
thereby contributing to the attainment of the Branch Regult 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-Atiman Branch is fully satisfied. It should be the
utmost priority of the Bank in order to continuously eara titust 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 wiflean, 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 Bhanthus, it will be of great help if the bank
employees are more knowledgeable and passionate talserekents efficiently and effectively.

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

Recommendations

The following are the recommendations based on thecatmmantioned findings and conclusions:

The Branch Head may ensure that the existing qualitynafered services on deposits, loans and
e-banking are maintained. Further, continuous training aptksivop on customer service may be
conducted to have exceptional customer experience. Thisonay bn Knowledge, Skills and Attitude
(KSA) on customer service.

The personnel may make sure that the clients areisdtigith the quality of rendered services and
have given what is expected of the clients before they gofailte bank. Also, the bank personnel may
deliver what has been committed to the clients. Moredkerofficers 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 eaalyemprhe results thereof can be a tool
in designing the best interventions for them to becomee effective and efficient. In addition, the branch
may implement job rotation every six (6) months so thatralbloyees will be well-versed and well-rounded
in every assigned tasks of each position. Also, the kamioyees may sustain the good rapport with the
clients and create a friendly environment that encouragetbéck 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 dt@dmEmployees should do extra miles to delight
clients. Also, the Branch should continue to adhere @okBSecrecy Law, Data Privacy Act and other
applicable laws to ensure that personal data and iaf@mbeing processed are secured and protected.

Landbank-Atimonan Branch may adopt the feedback mechargstmitiues crafted by the
proponent in order to have exceptional customer satisfadhios ensuring theperation’s sustainability
and viability. If found effective, these may be recommaerfde 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 leveheffasult of this study which merely focuses on
the side of the clients. The independent variables tlagthe 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 Ruzal Sts,
Brgy Zone 1, Poblaoon,
Atimonan, Quezon

Tel. Nos. (042) 785-5329

April 29, 2021

SVP Aithon C. Feroline
Group Head

Landbank of the Philippines
Southeast Luzon Sranches Group
Colaga Ave,, Brgy 1-A

San Pablo City, Laguna

Dear Sir:
Greeﬁngs!

The undersigned s currently envolled in Master In Business Administration at Laguna
College of Business and Arts and is now preparing a3 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."

Refative thereto, may 1 request approval to conduct study on the products and services
of LANDBANK Atimonan Branch which may involve actual data on number of cients,
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 confidentiaity.

Moreover, the resuits of the study will be benefical for this ranch.

Thank you very much for your support in this undertaking,

Very truly yours,
Has
AIMEE M, ORCILLA

Department Manager
Head, Atimonan Branch

S ey 0% Juvatos Sac, M Masda ipane ()
3=50-T001 W wyire arsaiidnk o
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\ COLEEGE OF BUGSINESS AND AUGS

QOctoper |, 2021

ALTHON C, FERCLINO

Samar Vice Presicent

Larapank of ins Fralpeings
Qe of tna Groups rdsad - SELBG
San Fabio Sty

Qenr 5

tha underignes & o gradusie schogi shudgan! of Loguna Cokege of Busmazsong Ak
Tokira uo waster in Business Admmbtralion  and s cunently warking on Fiae fhass
anfited “Rendered Services and Chents' Satistaction In landbank of fhe Phifippines
Attonan - Bosiz for Feadback Mechaniam',

In 18 refafinn, | am humdly requesting vour ooprovas that | oo olows< to odminister
1My Wit sy quesiionnares fo vornoiet clienfs of fhe boank. Your approval will be valunbis
In the suocaisiul congu] of N rasearen

S33t ossured Hiot the nformation giien will be k2pt confidential,

ThHank yau vary much fee yeur favorobls responss,
Raipactiidy.

AIMEE M. ORCILLA:
Roweorsher

Rapommenaing Approval:

ALFEEDE G, EBREY SR, MAED
C=on. Schooi of Graoguates Siidkes
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Appendix B
QUESTIONNAIRE

Dear Sir/Madam:

The researcher is the Department Manager of Landbank éftitippines, Atimonan Branch and currently
enrolled in Laguna School of Business and Arts taking up Ma$teusiness Administration. As part of the
requirements to complete the degree, | am working on my thesiked “RENDERED SERVICES AND
LEVEL OF CLIENTS’ SATISFACTION IN LANDBANK OF THE PHILIPPINES- ATIMONAN:
BASIS FOR FEEDBACK MECHANISM ”. In view of this, | am humbly asking your cooperation in
answering the questionnaire below. Rest assured that all respailisoe treated with utmost confidentiality.
Thank you and May God bless you in all your undertakings.

TResearcher

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

your personal degree of agreement with the statemeste Rl checkmarl«/) on the column of your
preferred answer. Be certain to select only one resgonsach statement.

Scale 4 = Fully Satisfied
=FBatisfied
=2 ess Satisfied
=1Not Satisfied

The following are indicators that illustrates the quality of| FS | S LS NS
rendered services of LANDBANK-Atimonan Branch. 4 3 2 1
A. Deposit Products

Assists the clients in choosing the deposit productstieita
their needs and requirements.

Makes the account opening procedure easier for the.client
Performs the banking services with consistency and awcure
Maintains the confidentiality of the deposit accounts.
Interest rate for deposits is in accordance with the pireya
rate.

Fees and other account related charges are minimal.

B. Livelihood Loans

Explains the features of livelihood loans.

2. Offers loans with minimal rate.

=

alriwin

o

=
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3. Validates the submitted requirements of the clients mitivo
(2) working days.
4. Prepares and provide copy of monthly amortization duieeto
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 afaat
banking services.
2. Conducts walk through on e-banking services for better
understanding of the clients.
3. Ensures availability of the website and other onliaeking
application.
4. Availability of online customer service representativenian
the e-banking transactions.
5. Provides immediate resolution on the problems encouhtere
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 biahdbank of the Philippines- Atimonan Branch, use
the scale below to select the scale point that leftgcts your personal degree of satisfaction. Place a

checkmark \/) on the space for your preferred answer. Be certainléotsanly one response for each
statement.
Scale 4 = Fully Satisfied
=Fatisfied
=2 ess Satisfied
1 = Not Satisfied

The following are indicators that show level off FS S LS NS
satisfaction on rendered services of LANDBANK- 4 3 2 1
Atimonan Branch.

Quiality - 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

1 Implements the policies, rules and regulations, consigte
and fairly.

2 Demonstrates responsiveness in assisting clients.

3 Shows knowledge of the product features and benefits,
4 Demonstrates to clients various scenarios of the produ
to be availed for better understanding.

5 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 a
services

3 Replies to queries honestly and sincerely.

4 Complees 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.
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Appendix C
VALIDATION LETTERS
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Questionnaire

Cronbach's Alpha

No of ltems

Deposit Product
Livelihood Loans
E-banking
Quality
Reliability

Extent of Fulfillment

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

6

go oI NO®

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
2,3,7
3,4,5,7,10
2,4,7,10
2,4,5,6,8
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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 tem 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 or
Cronbach's Standardized
Alpha ltems N of Items
.900 .910 6
Item-Total Statistics
Corrected Item- Squared Cronbacts
Scale Mean if | Scale Variance Total Multiple Alpha if Item
Item Deleted | if tem 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 or
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
Iltem Deleted | if tem 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 or
Cronbach's Standardized
Alpha ltems 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 ltem 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
E8 21.5556 6.732 .595 .896
E9 21.5556 6.379 774 .879
E10 21.5556 6.614 .653 .891
ltem-Total Statistics
Corrected Item: Squared Cronbach's
Scale Mean if | Scale Variancg Total Multiple Alpha if Item
Item Deleted | if tem 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 4.614 772 773 .891
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Reliability Statistics

Cronbach's
Alpha Based or
Cronbach's Standardized

Alpha ltems N of Items

.898 .902 5

Item-Total Statistics

Corrected lem Squared Cronbach's

Scale Mean if | Scale Variance Total Multiple Alpha if Item

Item Deleted | if ltem 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 2.918 734 773 .878
Reliability Statistics

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

Scale Mean if | Scale Variance Total Multiple Alpha if Item

Item Deleted | if tem 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

Iltem 3 Validator 1  Validator 2  Validator 3 Validator in I-C
agreement

3

N

N

N
<
C
>

© O ~NOUAWNR
AP DMMNMMNMMDMLD
A AP
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(I
o

SCViI

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 deposiupts, it is therefore concluded that S-
CVI Average based on I-CVI, S-CVI Average based on proporélavance, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire Hasad satisfactory level of content validity.
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D_om_ain: Relevance
Livelihood Loans
. . . 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
Proportion 1 1 1 1 S-C\il Uiﬁy(l, _
Relevance Ave =1 1

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of hegld loans, it is therefore concluded that S-
CVI Average based on I-CVI, S-CVI Average based on proporétavance, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire Hasaal satisfactory level of content validity.
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Domain:

Electronic Banking

(e-Banking) Relevance

Services

ltem 3 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

Proportion SCVvI SCVI

Relgvance 1 1 L 1 Ave =1 UA ,ive -

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of eibgrdervices, it is therefore concluded that S-
CVI Average based on I-CVI, S-CVI Average based on proporétavance, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire Hasewaal satisfactory level of content validity.
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PART Il — Level of Client’s Satisfaction

Domain: Relevance
Quality
ltem 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 1 1 S-C\il UA Ave
Relevance Ave =1 _

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of quaiityis therefore concluded that
S-CVI Average based on I-CVI, S-CVI Average based on proportlesamece, and S-CVI UA Average met
the satisfactory level, thus the scale of questiontigiseachieved 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 L . S-C\il sevn
Relevance Ave = 1

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of reitigbit is therefore concluded that S-CVI
Average based on I-CVI, S-CVI Average based on proportiovaete, and S-CVI UA Average met the
satisfactory level, thus the scale of questionnaire Haewaa satisfactory level of content validity.
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Domain: Extent of

Fulfillment Relevance
i ; . 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
Proportion 1 1 L . S-C\il Uiﬁyé _
Relevance Ave =1 1

S-CVI Average based on proportion relevance = 1

Based on the above calculation for the domain of extefuifdfment, it is therefore concluded that
S-CVI Average based on I-CVI, S-CVI Average based on proportlesanece, and S-CVI UA Average met
the satisfactory level, thus the scale of questioertais achieved satisfactory level of content validity.
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TURNITIN SIMILARITY INDEX
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SUBMISSION DATE REPORT DATE

Apr 27,2022 1:22 PM GMT+8 Apr 27,2022 1:24 PM GMT+8

@® 16% Overall Similarity
The combined total of all matches, including overlapping sources, for each database.

+ 13% Internet database + 6% Publications database

* Crossref database » Crossref Posted Content database

@ Excluded from Similarity Report

= Submitted Works database = Bibliographic material

» Quoted material » Cited material

WWw.ijrp.org



