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ABSTRACT: This study aims to test empirically whether accounting information systems, system quality and service quality affect
the satisfaction of users of mobile banking-based applications for BCA customers. In this study primary data is used. The sample
of this study is customers at BCA Bank who download and use Mobile Banking Based Applications using the Slovin formula method.
There are 100 respondents who were studied as research samples. This research uses quantitative methods. The research
variables used are accounting information systems, service quality system quality, and user satisfaction. The test used is multiple
linear regression analysis using the SPSS version 23.0 application program. The results of this study indicate that accounting
information system variables, system quality and service quality significantly influence the satisfaction of users of mobile banking-
based applications for BC customers both partially and simultaneously.
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PRELIMINARY

Information technology has created convenience in banking operations. In this matter, there is certainly a reliable information
system that can be easily accessed by its customers, so that the advancement in technology currently using the internet creates
internet banking products. Internet banking is an information system that can help customers' banking needs on time. One system
that exists in a company is an accounting information system. The fundamental role of accounting information systems in
organizations as reservoirs and accounting data processors to produce quality accounting information to support the company's
internal activities carried out by managers and employees as well as company activities with outside parties such as consumers,
government suppliers and others (Susanto, 2013: 374). Accounting Information System resulting from a quality system is one of
the organizational competitive advantages (Baltzan, 2012: 14).

Quality accounting information is useful to help information users in making useful decisions (Gellinas, 2012: 19).

Accounting Information System processing systems are offered with the aim of making it easy for users to produce
reliable, timely, complete, understandable and tested information. The good and bad performance of an accounting information
system can be seen from the user satisfaction of the accounting information system itself (Gustiyan, 2014). This is in line with the
opinion of Komara (2005) and Sahusilawane (2014) that the good and bad performance of SIA can be measured by the satisfaction
of SIA users and the level of use of the accounting information system itself. Transactions in the economy have interactions
between sellers and buyers to strengthen long-term relationships between sellers and buyers as well as internet banking
transactions, the bank seeks to build and maintain long-term relationships or bonds with its customers. So that a good quality
information system is neededs.

The quality of the information system is defined by Davis et al. (2011: 74) as perceived ease of use which is the level of
how much computer technology is felt to be relatively easy to understand and use. The quality of information systems shows that
if users of information systems feel that using the system is easy, users do not need much effort to use it, so they will have more
time to work on other things that might improve their overall performance (Rukmiyati and Budiartha, 2016: 118).

BCA is the model leader of internet banking users in Indonesia by donating 8,346 internet banking users. We know that
BCA is indeed a bank that uses the first internet banking technology and is used as a reference for almost all banks, including Bank
BRI. Where the number of customers of BRI Bank is the largest in Indonesia, which is a potential segment for BRI going forward.
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The higher the quality of information produced by an information system, the more user satisfaction will be increased
(DeLone and MCLean, 1992). If the end user of the information system believes that the quality of information produced from an
information system is good, then the end user will feel satisfaction in using the information system (Rukmiyati and Budiartha,
2016: 118119). The bank as a service provider of internet banking services through mobile banking has better service in pre-sales
and after-sales products, because consumers will have their own convenience in using the product. In addition, banks must always
pay attention to every complaint submitted by the customer and follow up, every complaint and input submitted will help the
bank in improving the quality of services it has.

Service quality is one of the factors that determines the superiority of banks in facing competition among existing banks.
Banks as service companies in the financial sector or other related to financial transactions, which need to prioritize service quality.
If the bank is not able to serve customers well then the possibility that will arise is that the customer will terminate the business
relationship with the bank. For that service quality plays an important role in influencing customers to make transactions.

The objects used in the study are only BCA bank customers who use BCA Mobile Banking based applications. The study
was conducted only for one period, namely from July 2019 to September 2019. The variables used in this study consisted of three
dependent variables namely Accounting Information Systems, System Quality and Service Quality, and one independent variable,
user satisfaction. The purpose of this study was to determine the effect of the dependent variable, namely Accounting Information
Systems, System Quality and Service Quality on the dependent variable, namely user satisfaction. Completion of the study was
conducted using quantitative methods.

THEORITICAL REVIEW
Accounting Information Systems

The success of an information system is important for an agency that is implementing a new information system.
Information system success is something that is expected by agencies to implement information technology systems. With the
changes in financial management by implementing a new system, the need for a way to test how far the system is used, how far
the system affects users, and how far the system benefits the user. Information system success is also determined by how far the
system applied has provided quality information. In the end, the quality of the system and the quality of information affect system
users, thereby increasing the effectiveness of the performance of an agency.

According to Bodnard and Hopwood (2014: 113) accounting information systems are a collection of human resources
and equipment that are regulated to convert data into information. Baridawan (2012: 36) accounting information system is an
organizational component that collects, classifies, processes, analyzes and communicates relevant financial information to make
decisions to outside parties and internal parties.

According to Utami (2012: 74), accounting information systems can run successfully if well supported by factors such as:
a. System flexibility
To make it easy to re-display the required data and display it in a different format.

b. Response time

Provide information with a fast and precise time to user. c. Security

Ensure the confidentiality of user information.

Quality of Information Systems

One of the main contributions to the success of information systems is the quality of information obtained from a number
of applications developed. Information quality shows the measurement of information system output. The information needed
must be relevant, reliable and accurate. The time dimension takes part in the quality of information (Haag; in Anindita et. Al,,
2013). Users want information with a high level of quality.

The quality of information systems according to DeLone and Mclean in Istianingsih and Utami (2012: 18) is a focus on
system performance consisting of hardware, software, policies and procedures that can provide information needed by users
which consists of ease of use (easy to use), ease of access (flexibility), system reliability (reliability).

According to Istianingsih (2013: 10), the quality of information systems from an accounting application consists of:

a. Content

System capability in providing informative reports so as to increase work productivity, produce the right reports, and produce
reports that are in accordance with what is needed.

b. Accuracy

The ability of an accounting information system to result in a lack of information.
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c. Format

The side of the information system display is easy to use.

d. Ease of use

An accounting information system can be said to be of quality if the system is designed to provide convenience in using the
accounting information system.

e. Timeliness

Information generated from accounting information systems has timeliness.

Service Quality

According to Davis, in Yamit, (2015: 8) makes a definition of quality that is wider in scope, namely quality is a dynamic
condition that relates to products, services, people, processes, and environments that meet or exceed expectations. Service or
quality of service is very important to attract consumers and make consumers loyal. Understanding service quality according to J.
Supranto (2016: 226) is a word that for service providers is something that must be done well.

According to Ratminto (2012: 2) the definition of service is an activity or series of invisible activities that occur as a result
of interactions between consumers and employees or other things provided by the service provider company that is intended to
solve consumer / customer problems.

According to Zeithaml and Bitner in Hurriyati (2013: 28) "Services are basically all economic activities with output other
than products in the physical sense, consumed and produced at the same time, providing added value and in principle intangible
for the first buyer". According to Tjiptono in Aditya, (2011: 23) Quality of service is something that is perceived by customers.
Customers will assess the quality of a service that is felt based on what they describe in their minds. Customers will switch to other
service providers who are better able to understand customer specific needs and provide better services.

According to Istianingsih (2013: 35) the factors that influence the service quality of an information system are :

a. Tangibles

Physical facilities, equipment and equipment, and means of communication.

b. Realiability

The company's ability to provide services immediately, and provide services as promised accurately.
c. Responsiveness

As per the ability to provide fast service.

d. Assurance

Extensive knowledge, courtesy of employees and to gain trust and confidence.

User Satisfaction

According to Tjiptono (2015: 138), satisfaction can be interpreted as an effort to fulfill something or make something
adequate. Whereas Kotler (2012: 61) defines satisfaction as feeling happy or disappointed someone experienced after comparing
between perceptions of performance or the results of a product with its expectations. From the above definitions, it can be
concluded, namely the comparison between expectations and performance / results perceived by customers. Customer
expectations are formed and are based on several factors, including past shopping experiences, friends and relatives' opinions,
and company information and promises and competitors.

Satisfaction is a function of the perception of a product or service and its expectation for the performance of the product
or service. Kotler (2012: 36) states that satisfaction is a feeling of pleasure or disappointment that a person results from comparing
the performance (or results) of a product that is felt in relation to his expectations. Satisfaction in users of the service industry is
influenced by the performance of an information system. Kotler (2012) states that if the service is below the standard, then the
customer will lose satisfaction, otherwise satisfaction will reach its optimal point if what he gets is comparable or not.

User satisfaction is the user response to the use of output of an information system. In measuring a success of an
information system, one measure is a user (end-user satisfaction). Various measuring instruments can be used to measure a user's
satisfaction in the information system, one of which is the same dimension proposed by Parasuraman (2013). This dimension
consists of tangible, reliability, assurance, and empathy. Although the five dimensions can be used to see the satisfaction of users
of information systems, internet banking that uses cyberspace can only use four existing dimensions, namely: Reliability,
responsiveness, assurance, and empathy.

To determine the level of customer satisfaction, there are five main factors that must be considered by the company.
According to Staples, and McKeen in Itmamudin (2014: 83). there are five factors are :

a. Content measuring user satisfaction in terms of the content of a system.
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b. Reliability

Information must be free from errors and unable be misleading. The statement instrument was measured using the Guttman scale

by asking the respondent to show choices yes and no from each statement submitted.

c. Response measures user satisfaction from the appearance and aesthetics of the system interface, the form of the report or
information generated by the system. The statement instrument was measured using the Guttman scale by asking the
respondent to show choices yes and no from each statement submitted.

d. Assurance ease of users measuring user satisfaction in terms of user or end-user friendly convenience in using systems such
as the process of entering data, processing data and searching for information needed.

e. Emphaty

measuring user satisfaction in terms of the timeliness of the system in presenting or providing data and information needed.

The framework in this study is based on an opinion and theory built by experts stating that there is a relationship between
independent variables and the dependent variable, namely as follows:
Figure 2.1 Conceptual Framework

Accounting information
system
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Based on the theoretical foundation, the previous research and the research framework that has been prepared, the
hypothesis proposed in this study is as follows:
H1: There is an influence of Accounting Information Systems on User
Satisfaction.
H2: There is an influence between the Quality of Information Systems on User Satisfaction.
H3: There is an influence between Service Quality on User Satisfaction.

RESEARCH METHODS

According to Sugiyono (2013: 8) the definition of descriptive research is "Research conducted to determine the value of
independent variables, either one or more (independent) without making comparisons or connecting with other variables."
According to Sugiyono (2013: 11). Quantitative methods can be interpreted as research methods that are based on the philosophy
of positivism, used to examine the population or a particular sample, data collection using research instruments, data analysis is
quantitative / statistical, with the aim to test the hypothesis that has been set.

In this study the method used is a quantitative descriptive approach to determine the relationship between research
variables, the survey method is carried out with a quantitative approach that is the approach by distributing questionnaires to the
respondents to find a relationship model of several variables. According to Masri Singarimbun (2014: 3) the survey method is
"Research that takes samples from one population and uses a questionnaire as a basic data collection tool”.
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In this study there are 3 variables, these variables are classified as dependent variables and independent variables.
Independent variables in this study are Accounting Information Systems (X1) System Quality (X2) and Service Quality (X3). In this
study, the dependent variable is user satisfaction a.

The sample is part of the number and characteristics possessed by the population. If the population is large, and
researchers may not study everything in the population, for example because of limited funds, manpower, and time, then
researchers can use samples taken from that population (Sugiyono, 2013: 91). The method used to determine the number of
samples in this study is to use the Slovin formula. So based on the Slovin formula above, the minimum number of samples used in
this study was 98,8 people. To increase the accuracy of the data and avoid unwanted errors, the researchers rounded it to 100.

The scale for the instrument used in this study is the Likert Scale. According to Sugiyono (2015: 168) Likert scale is used
to measure the attitudes, opinions, and perceptions of a person or group of people about social phenomena. Respondents in
providing responses to questions or problems given to those concerned in a particular research. In this case the measurement
scale used uses a Likert measurement scale and scores can be seen below:

Table 1 Grouping based on the Likert scale method

Assessment Score
Strongly agree (SS) 5
Agree (S) 4
Neutral (CS) 3
Disagree (TS) 2
Strongly disagree (STS) 1

Source: Sugiyono (2014: 108)

This research uses primary and secondary data sources. According to Sugiyono (2014: 156), primary data are data sources
that directly provide data to data collectors, and secondary data is sources that do not directly provide data to data collectors. For
this study, researchers obtained primary data from distributing questionnaires to the research objects that have been set, namely
users of the BCA Mobile Banking Based Application. Whereas secondary data for this research was obtained by searching literature
in the library, internet, and data obtained from Bank BCA. Data analysis techniques using descriptive and multiple linear regression
analysis.

ANALYSIS RESULTS AND DISCUSSION

Analysis and Discussion

Based on the processing results presented in the above table, it can be seen that the average rating for the variable Accounting
Information Systems (X1) is 362. Thus the Accounting Information Systems (X1) variable is in the Agree category. In point 1, a total
score of 368 is obtained. Thus it is included in the Agree category. This indicates that users can access BCA Mobile Banking based
applications wherever they are. In point 2, the total score of 367 is obtained. Accordingly, it includes the Agree category. This
indicates that users can access the BCA Mobile Banking based application whenever they want. In point 3 statement obtained a
total score of 365. Therefore, it includes the Agree category. This indicates that the process of accessing data on the BCA Mobile
Banking based application is fast. In point 4 statement obtained a total score of 361. Thus including the Agree category. This
indicates that in accessing BCA Mobile Banking based applications the confidentiality of data is guaranteed safe. In point 5, a total
score of 348 is obtained. Thus it is included in the Agree category. This indicates that BCA Mobile Banking based applications have
a high level of security.

Based on the processing results presented in the table above, it can be seen that the average rating for the System Quality (X2)
variable is 352. Thus the System Quality (X2) variable is in the Agree category. In point 6, a total score of 344 is obtained. Thus it
isincluded in the Agree category. This indicates that the BCA Mobile Banking based application contains the required information.
In point 7, a total score of 354 is obtained. Accordingly, it includes the Agree category. This indicates that the BCA Mobile Banking
based application contains the right reports. In item 8 statement obtained a total score of 339. Thus including the Agree category.
This indicates that the BCA Mobile Banking-based Application contains accurate data. In point 9, a total score of 377 is obtained.
Accordingly, it includes the Agree category. This indicates that the level of accuracy of BCA Mobile Banking based applications is
high. In point 10, a total score of 367 is obtained. Accordingly, it includes the Agree category. This indicates that the BCA Mobile
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Banking based application provides information in accordance with the required format. In point 10, a total score of 367 is
obtained. Accordingly, it includes the Agree category. This indicates that the BCA Mobile Banking based application provides
information in accordance with the required format. In point 12, a total score of 345 is obtained. Accordingly, it includes the Agree
category. This indicates that the BCA Mobile Banking based application is user friendly. In point 13, a total score of 342. was
obtained, thus including the Agree category. This indicates that the BCA Mobile Banking based application is easy to usen. In point
14, a total score of 350 is obtained. Thus it is included in the Agree category. This indicates that the user can obtain the required
information on time. In point 15, a total score of 355 is obtained. Accordingly, it includes the Agree category. This indicates that
the BCA Mobile Banking-based Application contains up-to-date information.
Based on the processing results presented in the table above, it can be seen that the average rating for the Service Quality (X3)
variable is 352. Thus the Service Quality (X3) variable is in the Agree category. In point 16, a total score of
350 is obtained. Thus, it is included in the Agree category. This indicates that the BCA Mobile Banking based application has
complete features. In point 17 statement obtained a total score of 347. Therefore, it includes the Agree category. This indicates
that the BCA Mobile Banking based application has an attractive appearance. In point 17 statement obtained a total score of 347.
Therefore, it includes the Agree category. This indicates that the BCA Mobile Banking based application has an attractive
appearance. In point 19 the statement received a total score of 355. Thus including the Agree category. This indicates that the
BCA Mobile Banking based application has a good speed of service. In point 20 the statement received a total score of 343. Thus
it was included in the Agree category. This indicates that the BCA Mobile Banking-based Application is responsive in solving user
problems. In point 20 the statement received a total score of 343. Thus it was included in the Agree category. This indicates that
the BCA Mobile Banking-based Application is responsive in solving user problems. In point 22 statement obtained a total score of
348. Thus including the Agree category. This indicates that the BCA Mobile Banking based application provides a guarantee of
convenience for users.
Based on the processing results presented in the table above, it can be seen that the average rating for the User Satisfaction (Y)
variable is 346. Thus the User Satisfaction (Y) variable is in the Agree category. In point 23, the statement obtained a total score
of 345. Thus it is included in the Agree category. This indicates that the user is satisfied with the features of the BCA Mobile Banking
based application. In point 24 the statement obtained a total score of 352. Thus including the Agree category. This indicates that
users are satisfied with the reliability of BCA Mobile Banking based applications. In point 24 the statement obtained a total score
of 352. Thus including the Agree category. This indicates that users are satisfied with the reliability of BCA Mobile Banking based
applications. In point 26 the statement obtained a total score of 343. Thus including the Agree category. This indicates that the
user is satisfied with the BCA Mobile Banking based application, because it meets the needs of the user.

The results of SPSS 23.0 software processing for multiple regression analysis are presented in the following table:

Table 2 Analysis of Multiple Linear Regression

Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.

1 (Constant) -.372 207 -1.796 .076
X1 276 076 260 3.605 .000
X2 269 100 228 2.701 .008
X3 537 074 506 7.294 .000

a. Dependent Variable: Y

Based on the calculation results in the table above, the following form of multiple linear regression is obtained:
Y=-0,372 + 0,276 X1+ 0,269 X2 + 0,537 X3
1. From the multiple linear regression equation obtained above a constant value of -0.372. That is, if the BCA User Satisfaction
(Y) variable who uses a Mobile Banking-based Application is not influenced by the three independent variables namely
Accounting Information Systems (X1), System Quality (X2) and Service Quality (X3) is zero, then the magnitude the average
BCA User Satisfaction who uses a Mobile Banking-based Application will be -0,372.
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2.

The regression coefficient for the independent variable X1 is positive, indicating a direct relationship between Accounting
Information Systems (X1) and User Satisfaction (Y) of BCA who use a Mobile Banking-based Application. X1 variable regression
coefficient of 0.276 implies that for each increase in one unit of Accounting Information Systems (X1) will cause an increase
in BCA User Satisfaction (Y) who use a Mobile Banking-based Application by 0.276.
The regression coefficient for the independent variable X2 is positive, indicating a direct relationship between System Quality
(X2) and BCA User Satisfaction (Y) who use a Mobile Banking-based Application. The variable regression coefficient X2 of 0.269
implies that for each increase in the System Quality (X2) of one unit will cause an increase in BCA User Satisfaction (Y) who
use a Mobile Banking-based Application by 0.269.
The regression coefficient for the independent variable X3 is positive, indicating a direct relationship between Service Quality
(X3) and User Satisfaction (Y) of BCA who use a Mobile Banking-based Application. X3 variable regression coefficient of 0.537
implies that for each increase in Service Quality (X3) by one unit will cause an increase in BCA User Satisfaction (Y) who use a
Mobile Banking-based Application by 0.537.

The influence of Accounting Information Systems (X1), System Quality (X2) and Service Quality (X3) on BCA User

Satisfaction (Y) who use a Mobile Banking-based Application can be shown by the coefficient of determination. Accounting
Information Systems (X1), System Quality (X2) and Service Quality (X3) variables have an effect of 76.0% on BCA User Satisfaction
(Y) who use a Mobile Banking-based Application. While the remaining 24.0% is contributed by other variables besides Accounting
Information Systems (X1), System Quality (X2) and Service Quality (X3).

Table 3 T Test

Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.

1 (Constant) -.372 .207 -1.796 .076
X1 276 076 .260 3.605 .000
X2 269 100 .228 2,701 .008
X3 537 074 506 7.294 .000

a. Dependent Variahle: Y

Based on the above table the results can be seen as follows:

1.

Variable X1 has a calculated t value greater than the t table value. Because the value of t arithmetic (3.605)> t table (1.985)
and the significance value is less than 0.05, then HO is rejected. Therefore it can be concluded that partially there is a significant
influence of Accounting Information Systems (X1) on BCA User Satisfaction (Y) who use a Mobile Banking-based Application.
Variable X2 has a calculated t value greater than the t table value. Because the value of t arithmetic (2.701)> t table (1.985)
and the significance value is less than 0.05, then HO is rejected. Therefore it can be concluded that partially there is a significant
influence of System Quality (X2) on BCA User Satisfaction (Y) who use a Mobile Banking-based Application.

Variable X3 has a calculated t value greater than the t table value. Because the value of t arithmetic (7.294)> t table (1.985)
and the significance value is less than 0.05, then HO is rejected. Therefore it can be concluded that partially there is a significant
influence of Service Quality (X3) on BCA User Satisfaction (Y) who use a Mobile Banking-based Application.

Table 4 F Test

ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 55129 3 18.376 101.519 000"
Residual 17.377 96 181
Total 72.506 99

a. Dependent Variable: Y
h. Predictors: (Constant), X3, X1, X2
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From the table above, the calculated F value is 101.519. Because the calculated F value (101.519)> F table (2.699) and
the significance value is less than 0.05, then HO is rejected. Thus it can be concluded that simultaneously there is a significant
influence of Accounting Information Systems (X1), System Quality (X2) and Service Quality (X3) on User Satisfaction (Y) of BCA who
use a Mobile Banking-based Application.

Interpretation Research Result

The results of the study stated that Accounting Information Systems significantly influence User Satisfaction. This is in line with
research conducted by Alfiani (2012), which states that Accounting Information Systems significantly influence User Satisfaction.
The results of the study stated that System Quality has a significant effect on User Satisfaction. This is in line with research
conducted by Agus (2014), which states that System Quality has a significant effect on User Satisfaction. The results of the study
stated that Service Quality has a significant effect on User Satisfaction. This is in line with research conducted by Melisa (2015),
which states that Service Quality has a significant effect on User Satisfaction.

CONCLUSION AND RECOMMENDATIONS

Conclusion

1. Because the value of t arithmetic (3.605)> t table (1.985) and the significance value is less than 0.05, then HO is rejected.
Therefore it can be concluded that partially there is a significant influence of Accounting Information Systems

(X1) on BCA User Satisfaction (Y) who use a Mobile Banking-based Application.

2. Because the value of t arithmetic (2.701)> t table (1.985) and the significance value is less than 0.05, then HO is rejected.
Therefore it can be concluded that partially there is a significant influence of System Quality (X2) on BCA User Satisfaction (Y)
who use a Mobile Banking-based Application.

3. Because the value of t arithmetic (7.294)> t table (1.985) and the significance value is less than 0.05, then HO is rejected.
Therefore it can be concluded that partially there is a significant influence of Service Quality (X3) on BCA User Satisfaction (Y)
who use a Mobile Banking-based Application.

Implications
The results of this study were used as input for the BCA and Mobile Banking Based Application users in paying attention
to the quality and information on the application.
1. Itisrecommended to BCA to increase the level of data accuracy in the Mobile Banking Based Application.
2. ltisrecommended to BCA to maintain easy access to data on the Mobile Banking Based Application.
3. This study focuses on the Mobile Banking application, the next researcher is advised to compare other applications, namely
internet banking or sms banking.

Suggestion

1. To increase user satisfaction, it is recommended to BCA to improve the quality of service that is quickly responsive in solving
problems and complaints of users.

2. This research focuses on the Mobile Banking application, the next researcher is advised to compare other applications namely
internet banking or sms banking.

3. For further researchers, it is advisable to further investigate user satisfaction, using other variables such as user experience,
brand image, and brand equity.

4. For further researchers, it is recommended to use different analytical techniques such as path analysis or SEM.
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OUTPUT SPSS RESULTS
Correlations
p1 p2 p3 pd ps X1
p1 Pearson Correlation 1 760 708" 747 722" 928 |
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30
p2 Pearson Correlation 760 1 679" 5707 576 855
Sig. (2-tailed) .000 .000 .001 .001 .000
N 30 30 30 30 30 30
p3 Pearson Correlation 708" 679" 1 445 6427 820"
Sig. (2-tailed) .000 .000 .014 .000 .000
N 30 30 30 30 30 30
p4 Pearson Correlation 747" &70° 445 1 808" 815
Sig. (2-tailed) .000 .001 014 .000 .000
N 30 30 30 30 30 30
p5 Pearson Correlation 7227 576 6427 808" 1 856
Sig. (2-tailed) .000 .001 .000 .000 .000
N 30 30 30 30 30 30
X1 Pearson Correlation 928" 855 8207 815 856 1
Sig. (2-tailed) .000 .000 .000 .000 .000
N 30 30 30 30 30 30

** Correlation is significant atthe 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).

Reliability Statistics
Cronhach's
Alpha N of ltems
805 5
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Correlations

pé p7 pé pa p10 p11 p12 p13 p14 p15 X2
p6 Pearson Correlation 1 578" 607" 056 529" 181 346 286 4727 365 669
Sig. (2-tailed) 001 000 770 003 338 061 126 008 047 .000
N 30 30 30 30 30 30 30 30 30 30 30
p7 Pearson Correlation 578" 1 806 214 191 016 027 011 097 138 478"
Sig. (2-tailed) .001 .000 255 313 932 886 956 611 468 008
N 30 30 30 30 30 30 30 30 30 30 30
ps Pearson Correlation 607" 806" 1 302 274 051 133 057 189 149 5427
Sig. (2-tailed) .000 000 104 143 790 485 766 318 432 002
N 30 30 30 30 30 30 30 30 30 30 30
p9 Pearson Correlation 056 214 302 1 350 389 183 293 224 195 442
Sig. (2-tailed) 770 255 104 058 033 332 116 233 301 014
N 30 30 30 30 30 30 30 30 30 30 30
p10  Pearson Correlation 529" 191 274 350 1 683 703" 733" 746 707" 846
Sig. (2-tailed) 003 313 143 058 .000 .000 000 000 000 .000
N 30 30 30 30 30 30 30 30 30 30 30
p11  Pearson Correlation 181 016 051 389 683 1 783" 872" 671 7337 748"
Sig. (2-tailed) 338 932 790 033 000 000 000 000 000 000
N 30 30 30 30 30 30 30 30 30 30 30
p12  Pearson Correlation 346 027 133 183 703”7 783" 1 819" 780" 809" 789"
Sig. (2-tailed) 061 886 485 332 000 .000 000 000 000 000
N 30 30 30 30 30 30 30 30 30 30 30
p13  Pearson Correlation 286 o1 057 293 733" 872" 819" 1 755 7927 788"
Sig. (2-tailed) 126 956 766 116 000 000 000 000 000 000
N 30 30 30 30 30 30 30 30 30 30 30
p14  Pearson Correlation 4727 097 189 224 746 6717 780" 755" 1 8517 826
Sig. (2-tailed) 008 611 318 233 000 .000 .000 000 000 000
N 30 30 30 30 30 30 30 30 30 30 30
p15  Pearson Correlation 365 138 149 195 707" 733" 809" 792" 851" 1 815"
Sig. (2-tailed) 047 468 432 301 000 000 000 000 000 000
N 30 30 30 30 30 30 30 30 30 30 30
X2 Pearson Correlation 669" 475" 5427 442 846 748" 789" 788" 826 815 1
Sig. (2-tailed) 000 008 002 014 000 000 .000 000 000 000
N 30 30 30 30 30 30 30 30 30 30 30

** Correlation is significant atthe 0.01 level (2-tailed).
* Caorrelation is significant at the 0.05 level (2-tailed).

Reliability Statistics
Cronbach's
Alpha N of ltems
878 10
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Correlations
p16 p17 p18 p19 p20 p21 p22 X3
p16  Pearson Correlation 1 8207 8947 7258 AT 5727 452 899"
Sig. (2-tailed) .000 .000 .000 008 001 012 .000
N 30 30 30 30 30 30 30 30
p17  Pearson Correlation 8207 1 736 877" 362 431 170 807"
Sig. (2-tailed) .000 .000 .000 049 017 370 .000
N 30 30 30 30 30 30 30 30
p18  Pearson Correlation 894" 736 1 713" 5387 636 4717 906
Sig. (2-tailed) .000 .000 .000 002 .000 .009 .000
N 30 30 30 30 30 30 30 30
p18  Pearson Correlation 725" 877" 7137 1 232 394 126 748"
Sig. (2-tailed) .000 .000 .000 217 031 506 .000
N 30 30 30 30 30 30 30 30
p20  Pearson Correlation 477 362 538" 232 1 7537 789" 738"
Sig. (2-tailed) .008 049 .002 217 .000 .000 .000
N 30 30 30 30 30 30 30 30
p21  Pearson Correlation &72° 4317 636 394 753 1 6317 788"
Sig. (2-tailed) .001 017 .000 031 .000 .000 .000
N 30 30 30 30 30 30 30 30
p22  Pearson Correlation 452 170 4717 126 789" 6317 1 643"
Sig. (2-tailed) 012 370 .009 506 .000 .000 .000
N 30 30 30 30 30 30 30 30
X3 Pearson Correlation 899" 807" 906 748" 738" 788" 6437 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 30 30 30 30 30 30 30 30
** Correlation is significant atthe 0.01 level (2-tailed).
* Correlation is significant atthe 0.05 level (2-tailed).
Reliability Statistics
Cronhach's
Alpha N of ltems
.800 7
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Correlations
p23 n24 p25 P26 Y
P23 Pearson Correlation 1| 804 | 818 | 790 | 943 |
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
p24  Pearson Correlation 804" 1 928" 6107 916
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
p25  Pearson Correlation 818" 928" 1 815 9217
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
p26  Pearson Correlation 790" 610 615 1 843"
Sig. (2-tailed) .000 .000 .000 .000
N 30 30 30 30 30
Y Pearson Correlation 043" 916" 9217 843" 1
Sig. (2-tailed) 000 .000 .000 .000
N 30 30 30 30 30

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

Reliability Statistics
Cronhach's
Alpha N of ltems
924 4
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Regression

Variables EnteredRemoved®

Variahles Variahles
Model Entered Remaoved Method
1 X3, X1, X2" Enter
a. Dependent Variable: Y
h. All requested variables entered.
Model Summary
Adjusted R Std. Error of
Model R R Square Square the Estimate
1 8722 760 753 42546
a. Predictors: (Constant), X3, X1, X2
ANOVA®
Sum of

Model Squares df Mean Square F Sig.
1 Regression 55.129 3 18.376 | 101.519 .ooo®

Residual 17.377 96 81

Total 72.506 99
a. Dependent Variable: Y
h. Predictors: (Constant), X3, X1, X2

Coefficients®
Standardized
Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) -.372 .207 -1.796 076

X1 276 076 .260 3.605 .000

X2 .269 100 .228 2.701 .008

X3 537 074 506 7.294 .000

a. Dependent Variable: Y
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