Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR PUSTAKA

Abutabenjeh, S., & Jaradat, R. (2018). Clarification of research design, research methods, and
research methodology: A guide for public administration researchers and practitioners.
Teaching Public Administration, 36(3), 237-258.
https://doi.org/10.1177/0144739418775787

Akinci, S., Atilgan-Inan, E., & Aksoy, S. (2010). Re-assessment of E-S-QUAL and E-RecS-
QUAL in a pure service setting. Journal of Business Research, 63(3), 232-240.
https://doi.org/10.1016/j.jbusres.2009.02.018

APJII. (2025). Laporan survei penetrasi internet Indonesia 2025. Asosiasi Penyelenggara Jasa

Internet Indonesia. https://apijii.or.id

Badan Pusat Statistik. (2025). Proyeksi penduduk Indonesia 2020-2035. Badan Pusat Statistik.

Badan Pusat Statistik Daerah Istimewa Yogyakarta. (2025). Daerah Istimewa Yogyakarta dalam
angka 2025. Badan Pusat Statistik DIY. https://yogyakarta.bps.go.id

Bank Indonesia. (2025). Laporan perkembangan ekonomi dan keuangan digital Indonesia 2025.
Bank Indonesia. https://www.bi.go.id

Cohen, L., Manion, L., & Morrison, K. (2018). Research methods in education (8th ed.).
Routledge.

Consumer Payment Attitudes Study. (2023). Asia Pacific payment trends and Gen Z behaviour.

Mastercard. https://www.mastercard.com

Cox, J., & Dale, B. G. (2001). Service quality and e-commerce: An exploratory analysis.
Managing Service Quality: An International Journal, 11(2), 121-131.
https://doi.org/10.1108/09604520110387257

87


https://doi.org/10.1177/0144739418775787
https://doi.org/10.1016/j.jbusres.2009.02.018
https://apjii.or.id/
https://yogyakarta.bps.go.id/
https://www.bi.go.id/
https://www.mastercard.com/
https://doi.org/10.1108/09604520110387257

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

SIS,
Creswell, J. W., & Creswell, J. D. (2018). Research design: Qualitative, quantitative, and mixed

methods approaches (5th ed.). Sage Publications.

Cronin, J. J., & Taylor, S. A. (1992). Measuring service quality: A reexamination and extension.
Journal of Marketing, 56(3), 55-68. https://doi.org/10.1177/002224299205600304

Curran, J. M., & Meuter, M. L. (2005). Self-service technology adoption: Comparing three
technologies. Journal of Services Marketing, 19(2), 103-113.
https://doi.org/10.1108/08876040510591411

Dangaiso, P., Mukucha, P., Makudza, F., Towo, T., Jonasi, K., & Jaravaza, D. C. (2024). E-
service quality and customer satisfaction in digital banking. International Journal of
Financial Studies, 12(2), 1-18. https://doi.org/10.3390/ijfs12020035

Fassnacht, M., & Koese, I. (2006). Quality of electronic services. Journal of Service Research,
9(1), 19-37. https://doi.org/10.1177/1094670506289532

Field, A. (2018). Discovering statistics using IBM SPSS statistics (5th ed.). Sage Publications.

Fitria, L., Prastya, N. M., & Hidayah, R. (2021). Digital banking adoption among young
consumers in Indonesia. Jurnal Manajemen dan Bisnis Indonesia, 8(2), 112-124.

George, D., & Mallery, P. (2010). SPSS for Windows step by step: A simple guide and reference
(17th ed.). Pearson.

Hanif Naufal Rafii, A., Pradipta, R., & Santoso, B. (2025). Analisis kualitas layanan mobile
banking pada generasi Z di Indonesia. Jurnal Manajemen Teknologi, 24(1), 45-58.

Herington, C., & Weaven, S. (2009). E-retailing by banks: E-service quality and its importance
to customer satisfaction. European Journal of Marketing, 43(9/10), 1220-1231.
https://doi.org/10.1108/03090560910976456

Hikmatul Aliyah, A., Devi, A., & Hakim, N. (2025). Analisis perilaku penggunaan mobile

banking pada Generasi Z di Indonesia. Jurnal Ekonomi Digital Indonesia, 5(1), 15-29.

88


https://doi.org/10.1177/002224299205600304
https://doi.org/10.1108/08876040510591411
https://doi.org/10.1108/03090560910976456

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Kaur, H., Paruthi, M., Islam, J. U., & Hollebeek, L. D. (2021). The role of brand community
identification and reward on consumer brand engagement and brand loyalty in virtual
brand communities. Telematics and Informatics, 46, 101321.
https://doi.org/10.1016/j.tele.2019.101321

Karatepe, O. M., Yavas, U., & Babakus, E. (2005). Measuring service quality of banks.
International Journal of Bank Marketing, 23(5), 361-379.
https://doi.org/10.1108/02652320510603966

Lemeshow, S., Hosmer, D. W., Klar, J., & Lwanga, S. K. (1990). Adequacy of sample size in
health studies. John Wiley & Sons.

Palamidovska-Sterjadovska, N., Rasul, T., Lim, W. M., Ciunova-Shuleska, A., Ladeira, W. J.,
De Oliveira Santini, F., & Bogoevska-Gavrilova, 1. (2025). Service quality in mobile
banking: A systematic review. International Journal of Bank Marketing, 43(6), 1195—
1230. https://doi.org/10.1108/1JBM-02-2024-0105

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality
and its implications for future research. Journal of Marketing, 49(4), 41-50.
https://doi.org/10.1177/002224298504900403

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple-item scale
for measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12—
40.

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL: A multiple-item scale for
assessing electronic service quality. Journal of Service Research, 7(3), 213-233.
https://doi.org/10.1177/1094670504271156

Petnji Yaya, L. H., Marimon, F., & Casadesus, M. (2017). The expert experience in adopting the
E-S-QUAL scale. Total Quality Management & Business Excellence, 28(11-12), 1307—
1321. https://doi.org/10.1080/14783363.2015.1135728

89


https://doi.org/10.1108/IJBM-02-2024-0105
https://doi.org/10.1177/002224298504900403
https://doi.org/10.1177/1094670504271156
https://doi.org/10.1080/14783363.2015.1135728

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

SRS,
Pokhrel, L., & K.C., A. (2024). Mobile banking service quality and continuance intention:
Mediating role of satisfaction. International Journal of Bank Marketing, 42(3), 389-413.

https://doi.org/10.1108/1JBM-11-2022-0512

Putra, D. U. S. (2022). Pengaruh penggunaan mobile banking terhadap perilaku transaksi

mahasiswa. Jurnal Ekonomi dan Bisnis Digital, 4(2), 75-88.

Rahmawati, A., & Hidayati, S. (2023). Gender differences in digital banking adoption among

Indonesian consumers. Jurnal Manajemen dan Keuangan, 12(1), 34-47.

Santos, J. (2003). E-service quality: A model of virtual service quality dimensions. Managing
Service Quality, 13(3), 233-246. https://doi.org/10.1108/09604520310476490

Sekaran, U., & Bougie, R. (2020). Research methods for business: A skill-building approach
(8th ed.). Wiley.

Statista.  (2025). Number of internet users worldwide as of October 2025.

https://www.statista.com

Sugiyono. (2017). Metode penelitian bisnis (Edisi ke-3). Alfabeta.

Sugiyono. (2022). Metode penelitian kuantitatif. Alfabeta.

Tabachnick, B. G., & Fidell, L. S. (2019). Using multivariate statistics (7th ed.). Pearson.

Top Brand Award. (2025). Top Brand Index 2025. https://www.topbrand-award.com

Wang, Y. S. (2003). The adoption of electronic banking: An empirical study. International
Journal of Service Industry Management, 14(5), 501-5109.
https://doi.org/10.1108/09564230310500192

Wolfinbarger, M., & Gilly, M. C. (2003). eTailQ: Dimensionalizing, measuring and predicting
etail quality. Journal of Retailing, 79(3), 183-198. https://doi.org/10.1016/S0022-
4359(03)00034-4

90


https://doi.org/10.1108/IJBM-11-2022-0512
https://doi.org/10.1108/09604520310476490
https://www.statista.com/
https://www.topbrand-award.com/
https://doi.org/10.1016/S0022-4359(03)00034-4
https://doi.org/10.1016/S0022-4359(03)00034-4

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

UNIVERSITAS Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA . . . . . . .
Yang, Z., Peterson, R. T., & Cai, S. (2003). Service quality dimensions of internet retailing: An

exploratory analysis. Journal of Services Marketing, 17(7), 685-700.
https://doi.org/10.1108/08876040310501241

Yarimoglu, E. K. (2015). A review on dimensions of service quality models. Journal of
Marketing Management, 3(2), 79-93.

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2002). Service quality delivery through
websites: A critical review of extant knowledge. Journal of the Academy of Marketing
Science, 30(4), 362-375. https://doi.org/10.1177/009207002236911

Consumer Payment Attitudes Study. (2023). Asia Pacific payment trends and Gen Z behaviour.

Mastercard.

Cox, J., & Dale, B. G. (2001). Service quality and e-commerce: An exploratory analysis.
Managing Service Quality:  An International Journal, 11(2), 121-131.
https://doi.org/10.1108/09604520110387257

Creswell, J. W., & Creswell, J. D. (2018). Research design: Qualitative, quantitative, and mixed
methods approaches (5th ed.). SAGE Publications.

Cronin, J. J., & Taylor, S. A. (1992). Measuring service quality: A reexamination and extension.
Journal of Marketing, 56(3), 55-68. https://doi.org/10.1177/002224299205600304

Curran, J. M., & Meuter, M. L. (2005). Self-service technology adoption: Comparing three
technologies. Journal of Services Marketing, 19(2), 103-113.
https://doi.org/10.1108/08876040510591411

Dangaiso, P., Mukucha, P., Makudza, F., Towo, T., Jonasi, K., & Jaravaza, D. C. (2024).
Examining the interplay of internet banking service quality, e-satisfaction, e-word of
mouth and e-retention. Cogent Social Sciences, 10(2).
https://doi.org/10.1080/23311886.2023.2296590

91


https://doi.org/10.1108/08876040310501241
https://doi.org/10.1177/009207002236911
https://doi.org/10.1108/09604520110387257
https://doi.org/10.1177/002224299205600304
https://doi.org/10.1108/08876040510591411
https://doi.org/10.1080/23311886.2023.2296590

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

Elshamouby, H., & Mahrous, A. (2015). Customer participation in online co-creation
experience: The role of e-service quality. Journal of Research in Interactive Marketing,

9(4), 313-336.

Fassnacht, M., & Koese, 1. (2006). Quality of electronic services. Journal of Service Research,
9(1), 19-37. https://doi.org/10.1177/1094670506289531

Field, A. (2018). Discovering statistics using IBM SPSS statistics (5th ed.). SAGE Publications.

George, D., & Mallery, P. (2010). SPSS for Windows step by step: A simple guide and reference
(10th ed.). Pearson Education.

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate data analysis (8th
ed.). Cengage Learning.

Herington, C., & Weaven, S. (2009). E-retailing by banks: E-service quality and its importance
to customer satisfaction. European Journal of Marketing, 43(9/10), 1220-1231.
https://doi.org/10.1108/03090560910976456

Kang, G., & James, J. (2004). Service quality dimensions: An examination of Gronroos’s service
quality model. Managing Service Quality: An International Journal, 14(4), 266-277.
https://doi.org/10.1108/09604520410546806

Karatepe, O. M., Yavas, U., & Babakus, E. (2005). Measuring service quality of banks: Scale
development and validation. Journal of Retailing and Consumer Services, 12(5), 373—
383. https://doi.org/10.1016/j.jretconser.2005.01.001

Kaur, P., Dhir, A., Bodhi, R., Singh, T., & Almotairi, M. (2021). Why do people use and
recommend m-banking services? A hybrid SEM-neural network approach. Journal of
Retailing and Consumer Services, 58, 102323.

Kaur, S. J,, Ali, L., Hassan, M. K., & Al-Emran, M. (2021). Adoption of digital banking
channels in an emerging economy. Journal of Financial Services Marketing, 26(2), 107—
121. https://doi.org/10.1057/s41264-020-00082-w

92


https://doi.org/10.1177/1094670506289531
https://doi.org/10.1108/03090560910976456
https://doi.org/10.1108/09604520410546806
https://doi.org/10.1016/j.jretconser.2005.01.001
https://doi.org/10.1057/s41264-020-00082-w

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

Kemeny, 1., Simon, J., Nagy, A., & Csillag, S. (2016). Measuring quality perception in electronic
commerce. Industrial Management & Data Systems, 116(9), 1946-1966.

Kenova, V., Patrik Jonasson Tutor, B., & Jonasson, P. (2006). Quality online banking services.

Jonkdping University.

Ladhari, R. (2009). A review of twenty years of SERVQUAL research. International Journal of
Quality and Service Sciences, 1(2), 172-198.

Lemeshow, S., Hosmer, D. W., Klar, J., & Lwanga, S. K. (1990). Adequacy of sample size in
health studies. John Wiley & Sons.

Malc, D., Dlaci¢, J., Pisnik, A., & Milfelner, B. (2023). The development of e-banking services
quality measurement instrument. Sustainability, 15(16).
https://doi.org/10.3390/su151612659

Mujinga, M. (2019). Retail banking service quality measurement: SERVQUAL gap analysis.
ICTAS Proceedings, 1-6. https://doi.org/10.1109/ICTAS.2019.8703635

Mujinga, M. (2020). Online banking service quality: A South African E-S-QUAL analysis.
Lecture Notes in Computer Science, 12066, 228-238. https://doi.org/10.1007/978-3-030-
44999-5 19

Oliveira, T., & Fraga Martins, M. (2011). Literature review of information technology adoption
models at firm level. Electronic Journal of Information Systems Evaluation, 14(1), 110-
121.

Otoritas Jasa Keuangan. (2018). Peraturan OJK Nomor 12/POJK.03/2018 tentang
penyelenggaraan layanan perbankan digital oleh bank umum. OJK.

Pallant, J. (2020). SPSS survival manual (7th ed.). Open University Press.

Palamidovska-Sterjadovska, N., Rasul, T., Lim, W. M., Ciunova-Shuleska, A., Ladeira, W. J.,

De Oliveira Santini, F., & Bogoevska-Gavrilova, 1. (2025). Service quality in mobile

93


https://doi.org/10.3390/su151612659
https://doi.org/10.1109/ICTAS.2019.8703635
https://doi.org/10.1007/978-3-030-44999-5_19
https://doi.org/10.1007/978-3-030-44999-5_19

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

banking. International Journal of Bank Marketing, 43(6), 1195-1230.
https://doi.org/10.1108/IJBM-02-2024-0105

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality
and its implications for future research. Journal of Marketing, 49(4), 41-50.
https://doi.org/10.1177/002224298504900403

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL.: A multiple-item scale
for measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12—
40.

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL.: A multiple-item scale for
assessing electronic service quality. Journal of Service Research, 7(3), 213-233.
https://doi.org/10.1177/1094670504271156

Paul, J., Mittal, A., & Srivastav, G. (2016). Impact of service quality on customer satisfaction in
private and public sector banks. International Journal of Bank Marketing, 34(5), 606—
622. https://doi.org/10.1108/1JBM-03-2015-0030

Petnji Yaya, L. H., Marimon, F., & Casadesus, M. (2017). The expert experience in adopting the
E-S-QUAL scale. Total Quality Management and Business Excellence, 28(11-12), 1307—
1321. https://doi.org/10.1080/14783363.2015.1135728

Pokhrel, L., & K.C., A. (2024). Mobile banking service quality and continuance intention:
Mediating role of satisfaction. International Journal of Bank Marketing, 42(3), 389-413.
https://doi.org/10.1108/1JBM-11-2022-0512

Populix. (2022). Survei penggunaan mobile banking di Indonesia 2022. Populix.

Prensky, M. (2001). Digital natives, digital immigrants. On the Horizon, 9(5), 1-6.
https://doi.org/10.1108/10748120110424816

Putri, A. N. S., Fataron, Z. A., & Fuadi, N. F. Z. (2023). Analysis of the quality of electronic
service ES-QUAL and E-RecS-QUAL models in the BSI Mobile application. AL-

94


https://doi.org/10.1108/IJBM-02-2024-0105
https://doi.org/10.1177/002224298504900403
https://doi.org/10.1177/1094670504271156
https://doi.org/10.1108/IJBM-03-2015-0030
https://doi.org/10.1080/14783363.2015.1135728
https://doi.org/10.1108/IJBM-11-2022-0512
https://doi.org/10.1108/10748120110424816

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

ARBAH: Journal of Islamic Finance and Banking, 5(1), 33-54.
https://doi.org/10.21580/al-arbah.2023.5.1.17969

Rust, R. T., & Lemon, K. N. (2001). E-service and the consumer. International Journal of
Electronic Commerce, 5(3), 85-101. https://doi.org/10.1080/10864415.2001.11044216

Santos, J. (2003). E-service quality: A model of virtual service quality dimensions. Managing
Service Quality, 13(3), 233-246. https://doi.org/10.1108/09604520310476490

Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill-building approach
(7th ed.). Wiley.

Siu, N. Y. M., & Mou, J. C. W. (2005). Measuring service quality in internet banking: The case
of Hong Kong. Journal of International Consumer Marketing, 17(4), 99-116.

Sugiyono. (2017). Metode penelitian bisnis: Pendekatan kuantitatif, kualitatif, kombinasi, dan
R&D (3rd ed.). Alfabeta.

Sugiyono. (2022). Metode penelitian kuantitatif, kualitatif, dan R&D. Alfabeta.

Tabachnick, B. G., & Fidell, L. S. (2019). Using multivariate statistics (7th ed.). Pearson.

Tapscott, D. (2009). Grown up digital: How the net generation is changing your world.
McGraw-Hill.

Wang, Y. S. (2003). Assessing e-commerce systems success: A respecification and validation of
the DeLone and McLean model of IS success. Information Systems Journal, 13(3), 209—
229.

Wolfinbarger, M., & Gilly, M. C. (2003). eTailQ: Dimensionalizing, measuring and predicting
etail quality. Journal of Retailing, 79(3), 183-198. https://doi.org/10.1016/S0022-
4359(03)00034-4

95


https://doi.org/10.21580/al-arbah.2023.5.1.17969
https://doi.org/10.1080/10864415.2001.11044216
https://doi.org/10.1108/09604520310476490
https://doi.org/10.1016/S0022-4359(03)00034-4
https://doi.org/10.1016/S0022-4359(03)00034-4

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta
Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc

UNIVERSITAS Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

Yang, Z., Peterson, R. T., & Cai, S. (2003). Service quality dimensions of internet retailing: An
exploratory analysis. Journal of Services Marketing, 17(7), 685-700.
https://doi.org/10.1108/08876040310501241

Yarimoglu, E. K. (2015). A review on dimensions of service quality models. Journal of
Marketing Management, 3(2), 79-93.

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2002). Service quality delivery through
websites: A critical review of extant knowledge. Journal of the Academy of Marketing
Science, 30(4), 362-375. https://doi.org/10.1177/009207002236911

96


https://doi.org/10.1108/08876040310501241
https://doi.org/10.1177/009207002236911

Analisis kualitas layanan elektronik (E-S-QUAL) pada aplikasi BCA Mobile: Studi persepsi pengguna
Generasi Z di Yogyakarta

Rina Sara Girsang, Fitri Damayanti Berutu, S.E., S.S., M.Sc
UNIVERSITAS Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/
GADJAH MADA

LAMPIRAN

Lampiran 1 : Data Responden

Data Responden

Sebelum menjawab pernyataan dalam kuesioner ini, mohon Bapak/Ibu/Saudara mengisi data

berikut terlebih dahulu. (Jawaban yang Bapak/Ibu/Saudara akan diperlakukan secara rahasia) :

1. Nama
2. Jenis Kelamin : [Laki-Laki
[JPerempuan
3. Asal Wilayah : JGunung Kidul
[ IBantul
[ISleman
[LYogyakarta
[JKulon Progo
4. Usia : 117 — 20 tahun
[121 — 24 tahun
(125 — 28 tahun
5. Pekerjaan :LPelajar
[IMahasiswa
[IPegawai Negeri
[JKaryawan Swasta
[IWiraswasta
[Lainnya
6. Pendapatan : [I<Rp5.000.000
LIRp5.000.000 — Rp10.000.000
[1>Rp10.000.000
7. Lama Menggunakan BCA  : []<6 bulan
(16 — 12 bulan
[>2 tahun
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