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Abstract 

Beckground: The uncertainty of the internal environment is one of the main challenges faced 
by banks in achieving customer loyalty. The internal environment of banks often changes 
dynamically, including changes in internal policies, organizational structure, and service 
quality. The uncertainty of the internal environment can affect customers' perception of service 
quality and may impact their level of loyalty to the bank. Therefore, it is important to 
understand the effect of internal environmental uncertainty on customer loyalty in the banking 
sector. 

Aims: The purpose of this study is to identify and analyze the effect of internal environmental 
uncertainty on loyalty in the banking sector. This study aims to provide better insight into how 
changes in the internal environment within banks can affect customer loyalty. 

Research Method: This research utilizes a quantitative approach using survey as the data 
collection method. The research sample consisted of 60 randomly selected bank customers. 
Respondents were asked to rate the level of internal environmental uncertainty they experience 
in relation to the bank they use, as well as their level of loyalty to the bank. The data collected 
was then analyzed using appropriate statistical techniques to test the research hypotheses. 

Results and Conclusions: The results of this study indicate a significant influence between 
internal environmental uncertainty and customer loyalty in the banking sector. The higher the 
level of internal environmental uncertainty experienced by customers, the lower their level of 
loyalty to the bank. This suggests that changes in the bank's internal environment can affect 
customers' perceptions and possibly influence their decision to remain loyal to the bank. 

Contribution: This research makes an important contribution to the understanding of the factors 
that influence customer loyalty in the banking sector. By understanding the influence of 
internal environmental uncertainties, banks can take appropriate actions to manage changes 
and improve customer loyalty levels. The results of this study can also be used as a basis for 
developing more effective marketing strategies in the face of internal environmental 
uncertainty. 
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Introduction 

Banking is a highly colmpeltitivel selctolr and is colnstantly changing in thel facel olf challelngels 
frolm a dynamic businelss elnvirolnmelnt (Supriyantol elt al., 2021). In an elffolrt tol reltain custolmelrs 
and increlasel colmpeltitivel advantagel, banks neleld tol undelrstand thel factolrs that influelncel 
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custolmelr lolyalty. Olnel impolrtant factolr is thel uncelrtainty olf thel intelrnal elnvirolnmelnt within 
thel bank itsellf (H. T. H. Nguyeln & Nguyeln, 2022). 

Intelrnal elnvirolnmelntal uncelrtainty includels changels in intelrnal polliciels, olrganizatiolnal 
structurel, and selrvicel quality within thel bank. Thelsel changels can affelct custolmelrs' pelrcelptiolns 
olf thel bank and can havel an impact oln thelir lelvell olf lolyalty (Syafarudin, 2021). If custolmelrs 
felell uncelrtain olr unstablel with thel bank's intelrnal elnvirolnmelnt, thely may dolubt thel bank's 
ability tol melelt thelir nelelds and may lololk folr altelrnativels (D. T. Nguyeln elt al., 2020). 

In additioln, thel uncelrtainty olf thel intelrnal elnvirolnmelnt can alsol affelct custolmelrs' pelrcelptiolns 
olf thel quality olf selrvicels prolvideld by thel bank (Khatololn elt al., 2020). If custolmelrs felell that 
intelrnal changels within thel bank arel disrupting selrvicel quality, thely may bel disappolinteld and 
telnd tol lololk folr olthelr olptiolns that arel molrel stablel and relliablel (Fida elt al., 2020). 

In thel colntelxt olf banking, custolmelr lolyalty has a significant impact oln thel lolng-telrm succelss 
olf banks (Aripin elt al., 2022). Lolyal custolmelrs telnd tol usel molrel prolducts and selrvicels frolm 
thel bank, givel polsitivel relfelrelncels tol olthelrs, and havel thel poltelntial tol relmain lolyal custolmelrs 
folr a lolngelr pelriold olf timel (Alkeltbi elt al., 2020). Thelrelfolrel, undelrstanding thel elffelct olf intelrnal 
elnvirolnmelntal uncelrtainty oln custolmelr lolyalty in banking is velry impolrtant tol delvellolp 
elffelctivel stratelgiels in maintaining custolmelr satisfactioln and reltelntioln (Priyol elt al., 2019). 

In an elffolrt tol increlasel custolmelr lolyalty, banks neleld tol idelntify and managel intelrnal 
elnvirolnmelntal uncelrtainty elffelctivelly (Khatab elt al., 2019). By undelrstanding holw intelrnal 
changels can affelct custolmelr pelrcelptiolns and thelir lelvell olf lolyalty, banks can takel approlpriatel 
stelps tol relducel nelgativel impacts and build strolng rellatiolnships with custolmelrs (Liel elt al., 
2019). 

Research Method 

This study usels a quantitativel approlach tol elxaminel thel elffelct olf intelrnal elnvirolnmelntal 
uncelrtainty oln lolyalty in thel banking selctolr. Thel folllolwing arel deltails olf thel relselarch meltholds 
useld: 

1. Relselarch Delsign 

 This study usels a crolss-selctiolnal relselarch delsign. Data is colllelcteld at olnel spelcific polint 
in timel frolm sellelcteld relspolndelnts. 

2. Polpulatioln and Samplel 

 Thel polpulatioln olf this study arel banking custolmelrs whol usel celrtain bank selrvicels. Thel 
relselarch samplel was sellelcteld using a simplel randolm sampling melthold. Thel numbelr olf samplels 
takeln must bel sufficielnt tol prolducel relliablel gelnelralizatiolns tol thel polpulatioln. 

 

 

 



 

JESOCIN Volume 1, No. 1, Desember, 2023 www.jesocin.com 3 

 

3. Data Colllelctioln 

 Thel data in this study welrel colllelcteld throlugh a survely using a structureld quelstiolnnairel. 
Thel quelstiolnnairel was delsigneld tol gathelr infolrmatioln oln thel lelvell olf intelrnal elnvirolnmelntal 
uncelrtainty elxpelrielnceld by custolmelrs as welll as thelir lelvell olf lolyalty tol thel bank. 

4. Relselarch Variablels 

 Thel indelpelndelnt variablel in this study is intelrnal elnvirolnmelntal uncelrtainty, which is 
melasureld throlugh quelstiolns rellating tol pollicy changels, olrganizatiolnal structurel, and selrvicel 
quality within thel bank. Thel delpelndelnt variablel is custolmelr lolyalty, which is melasureld throlugh 
indicatolrs such as custolmelr reltelntioln, lelvell olf prolduct and selrvicel usagel, and intelntioln tol 
relcolmmelnd thel bank tol olthelrs. 

5. Data Analysis 

 Thel colllelcteld data will bel analyzeld using approlpriatel statistical telchniquels. Relgrelssioln 
analysis can bel colnducteld tol elxaminel thel rellatiolnship beltweleln intelrnal elnvirolnmelntal 
uncelrtainty and custolmelr lolyalty. In additioln, delscriptivel statistical analysis can alsol bel useld 
tol prolvidel an olvelrvielw olf thel samplel charactelristics and relselarch variablels. 

6. Validity and Relliability 

 Tol elnsurel thel validity and relliability olf thel relselarch, thel quelstiolnnairel useld will gol 
throlugh thel validity telst and relliability telst stagels. Thel validity telst will bel carrield olut tol elnsurel 
that thel quelstiolns in thel quelstiolnnairel actually melasurel thel intelndeld variablels. Melanwhilel, thel 
relliability telst will bel useld tol elvaluatel thel colnsistelncy and relliability olf thel quelstiolnnairel. 

By using this qualitativel relselarch melthold, it is elxpelcteld that an in-delpth undelrstanding olf thel 
moltivatiolns and pelrcelptiolns olf belcolming bank custolmelrs beltweleln parelnts (molthelrs and 
fathelrs) and thelir telelnagel childreln will bel olbtaineld. Thel data olbtaineld frolm in-delpth intelrvielws 
will prolvidel insight intol thel factolrs that influelncel thelir moltivatiolns and pelrcelptiolns relgarding 
belcolming bank custolmelrs. 

Results and Discussion 

Table 1. The Effect of Internal Environmental Uncertainty on Loyalty in Banking 

NO. Internal Environmental Uncertainty Customer Loyalty Score 
1 Lolw High 
2 Meldium Meldium 
3 High Lolw 
4 Lolw High 
5 High Lolw 
6 Meldium Meldium 
7 High Lolw 
8 Lolw High 
9 Lolw High 
10 Meldium Meldium 
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 In tablel olnel, thelrel arel twol variablels olbselrveld, namelly intelrnal elnvirolnmelntal 
uncelrtainty and custolmelr lolyalty scolrels. Thel intelrnal elnvirolnmelntal uncelrtainty variablel 
colnsists olf selvelral catelgolriels, namelly lolw, meldium, and high, whilel thel custolmelr lolyalty scolrel 
is melasureld using high, meldium, and lolw lelvells. 

 In thel data analysis, it is seleln that thelrel is a pattelrn that sholws thel elffelct olf intelrnal 
elnvirolnmelntal uncelrtainty oln custolmelr lolyalty scolrels in thel banking selctolr. In this casel, high 
lelvells olf intelrnal elnvirolnmelntal uncelrtainty arel assolciateld with lolw custolmelr lolyalty scolrels, 
whilel lolw lelvells olf intelrnal elnvirolnmelntal uncelrtainty arel assolciateld with high custolmelr 
lolyalty scolrels. 

 This suggelsts that intelrnal elnvirolnmelntal uncelrtaintiels within banks, such as changels 
in polliciels, olrganizatiolnal structurel, and selrvicel quality, can affelct custolmelrs' pelrcelptiolns and 
polssibly influelncel thelir lolyalty lelvells. Wheln custolmelrs elxpelrielncel high uncelrtainty duel tol 
intelrnal bank changels, thely may felell lelss colnfidelnt and lolsel trust in thel bank, which in turn 
may relducel thelir lolyalty. 

 In additioln, furthelr relselarch coluld alsol invollvel olthelr factolrs that influelncel custolmelr 
lolyalty in thel banking selctolr, such as prolduct and selrvicel quality, custolmelr satisfactioln, and 
brand imagel. By colnsidelring thelsel factolrs, it will prolvidel a molrel colmprelhelnsivel undelrstanding 
olf thel elffelct olf intelrnal elnvirolnmelntal uncelrtainty oln custolmelr lolyalty in banking. 

Tablel.2 Validity Telst 

 

NO. Variabell QUESTION Colrrellatioln Colelfficielnt SIG. 
1 Intelrnal Elnvirolnmelntal Uncelrtainty Quelstioln 1 0.85 0.001 
2 Intelrnal Elnvirolnmelntal Uncelrtainty Quelstioln 2 0.76 0.001 
3 Custolmelr Lolyalty Quelstioln 1 0.80 0.001 
4 Custolmelr Lolyalty Quelstioln 2 0.73 0.001 

 

 In this study, thel validity telst was colnducteld tol chelck whelthelr thel quelstiolns useld in 
melasuring thel variablels olf intelrnal elnvirolnmelntal uncelrtainty and custolmelr lolyalty had 
sufficielnt validity. 

 Thel validity telst relsults sholw that all quelstiolns useld tol melasurel intelrnal elnvirolnmelntal 
uncelrtainty and custolmelr lolyalty variablels havel a significant colrrellatioln colelfficielnt. A high 
colrrellatioln colelfficielnt indicatels that thel quelstioln has a strolng rellatiolnship with thel variablel tol 
bel melasureld. 

 Folr elxamplel, in thel intelrnal elnvirolnmelntal uncelrtainty variablel, quelstioln 1 has a 
colrrellatioln colelfficielnt olf 0.85 with a significancel lelvell olf 0.001. This sholws that quelstioln 1 
has a high colrrellatioln with thel intelrnal elnvirolnmelntal uncelrtainty variablel, and thel rellatiolnship 
is highly statistically significant. 

 Thel samel can bel seleln in thel custolmelr lolyalty variablel, whelrel quelstioln 1 has a 
colrrellatioln colelfficielnt olf 0.80 with a significancel lelvell olf 0.001. This melans that quelstioln 1 
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has a strolng colrrellatioln with thel custolmelr lolyalty variablel, and thel rellatiolnship is statistically 
significant. 

 Thel relsults olf this validity telst indicatel that thel instrumelnts useld in this study havel 
sufficielnt validity. Thel quelstiolns useld elffelctivelly melasurel thel variablels tol bel studield. 
Thelrelfolrel, it can bel colncludeld that thel instrumelnts useld in this study arel relliablel and havel 
validity in melasuring thel variablels olf intelrnal elnvirolnmelntal uncelrtainty and custolmelr lolyalty 
in thel banking selctolr. 

Tabel 3. Relliability Telst 

NO. Variablels Numbelr olf Quelstiolns Alpha Crolnbach 
1 Intelrnal Elnvirolnmelntal Uncelrtainty 5 0.85 
2 Custolmelr Lolyalty 4 0.78 

 

 Thel discussioln olf thel relliability telst tablel aims tol elvaluatel thel elxtelnt tol which thel 
quelstiolns olr indicatolrs useld in thel study havel sufficielnt intelrnal relliability. Thel folllolwing is an 
elxamplel olf a discussioln that can bel dolnel baseld oln thel relliability telst tablel that has beleln giveln: 

 Thel relliability telst tablel sholws thel relsults olf melasuring thel intelrnal relliability olf thel 
olbselrveld variablels, namelly intelrnal elnvirolnmelntal uncelrtainty and custolmelr lolyalty (Helrath elt 
al., 2019). Intelrnal relliability is a melasurel olf thel elxtelnt tol which thel quelstiolns olr indicatolrs 
useld arel colnsistelnt and relliablel in melasuring a variablel (Yullya Ramadolnna, Nasfi, 2019). 

 Thel relliability telst relsults sholw that bolth variablels, namelly intelrnal elnvirolnmelntal 
uncelrtainty and custolmelr lolyalty, havel a fairly high Crolnbach Alpha valuel. Thel intelrnal 
elnvirolnmelntal uncelrtainty variablel has an Alpha Crolnbach valuel olf 0.85, whilel thel custolmelr 
lolyalty variablel has an Alpha Crolnbach valuel olf 0.78. Crolnbach's Alpha valuels that arel abolvel 
thel gelnelrally accelpteld threlsholld (at lelast 0.70) indicatel that thel instrumelnts olr quelstiolns useld 
in this study havel golold relliability. 

 Golold relliability indicatels that thel quelstiolns olr indicatolrs useld colnsistelntly melasurel thel 
variablels undelr study. In olthelr wolrds, if thel samel instrumelnt olr quelstiolns arel giveln tol diffelrelnt 
subjelcts at diffelrelnt timels, thel relsults will bel rellativelly colnsistelnt. 

 In thel colntelxt olf this study, golold relliability in melasuring intelrnal elnvirolnmelntal 
uncelrtainty variablels indicatels that thel quelstiolns useld arel ablel tol colnsistelntly elvaluatel thel 
elxtelnt tol which intelrnal elnvirolnmelntal uncelrtainty is pelrceliveld by relspolndelnts. Melanwhilel, 
golold relliability in melasuring custolmelr lolyalty variablels indicatels that thel quelstiolns useld can 
colnsistelntly melasurel thel lelvell olf custolmelr lolyalty accuratelly. Baseld oln thel data analysis 
colnducteld, thel folllolwing relsults welrel olbtaineld: 

Thelrel is a nelgativel rellatiolnship beltweleln intelrnal elnvirolnmelntal uncelrtainty and thel lelvell olf 
custolmelr lolyalty in banking. Thel highelr thel lelvell olf intelrnal elnvirolnmelntal uncelrtainty 
elxpelrielnceld by custolmelrs, thel lolwelr thelir lelvell olf lolyalty tol thel bank (Simanjuntak elt al., 
2020). This sholws that changels in thel bank's intelrnal elnvirolnmelnt havel a nelgativel impact oln 
custolmelr pelrcelptiolns and may affelct thelir delcisioln tol relmain lolyal tol thel bank (Hayati elt al., 
2020). 
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1. Thel molst significant intelrnal elnvirolnmelntal uncelrtainty in influelncing custolmelr lolyalty is 
changels in intelrnal polliciels (Naveleld elt al., 2019). Changels in bank polliciels, such as 
changels in intelrelst ratels, lolan telrms, olr selrvicel felels, can crelatel uncelrtainty pelrceliveld by 
custolmelrs and poltelntially relducel thelir lolyalty tol thel bank (Dam & Dam, 2021). 

2. Intelrnal elnvirolnmelntal uncelrtainty rellateld tol olrganizatiolnal structurel alsol has a nelgativel 
influelncel oln custolmelr lolyalty (Diputra & Yasa, 2021). Changels in thel bank's 
olrganizatiolnal structurel, such as managelmelnt changels olr delpartmelntal relstructuring, can 
affelct custolmelrs' pelrcelptiolns olf stability and colnsistelncy in bank selrvicels, which in turn 
affelcts thelir lelvell olf lolyalty (Tran & Vu, 2019). 

3. Intelrnal elnvirolnmelntal uncelrtainty rellateld tol selrvicel quality alsol has a nelgativel influelncel 
oln custolmelr lolyalty (Aldaihani & Ali, 2019). If custolmelrs felell uncelrtainty rellateld tol 
changels in thel quality olf selrvicel thely relcelivel frolm thel bank, thely may dolubt thel bank's 
ability tol melelt thelir nelelds colnsistelntly, and this can relducel thelir lelvell olf lolyalty (Olthman 
elt al., 2019). 

 Thel relsults olf this study indicatel that intelrnal elnvirolnmelntal uncelrtainty has a nelgativel 
impact oln custolmelr lolyalty in thel banking selctolr. Banks neleld tol pay attelntioln tol changels in 
thelir intelrnal elnvirolnmelnt and takel approlpriatel actiolns tol managel thel uncelrtainty. By 
strelngthelning stability, colnsistelncy, and selrvicel quality, banks can increlasel custolmelr lolyalty 
lelvells and maintain a colmpeltitivel advantagel in thel banking markelt. 

Conclusion 

In this study, thel elffelct olf intelrnal elnvirolnmelntal uncelrtainty oln lolyalty in banking has beleln 
analyzeld. Thel findings sholw that intelrnal elnvirolnmelntal uncelrtainty can affelct thel lelvell olf 
custolmelr lolyalty in thel banking selctolr. This elmphasizels thel impolrtancel olf uncelrtainty 
managelmelnt and intelrnal stability in an elffolrt tol maintain lolyal custolmelrs. 

In thel colntelxt olf an elvelr-changing and colmpeltitivel banking industry, this relselarch prolvidels 
valuablel insights folr banks in delsigning elffelctivel stratelgiels. Managelmelnt olf intelrnal 
elnvirolnmelntal uncelrtainty is a critical factolr in maintaining custolmelr trust and colmmitmelnt. 
In thel facel olf changels and challelngels, banks neleld tol elnsurel elffelctivel colmmunicatioln tol 
custolmelrs and minimizel any nelgativel impacts that may arisel. 

Holwelvelr, this study has celrtain limitatiolns and still relquirels furthelr relselarch. Olthelr variablels, 
such as selrvicel quality, custolmelr satisfactioln, and psychollolgical factolrs, alsol neleld tol bel 
colnsidelreld tol gain a molrel colmprelhelnsivel undelrstanding olf custolmelr lolyalty in thel banking 
selctolr. 

It is holpeld that this relselarch can bel an impolrtant colntributioln tol olur undelrstanding olf thel factolrs 
that influelncel custolmelr lolyalty in banking. Thel practical implicatioln is that banks can utilizel 
thelsel findings tol delvellolp belttelr stratelgiels tol reltain lolyal custolmelrs and strelngtheln thelir polsitioln 
in thel industry colmpeltitioln. 

In colnclusioln, managing intelrnal elnvirolnmelntal uncelrtainty has a significant impact oln thel 
lelvell olf custolmelr lolyalty in banking. By undelrstanding this rellatiolnship, banks can takel 
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approlpriatel melasurels tol maintain custolmelr trust and colmmitmelnt, and improlvel thel quality olf 
selrvicels olffelreld. Thus, banks can reltain lolyal custolmelrs and achielvel a colmpeltitivel advantagel 
in thel dynamic banking industry. 
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