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Abstract 

This study aims to determine the effect of credit granting procedures and service quality on the debtor's decision 

to take credit. This research is a descriptive quantitative study with data sources derived from questionnaires 

and then processed using SPSS version 23. The number of respondents sampled in this study was 80 debtors 

registered in the Anugrah Mega Mandiri Cooperative Mekarsari Branch. The sampling technique is to use the 

Purposive Sampling method which is a sampling determination technique with certain considerations or criteria 

that are used as the basis for sample selection. The data analysis method uses multiple regression analysis 

methods to analyze the relationship between independent variables, namely the Credit Granting Procedure( and 

Service Quality( to the dependent variable, namely the Decision to Take Credit (Y). The results showed that 

partially and simultaneously Credit Provision Procedures and Service Quality significantly and positively 

influence Credit Decision Making. 
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INTRODUCTION 

 Economic development efforts require the role of a financial institution to finance development 

because development requires the availability of funds. That is why the existence of financial 

institutions in financing and development is very necessary. This is because financial institutions are 

indeed their line of business to provide financing facilities for micro-enterprises, prospective 

entrepreneurs who require capital, or the general public for other personal reasons and there are almost 

no fields that do not require funds. Funds are the main problem that always exists in every business. 

An example of one of the Savings and Loans Cooperatives (Credit) in Bekasi Jaya District is the 

Anugrah Mega Mandiri Cooperative (KAMM) Mekarsari Branch which also has the same main goal in 

its business, namely to support the economy of the general public and small entrepreneurs. The main 

activity of the Anugrah Mega Mandiri Cooperative Mekarsari Branch is to allocate funds in the form 

of loans or better known as credit. The granting of credit by KAMM Mekarsari Branch provides the 

possibility for a business to develop its activities or to the general public, both those who want to open 

new business fields and to fulfill their needs. 

Based on data from the number of debtors in KAMM Cab. Mekarsari was quite good at the 

beginning of the year, then decreased quite a lot in June, but the number was gradually able to rise again 

even though it was still experiencing a decline at the end of 2019. When viewed from the side of debtors 

who took credit at KAMM Cab. Mekarsari, of course, there are many things that they take into 

consideration so they decide to take credit. 
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Credit decisions made by customers are driven by several influencing factors, namely internal 

factors, and external factors. The discussion in this study is on external factors, namely factors that 

come from the company such as service quality and credit procedures. 

 

METHOD 

Researchers in this study used a causal research design (Causal Comparative Research) which is 

also known as causal research, which is one of the ideas of scientific thinking to develop a research 

methodology (Siyoto & Sodik, 2015). Meanwhile, the research method used in this research is 

quantitative research. Siyoto & Sodik (2015) argue that in quantitative methods, the problems studied 

are more general, have a wide area and complex level of variation. This study emphasizes the analysis 

of numerical data (numbers) which are processed by statistical methods. 

 

RESULTS AND DISCUSSION 

Descriptive statistical analysis results are described in terms of frequency, percentage, and mean 

(average value) of each item and indicators and variables. Where this description can provide an 

overview of how big the perception of respondents is in providing an assessment of the three variables 

of this study. The variables in this study include the variables of Credit Provisioning Procedure (X1), 

Service Quality (X2), and Credit Decision Making (Y). The results of the analysis test are presented in 

the form of a table as follows: 

 

Figure 1. Descriptive Statistical Analysis Results 

 

Figure 2. Linearity Test Results (X1 Against Y) 
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Figure 3. Linearity Test Results (X2 Against Y) 

Based on the results of the linearity test in the table, it can be seen that the two independent 

variables above have a significance value of Deviation from Linearity greater than 0.05 so that this 

shows the research variables have a linear relationship. 

 

Figure 4. Multiple Linear Regression Analysis Test Results 

Based on table 4.23 above, the following regression equation is obtained  

Y = 7.819 + 0.332 + 0.531 + e 

which means that: 

1. Constant = 7,819 

If the variables of Credit Provisioning Procedures and Service Quality are assumed not to exist, 

then the Credit Decision Making has a value of 7.819. 

2. Coefficient of Credit Granting Procedures (X1) 

The coefficient value of the Lending Procedure is 0.332. This means that if every time there is 

an increase in the value of the Credit Provision Procedure, it will also be followed by an increase 

in the value of the Credit Making Decision by 0.332. 

3. Service Quality Coefficient (X2) 

The service quality coefficient value is 0.531. This means that if every time there is an increase 

in the value of Service Quality, it will also be followed by an increase in the value of Credit 

Decision Making by 0.531. 
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Figure 5. Simultaneous Parameter Test Results (Test F) 

From table 4.24 above, it can be seen that the significance value is 0.000, which is less than 0.05, 

which means Ho is rejected and Ha is accepted. If based on the value of F, it is known that the calculated 

F is 87.782, while the F table is determined by the formula (k ; n – k), where k (independent variable) 

= 2, then n (number of samples) = 80, then the results are (2 ; 78). Based on these data, it is known that 

the F table is 3.11. Because 87.782 > 3.11, it can be ascertained that Ho is rejected and Ha is accepted, 

which means that in this study the variables of credit granting procedures and service quality jointly 

affect credit decisions at the Anugrah Mega Mandiri Cooperative, Mekarsari Branch. 

 

Figure 6. Individual Parameter Test Results (t Test) 

From table 4.25 above, it can be seen that for the Credit Provisioning Procedure variable () the t-

count value is 2.981, and the t-table is taken by the formula (α/2 ; n – k – 1 or deresidual), where = 0.05 

, then n (number of samples) = 80 and k (independent variable) = 2, then the result is (0.025 ; 77). Based 

on these data, it is known that the t table is 1.99125, which means t -count is 2.981 > t table is 1.99125, 

with a significant value of 0.004 < 0.05. It is concluded that Ho is rejected and Ha is accepted, which 

means partially the Credit Provision Procedure (significant and positive effect on Credit Decision 

Making (Y). 

Then for the Service Quality variable (it is obtained t count of 5.676 < 1.99125 (t table), with a 

significant value of 0.000 <0.05. It is concluded that Ho is rejected and Ha is accepted, which means 

partially Service Quality (significant and positive effect on Credit Decision (Y). 
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Figure 7. Test Results Coefficient of Determination ()𝐑𝟐 

Based on table 4.26 above, the R Square value is 0.695 or 69.5%. This means that 69.5% of the 

variables of Credit Making Decisions at the Anugrah Mega Mandiri Cooperative Mekarsari Branch 

can be explained by variations of the two independent variables, namely Credit Provision Procedures 

and Service Quality. While the remaining 30.5% (100% - 69.5%) is explained by other reasons that 

are outside the variables in this study. 

 

CONCLUSION 

 Based on the results of the analysis and discussion of the effect of Credit Procedures and Service 

Quality on Debtor Decisions in Making Credit at the Anugrah Mega Mandiri Cooperative, Mekarsari 

Branch, the following conclusions can be drawn: 

1. Credit Provision Procedures have a positive and significant impact on the Debtor's Decision in 

Making Credit. This is evidenced by the t-test where the t-count value is 2.981 > t table 1.99125 

and the significant value is 0.004 <0.05, it is concluded that Ho is rejected and Ha is accepted, 

which means partially the Credit Provisioning Procedure (positive and significant effect on Credit 

Decision Decision (Y) Based on the results of 80 questionnaires distributed and returned, there 

is a maximum number of answers that can be generated as many as 40, while the results of the 

answers from the credit-granting procedure questionnaire that achieves results of > 29 there are 

about 60 questionnaires (75%) , it can be concluded that the level of the Lending Procedure 

variable in this study is high. 

2. Service Quality has a positive and significant effect on Debtor Decisions in Making Credit. This 

is evidenced by the t-test where the t-count value is 5.676 > t-table 1.99125 and the significant 

value is 0.000 <0.05, it is concluded that Ho is rejected and Ha is accepted, which means partially 

Service Quality (positive and significant effect on the decision). Credit Retrieval (Y). Based on 

the results of 80 questionnaires distributed and returned, there is a maximum number of answers 

that can be generated as many as 50, while the results of the answers from the credit-granting 

procedure questionnaire that achieves results of > 37 there are about 58 questionnaires (72%), it 

can be concluded that the level of the Service Quality variable in this study is high. 

3. Simultaneously based on the results of the F test, it is known that the calculated F value > F table 

is 87.782 > 3.11, it can be ascertained that Ho is rejected and Ha is accepted, which means that 

in this study the variables of Credit Provisioning Procedure and Service Quality jointly affect the 
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decision. The debtor in Taking Credit at Anugrah Mega Mandiri Cooperative Mekarsari Branch. 

This can also be seen from the results of multiple regression testing where the significance value 

is 0.000, which is less than 0.05. 
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