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ABSTRAK

Tujuan penelitian ini adalah untuk menganalisis pengaruh kualitas layanan,
kepercayaan, dan nilai nasabah terhadap loyalitas nasabah. Populasi dalam
penelitian adalah nasabah PT. Bank Rakyat Indonesia (Persero), Tbk Kantor
Cabang Bumiayu. Model pengambilan sampel dalam penelitian ini menggunakan
teknik purposive sampling dengan jumlah sampel 100 responden. Teknik analisis
data yang digunakan dalam penelitian ini yaitu analisis regresi linier berganda.
Hasil analisis data menunjukkan bahwa kualitas layanan secara parsial
berpengaruh positif signifikan terhadap loyalitas nasabah. Kepercayaan secara
parsial berpengaruh positif signifikan terhadap loyalitas nasabah. Nilai nasabah
secara parsial berpengaruh positif signifikan terhadap loyalitas nasabah. Tidak

terdapat perbedaan loyalitas antara nasabah laki-laki dan perempuan.

Kata Kunci: Kualitas Layanan, Kepercayaan dan Nilai Nasabah Terhadap
Loyalitas Nasabah
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THE INFLUENCE OF SERVICE QUALITY, TRUST AND CUSTOMER'’S
VALUE TO CUSTOMER LOYALTY
(STUDY ON CUSTOMER OF PT. BANK RAKYAT INDONESIA BUMIAYU
BRANCH OFFICE)
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ABSTRACT

The purpose of this study is to analyze the effect of service quality, trust,
and customer value on customer loyalty. The population in the study were
customers of PT. Bank Rakyat Indonesia (Persero), Thk Bumiayu Branch Office.
The sampling model in this study used a purposive sampling technique with a
sample size of 100 respondents. The data analysis technigue used in this study is
the multiple linear regression analysis. The results of data analysis show that
service quality partially has a significant positive effect on customer loyalty. Trust
partially has a significant positive on customer loyalty. Customer value partially
has a significant positive effect on customer loyalty. There is no difference in
toyalty between male and female clienty.

Keywords: Service Quality, Trust and Value of Customers Aguainst Customer
Loyalty
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