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PENGARUH KUALITAS PELAYANAN, KEPUASAN NASABAH, CITRA
PERUSAHAAN, DAN NILAI NASABAH TERHADAP LOYALITAS
NASABAH (Studi Pada PT. BSI (Persero), Tbhk Kantor Cabang Purwokerto
Sudirman 1)

Ekgita Fatimatu Zahral, Tri Septin Muji Rahayu?
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan,
kepuasan nasabah, citra perusahaan, dan nilai nasabah terhadap loyalitas nasabah.
Populasi dalam penelitian ini adalah nasabah PT. BSI (Persero), Thk Kantor
Cabang Purwokerto Sudirman 1. Model pemilihan sampel dalam penelitian ini
dilakukan dengan purposive sampling dan diperoleh sebanyak 135 responden.
Teknik analisis data yang digunakan dalam penelitian ini yaitu analisis regresi
berganda. Hasil analisis data menunjukkan bahwa kualitas pelayanan, kepuasan
nasabah, citra perusahaan, dan nilai nasabah berpengaruh positif dan signifikan
terhadap loyalitas nasabah.

Kata Kunci: Kualitas Pelayanan, Kepuasan Nasabah, Citra Perusahaan, Nilai
Nasabah, dan Loyalitas Nasabah.
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THE EFFECT OF SERVICE QUALITY, CUSTOMER SATISFACTION,
CORPORATE IMAGE, AND CUSTOMER VALUE ON CUSTOMER
LOYALTY (Study on PT. BSI (Persero), Tbk Purwokerto Sudirman Branch
Office 1)

Ekgita Fatimatu Zahral, Tri Septin Muji Rahayu?
S1 Management Study Program, Faculty of Economics and Business
Muhammadiyah Purwokerto University
Email: Ekgitafatimatuzahra@gmail.coml, triseptinmuiirahayu@ump.ac.id2

ABSTRACT

This study aims to determine the effect of service quality, customer
satisfaction, corporate image, and customer value on customer loyalty. The
population in this study were customers of PT BSI (Persero), Thk Purwokerto
Sudirman Branch Office 1. The sample selection model in this study was carried
out by purposive sampling and obtained 135 respondents. The data analysis
technique used in this study is multiple regression analysis. The results of data
analysis show that service quality, customer satisfaction, company image, and
customer value have a positive and significant effect on customer loyalty.

Keywords: Service Quality, Customer Satisfaction, Corporate Image, Customer
Value, and Customer Loyalty.
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