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ABSTRAK 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh kepuasan nasabah 

sebagai variabel intervening antara hubungan layanan mobile banking terhadap 

loyalitas nasabah selama pandemi COVID – 19 pada bank CIMB NIAGA Kota 

Surabaya. Penelitian ini menggunakan metode kuantitatif dengan model analisis 

jalur serta bantuan aplikasi IBM SPSS V.20. Hasil penelitian yaitu layanan mobile 

banking berpengaruh signifikan terhadap loyalitas nasabah, layanan mobile 

banking berpengaruh signifikan terhadap kepuasan nasabah, kepuasan nasabah 

berpengaruh signifikan terhadap loyalitas nasabah dan variabel kepuasan nasabah 

sebagai variabel intervening berpengaruh antara hubungan variabel layanan mobile 

banking terhadap variabel loyalitas nasabah. 

 

Kata Kunci : Layanan mobile banking, Kepuasan Nasabah dan Loyalitas Nasabah 
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ABSTRACT 

The purpose of this study was to determine the effect of customer satisfaction as an 

intervening variable between the relationship between mobile banking services and 

customer loyalty during the COVID-19 pandemic at the CIMB NIAGA bank in 

Surabaya. This study uses a quantitative method with a path analysis model and the 

help of the IBM SPSS V.20 application. The results of the study are that mobile 

banking services have a significant effect on customer loyalty, mobile banking 

services have a significant effect on customer satisfaction, customer satisfaction 

has a significant effect on customer loyalty and customer satisfaction variables as 

an intervening variable have an effect on the relationship between mobile banking 

service variables and customer loyalty variables. 
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