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ABSTRAK

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh citra perusahaan dan
kualitas pelayanan terhadap loyalitas nasabah dengan kepuasan nasabah sebagai
variabel intervening pada nasabah Bank BCA di wilayah Surabaya Barat.
Penelitian ini dilakukan pada Bank BCA yang ada di wilayah Surabaya Barat
dengan jumlah sampel ditetapkan sebanyak 212 responden, dengan menggunakan
metode probability sampling yaitu simple random sampling dan pengumpulan
data dilakukan melalui penyebaran kuesioner secara langsung pada 8 kantor
cabang Bank BCA yang ada di Surabaya Barat. Teknik analisis data yang
digunakan adalah teknik analisis metode SEM-PLS dan berdasarkan hasil analisis
ditemukan bahwa citra perusahaan berpengaruh signifikan terhadap kepuasan
nasabah Bank BCA di wilayah Surabaya Barat. Kualitas pelayanan berpengaruh
signifikan terhadap kepuasan nasabah Bank BCA di wilayah Surabaya Barat.
kepuasan nasabah berpengaruh signifikan terhadap loyalitas nasabah Bank BCA
di wilayah Surabaya Barat. kemudian citra perusahaan tidak berpengaruh
signifikan terhadap loyalitas nasabah Bank BCA di wilayah Surabaya Barat.
Kualitas pelayanan berpengaruh signifikan terhadap loyalitas nasabah Bank BCA
di wilayah Surabaya Barat. Citra perusahaan terhadap loyalitas nasabah dengan
kepuasan nasabah sebagai variabel intervening berpengaruh signifikan. Dan
kualitas pelayanan terhadap loyalitas nasabah dengan kepuasan nasabah sebagai
variabel intervening berpengaruh signifikan.

Kata Kunci: Citra Perusahaan, Kualitas Pelayanan, Kepuasan Nasabah, Loyalitas
Nasabah
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ABSTRACT

The purpose of this study was to determine the effect of corporate image and
service quality on customer loyalty with customer satisfaction as an intervening
variable (study at BCA Bank customer in the West Surabaya area). This research
was conducted at BCA Bank in the West Surabaya area with a sample size of 212
respondents, using the probability sampling method, namely simple random
sampling and data collection was carried out by disturbuting questionnaires
directly to 8 brach offices of Bank BCA in the West Surabaya. The data analysis
technique used is the SEM-PLS method analysis technique and based on the
results of the analysis it is found that corporate image has a significant effect on
customer satisfaction at BCA Bank in the West Surabaya area. Service quality has
a significant effect on BCA Bank customer satisfaction in the West Surabaya area.
Customer satisfaction has a significant effect on customer loyalty at BCA Bank in
the West Surabaya area. then corporate image has no significant effect on
customer loyalty of BCA Bank in the West Surabaya area. Service quality has a
significant effect on customer loyalty at BCA Bank in the West Surabaya area.
Corporate image on customer loyalty with customer satisfaction as an intervening
variable has a significant effect. And service quality on customer loyalty with
customer satisfaction as an intervening variable has a significant effect.

Keywords: Corporate Image, Service Quality, Customer Satisfaction, Customer
Loyalty
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