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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh service performance
dan kepuasan terhadap loyalitas pada nasabah tabungan Bank BCA Cabang
Tandes Surabaya. Variabel bebas yang diteliti yaitu service performance dan
kepuasan, sedangkan variabel terikatnya yaitu loyalitas. Teknik penentuan sampel
yang digunakan yaitu purposive sampling dengan jumlah sampel 92 responden.
Teknik analisis yang digunakan vyaitu Analisis Regresi Linier Berganda.
Berdasarkan uji F diperoleh hasil bahwa service performance dan kepuasan secara
simultan berpengaruh signifikan terhadap loyalitas pada nasabah tabungan Bank
BCA Cabang Tandes Surabaya. Berdasarkan uji t service performance dan
kepuasan secara parsial berpengaruh signifikan terhadap loyalitas pada nasabah
tabungan Bank BCA Cabang Tandes Surabaya.

Kata Kunci : Service Performance, Kepuasan Nasabah, Loyalitas Nasabah
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ABSTRACT

This study aims to determine the effect of service performance and
satisfaction on loyalty to customers of savings Bank BCA Cabang Tandes
Surabaya. Independent variables studied are service performance and
satisfaction, while the dependent variable is loyalty. The technique of determining
the sample used is purposive sampling with the number of samples 92
respondents. The analysis technique used is Multiple Linear Regression Analysis.
Based on F test, it is found that service performance and satisfaction
simultaneously have a significant effect on loyalty to Bank BCA Cabang Tandes
Surabaya. Based on t service performance test and partial satisfaction have a
significant effect on loyalty to customers of Bank BCA Cabang Tandes Surabaya.

Keywords: Service Performance, Customer Satisfaction, Customer Loyalty
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