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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh Kualitas
Pelayanan, Relationship Marketing, Kualitas Produk, dan Kepercayaan Nasabah
terhadap Loyalitas Nasabah dengan Kepuasan Nasabah sebagai Variabel Intervening
studi kasus pada nasabah Bnak BCA KCP Surabaya. Jenis penelitian yang digunakan
dalam penelitian ini adalah asosiatif kausal dengan teknik kuantitatif. Metode
pengujian data yang digunakan adalah deskriptif kuantitatif. Sampel yang dilakukan
dalam penelitian ini adalah nasabah Bank BCA KCP Surabaya sejumlah 100 orang.
Metode analisis data yang digunakan adalah analisis jalur (analysis path). Hasil
analisis menunjukkan bahwa kualitas pelayanan, relationship marketing, kualitas
produk berpengaruh namun tidak signifikan terhadap kepuasan sedangakan
kepercayaan berpengaruh sinifikan. Relationship marketing, kepercayaan, dan
kepuasan berpengaruh signifikan terhadap loyalitas nasabah sedangkan kualitas
pelayanan dan kualitas produk tidak berpengaruh. Kualitas pelayanan dan kualitas
produk berpengaruh secara tidak langsung terhadap loyalitas nasabah melalui
kepausan, sedangkan relationship marketing berpengaruh secara langsung terhadap
loyalitas. Hasil koefisien determinasi sebesar 61,1% bahwa variabel kualitas
pelayanan, relationship marketing, kualitas produk, dan kepercayaan nasabah dapat
menjelaskan variabel kepuasan pelanggan sedangkan koefisien determinasi 66,1%
bahwa variabel kualitas pelayanan, relationship marketing, kualitas produk,
kepercayaan nasabah, dan kepuasan nasabah dapat menjelasakan loyalitas nasabah.

Kata Kunci: Kualitas Pelayanan, Relationship Marketing, Kualitas Produk,
Kepercayaan, Loyalitas, Kepuasan
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ABSTRACT

This study aims to determine and analyze the effect of Service Quality,
Relationship Marketing, Product Quality, and Customer Trust on Customer Loyalty
with Customer Satisfaction as an Intervening Variable in a case study of Bnak BCA
KCP Surabaya customers. The type of research used in this study is causal associative
with quantitative techniques. The data testing method used is descriptive quantitative.
The sample in this research is 100 customers of Bank BCA KCP Surabaya. The data
analysis method used is path analysis. The results of the analysis show that service
quality, relationship marketing, product quality have an insignificant but not
significant effect on satisfaction, while trust has a significant effect. Relationship
marketing, trust, and satisfaction have a significant effect on customer loyalty, while
service quality and product quality have no effect. Service quality and product quality
have an indirect effect on customer loyalty through the papacy, while relationship
marketing has a direct effect on loyalty. The results of the coefficient of determination
of 61.1% that the variables of service quality, relationship marketing, product quality,
and customer trust can explain the variable customer satisfaction while the coefficient
of determination is 66. 1% that the variables of service quality, relationship marketing,
product quality, customer trust, and satisfaction customers can explain customer

loyalty.

Keywords: Service Quality, Relationship Marketing, Product Quality, Trust, Loyalty,
Satisfaction
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