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ABSTRAKSI 

 

Tujuan penelitian ini adalah menganalisis Pengaruh Customer Experience  dan Persepsi 

Kualitas Terhadap Loyalitas Nasabah dengan Variabel Kepuasan Sebagai Variabel 

Intervening (Studi Pada Nasabah Bank BRI di Kecamatan Grobogan). Pengumpulan data 

menggunakan kuesioner. Sumber data berupa data primer dan sekunder. Pengolahan data 

menggunakan komputer programAMOS menguji uji instrument data, pengaruh 

intervening, uji hipotesis, Hasil penelitian  menunjukkkan bahwa secara langsung (direct 

effect) ada pengaruh positif signifikan  customer experience dan persepsi kualitas 

terhadap kepuasan dan  loyalitas nasabah. Nilai pengaruh tidak langsung (indirect effect) 

lebih tinggi dibandingkan pengaruh langsung, maka dapat dinyatakan bahwa kepuasan 

mampu menjadi variabel intervening (penghubung) antara customer experience dan 

persepsi kualitas terhadap loyalitas nasabah. 

 

Kata kunci : customer experience, persepsi kualitas, kepuasan, loyalitas nasabah. 
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Abstraction 

 

The purpose of this research is to analyze the influence of Customer Experience 

and quality perception against customer loyalty with variable satisfaction as a variable 

Intervening (study at BRI Bank customers in Grobogan). Data collection using 

questionnaires. The data source is primary and secondary data. Processing data using 

computer programAMOS test instrument data test, intervening influence, hypothesis test, 

results showed that directly (direct effect) there is a significant positive influence 

customer experience and quality perception of customer satisfaction and loyalty. Indirect 

effect is higher than direct influence, it can be stated that satisfaction is able to be a 

intervening variable between customer experience and quality perception of customer 

loyalty. 

 

Keywords: Customer experience, perception of quality, satisfaction, customer   loyalty. 
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