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ABSTRAK 

 

Permasalahan saat ini persaingan antar bank dalam merebut nasabah semakin 

ketat. Penelitian ini memiliki tujuan Pengaruh Kualitas Layanan, Kepercayaan, dan 

Citra Bank Terhadap Loyalitas Nasabah dengan Kepuasan Nasabah Sebagai Mediasi 

(Studi Kasus Pada Nasabah Bank Jateng Cabang Pembantu Pasar Kliwon Kudus). Jenis 

dan sumber data penelitian menggunakan data primer berupa kuesioner. Sampel 

penelitian sebanyak 130 responden. Metode pengumpulan data menggunakan 

kuesuoner dan dokumentasi. Pengolahan data menggunakan scoring, editing dan 

tabulasi. Uji instrument data meliputi validitas dan reliabilitas. Analisis data 

menggunakan SEM AMOS. HAsil kesimpulan menyatakan bahwa secara langsung 

(dirrect effect) kualitas layanan, kepercayaan dan citra bank berpengaruh secara positif 

dan signifikan terhadap kepuasan dan loyalitas nasabah. Hasil pengaruh tidak langsung 

menyatakan kepuasan mampu menjadi variabel intervening antara kualitas layanan  

terhadap loyalitas nasabah. Kepuasan mampu menjadi variabel intervening antara 

kepercayaan  terhadap loyalitas nasabah. Kepuasan tidak mampu menjadi variabel 

intervening antara citra bank  terhadap loyalitas nasabah.  

 

 

Kata kunci : Kualitas  layanan, kepercayaan, citra bank, loyalitas nasabah, kepuasan 

nasabah. 
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ABSTRACT 

 

The current problem is that competition between banks in capturing 

customers is getting tougher. This study aims to Influence Service Quality, Trust, and 

Bank Image on Customer Loyalty with Customer Satisfaction as Mediation (Case Study 

on Customers of Bank Jateng, Pasar Kliwon Kudus Sub-Branch). Types and sources 

of research data using primary data in the form of a questionnaire. The research 

sample was 130 respondents. Methods of data collection using questionnaires and 

documentation. Data processing uses scoring, editing and tabulation. Test instrument 

data includes validity and reliability. Data analysis using AMOS SEM. The conclusion 

is that the direct effect of service quality, trust and bank image has a positive and 

significant effect on customer satisfaction and loyalty. The results of the indirect effect 

state that satisfaction can be an intervening variable between service quality and 

customer loyalty. Satisfaction can be an intervening variable between trust and 

customer loyalty. Satisfaction cannot be an intervening variable between bank image 

and customer loyalty. 

 

 

Keywords: Service quality, trust, bank image, customer loyalty, customer satisfaction. 
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