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ABSTRAKSI 

 Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan, 

customer relationship marketing, dan citra perusahaan terhadap loyalitas nasabah 

dengan kepuasan nasabah sebagai variabel intervening pada BPR BKK Pati. 

Penelitian ini menggunakan metode kuantitatif deskriptif. Populasi dalam 

penelitian ini adalah nasabah BPR BKK Pati sebanyak 150 responden nasabah 

dijadikan sampel dalam penelitian ini dengan menggunakan tehnik purposive 

sampling. Data hasil penyebaran kuisioner yang telah dikumpulkan dianalisis 

menggunakan tehnik analisis data SEM melalui program AMOS. 

 Hasil analisis menunjukan bahwa kualitas layanan berpengaruh positif dan 

signifikan terhadap loyalitas nasabah, customer relationship marketing 

berpengaruh positif dan signifikan terhadap loyalitas nasabah, citra perusahaan 

berpengaruh positif dan tidak signifikan terhadap loyalitas nasabah, kualitas 

layanan berpengaruh positif dan signifikan terhadap kepuasan nasabah, customer 

relationship marketing berpengaruh positif dan signifikan terhadap kepuasan 

nasabah, citra perusahaan berpengaruh positif dan signifikan terhadap kepuasan 

nasabah, dan Kepuasan nasabah berpengaruh positif dan signifikan terhadap 

loyalitas nasabah.  

 

Kata Kunci: kualitas layanan, customer relationship marketing, citra perusahaan, 

loyalitas nasabah, kepuasan nasabah. 
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ABSTRACT 

This study purpose to analyze the effect of service quality, customer 

relationship marketing, and corporate image on customer loyalty with customer 

satisfaction as an intervening variable at BPR BKK Pati. This research uses 

descriptive quantitative method. The population in this study were BPR BKK Pati 

customers as many 150 customer respondents were sampled in this study using 

purposive sampling technique. Data from the distribution of the questionnaires 

that have been collacted were analyzed using SEM data analysis techniques 

through the AMOS program. 

The results of the analysis show that service quality has a positive and 

significant effect on customer loyalty, customer relationship marketing has a 

positive and significant effect on customer loyalty, corporate image has a positive 

and insignificant effect on customer loyalty, service quality has a positive and 

significant on customer satisfaction, customer relationship marketing has a 

positve and significant on customer satisfaction, company image has a positif and 

significant on customer satisfaction,  and customer satisfaction has a positive and 

significant effect on customer loyalty. 

 

Keywords: service quality, customer relationship marketing, and corporate image 

customer loyalty customer satisfaction 
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