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ABSTRAKSI 

PENGARUH CORPORATE IMAGE, KEPERCAYAAN PELANGGAN, 

KUALITAS PELAYANAN, SWITCHING COST DAN RELATIONSHIP 

MARKETING TERHADAP LOYALITAS PELANGGAN PADA NASABAH 

PT BPR BANK DAERAH KUDUS 

 

FIFIN AMALIA  

NIM 201711224 

Dosen Pembimbing: 1. Dr. Supriyono, S.E., M.M 

 2. Hutomo Rusdianto,. S.E., MBA., AWM., QWM., CBV 

 

“UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN” 

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh dari 

corporate image, kepercayaan pelanggan, kualitas pelayanan, switching cost dan 

relationship marketing terhadap loyalitas pelanggan pada nasabah PT BPR Bank 

Daerah Kudus. Variabel yang digunakan terdiri dari variabel bebas yakni 

corporate image (X1), kepercayaan pelanggan (X2), kualitas pelayanan (X3), 

switching cost (X4) dan relationship marketing (X5) serta variabel terikat yakni 

loyalitas pelanggan (Y). Populasi dalam penelitian ini adalah seluruh pelanggan 

PT BPR Bank Daerah Kudus sebanyak 6.621 nasabah. Sampel yang digunakan 

sebanyak 100 responden yang telah dipilih dengan menggunakan rumus slovin. 

Analisis data menggunakan analisis regresi linier berganda. Dari hasil penelitian 

yang telah dilakukan didapatkan hasil corporate image, kepercayaan pelanggan, 

kualitas pelayanan, switching cost dan relationship marketing berpengaruh positif 

dan signifikan terhadap loyalitas pelanggan nasabah PT BPR Bank Daerah Kudus. 

Kata Kunci : corporate image, kepercayaan pelanggan, kualitas pelayanan, 

switching cost, relationship marketing dan loyalitas pelanggan. 
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ABSTRACT 

THE EFFECT OF CORPORATE IMAGE, CUSTOMER TRUST, SERVICE 

QUALITY, SWITCHING COST AND RELATIONSHIP MARKETING ON 

CUSTOMER LOYALTY AT PT BPR BANK DAERAH KUDUS 

FIFIN AMALIA  

NIM 201711224 

Dosen Pembimbing: 1. Dr. Supriyono, S.E, M.M 

 2. Hutomo Rusdianto,. S.E., MBA., AWM., QWM., CBV 

 

“UNIVERSITAS MURIA KUDUS 

FACULTY OF ECONOMICS AND BUSINESS STUDY PROGRAM OF 

MANAGEMENT 

The purpose of this study was to determine the effect of corporate image, 

customer trust, service quality, switching costs and relationship marketing on 

customer loyalty to customers of PT BPR Bank Daerah Kudus. The variables used 

consist of independent variables namely corporate image (X1), customer trust 

(X2), service quality (X3), switching costs (X4) and relationship marketing (X5) 

and the dependent variable namely customer loyalty (Y). The population in this 

study were all customers of PT BPR Bank Daerah Kudus as many as 6,621 

customers. The sample used was 100 respondents who had been selected using the 

slovin formula. Data analysis using multiple linear regression analysis. From the 

results of the research that has been done, the results of corporate image, 

customer trust, service quality, switching costs and relationship marketing have a 

positive and significant effect on customer loyalty of PT BPR Bank Daerah Kudus 

customers. 

Keywords: corporate image, customer trust, service quality, switching costs, 

relationship marketing and customer loyalty. 
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