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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh komitmen,
nilai nasabah, kepuasan nasabah, kualitas pelayanan terhadap loyalitas
nasabah. Metode penelitian ini menggunakan metode kuantitatif. Teknik
pengumpulan data yang digunakan adalah dengan membagikan kuersioner
kepada 115 responden yang telah melakukan kredit selama 2 tahun. Data
yang diperoleh dianalisis menggunakan alat analisis AMOS 26. Hasil
penelitian ini menunjukan bahwa secara parsial komitmen, kepuasan
nasabah berpengaruh positif dan signifikan terhadap loyalitas nasabah,
tetapi nilai nasabah dan kualitas pelayanan berpengaruh positif tidak
signifikan terhadap loyalitas nasabah. sedangkan secara simultan
komitmen, nilai nasabah, kepuasan nasabah, kualitas pelayanan
berpengaruh terhadap loyalitas nasabah.

Kata kunci : Komitmen, Nilai Nasabah, Kepuasan Nasabah, Kualitas

Pelayanan, Loyalitas Nasabah.



THE EFFECT OF COMMITMENT, CUSTOMER VALUE,
CUSTOMER SATISFACTION, SERVICE QUALITY ON
CUSTOMER LOYALTY AT PT. BPR BKK (Perseroda) CABANG
KOTA KUDUS.
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ABSTRACT

This study aims to analyze the effect of commitment, customer value,
customer satisfaction, service quality on customer loyalty at PT. BPR BKK
(Perseroda) Kudus City Branch. This research method uses quantitative methods.
The data collection technique used was to distribute questionnaires to 115
respondents who had been doing credit for 2 years. The data obtaines were
analyzed with SEM using the AMOS 26 analysis tool. The results of this study
indicate that partially commitment, customer satisfaction has a positive and
significant effect on customer loyalty, but customer value and service quality have
an insignificant positive effect on customer loyalty. while simultaneously
commitment, customer value, customer satisfaction, service quality affect customer
loyalty.

keywords: commitment, customer value, customer satisfaction, service

quality, customer loyalty
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