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    Pembimbing    1 : Nurul Rizka Arumsari, SE,. MM 

      2 : Rhealin Hening Keratri, SE,. MM 

 

UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN 

ABSTRAKSI 

              Tujuan utama dilaksanakannya penelitian ini adalah untuk Penelitian ini 

bertujuan untuk memahami dan mengkaji pengaruh kualitas pelayanan dan 

relationship marketing terhadap loyalitas nasabah di Bank BKK Cabang Dawe 

dengan mempertimbangkan kepuasan nasabah sebagai variabel intervening. 

Metode yang digunakan adalah melalui penyebaran kuesinoner yang dibagikan 

kepaa 100 nasabah Bank BKK Cabang Dawe. Data yang diperoleh dianalisis 

dengan SEM menggunakan alat analysis AMOS 24. Hasil temuan penelitian ini 

menegaskan beberapa hal berikut: (1) Kualitas pelayanan memiliki pengaruh yang 

signifikan dan positif terhadap kepuasan nasabah, (2) relationship marketing juga 

berpengaruh positif dan sigifikan terhadap kepuasan nasabah, (3) kualitas 

pelayanan berkontribusi positif dan signifikan terhadap loyalitas nasabah, (4) 

relationship marketing juga berpengaruh positif dan signifikan terhadap loyaltas 

nasabah, serta (5) kepuasan nasabah memiliki pengaruh positif dan signifikan 

terhadap loyalitas nasabah. 

Kata Kunci : Kualitas pelayanan, Relationship marketing, Loyalitas nasabah, 

Kepuasan nasabah.  
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THE INFLUENCE OF SERVICE QUALITY AND RELATIONSHIP 

MARKETING ON CUSTOMER LOYALTY WITH CUSTOMER 

SATISFACTION AS AN INTERVENING VARIABLE  

AT BANK BKK DAWE 
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    Advisor 1 : Nurul Rizka Arumsari, SE,. MM 

      2 : Rhealin Hening Keratri, SE,. MM 

 

UNIVERSITY OF MURIA KUDUS FACULTY OF ECONOMICS AND 

BUSINESS MANAGEMENT STUDY PROGRAM 

ABSTRACT 

The main purpose of this study is to understand and examine the effect of service 

quality and marketing on customer loyalty at Bank BKK Dawe Branch by 

considering customer satisfaction as an intervening varable. The method used is 

through the spread of quesinaries distributed to 100 customers of Bank BKK Dawe 

Branch. The data obtained were analyzed with SEM using the AMOS 24 analysis 

tool. The findings of this study confirm the following: (1) Quality of service has a 

significant and positive effect on customer satisfaction, (2) relationship marketing 

also has a positive and positive effect on customer satisfaction, (3) quality of service 

contributes positively and significantly to customer loyalty, (4) relationshipsship 

marketing also had a positive and significant effect on customer loyalty, and (5) 

customer satisfaction had a positive and significant effect on customer loyalty.           

Keywords: Servicetu quality, Relationship marketing, Customer loyalty, 

Customer satisfaction.  
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