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ABSTRAK

Dwy Puspitasari, Program Studi Magister Managemen, Fakultas
Ekonomi, Universitas Muria Kudus, 2015. Anteseden Loyalitas Nasabah Bank di
Kota Kudus. Ketua Pembimbing: Mokhamad Arwani, Anggota Pembimbing:
Taufik

Tujuan penelitian ini adalah untuk menganalisis pengaruh kualitas
layanan, komplain nasabah dan respon perubahan biaya terhadap kepuasan
nasabah dan loyalitas nasabah. Jumlah responden pada penelitian ini adalah
161 responden. Cara menentukan responden dengan accidental sampling.

Data dianalisis menggunakan Structural Equation Modeling (SEM). Hasil
penelitian menunjukkan bahwa respon perubahan biaya berpengaruh positif dan
signifikan terhadap kepuasan nasabah. Sedangkan kualitas layanan dan
kepuasan nasabah berpengaruh positif dan signifikan terhadap loyalitas
nasabah.

Kata kunci : kualitas layanan, komplain, respon perubahan biaya, kepuasan
nasabah, loyalitas nasabah
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ABSTRACT

Dwy Puspitasari, Master of Management, Faculty of Economics,
University of Muria Kudus, 2015. Antecedents of Bank Customer’s Loyalty in the
Kudus. Chairman Supervisor: Mokhamad Arwani, Member Supervisor: Taufik

The purpose of this study was to analyze the effect of service quality,
customer complaints and switching costs on customer satisfaction and customer
loyalty. The number of respondents in this study was 161 respondents. How to
determine the respondents with accidental sampling.

Data were analyzed using Structural Equation Modeling (SEM). The
results showed that the switching costs has positive and significant influence on
customer satisfaction. While service quality and customer satisfaction has
positive and significant influence on customer loyalty.

Keywords: service quality, complaints, switching costs, customer satisfaction,
customer loyalty
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