ABSTRACT

The purpose of this research is to examine and analyze the influence of service
quality which consists of tangible, realibility, responsiveness, assurance, and
empathy toward customer loyalty on the Bank BCA and Bank Mandiri as compared
to. The research used causal explanatory. Customer’s sample used the Maranatha
Christian University with a sample of 150 customers. Collecting data using
questionnaires and analyzed by multiple regression. Based on the results of research
using the F test, at bank BCA, variables Tangible (X1), Realibility (X2),
Responsiveness (X3), Assurance (X4), and Empaty (X5) simultaneous impact
(together) amounted to 74.5% of the Customer Loyalty (Y), while the remaining
25.4% is influenced by other factors that are not observed in this study, while the
results of research using the F test at bank Mandiri, variables Tangible (X1),
Realibility (X2), Responsiveness (X3), Assurance (X4), and Empaty (X5)
simultaneous impact (together) amounted to 63.7% of the Customer Loyalty (Y),
while the remaining 36.3% is influenced by other factors that are not observed in this
study.

Keywords: Service quality, customer loyalty, tangible, realibility, responsiveness,
assurance, empathy.
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ABSTRAK

Tujuan dari penelitian ini adalah untuk menguji dan menganalisis pengaruh kualitas
pelayanan yang terdiri dari tangible, realibility, responsiveness, assurance, dan
empaty terhadap loylitas nasabah pada bank BCA dan dibandingkan dengan bank
Mandiri. Jenis penelitian yang digunakan causal explanatory. Sampel yang
digunakan adalah para Nasabah bank BCA dan bank Mandiri di Universitas Kristen
Maranatha dengan sampel 150 nasabah. Pengumpulan data menggunakan kuesioner
dan dianalisis dengan regresi berganda. Berdasarkan hasil penelitian menggunakan
uji f, pada bank BCA secara simultan terdapat pengaruh antara Tangibles (X3),
Realibility (X;), Responsiveness (Xs), Assurance (X,) dan Empathy (Xs) terhadap
loyalitas nasabah (Y1) sebesar 74,5% sedangkan sisanya 25,5% dijelaskan oleh
faktor-faktor lain yang tidak diteliti, dan dibandingkan dengan hasil penelitian
menggunakan uji f pada bank Mandiri, terdapat pengaruh antara Tangibles (X),
Realibility (X2), Responsiveness (X3), Assurance (X;) dan Empaty (Xs) terhadap
loyalitas nasabah (Y,) sebesar 63,7% sedangkan sisanya 36,3% dijelaskan oleh
faktor-faktor lain yang tidak diteliti.

Kata-kata kunci: Kualitas pelayanan, loyalitas nasabah, tangible, realibility,
responsiveness, assurance, empaty.
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