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ABSTRAK 

Analisis Pengaruh Service Quality dan Brand Image Terhadap 

Customer Loyatly Melalui Customer Satisfaction 

 pada Bank BCA di Surabaya 

 

Tujuan penelitian ini adalah untuk mengetahui apakah terdapat 

hubungan antara service quality dan brand image terhadap customer loyalty 

melalui customer satisfaction pada bank BCA di Surabaya. Data diperoleh 

dari 150 responden, Teknik analisis yang digunakan pada penelitian ini 
adalah Structrural Equation Model (SEM). 

Hasil penelitian menunjukan bahwa semua variabel eksogen 

berpengaruh terhadap variabel endogen (customer satisfaction dan customer 

loyalty). Dari hasil penelitian diharapkan: (1)Pihak Bank BCA di Surabaya 

diharapkan lebih meningkatkan service quality agar para nasabah dapat 

merasa lebih nyaman dan aman dalam melakukan kegiatan perbankan di 

Bank BCA Surabaya. (2)PihakBank BCA di Surabaya harus lebih gencar 

mengadakan/mensosialisasikan produk-produk perbankan yang berbeda 

daripada bank lainnya pesaing.(3) Bank BCA di Surabaya diharapkan 

menyesuaikan perbandingan biaya dengan manfaat serta service quality  

yang didapatkan oleh nasabah Bank BCA di Surabaya. 

Kata Kunci: Service quality, brand image, customer satisfaction, 

customer loyalty. 
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ABSTRACT 

Influence of Customer Loyalty on Service Quality and Brand Image 

toward Customer Satisfaction in Bank BCA Surabaya  

 

The purpose of this research is to understanding of a mediating effect 

of customer satisfaction on service quality satisfaction and brand image to 

customer loyalty on Bank BCA in Surabaya. Data collected from 150 

questionnaires. This research use Structural Equation Model (SEM). 

The result of this research showed that all exogenous variables are 
positively impact on the endogenous variables. The findings suggests that 

(1) BCA must improve their service quality so their customers can feel more 

comfort and safety.(2) BCA should more aggressively create / socialize the 

new banking products that are different than other bank competitors.(3) 

BCA must be can to adjust the ratio of costs to benefits and service quality 

that customers can obtained. 

Keyword: Service quality, brand image, customer satisfaction, customer 

loyalty. 

 

 


