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ABSTRAK

Kiki Lestari. 202120151017. Pengaruh Kualitas Layanan, Kualitas Produk, dan
Harga terhadap Loyalitas Nasabah pada Kepuasan Nasabah : Studi pada Layanan
Video Banking PT Bank Central Asia Tbk. Penelitian ini dilatar belakangi bahwa
setiap perbankan memiliki kualitas serta standar layanan yang berbeda.
Persaingan di dunia perbankan semakin pesat mengharuskan perusahaan bekerja
lebih keras untuk memahami kebutuhan dan keinginan nasabah. Bagaimana
perusahaan dapat mempertahankan serta meningkatkan pelayanannya sehingga
nasabah merasa puas dengan apa yang nasabah dapatkan dengan begitu akan
menciptakan loyalitas. Penelitian bertujuan untuk mengetahui apakah kualitas
layanan, kualitas produk, harga dan kepuasan nasabah mempengaruhi loyalitas
nasabah dan apakah kepuasan nasabah dapat ditingkatkan antara kualitas layanan,
kualitas produk, harga hingga loyalitas nasabah di layanan video banking BCA.
Populasi dalam hal ini penelitian adalah semua nasabah yang telah melakukan
transaksi layanan video banking. Sampel dalam penelitian berjumlah 100. Teknik
analisis data dalam penelitian ini menggunakan mentode Structural Equation
Modeling - Partial Least Square (SEM-PLS) dengan bantuan Aplikasi SMART PLS
untuk melakukan analisis data penelitian. Dalam penelitian ini dilakukan pengujian
instrumen dengan melakukan uji validitas, uji reliabilitas, outer model, inner model
dan uji hipotesis. Metode pengumpulan data yang digunakan dalam penelitian ini
adalah kuesioner dan menggunakan skala likert. Hasil pengujian menunjukkan
bahwa kualitas layanan, kualitas produk dan harga berpengaruh positif dan
signifikan terhadap kepuasan nasabah. Kualitas layanan, kualitas produk, harga
dan kepuasan nasabah juga memiliki dampak positif dan signifikan terhadap
loyalitas nasabah. Dengan analisis jalur atau analisis besaran tidak langsung
pengaruhnya lebih besar daripada pengaruh langsung jadi kepuasan nasabah
mampu mengurangi antara dampak kualitas layanan, harga dan kualitas produk
terhadap loyalitas pelanggan..

Kata Kunci : Kualitas Layanan, Kualitas Produk, Harga, Kepuasan
Nasabah, Loyalitas Nasabah
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ABSTRACT

Kiki Lestari. 202120151017. The Effect of Service Quality, Product Quality, and
Price on Customer Loyalty on Customer Satisfaction: Studies on Video Banking
Services of PT Bank Central Asia Tbk. The background of this research is that every
bank has different quality and service standards. Competition in the banking world
is increasing rapidly, forcing companies to work harder to understand the needs
and desires of customers. How companies can maintain and improve their services
so that customers are satisfied with what customers get will create loyalty. The
research aims to find out whether service quality, product quality, price and
customer satisfaction affect customer loyalty and whether customer satisfaction can
be increased between service quality, product quality, price and customer loyalty
in BCA video banking services. The population in this research is all customers
who have transacted video banking services. There were 100 samples in this study.
The data analysis technique in this study used the Structural Equation Modeling -
Partial Least Square (SEM-PLS) method with the help of the SMART PLS
application to carry out research data analysis. In this study, instrument testing
was carried out by conducting validity tests, reliability tests, outer models, inner
models and hypothesis testing. The data collection method used in this study was a
questionnaire and used a Likert scale. The test results show that service quality,
product quality and price have a positive and significant effect on customer
satisfaction. Service quality, product quality, price and customer satisfaction also
have a positive and significant impact on customer loyalty. With path analysis or
indirect analysis, the effect is greater than the direct effect, so customer satisfaction
is able to reduce the impact of service quality, price and product quality on
customer loyalty.

Keyword : Service Quality, Product Quality, Price, Customer Satisfaction,
Customer Loyalty
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