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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui dan mengenalisis pengaruh kualitas sistem 

terhadap kepuasan nasabah, pengaruh kualitas informasi terhadap kepuasan nasabah, 

pengaruh kualitas layanan terhadap kepuasan nasabah, pengaruh kualitas sistem terhadap 

loyalitas nasabah, pengaruh kualitas informasi terhadap loyalitas nasabah, pengaruh 

kualitas layanan terhadap loyalitas nasabah, pengaruh kepuasan nasabah terhadap loyalitas 

nasabah, pengaruh kualitas sistem terhadap loyalitas melalui kepuasan nasabah, pengaruh 

kualitas informasi terhadap loyalitas melalui kepuasan nasabah dan pengaruh kualitas 

layanan terhadap loyalitas melalui kepuasan nasabah pada PT. Bank KB Bukopin Cabang 

Kelapa Gading. 

Metoda yang digunakan dalam penelitian ini yaitu metoda survei yang bersifat 

asosiatif dengan pendekatan deskriptif kuantitatif. Pengumpulan data  dan menganalisis 

data  dengan mencari  pendapat  dari  subjek  yang diteliti dengan menggunakan kuesioner 

untuk mengetahui pengaruh antara variabel yang diteliti. Populasi dalam penelitian ini 

yaitu seluruh nasabah PT Bank KB Bukopin Cabang Kelapa Gading yang jumlahnya tidak 

bisa diketahui secara tepat. Jenis pengambilan sampel yang dipilih dalam penelitian ini adalah 

teknik Non Probability Sampling, Dalam penelitian ini, peneliti menentukan sampel sejumlah 

100 responden nasabah PT Bank KB Bukopin Cabang Kelapa Gading. Menurut Widayat 

(2014:62) besarnya sampel minimum untuk penelitian yang bersifat deskriptif yaitu 

sebanyak 100 sampel. Data primer yang diperoleh diolah dengan menggunakan WarpPLS 7.0. 

Analisis statistik data dalam penelitian ini yaitu analisis deskriptif data, analisis outer model, 

analisis inner model dan pengujian hipotesis. 

Hasil penelitian ini menunjukkan bahwa: (1) Kualitas sistem berpengaruh positif dan 

signifikan terhadap kepuasan nasabah, (2) Kualitas informasi berpengaruh positif dan 

signifikan terhadap kepuasan nasabah, (3) Kualitas layanan tidak berpengaruh positif 

terhadap kepuasan nasabah, (4). Kualitas sistem tidak berpengaruh positif terhadap 

loyalitas nasabah, (5). Kualitas informasi tidak berpengaruh positif terhadap loyalitas 

nasabah, (6). Kualitas layanan tidak berpengaruh positif terhadap loyalitas nasabah, (7). 

Kepuasan nasabah tidak berpengaruh positif terhadap loyalitas nasabah, (8). Kualitas 

sistem berpengaruh positif dan signifikan terhadap loyalitas nasabah melalui kepuasan 

nasabah, (9). Kualitas informasi berpengaruh positif dan signifikan terhadap loyalitas 

nasabah melalui kepuasan nasabah, (10). Kualitas layanan berpengaruh positif dan 

signifikan terhadap loyalitas nasabah melalui kepuasan nasabah. 

Kata Kunci: Kualitas Sistem, Kualitas Informasi, Kualitas Layanan, Kepuasan 

Nasabah, Loyalitas Nasabah 
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THE EFFECT OF SYSTEM QUALITY, INFORMATION AND SERVICES ON LOYALTY 

WITH CUSTOMER SATISFACTION AS MEDIATOR 

(Case study at PT. Bank KB Bukopin Kelapa Gading Branch) 

ABSTRACT 

 

This study aims to determine and identify the effect of system quality on customer 

satisfaction, the effect of information quality on customer satisfaction, the effect of service 

quality on customer satisfaction, the effect of system quality on customer loyalty, the 

effect of information quality on customer loyalty, the effect of service quality on customer 

loyalty, the effect of customer satisfaction on customer loyalty, the effect of system quality 

on loyalty through customer satisfaction, the effect of information quality on loyalty 

through customer satisfaction and the effect of service quality on loyalty through 

customer satisfaction at PT. Bank KB Bukopin Kelapa Gading Branch. 

 

The method used in this research is an associative survey method with a quantitative 

descriptive approach. Collecting data and analyzing data by seeking opinions from the 

subjects studied by using a questionnaire to determine the influence between the 

variables studied. The population in this study are all customers of PT Bank KB Bukopin 

Kelapa Gading Branch whose numbers cannot be known precisely. The type of sampling 

chosen in this study is the Non Probability Sampling technique. In this study, the 

researchers determined a sample of 100 respondents from customers of PT Bank KB 

Bukopin Kelapa Gading Branch. According to Widayat (2014:62) the minimum sample 

size for descriptive research is 100 samples. The primary data obtained were processed 

using WarpPLS 7.0. Statistical analysis of the data in this study are descriptive data 

analysis, outer model analysis, inner model analysis and hypothesis testing. 

 

The results of this study indicate that: (1) System quality has a positive and significant 

effect on customer satisfaction, (2) Information quality has a positive and significant 

effect on customer satisfaction, (3) Service quality has no positive effect on customer 

satisfaction, (4). The quality of the system does not have a positive effect on customer 

loyalty, (5). Information quality has no positive effect on customer loyalty, (6). Service 

quality has no positive effect on customer loyalty, (7). Customer satisfaction does not 

have a positive effect on customer loyalty, (8). System quality has a positive and 

significant effect on customer loyalty through customer satisfaction, (9). Information 

quality has a positive and significant effect on customer loyalty through customer 

satisfaction (10). Service quality has a positive and significant effect on customer loyalty 

through customer satisfaction. 

 

Keywords: System Quality, Information Quality, Service Quality, Customer 

Satisfaction, Customer Loyalty 
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