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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan 

dan kualitas produk terhadap loyalitas nasabah melalui kepuasan nasabah BCA 

KCP Boulveard Timur.  

 

Sampel yang digunakan dalam penelitian ini sebanyak 94 orang 

nasabah. Analisis statistik data dalam penelitian ini menggunakan analisis jalur 

dengan bantuan program SPSS Versi 25. 

 

Hasil perhitungan menunjukkan bahwa : (1) Kualitas pelayanan 

memiliki pengaruh yang signifikan terhadap kepuasan nasabah, (2) Kualitas 

produk memiliki pengaruh yang signifikan terhadap kepuasan nasabah, (3) 

Kualitas pelayanan memiliki pengaruh yang signifikan terhadap loyalitas 

nasabah, (4) Kualitas produk memiliki pengaruh yang signifikan terhadap 

loyalitas nasabah, (5) Kepuasan nasabah memiliki pengaruh yang signifikan 

terhadap loyalitas nasabah, (6) Tidak terdapat pengaruh mediasi antara kualitas 

pelayanan terhadap loyalitas nasabah melalui kepuasan nasabah dan (7) Tidak 

terdapat pengaruh mediasi antara kualitas produk terhadap loyalitas nasabah 

melalui kepuasan nasabah pada BCA KCP Boulevard Timur. 

 

Kata Kunci : Kualitas pelayanan, kualitas produk, kepuasan nasabah dan 

loyalitas nasabah 



 

 

 

Rubiyanti Alfa Rizki    Under The Guidence Of : 

NPK 2114000012    Drs. Sumitro, MSc 

Program Studi S-1 Manajemen 

 

IMPACT OF QUALITY OF SERVICE, QUALITY 

PRODUCTS AND SATISFACTION AS VARIABLES 

INTERVENING ON CUSTOMER LOYALTY 

(Case study at PT Bank Central Asia Tbk Branch Boulevard East) 

 

 

ABSTRACT 

 

This study aims to determine the effect of service quality and 

product quality on customer loyalty through the satisfaction of BCA KCP 

Boulveard Timur customers. 

 

The sample used in this study was 94 customers. Statistical 

analysis of the data in this study using path analysis with the help of the 

SPSS Version 25 program. 

 

The calculation results show that: (1) Service quality has a 

significant effect on customer satisfaction, (2) Product quality has a 

significant effect on customer satisfaction, (3) Service quality has a 

significant influence on customer loyalty, (4) Product quality has (5) 

Customer satisfaction has a significant influence on customer loyalty, (6) 

There is no mediating effect between service quality on customer loyalty 

through customer satisfaction and (7) There is no mediating influence 

between product quality and customer loyalty through customer satisfaction 

at BCA KCP Boulevard Timur. 

 

Keywords: Service quality, product quality, customer satisfaction and customer 

loyalty 
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