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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui pengaruh Pengaruh Kualitas 

Layanan, Kepuasan Nasabah Dan Citra Perusahaan Terhadap Loyalitas Nasabah 

Pada Aplikasi MyBCA (Studi Kasus Pada Nasabah Pengguna Aplikasi MyBCA 

di BCA Bekasi).  

Strategi yang digunakan dalam penelitian ini adalah penelitian kuantitatif. 

Metode pengumpulan data yang digunakan dalam penelitian ini adalah metode 

kuisioner. Dalam pengambilan populasi penelitian ini adalah Nasabah Pengguna 

Aplikasi Mybca di BCA Bekasi ini minimal 1 bulan.. Sampel dalam penelitian 

ini sebanyak 100 responden. Sumber data penelitian ini merupakan data primer 

dan data sekunder. Teknik pengambilan sampel yang dipilih dalam penelitian ini 

adalah dengan menggunakan cara probability sampling dengan metode 

purposive sampling, yaitu sampel yang diambil dengan kriteria berupa suatu 

pertimbangan tertentu dan dianggap mewakili suatu populasi. Metode analisis 

data dengan bantuan aplikasi SPSS versi 26.  

Hasil penelitian ini menunjukkan adanya pengaruh positif dan signifikan 

dari kualitas layanan, kepuasan nasabah dan citra perusahaan terhadap loyalitas 

nasabah pada aplikasi MyBCA yaitu dengan persentase pengaruh sebesar 62% 

sedangkan 38% dipengaruhi oleh faktor lainnya. 

Kata Kunci :  Kualitas Layanan, Kepuasan Nasabah, Citra Perusahaan dan  

                        Loyalitas Nasabah  
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ABSTRACT  

 

This study aims to determine the effect of Service Quality, Customer 

Satisfaction and Corporate Image on Customer Loyalty in the MyBCA 

Application (Case Study in Customers Using the MyBCA Application at BCA 

Bekasi). 

The strategy used in this research is quantitative research. The data 

collection method used in this research is the questionnaire method. In taking the 

population of this study, the Mybca Application User Customers at BCA Bekasi 

are at least 1 month. The sample in this study was 100 respondents. The data 

sources of this research are primary data and secondary data. The sampling 

technique chosen in this research is by using probability sampling with purposive 

sampling method, namely the sample is taken with criteria in the form of a certain 

consideration and is considered to represent a population. Data analysis method 

with the help of SPSS version 26 application. 

The results of this study indicate that there is a positive and significant 

effect of service quality, customer satisfaction and company image on customer 

loyalty in the MyBCA application, with the percentage of effect being 62% while 

38% is effect by other factors. 

Keywords :  Service Quality, Customer Satisfaction, Corporate Image and 

                      Customer Loyalty 

  

 

 

 



 

ix 
 

DAFTAR ISI 

Halaman  

PERNYATAAN KEASLIAN SKRIPSI ............................................................... i 

PERSETUJUAN PEMBIMBING......................................................................... i 

HALAMAN PENGESAHAN .............................................................................. iii 

KATA PENGANTAR .......................................................................................... iv 

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI SKRIPSI 

UNTUK KEPENTINGAN AKADEMIS............................................................ vi 

ABSTRAK ........................................................................................................... vii 

DAFTAR ISI ......................................................................................................... ix 

DAFTAR GAMBAR ........................................................................................... xii 

DAFTAR TABEL............................................................................................... xiii 

DAFTAR LAMPIRAN ...................................................................................... xiv 

BAB I PENDAHULUAN ....................................................................................... 1 

1.1 Latar Belakang Masalah ................................................................................ 1 

1.2 Rumusan Masalah ......................................................................................... 8 

1.3 Tujuan Penelitian ........................................................................................... 8 

1.4 Manfaat Penelitian ......................................................................................... 9 

 

BAB II KAJIAN PUSTAKA ............................................................................... 10 

2.1 Landasan Teori ............................................................................................ 10 

2.1.1 Pengertian Pemasaran...................................................................................... 10 

2.1.2 Pengertian Manajemen Pemasaran .................................................................. 10 

2.1.3 Bauran Pemasaran ........................................................................................... 11 

2.1.4 Unsur - unsur Pemasaran ................................................................................. 11 

2.1.5 Kualitas Layanan ............................................................................................. 13 

2.1.5.1 Pengertian Kualitas Layanan .................................................................... 13 

2.1.5.2 Karakteristik Kualitas Layanan ................................................................ 14 

2.1.5.3 Manfaat Kualitas Layanan ........................................................................ 14 

2.1.5.4 Dimensi / Indikator Kualitas Layanan ...................................................... 15 

2.1.6 Kepuasan Nasabah .......................................................................................... 16 

2.1.6.1 Pengertian Kepuasan Nasabah .................................................................. 16 

2.1.6.2 Manfaat  Kepuasan Nasabah .................................................................... 17 

2.1.6.3 Dimensi / Indikator  Kepuasan Nasabah ................................................... 17 



 

x 
 

2.1.7 Citra Perusahaan .............................................................................................. 18 

2.1.7.1 Pengertian Citra Perusahaan ..................................................................... 18 

2.1.7.2 Manfaat Citra Perusahaan ......................................................................... 18 

2.1.7.3 Macam – Macam Citra Perusahaan .......................................................... 19 

2.1.7.4 Dimensi / Indikator Citra Perusahaan ....................................................... 20 

2.1.8 Loyalitas Nasabah ........................................................................................... 21 

2.1.8.1 Pengertian Loyalitas Nasabah................................................................... 21 

2.1.8.2 Merancang Dan Menciptakan Loyalitas ................................................... 23 

2.1.8.3 Dimensi / Indikator Loyalitas Nasabah ..................................................... 24 

2.2 Review Hasil-hasil Penelitian Terdahulu .................................................... 24 

2.3 Pengaruh Antar Variabel Penelitian ............................................................ 33 

2.3.1 Pengaruh Antar Variabel Kualitas Layanan Terhadap Loyalitas Nasabah....... 33 

2.3.2 Pengaruh Antar Variabel Kepuasan Nasabah Terhadap Loyalitas Nasabah .... 34 

2.3.3 Pengaruh Antar Variabel Citra Perusahaan Terhadap Loyalitas Nasabah ....... 34 

2.4 Pengembangan Hipotesis Penelitian............................................................ 35 

2.5 Kerangka Konseptual Penelitian ................................................................. 36 

 

BAB III METODA PENELITIAN ..................................................................... 38 

3.1 Strategi Penelitian ........................................................................................ 38 

3.2 Populasi dan Sampel.................................................................................... 38 

3.2.1 Populasi Penelitian .......................................................................................... 38 

3.2.2 Sampel............................................................................................................. 39 

3.3 Metoda Pengumpulan Data ......................................................................... 40 

3.4 Operasional Variabel ................................................................................... 41 

3.4.1 Variabel Bebas ................................................................................................ 41 

3.4.2 Variabel Terikat .............................................................................................. 42 

3.4.3 Skala dan Angka Penafsiran ............................................................................ 42 

3.5 Metoda Analisis Data .................................................................................. 46 

3.5.1 Pengolahan Data .............................................................................................. 46 

3.5.2 Penyajian Data ................................................................................................ 46 

3.5.3 Analisis Statistik Data ..................................................................................... 46 

3.5.3.1 Uji Validitas ............................................................................................. 46 

3.5.3.2 Uji Reliabilitas.......................................................................................... 47 

3.5.4 Uji Koefisien Determinasi (R2) ....................................................................... 47 

3.5.5 Uji Hipotesis .................................................................................................... 48 



 

xi 
 

3.5.5.1 Pengujian Parsial (Uji t) ........................................................................... 48 

3.5.5.2 Pengujian Simultan (Uji F) ....................................................................... 48 

 

BAB IV HASIL DAN PEMBAHASAN.............................................................. 49 

4.1 Deskripsi Perusahaan................................................................................... 49 

4.1.1 Profil Perusahaan Bank Central Asia............................................................... 49 

4.1.2 Visi dan Misi Bank Central Asia ..................................................................... 50 

4.1.3 Tata Nilai Bank Central Asia........................................................................... 50 

4.1.4 Struktur Organisasi PT. Bank Central Asia Tbk. ............................................. 51 

4.1.5 Keunggulan MyBCA ....................................................................................... 51 

4.2 Deskripsi Responden ................................................................................... 53 

4.3 Hasil Analisis Penelitian.............................................................................. 55 

4.3.1 Uji Validitas dan Uji Reliabilitas ..................................................................... 55 

4.3.1.1 Uji Validitas ............................................................................................. 55 

4.3.1.2 Uji Reliabilitas.......................................................................................... 58 

4.3.2 Uji Koefisien Determinasi (R2) ....................................................................... 59 

4.3.3 Uji Hipotesis ................................................................................................... 60 

4.3.3.1 Uji Parsial (Uji t) ...................................................................................... 60 

4.3.3.2 Hasil Uji Simultan (Uji f) ......................................................................... 61 

4.4 Pembahasan ................................................................................................. 62 

4.4.1 Pengaruh Kualitas Layanan terhadap Loyalitas Nasabah ................................ 62 

4.4.2 Pengaruh Kepuasan Nasabah terhadap Loyalitas Nasabah .............................. 63 

4.4.3 Pengaruh Citra Perusahaan terhadap Loyalitas Nasabah ................................. 64 

 

BAB V KESIMPULAN DAN SARAN ............................................................... 66 

5.1 Kesimpulan .................................................................................................. 66 

5.2 Saran ............................................................................................................ 66 

5.3 Keterbatasan Penelitian ............................................................................... 67 

 

DAFTAR PUSTAKA ........................................................................................... 68 

DAFTAR LAMPIRAN ........................................................................................ 71 

 

 



 

xii 
 

DAFTAR GAMBAR 
 

Gambar 1. 1 Jumlah Pertumbuhan Pengguna Internet Indonesia .......................... 6 

Gambar 2. 1 Kerangka Pemikiran Teoritis .......................................................... 36 

Gambar 4. 1 Struktur Organisasi Kantor Cabang ................................................ 51 

Gambar 4. 2 Rangkuman Hasil Penelitian........................................................... 64 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xiii 
 

DAFTAR TABEL 
 

Tabel 2. 1 Tabel Review Penelitian Terdahulu .................................................... 25 

Tabel 3. 1 Skala Likert ......................................................................................... 42 

Tabel 3. 2 Tabel Operasional Variabel Kualitas Layanan .................................... 43 

Tabel 3. 3 Tabel Operasional Variabel Kepuasan Nasabah ................................. 44 

Tabel 3. 4 Tabel Operasional Variabel Citra Perusahaan..................................... 45 

Tabel 4. 1 Jenis Kelamin Responden ................................................................... 53 

Tabel 4. 2 Usia Responden ................................................................................... 53 

Tabel 4. 3 Pekerjaan Responden .......................................................................... 54 

Tabel 4. 4 Skala Penghasilan Perbulan................................................................. 54 

Tabel 4. 5 Skala Penggunaan Aplikasi ................................................................. 55 

Tabel 4. 6 Hasil Uji Validitas Variabel Kualitas Layanan (X1)........................... 56 

Tabel 4. 7 Hasil U ji Validitas Variabel Kepuasan Nasabah (X2) ....................... 57 

Tabel 4. 8 Hasil Uji Validitas Variabel Citra Perusahaan (X3) ........................... 57 

Tabel 4. 9 Hasil Uji Validitas Variabel Loyalitas Nasabah (Y) ........................... 58 

Tabel 4. 10 Hasil Uji Reliabilitas ......................................................................... 59 

Tabel 4. 11 Hasil Uji Koefisien Determinasi (R2) ............................................... 59 

Tabel 4. 12 Uji Determinasi Secara Parsial .......................................................... 60 

Tabel 4. 13 Hasil Uji Parsial (Uji t) ...................................................................... 61 

Tabel 4. 14 Hasil Uji Simultan (Uji f) .................................................................. 62 

 

 

 

 

 

 

 

 

 



 

xiv 
 

DAFTAR LAMPIRAN 
 

Lampiran  1 Lembar Kuesioner ........................................................................... 71 

Lampiran  2 Data Penelitian ................................................................................ 76 

Lampiran  3 Hasil Output .................................................................................... 84 

Lampiran  4 Daftar Riwayat Hidup ..................................................................... 87 

Lampiran  5 F Tabel ............................................................................................ 88 

Lampiran  6 R Tabel ............................................................................................ 90 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


