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ABSTRAK

Devi Kumala, 1610412320010, 2023, Pengaruh Kepuasan Nasabah
Terhadap Loyalitas Nasabah Bank Central Asia (BCA) (Studi Pada Nasabah
Pengguna Mobile Banking BCA di Kota Banjarmasin). Dibimbing oleh
Rasyidi dan Saladin Ghalib.

Penelitian ini bertujuan untuk mengetahui dan menguji pengaruh
Kepuasan Nasabah terhadap Loyalitas Nasabah Bank Central Asia (BCA) di
Kota Banjarmasin.

Penelitian ini merupakan penelitian kuantitatif, desain penelitian ini
adalah asosiatif. Pengambilan sampel dalam penelitian ini menggunakan
teknik accidental sampling, sehingga diperoleh 70 responden yang dijadikan
sampel penelitian menggunakan rumus Ferdinand. Data yang digunakan
diambil dari kuesioner. Analisis data menggunakan analisis regresi linier
sederhana.

Hasil penelitian menunjukan bahwa Terdapat pengaruh signifikan
Kepuasan Nasabah terhadap Loyalitas Nasabah Bank Central Asia (BCA)
Pengguna Mobile Banking BCA di Kota Banjarmasin dengan nilai sig sebesar
0,000 < 0,05 dan besar pengaruh 52%.

Kata Kunci : Kepuasan Nasabah, Loyalitas Nasabah.
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ABSTRACT

Devi Kumala, 1610412320010, 2023, The Effect of Customer
Satisfaction on Bank Central Asia (BCA) Customer Loyalty (Study on BCA
Mobile Banking User Customers in Banjarmasin City). Supervised by Rasyidi
and Saladin Ghalib.

This study aims to determine and examine the effect of customer
satisfaction on customer loyalty of Bank Central Asia (BCA) in the city of
Banjarmasin.

This research is a quantitative research, this research design is
associative. Sampling in this study used accidental sampling technique, in
order to obtain 70 respondents who were used as research samples using the
Ferdinand formula. The data used is taken from the questionnaire. Data
analysis used simple linear regression analysis.

The results showed that there was a significant influence of customer
satisfaction on customer loyalty of Bank Central Asia (BCA) BCA Mobile
Banking users in Banjarmasin City with a sig value of 0.000 <0.05 and a
large influence of 52%.

Keywords: Customer Satisfaction, Customer Loyalty.
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