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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. 



ix 

 

DAFTAR ISI 

LEMBAR PENGESAHAN ..................................................................................      i 

PERNYATAAN ORISINALITAS .......................................................................     ii 

BERITA ACARA UJIAN SKRIPSI .....................................................................    iii 

SURAT TUGAS ...................................................................................................    iv 

KATA PENGANTAR ..........................................................................................     v 

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

ABSTRACT ............................................................................................................  viii 

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

DAFTAR TABEL .................................................................................................   xii 

DAFTAR GAMBAR ............................................................................................  xiii 

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

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

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

1.2 Rumusan Masalah ...........................................................................................  16 

1.3 Tujuan Penelitian ............................................................................................  17 

1.4 Manfaat Penelitian ..........................................................................................  17 

BAB II TINJAUAN PUSTAKA ............................................................................  18 

2.1  Landasan Teori ................................................................................................  18 

 2.1.1   Perbankan .............................................................................................  18 

 2.1.1.1   Pengertian Perbankan ............................................................  18 

 2.1.1.2   Fungsi Bank...........................................................................  19 

 2.1.1.3   Jenis Bank .............................................................................  20 

 2.1.2   Nasabah ................................................................................................  26 

 2.1.2.1   Pengertian Nasabah ...............................................................  26 

 2.1.2.2   Tipe Nasabah .........................................................................  27 

 2.1.3   Mobile Banking ....................................................................................  28 

 2.1.3.1   Pengertian Mobile Banking ...................................................  28 

 2.1.3.2   Tipe Layanan Mobile Banking ..............................................  29 

 2.1.3.3   Kebutuhan Mobile Banking ...................................................  31 

 2.1.4   Kepuasan Nasabah ...............................................................................  31 

  2.1.4.1   Pengertian Kepuasan Nasabah ..............................................  31 

  2.1.4.2   Strategi Kepuasan Nasabah ...................................................  33 

  2.1.4.3   Manfaat Kepuasan Nasabah ..................................................  33 

  2.1.4.4   Faktor yang Mempengaruhi Kepuasan Nasabah ...................  34 

 2.1.4.5   Indikator Kepuasan Nasabah .................................................  34 

 2.1.5   Loyalitas Nasabah ................................................................................  35 

 2.1.5.1   Pengertian Loyalitas Nasabah ...............................................  35 

 2.1.5.2   Karakteristik Loyalitas Nasabah ...........................................  37 

 2.1.5.3   Tahap Pertumbuhan Loyalitas Nasabah ................................  37 

 2.1.5.4   Manfaat Loyalitas Nasabah ...................................................  39  



x 

 

 2.1.5.5   Indikator Loyalitas Nasabah..................................................  41 

2.2  Penelitian Terdahulu .......................................................................................  41 

2.3  Model Penelitian .............................................................................................  42 

2.4  Hipotesis Penelitian .........................................................................................  42 

BAB III METODE PENELITIAN.........................................................................  45 

3.1 Pendekatan Penelitian ...................................................................................  45 

3.2  Desain Penelitian ..........................................................................................  45 

3.3  Lokasi Penelitian ..........................................................................................  45 

3.4  Populasi, Besar Sampel dan Teknik Sampling  ............................................  46 

 3.4.1    Populasi .............................................................................................  46 

 3.4.2    Besar Sampel ....................................................................................  46 

 3.4.3    Teknik Sampling ...............................................................................  47 

3.5  Definisi Operasional Variabel  .....................................................................  47 

 3.5.1    Variabel Bebas (Independen) ............................................................  47 

 3.5.2    Variabel Terikat (Dependen) ............................................................  48 

3.6  Teknik Pengumpulan Data ...........................................................................  49 

 3.6.1 Data Primer ....................................................................................... 49 

 3.6.2 Data Sekunder ................................................................................... 49 

3.7 Teknik Analisa Data  ....................................................................................  50 

 3.7.1  Skala Pengukuran .............................................................................  50 

 3.7.2  Deskriptif Statistik  ...........................................................................  50 

 3.7.3  Uji Validitas dan Reliabilitas  ...........................................................  51 

  3.7.3.1 Uji Validitas .....................................................................  51 

  3.7.3.2 Uji Reliabilitas ..................................................................  52 

 3.7.4  Uji Asumsi Klasik .............................................................................  52 

   3.7.4.1    Uji Normalitas ..................................................................  52 

   3.7.4.2    Uji Heteroskedastisitas .....................................................  52 

 3.7.5  Alat Uji Hipotesis .............................................................................  53 

  3.7.5.1   Analisis Regresi Linier Sederhana ...................................  53 

   3.7.5.2    Uji Parsial (Uji t) ..............................................................  54 

   3.7.5.3   Koefisien Determinasi (R2) ..............................................  54 

BAB IV HASIL PENELITIAN .............................................................................  56 

4.1  Profil Responden  .........................................................................................  56 

 4.1.1 Karakteristik Berdasarkan Jenis Kelamin Responden ......................  56 

 4.1.2 Karakteristik Berdasarkan Usia Responden .....................................  56 

 4.1.3 Karakteristik Berdasarkan Pekerjaan Responden .............................  57 

 4.1.4 Karakteristik Berdasarkan Penghasilan Responden .........................  58 

4.2 Deskriptif Variabel  ......................................................................................  58 

 4.2.1 Variabel Kepuasan Nasabah (X) .......................................................  59 

 4.2.2 Variabel Loyalitas Nasabah (Y) .......................................................  63 

4.3 Hasil Uji Validitas dan Reliabilitas ..............................................................  66 

 4.3.1 Hasil Uji Validitas ............................................................................  66 

 4.3.2 Hasil Uji Reliabilitas .........................................................................  67 



xi 

 

4.4 Hasil Uji Asumsi Klasik ...............................................................................  67 

 4.4.1   Hasil Uji Normalitas ..........................................................................  67 

 4.4.2   Hasil Uji Heteroskedastisitas .............................................................  69 

4.5  Hasil Pengujian Hipotesis  ............................................................................  70 

 4.5.1 Hasil Analisis Regresi Linier Sederhana ..........................................  70

 4.5.2 Hasil Uji Parsial (Uji t) .....................................................................  71

 4.5.3 Pengujian Koefisien Determinasi (R2) ..............................................  72 

BAB V PEMBAHASAN HASIL ..........................................................................  74 

5.1 Pembahasan ..................................................................................................  74 

5.2  Implikasi Hasil Penelitian .............................................................................  76 

5.3 Keterbatasan Penelitian ................................................................................  78 

BAB VI PENUTUP ...............................................................................................  79 

6.1 Kesimpulan ...................................................................................................  79 

6.2 Saran .............................................................................................................  79 

 6.2.1  Saran Akademis ................................................................................  79 

 6.2.2  Saran Praktis .....................................................................................  80 

DAFTAR PUSTAKA ............................................................................................  81 

LAMPIRAN  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xii 

 

DAFTAR TABEL 

 

No. Judul Hal 

Tabel 1.1  Rating Aplikasi Mobile Banking .........................................................    6   

Tabel 1.2  Prasurvei Nasabah Mobile Banking di Banjarmasin ...........................    8 

Tabel 2.1  Penelitian Terdahulu ...........................................................................  41 

Tabel 3.1  Definisi Operasional Variabel .............................................................  48 

Tabel 3.2  Skala Likert .........................................................................................  50 

Tabel 3.3 Rentang Kategori Jawaban Responden ...............................................  51 

Tabel 3.4 Interprestasi Koefisien Korelasi ..........................................................  55 

Tabel 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin ........................  56 

Tabel 4.2 Karakteristik Responden Berdasarkan Usia ........................................  56 

Tabel 4.3 Karakteristik Responden Berdasarkan Pekerjaan ...............................  57 

Tabel 4.4  Karakteristik Responden Berdasarkan Penghasilan ............................  58 

Tabel 4.5 Distribusi Frekuensi Variabel Kepuasan Nasabah Berdasarkan  

  Konfirmasi Harapan ............................................................................  59 

Tabel 4.6 Distribusi Frekuensi Variabel Kepuasan Nasabah Berdasarkan Minat  

  Transaksi Ulang...................................................................................  60 

Tabel 4.7 Distribusi Frekuensi Variabel Kepuasan Nasabah Berdasarkan  

  Kesediaan untuk Merekomendasi .......................................................  61 

Tabel 4.8 Distribusi Frekuensi Variabel Kepuasan Nasabah Berdasarkan  

  Ketidakpuasan .....................................................................................  62 

Tabel 4.9 Distribusi Frekuensi Variabel Loyalitas Nasabah Berdasarkan Repeat  

  Purchase ..............................................................................................  63 

Tabel 4.10 Distribusi Frekuensi Variabel Loyalitas Nasabah Berdasarkan  

  Retention..............................................................................................  64 

Tabel 4.11  Distribusi Frekuensi Variabel Loyalitas Nasabah Berdasarkan  

   Referalls ..............................................................................................  65 

Tabel 4.12 Hasil Uji Validitas ...............................................................................  66 

Tabel 4.13 Hasil Uji Reliabilitas ...........................................................................  67 

Tabel 4.14 Hasil Analisis Regresi .........................................................................  70 

Tabel 4.15 Hasil Uji t (Regresi Secara Parsial) .....................................................  71 

Tabel 4.16 Hasil Koefisien Determinasi (R2) ........................................................  72 

 

 

 

 



xiii 

 

DAFTAR GAMBAR 

 

No.  Judul Hal 

Gambar 1.1 Penetrasi Smarthphone di Indonesia ..................................................    5 

Gambar 1.2 Transaksi Bank BCA ..........................................................................    7 

Gambar 1.3 Tingkat Kepuasan Nasabah BCA (BCA Mobile) di Banjarmasin ......  14 

Gambar 2.1 Model Penelitian ................................................................................  42 

Gambar 4.1 Histogram Uji Normalitas ..................................................................  67 

Gambar 4.2 Normal Probability Plot .....................................................................  68 

Gambar 4.3 Hasil Scatterplot .................................................................................  69 

Gambar 5.1 Model Hasil Akhir ..............................................................................  77 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.bankmandiri.co.id/web/guest/mandiri-sms1


xiv 

 

DAFTAR LAMPIRAN 

 

Lampiran 1   Kuisioner 

Lampiran 2   Tabulasi Data 

Lampiran 3   Hasil output  SPSS for windows versi 26.0 


	1_COVER
	ss
	2_KATA PENGANTAR
	3_ABSTRAK
	4_DAFTAR ISI
	5_BAB I
	1.4 Manfaat Penelitian

	6_BAB II
	BAB II
	TINJAUAN PUSTAKA

	7_BAB III
	8_BAB IV
	9_BAB V
	10_BAB VI
	11_DAFTAR PUSTAKA
	12_LAMPIRAN



