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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui hubungan service quality dan bank 

reputation terhadap customer loyality melalui customer satisfaction pada nasabah 

Bank Jateng Cabang Kebumen. Teknik pengumpulan data pada penelitian ini 

menggunakan kuesioner dan studi pustaka. Berdasarkan metode statistika 

dilakukan uji validitas, uji reliabilitas, uji asumsi klasik (uji multikolonieritas, uji 

heterokedastisitas, dan uji normalitas), uji hipotesis, uji analisis korelasi, dan 

analisis jalur dengan program SPSS 24 for windows.  Hasil penelitian ini 

menunjukkan bahwa service quality berpengaruh langsung terhadap customer 

loyality dan bank reputation tidak berpengaruh langsung terhadap service quality. 

Berdasarkan uji sobel, customer satisfaction dapat memediasi service quality 

terhadap customer loyality dan customer satisfaction tidak dapat memediasi bank 

reputation terhadap customer loyality. 

Kata kunci: bank reputation, customer loyality, service quality, customer 

satisfaction, dan service quality 



 

 

ix 

 

ABSTRACT 

 

This study aims to determine the relationship between service quality and bank 

reputation to customer loyalty through customer satisfaction for Bank Jateng 

Kebumen Branch customers. Data collection techniques in this study used 

questionnaires and literature studies. Based on statistical methods, validity tests, 

reliability tests, classical assumption tests (multicolonicity tests, heterokedasticity 

tests, and normality tests), hypothesis tests, correlation analysis tests, and path 

analysis were carried out with the SPSS 24 for windows program.  The results of 

this study show that service quality has a direct effect on customer loyalty and bank 

reputation does not have a direct effect on service quality. Based on the sobel test, 

customer satisfaction can mediate service quality to customer loyalty and customer 

satisfaction cannot mediate bank reputation to customer loyalty. 

Keywords: bank reputation, customer loyality, service quality, customer 

satisfaction, and service quality 
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