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ABSTRAKSI 

 

Tujuan penelitian ini adalah untuk mengetahui dan menganalisis pengaruh reputasi 

perusahaan, kualitas pelayanan, dan customer value terhadap loyalitas nasabah PT. 

Pegadaian Cabang Kebumen, dengan responden sebanyak 100 orang nasabah aktif. 

Penelitian ini menggunakan pendekatan kuantitatif. Pengumpulan data dilakukan 

melalui kuesioner, yang telah diuji validitas dan reliabilitasnya, sedangkan analisis 

data menggunakan analisis regresi linier berganda (uji t dan uji F), yang didahului 

dengan uji prasyarat meliputi uji normalitas, multikolinearitas, dan 

heteroskedastisitas. Hasil penelitian menunjukkan bahwa reputasi perusahaan 

berpengaruh positif dan signifikan terhadap loyalitas nasabah PT. Pegadaian 

Cabang Kebumen. Customer value juga berpengaruh positif dan signifikan 

terhadap loyalitas nasabah. Namun, kualitas pelayanan tidak berpengaruh 

signifikan terhadap loyalitas nasabah. Secara simultan, reputasi perusahaan, 

kualitas pelayanan, dan customer value berpengaruh signifikan terhadap loyalitas 

nasabah PT. Pegadaian Cabang Kebumen. 

 

Kata kunci: reputasi perusahaan, kualitas pelayanan, customer value, loyalitas 

nasabah. 
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ABSTRACT 

The purpose of this study is to determine and analyze the influence of corporate 

reputation, service quality, and customer value on customer loyalty at PT. 

Pegadaian Kebumen Branch, with a total of 100 active customer respondents. This 

research is a quantitative study. Data collection was carried out using a 

questionnaire that had been tested for validity and reliability, while data analysis 

used multiple linear regression analysis (t-test and F-test), which was preceded by 

prerequisite tests including normality test, multicollinearity test, and 

heteroscedasticity test.The results show that corporate reputation has a significant 

positive effect on customer loyalty at PT. Pegadaian Kebumen Branch. Customer 

value also has a significant positive effect on customer loyalty. However, service 

quality does not have a significant effect on customer loyalty. Simultaneously, 

corporate reputation, service quality, and customer value have a significant effect 

on customer loyalty at PT. Pegadaian Kebumen Branch. 

 

Keywords: corporate reputation, service quality, customer value, customer loyalty. 
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