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ABSTRAKSI 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh 

service quality terhadap customer loyalty melalui customer satisfaction 

dan trust sebagai variabel intervening pada anggota KSP Dana Mulia 

Abadi cabang Kebumen. Latar belakang penelitian ini didasarkan pada 

fenomena tingginya tingkat keluar anggota KSP Dana Mulia Abadi cabang 

Kebumen yang mengindikasikan adanya permasalahan dalam 

mempertahankan loyalitas anggota di tengah persaingan lembaga keuangan 

yang semakin ketat. Populasi dalam penelitian ini adalah seluruh anggota 

aktif KSP Dana Mulia Abadi cabang Kebumen yang menggunakan layanan 

simpan pinjam, yaitu anggota peminjam (debitur) yang telah melakukan 

pelunasan lebih dari 3 kali. Sampel penelitian berjumlah 100 responden 

yang dipilih menggunakan teknik purposive sampling dengan kriteria 

anggota aktif yang telah memiliki masa keanggotaan minimal satu tahun. 

Pengumpulan data dilakukan melalui kuesioner dengan skala Likert lima 

poin. Teknik analisis data yang digunakan adalah analisis jalur (path 

analysis) dengan bantuan program SPSS V.27 dan uji Sobel untuk menguji 

peran variabel intervening. Hasil penelitian menunjukkan bahwa: (1) 

service quality berpengaruh positif dan signifikan terhadap customer 

loyalty; (2) service quality berpengaruh positif dan signifikan terhadap 

customer satisfaction; (3) service quality berpengaruh positif dan 

signifikan terhadap trust; (4) customer satisfaction berpengaruh positif dan 

signifikan terhadap customer loyalty; (5) trust tidak berpengaruh signifikan 

terhadap customer loyalty; (6) customer satisfaction mampu memediasi 

hubungan antara service quality dan customer loyalty; dan (7) trust tidak 

mampu memediasi hubungan antara service quality dan customer loyalty 

pada anggota KSP Dana Mulia Abadi cabang Kebumen. 

 

Kata Kunci: Service Quality, Customer Loyalty, Customer Satisfaction, 

Trust, Koperasi Simpan Pinjam 
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ABSTRACT 

This study aims to examine and analyze the effect of service quality on 

customer loyalty through customer satisfaction and trust as intervening 

variables among members of KSP Dana Mulia Abadi Kebumen Branch. 

The background of this research is based on the phenomenon of high 

member turnover rates at KSP Dana Mulia Abadi Kebumen Branch, which 

indicates problems in maintaining member loyalty amid increasingly 

intense competition among financial institutions. The population of this 

study consists of all active members of KSP Dana Mulia Abadi Kebumen 

Branch who use savings and loan services, namely borrower members 

(debtors) who have made loan repayments more than 3 times. The research 

sample consisted of 100 respondents selected using purposive sampling 

technique with the criteria of active members who have had a minimum 

membership period of one year. Data were collected through 

questionnaires using a five-point Likert scale. The data analysis technique 

used was path analysis with the assistance of SPSS 

V.27 and the Sobel test to examine the role of intervening variables. The 

results of this study indicate that: (1) service quality has a positive and 

significant effect on customer loyalty; (2) service quality has a positive and 

significant effect on customer satisfaction; (3) service quality has a 

positive and significant effect on trust; (4) customer satisfaction has a 

positive and significant effect on customer loyalty; (5) trust has no 

significant effect on customer loyalty; (6) customer satisfaction is able to 

mediate the relationship between service quality and customer loyalty; and 

(7) trust is not able to mediate the relationship between service quality and 

customer loyalty among members of KSP Dana Mulia Abadi Kebumen 

Branch. 

 

Keywords: Service Quality, Customer Loyalty, Customer Satisfaction, 

Trust, Savings and Loan Cooperative 
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