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ABSTRAK 

 

 

Penelitian bertujuan untuk mengetahui, menguji dan menganalisis secara 

empiris pengaruh kualitas pelayanan dimensi tangibles, reliability, responsiveness, 

assurance dan emphaty terhadap loyalitas nasabah dengan variabel intervening 

kepuasan pada PT. BPR. Bank Boyolali Perseroda.  

Pengumpulan data dilakukan dengan observasi dokumentasi dan kuesioner. 

Pengambilan sampel dengan menggunakan teknik Slovin sejumlah 98 responden 

dengan tingkat kesalahan 10%. Analisis data menggunakan analisis jalur, uji t, uji F 

dan uji R
2
 total.  

Hasil penelitian secara parsial menunjukkan tangibles, reliability, 

responsiveness dan assurance berpengaruh positif dan signifikan terhadap 

kepuasan sedangkan emphaty berpengaruh negatif dan tidak signifikan; tangibles, 

reliability, emphaty dan kepuasan berpengaruh positif dan signifikan terhadap 

loyalitas sedangkan responsiveness berpengaruh positif dan tidak signifikan 

terhadap loyalitas nasabah serta assurance berpengaruh negatif dan signifikan 

terhadap loyalitas nasabah. Uji F menjelaskan secara bersama-sama variabel bebas 

mempengaruhi loyalitas. Nilai R
2
 total sebesar 0,904 artinya loyalitas dijelaskan 

oleh tangibles, reliability, responsiveness, assurance, emphaty, dan kepuasan 

sebesar 90,4 % dan sisanya sebesar 9,6 % dijelaskan variabel lain diluar model 

penelitian, misal variabel kepercayaan, produk, citra dan lain-lain. Analisis jalur 

menunjukkan bahwa pengaruh langsung kualitas pelayanan dimensi emphaty 

terhadap loyalitas merupakan jalur yang paling efektif dan dominan dibandingkan 

jalur yang lain. 

 

Kata kunci : Kualitas pelayanan, Kepuasan, Loyalitas. 
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ABSTRACT 

 

 

 

This study aims to determine, test and empirically analyze the influence of 

service quality dimensions of tangibles, reliability, responsiveness, assurance and 

empathy on customer loyalty with the intervening variable satisfaction at PT. 

BPR. Boyolali Perseroda Bank.  

Data collection was carried out by observing documentation and 

questionnaires. Sampling using the Slovin technique a number of 98 respondents 

with an error rate of 10%. Data analysis used path analysis, t test, F test and total 

R
2
 test.  

The results of the study partially show tangibles, reliability, 

responsiveness and assurance have a positive and significant effect on satisfaction 

while empathy has a negative and insignificant effect; Tangibles, reliability, 

empathy and satisfaction have a positive and significant effect on loyalty, while 

responsiveness has a positive and insignificant effect on customer loyalty and 

assurance has a negative and significant effect on customer loyalty. The F test 

explains together the independent variables affect loyalty. The total R
2
 value of 

0.904 means that loyalty is explained by tangibles, reliability, responsiveness, 

assurance, empathy, and satisfaction of 90.4% and the remaining 9.6% is 

explained by other variables outside the research model, for example the variables 

of trust, product, image and others. other. The path analysis shows that the direct 

effect of service quality on the empathy dimension on loyalty is the most effective 

and dominant route compared to other channels. 

 

Keywords: Service quality, Satisfaction, Loyalty  
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