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ABSTRAKSI 

 

 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh 

langsung dan tidak langsung Peran Nilai Nasabah, Citra Perusahaan, Kualitas 

Pelayanan, Dan Kepercayaan Terhadap Word Of Mouth Dan Pengaruhnya Dalam 

Meningkatkan Kepuasan Nasabah Pada PT BPR Bank Boyolali (Perseroda). 

Pengumpulan data menggunakan kuesioner. Metode analisis digunakan uji 

validitas dan uji reliabilitas, analisis jalur, uji t, uji F, dan uji koefisien 

determinasi. Sampel dalam penelitian ini adalah nasabah pada PT BPR Bank 

Boyolali (Perseroda). Uji t menunjukkan  nilai nasabah dan citra perusahaan 

berpengaruh positif dan signifikan terhadap kepuasan, sedangkan kualitas 

pelayanan berpengaruh  negatif dan tidak signifikan terhadap kepuasan dan 

kepercayaan berpengaruh positif tidk signifikan terhadap kepuasan, sedangkan 

nilai nasabah berpengaruh positif tidak signifikan terhadap word of mouth, citra 

perusahaan dan kualitas pelayanan berpengaruh positif dan signifikan, 

kepercayaan berpengaruh negatif namun tidak signifikan sedangkan kepuasan 

berpengaruh negatif dan tidak signifikan terhadap word of mouth . Hasil uji secara 

serempak (Uji F)  menunjukkan bahwa  secara simultan atau bersama-sama bebas 

berpengaruh secara signifikan terhadap word of mouth melalui kepuasan PT BPR 

Bank Boyolali (Perseroda). Nilai R2 square total sebesar 0,9932 yang artinya 

variabel word of mouth PT BPR Bank Boyolali (Perseroda). dijelaskan oleh 

variabel bebas sebesar 99.32% dan sisanya sebesar 0,68% dijelaskan faktor lain 

diluar model penelitian, misalnya brand merk, promosi. Hasil analisis jalur 

menunjukkan bahwa jalur langsung kualitas pelayanan terhadap word of mouth 

merupakan jalur yang paling dominan atau efektif untuk meningkatkan word of 

mouth PT BPR Bank Boyolali 

Kata kunci :  nilai nasabah, citra perusahaan, kualitas pelayanan, 

kepercayaan, word of mouth,kepuasan nasabah 
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ABSTRACT 

 

This study aims to determine and analyze the direct and indirect influence 

of the role of customer value, corporate image, service quality, and trust on word 

of mouth and its influence in increasing customer satisfaction at PT BPR Bank 

Boyolali (Perseroda). Collecting data using a questionnaire. The analytical method 

used is validity and reliability test, path analysis, t test, F test, and coefficient of 

determination test. The sample in this study were customers at PT BPR Bank 

Boyolali (Perseroda). The t test shows that customer value and company image 

have a positive and significant effect on satisfaction, while service quality has a 

negative and insignificant effect on satisfaction and trust has a positive and 

insignificant effect on satisfaction, while customer value has no significant 

positive effect on word of mouth, company image and quality. service has a 

positive and significant effect, trust has a negative but not significant effect, while 

satisfaction has a negative and insignificant effect on word of mouth. 

Simultaneous test results (F test) show that simultaneously or jointly freely 

significantly influence word of mouth through the satisfaction of PT BPR Bank 

Boyolali (Perseroda). The total value of R2 square is 0.9932, which means that the 

word of mouth variable is PT BPR Bank Boyolali (Perseroda). explained by the 

independent variable of 99.32% and the remaining 0.68% explained by other 

factors outside the research model, such as brands, promotions. The results of the 

path analysis show that the direct line of service quality to word of mouth is the 

most dominant or effective way to improve word of mouth PT BPR Bank 

Boyolali 

Keywords: customer value, company image, service quality, trust, word of mouth, 

customer satisfaction 
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