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ABSTRAK

Penelitian ini bertujuan untuk menguji “Pengaruh Word of Mouth dan
Kualitas Layanan terhadap Loyalitas Nasabah dengan Kepuasan Nasabah sebagai
variabel intervening”. Dalam studi ini peneliti ingin mengetahui apakah word of
mouth, kualitas layanan dan kepuasan nasabah memiliki pengaruh terhadap
loyalitas nasabah pada pengguna produk tabungan dan layanan mobile banking BSI
di kota Surabaya.

Studi ini menerapkan metode kuantitatif dengan teknik non probability
sampling dengan pemilihan sample menggunakan purposive sampling atau sampel
yang diambil sesuai pertimbangan tertentu dan teknik pengambilan sampel
menggunakan rumus Taro Yamane. Sementara itu responden yang digunakan
sebanyak 100 responden pengguna produk dan layanan mobile banking BSI di Kota
Surabaya khususnya KCP Manukan dan KCP HR Muhammad selama lebih dari
setahun. Hasil penelitian akan di analisis menggunakan aplikasi SPSS v. 25. Metode
analisis menggunakan uji validitas dan reliabilitas, uj1 asumsi klasik, uji hipotesis,
uji path dan sobel test.

Hasil penelitian mengindikasikan bahwa word of mouth tidak memiliki
pengaruh dan tidak signifikan terhadap loyalitas nasabah, sedangkan untuk variabel
word of mouth memiliki pengaruh positif dan signifikan terhadap kepuasan
nasabah. Kemudian variabel kualitas layanan memiliki pengaruh dan signifikan
terhadap loyalitas nasabah dan kepuasan nasabah. Kemudian kepuasan nasabah
berpengaruh positif dan signifikan terhadap loyalitas nasabah. Kepuasan nasabah
juga memiliki pengaruh mediasi antara variabel word of mouth dan loyalitas
nasabah. Terakhir kepuasan nasabah mampu memediasi pengaruh kualitas layanan
terhadap loyalitas nasabah.

Berdasarkan studi'yang telah dilakukan, diharapkan kepada pihak bank
untuk meningkatkan strategi pemasaran, seperti memperkuat hubungan dengan
nasabah, memberikan pelayanan yang lebih personal, menciptakan pengalaman
positif bagi nasabah, serta memanfaatkan teknologi untuk meningkatkan interaksi
dan keterlibatan. Dengan demikian, perusahaan dapat meningkatkan loyalitas
nasabah secara jangka panjang, sekaligus memperluas jangkauan promosi melalui
rekomendasi nasabah kepada calon nasabah lainnya.

Kata Kunci: Word Of Mouth, Kualitas layanan, Loyalitas Nasabah, Kepuasan
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ABSTRACT

This study aims to test "The Influence of Word of Mouth and Service
Quality on Customer Loyalty with Customer Satisfaction as an Intervening
Variable". In this study, the researcher wanted to find out whether word of mouth,
service quality and customer satisfaction had an influence on customer loyalty in
users of BSI's savings products and mobile banking services in the city of Surabaya.

This study applies a quantitative method with a non-probability sampling
technique with sample selection using purposive sampling or samples taken
according to certain considerations and sampling techniques using the Taro Yamane
formula. Meanwhile, the respondents used were 100 respondents who used BSI's
mobile banking products and services in the city of Surabaya, especially KCP
Manukan and KCP HR Muhammad for more than a year. The results of the study
will be analyzed using the SPSS v. 25 application. The analysis method uses validity
and reliability tests, classical assumption tests, hypothesis tests, path tests and sobel
tests.

The results of the study indicate that word of mouth has no influence and is
not significant on customer loyalty, while the word of mouth variable has a positive
and significant influence on customer satisfaction. Then the service quality variable
has an influence and is significant on customer loyalty and customer satisfaction.
Then customer satisfaction has a positive and significant effect on customer loyalty.
Customer satisfaction also has a mediating effect between word of mouth variables
and customer loyalty. Finally, customer satisfaction is able to mediate the influence
of service quality on customer loyalty

Based on the studies that have been.conducted, it is expected that the bank
will improve its marketing strategy, such as strengthening customer relationships,
providing more personalized service, creating a positive experience for customers,
and utilizing technology to increase interaction and engagement. Thus, the
company can increase customer loyalty in the long term, while expanding the reach
of promotions through customer recommendations to other potential customers.

Keywords: Word Of Mouth, Service Quality, Customer Loyalty, Satisfaction
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