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Abstrak

Penelitian ini bertujuan untuk mengetahui
pengaruh kualitas layanan, kepuasan nasabah
dan citra bank terhadap loyalitas nasabah
baik secara parsial, simultan dan faktor yang
paling dominan diantara ketiga variabel diatas
yvang mempengaruhi loyalitas nasabah.
Populasi dalam penelitian ini adalah nasabah
PT. BPR Syariah Madinah Lamongan
sedangkan sampel seluruh nasabah yang
berjumlah 100 responden. Dan penelitian ini
menggunakan metode kuantitatif.

Dari hasil penelitian diatas disimpulkan
bahwa variabel kualitas layanan, kepuasan
nasabah dan citra bank berpengaruh secara
secara parsial terhadap loyalitas nasabah.
Variabel kualitas layanan, kepuasan nasabah
dan citra bank berpengaruh secara secara
simultan terhadap loyalitas nasabah. Dan
variabel kualitas layanan berpengaruh paling
dominan terhadap loyalitas nasabah pada PT.
BPR Syariah Madinah Lamongan.

Abstract

The study aims to determine the influence of
service quality, customer satisfaction and bank
image on customer loyalty either partially,
simultaneously and the most dominant factor
among the three variables above that affects
customer loyalty. The population in this study
are customers of PT. BPR Syariah Madinah
Lamongan while the sample of all customers is
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J1. Lamongrejo Nomor 77 100 respondents.And this research uses

Lamongan quantitative methods.
From the results of the above study concluded
that the variables of service quality, customer
satisfaction and bank image partially influence
customer loyalty. Variable service quality,
customer satisfaction and bank image
simultaneously influence customer loyalty.
And service quality variables have the most

dominant influence on customer loyalty at PT.
BPR Syariah Madinah Lamongan
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