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ABSTRAKSI

Penelitian ini bertujuan untuk menganalisis pengaruh nilai pelanggan (customer
value) terhadap loyalitas nasabah PT. Bank Mega Kantor Wilayah Surabaya.
Variabel yang digunakan pada penelitian ini adalah nilai kinerja produk, nilai
layanan, dan nilai emosional. Jenis penelitian ini adalah explanatory research.
Teknik analisis yang dipergunakan adalah Analisis Regresi dengan Pendekatan
Konfirmatori dengan menggunakan program software AMOS (Analysis Of
Moment Structure) 5.0.. Penelitian dilakukan dengan cara mengambil responden
sebanyak 150 responden dengan metode purposive sampling. Responden berasal
dari nasabah PT. Bank Mega Kantor Wilayah Surabaya. Data yang diperoleh diuji
menggunakan analisis faktor konfirmatori (confirmatory factor analysis) pada
masing-masing variabel laten untuk mengetahui keandalan dan kesahihan (Validity
and Reliability) nilai kinerja produk, nilai layanan dan nilai emosional yang dapat
memengaruhi loyalitas nasabah. Berdasarkan hasil analisis dapat diketahui bahwa
variabel nilai kinerja produk berpengaruh signifikan terhadap loyalitas nasabah,
variabel nilai layanan berpengaruh signifikan terhadap loyalitas nasabah dan
variabel nilai emosional berpengaruh signifikan terhadap loyalitas nasabah.

Kata Kunci : nilai kinerja produk, nilai layanan, nilai emosional, loyalitas
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ABSTRACT

This study aims to analyze the influence of customer value (customer value) to the
customer loyalty PT. Mega Bank Regional Office in Surabaya. Variables used in
this study are the value of product performance, service value and emotional
value. This type of research is explanatory research. Analytical techniques used
were Confirmatory Approach to Regression Analysis using software program
AMOS (Analysis Of Moment Structure) 5.0 .. Research done by taking as many
as 150 respondents respondents with purposive sampling method. Respondents
came from a customer of PT. Mega Bank Regional Office in Surabaya. The data
obtained were tested using confirmatory factor analysis (confirmatory factor
analysis) for each latent variable to determine the reliability and validity of
(Validity and Reliability) value of product performance, service value and
emotional value that can affect customer loyalty. Based on the analysis results can
be seen that the value of the variable performance of the products significantly
influence customer loyalty, service value of the variable significant effect on
customer loyalty and emotional variables significantly influence the value of
customer loyalty.

Keywords: value of product performance, service value, emotional value,
loyalty
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