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ABSTRAKSI 

 
 
Penelitian ini dimaksudkan untuk mengetahui pengaruh kualitas layanan yang 
meliputi responsiveness, assurance, empathy, reliability, tangibles dan tingkat 
penerimaan nasabah penggunan layanan perbankan berbasis electronic banking 
terhadap loyalitas nasabah di PT BNI (Persero) Tbk cabang Banyuwangi. Teknik 
pengambilan sampel dalam penelitian ini menggunakan purposive sampling. 
Analisis yang digunakan adalah model persamaan struktural (Structural Equation 
Model / SEM)  yang merupakan kumpulan dari teknik-teknik statistikal yang 
memungkinkan pengujian sebuah rangkaian hubungan yang relatif rumit secara 
simultan. Berdasarkan analisis SEM bahwa dimensi kualitas layanan yang terdiri 
dari responsiveness, assurance, empathy, reliability, tangibles dan model 
penerimaan teknologi (Technology Acceptance Model) yang terdiri dari dua 
persepsi yaitu persepsi manfaat dan persepsi kemudahan penggunaan berpengaruh 
secara positif dan signifikan terhadap loyalitas nasabah pengguna layanan 
electronic banking.  
 
Kata kunci : Kualitas layanan, Model Penerimaan Teknologi,  Loyalitas Nasabah. 
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ABSTRACT 

 
This research has purpose to analyze service quality factors and technology acceptance 
model  of e-banking user that influence customer loyalty. Service quality has five 
variables which are responsiveness, assurance, empathy, reliability, tangibles. The 
technology acceptance model has two perceived which are perceived usefulness 
and perceived ease of use. The sampling technique used is purposive sampling The 
data was analyzed by Structural Equation Modeling (SEM) analysis technique which is 
a complicated simultaneous statistical technique. The SEM analysis shows that 
service quality, which are responsiveness, assurance, empathy, reliability, tangibles, 
and Technology Acceptance Model, which are perceived usefulness and perceived 
ease of use,  have positive and significant impact  to customer loyalty of e-banking 
user.  
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