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ABSTRAK  

 

Penelitian ini dilakukan untuk mengetahui pengaruh Citra Merek terhadap 

Kepuasan Nasabah, pengaruh Citra Perusahaan terhadap Kepuasan Nasabah, 

pengaruh Kepuasan Nasabah  terhadap Loyalitas Nasabah, pengaruh Citra Merek  

terhadap Loyalitas Nasabah, pengaruh Citra Perusahaan terhadap Loyalitas 

Nasabah, pengaruh Citra Merek Terhadap Loyalitas Nasabah Melalui Kepuasan 

Nasabah, pengaruh Citra Perusahaan terhadap Loyalitas Nasabah melalui 

Kepuasan Nasabah. Studi kasus dalam penelitian ini dilakukan di Bank Syariah 

Indonesia Kantor Cabang Palembang A.Rivai. Responden dalam penelitian ini 

merupakan nasabah gadai dan cicil emas, baik nasabah lama maupun nasabah baru. 

Populasi dalam penelitian ini adalah nasabah gadai emas sebanyak 204 nasabah dan 

nasabah cicil emas sebanyak 103 nasabah. Sehingga jumlah keseluruhan populasi 

untuk kedua nasabah tersebut ialah sebanyak 307 nasabah. Jumlah sampel pada 

penelitian ini sebanyak 75 responden yang merupakan nasabah gadai dan cicil 

emas di Bank Syariah Indonesia KC Palembang A. Rivai. Sumber data pada 

penelitian ini yaitu menggunakan data primer dan sekunder. Metode pengumpulan 

data pada penelitian ini dengan menggunakan kuesioner tertutup dimana 

responden dapat menentukan pilihannya berdasarkan apa yang dirasakan 

responden dan memilih jawaban dari pernyataan yang telah disediakan oleh 

peneliti. Teknik pengambilan sampel menggunakan teknik purposive sampling 

yaitu teknik pengambilan sampel dengan melihat persepsi  dari nasabah yang sudah 

merasakan dan telah menjadi nasabah gadai dan cicil emas di Bank Syariah 

Indonesia KC Palembang A.Rivai. Berdasarkan hasil dari penelitian ini 

menunjukan bahwa Variabel Citra Merek berpengaruh terhadap Kepuasan 

Nasabah, Citra Perusahaan berpengaruh terhadap Kepuasan Nasabah,  Kepuasan 

Nasabah berpengaruh terhadap Loyalitas Nasabah, Citra Merek berpengaruh 

terhadap Loyalitas Nasabah, Citra Perusahaan berpengaruh terhadap Loyalitas 

Nasabah, Citra Merek berpengaruh Terhadap Loyalitas Nasabah Melalui Kepuasan 

Nasabah, Citra Perusahaan berpengaruh terhadap Loyalitas Nasabah melalui 

Kepuasan Nasabah gadai dan cicil emas baik nasabah lama maupun nasabah baru 

di Bank Syariah Indonesia Kantor Cabang Palembang A. Rivai. 

 

Kata Kunci : Citra Merek, Citra Perusahaan, Kepuasan Nasabah, Loyalitas  

           Nasabah
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ABSTRACT 

 

This research was conducted to determine the effect of Brand Image on Customer 

Satisfaction, the influence of Corporate Image on Customer Satisfaction, the 

influence of Customer Satisfaction on Customer Loyalty, the effect of Brand Image 

on Customer Loyalty, the influence of Corporate Image on Customer Loyalty, the 

influence of Brand Image on Customer Loyalty through Customer Satisfaction, 

influence of Corporate Image on Customer Loyalty through Customer Satisfaction. 

The case study in this research was conducted at the Indonesian Sharia Bank 

Palembang A.Rivai Branch Office. Respondents in this study were mortgage and 

gold installment customers, both old and new customers. The population in this 

study were 204 gold mortgage customers and 103 gold installment customers. So 

that the total population for the two customers is 307 customers. The number of 

samples in this study were 75 respondents who were mortgage and gold installment 

customers at Bank Syariah Indonesia KC Palembang A. Rivai. Sources of data in 

this study are using primary and secondary data. The data collection method in this 

study used a closed questionnaire where respondents could make their choices 

based on what the respondents felt and chose answers from the statements provided 

by the researchers. The sampling technique uses a purposive sampling technique, 

namely a sampling technique by looking at the perceptions of customers who have 

felt and have become pawn and gold installment customers at Bank Syariah 

Indonesia KC Palembang A.Rivai. Based on the results of this study, it shows that 

the Brand Image Variable has an effect on Customer Satisfaction, Corporate Image 

has an effect on Customer Satisfaction, Customer Satisfaction has an effect on 

Customer Loyalty, Brand Image has an effect on Customer Loyalty, Corporate 

Image has an effect on Customer Loyalty, Brand Image has an effect on Customer 

Loyalty Through Customer Satisfaction, Corporate Image influences Customer 

Loyalty through Satisfaction of Pawn and Gold Installment Customers, both old 

and new customers at Bank Syariah Indonesia, Palembang A. Rivai Branch Office. 

 

Keywords: Brand Image, Corporate Image, Customer Satisfaction, Customer  

        Loyalty
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