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ABSTRAK 

 

Penelitian ini menguji pengaruh media sosial instagram terhadap loyalitas nasabah PT 

BNI Persero Cabang Dempo Palembang. Media sosial tersebut terdiri dari dua 

variabel yaitu kemudahan dan kepercayaan. Penelitian ini bertujuan untuk 1) 

mengetahui kemudahan mengakses media sosial instagram 2) mengetahui pengaruh 

kepercayaan media sosial instagram terhadap loyalitas nasabah. Sampel dalam 

penelitian ini adalah nasabah BNI cabang dempo Palembang sebanyak 89 responden 

dengan teknik pengambilan sampel menggunakan metode random sampling. Teknik 

pengumpulan data yaitu menggunakan kuesioner sedangkan teknik analisis 

menggunakan analisis regresi linear berganda dan uji statistik. Hasil dari penelitian 

ini menunjukan bahwa: 1) kemudahan mengakses media sosial instagram 

berpengaruh positif dan signifikan terhadap loyalitas nasabah. Hal ini ditunjukkan 

nilai korelasi sebesar 0,431 dan thitung sebesar 4,921 lebih besar dari ttabel sebesar 

1,987.  2) Kepercayaan media sosial instagram berpengaruh positif dan signifikan 

terhadap loyalitas nasabah.  Hal ini ditunjukkan nilai korelasi sebesar 0,291 dengan 

thitung sebesar 4,289 lebih besar dari ttabel sebesar 1,987..    

 

Kata kunci: Kemudahan, Kepercayaan, loyalitas  
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ABSTRACT 

 

This study examines the influence of social media Instagram on customer loyalty at 

PT BNI Persero Cabang Dempo Palembang. Social media consists of two variables, 

namely ease and trust. This study aims to 1) determine the ease of accessing 

Instagram social media 2) determine the effect of Instagram social media trust on 

customer loyalty. The sample in this study was 89 customers of BNI dempo 

Palembang branch with the sampling technique using random sampling method. The 

data collection technique used a questionnaire, while the analysis technique used 

multiple linear regression analysis and statistical tests. The results of this study 

indicate that: 1) the ease of accessing Instagram social media has a positive and 

significant effect on customer loyalty. This is indicated by the correlation value of 

0.431 and tcount of 4.921 is greater than t table of 1.987. 2) Instagram social media 

trust has a positive and significant effect on customer loyalty. This is indicated by the 

correlation value of 0.291 with tcount of 4.289 greater than t table of 1.987. 

 

Key words: Ease, trust, loyalty 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



x 
 

DAFTAR ISI 

 

Halaman 

 

HALAMAN JUDUL  .....................................................................................  i 

 

HALAMAN PENGESAHAN   ......................................................................   ii 

 

HALAMAN PERNYATAAN  .......................................................................  iii 

 

HALAMAN PENGESAHAN PENGUJI  ....................................................        iv 

 

MOTTO DAN PERSEMBAHAN  ................................................................        v 

 

KATA PENGANTAR  ...................................................................................        vi 

 

UCAPAN TERIMA KASIH  ........................................................................       vii 

 

ABSTRAK  .....................................................................................................      viii 

 

DAFTAR ISI  ..................................................................................................  x 

 

DAFTAR TABEL  .........................................................................................    xii 

 

DAFTAR GAMBAR  .....................................................................................      xiii 

 

DAFTAR LAMPIRAN  .................................................................................  xiv 

 

BAB I   PENDAHULUAN 

 

              1.1   Latar Belakang Masalah...............................................................      1 

1.2  Rumusan Masalah . .....................................................................        4   

1.3  Batasan Masalah  ........................................................................        4  

1.4  Tujuan Penelitian  .......................................................................        4 

             1.5  Manfaat Penelitian  ......................................................................        4 

 

BAB II  TINJAUAN PUSTAKA 

 

2.1  Landasan Teori ...........................................................................        6 

2.1.1 Media Sosial  .....................................................................        6 

       2.1.2 Ciri-ciri Media Sosial  ........................................................        7 

2.1.3 Karakteristik Media Sosial  ................................................        8 

       2.1.4 Klasifikasi Media Sosial  ...................................................      10 

       2.1.5 Fungsi Media Sosial  ..........................................................      11 



xi 
 

2.1.6 Instagram ...........................................................................      12    

2.1.7 Fitur-fitur yang terdapat di Instagram ................................      13 

       2.1.8 Kemudahan ........................................................................      17 

2.1.9 Kepercayaan .......................................................................      18 

       2.1.10 Loyalitas ...........................................................................      19 

2.2  Penelitian Terdahulu  ..................................................................      20 

2.3  Kerangka Pikir  ...........................................................................      24 

2.4  Hipotesis  ....................................................................................      24 

 

BAB III METODE PENELITIAN 

 

3.1  Lokasi Penelitian   .......................................................................      25 

3.2  Jenis dan Sumber Data  ...............................................................      25 

3.3  Populasi dan Sampel  ..................................................................      25 

3.4  Metode Pengumpulan Data  ........................................................      26 

3.5  Teknik Analisis  ..........................................................................      27 

3.6  Definisi Operasional Variabel  ....................................................      29 

 

BAB IV HASIL DAN PEMBAHASAN   

 

4.1  Analisis Deskriptif  .....................................................................      34 

4.1.1 Gambaran Umum Responden  ...........................................      34 

       4.1.2 Rekapitulasi Hasil Jawaban  ..............................................      38 

4.1.3 Uji Instrumen .....................................................................      42 

4.1.3.1 Uji Validitas  .........................................................      42 

4.1.3.2 Uji Reliabilitas  ......................................................      43 

4.1.3.3 Analisis Regresi Liniear Berganda  .......................      44 

4.1.3.4 Uji T  .....................................................................      46 

4.1.3.5 Uji F  ......................................................................      47 

4.1.3.6 Koefisien Determinasi ...........................................      47 

4.2  Pembahasan ................................................................................      48 

 4.2.1 Pengaruh Kemudahan Media Sosial Instagram 

  Terhadap Loyalitas Nasabah  ............................................  49 

 4.2.2 Pengaruh Kepercayaan Media Sosial Instagram 

  Teradap Loyalitas Nasabah  ..............................................  50 

 

BAB V KESIMPULAN DAN SARAN   

 

5.1  Kesimpulan  ................................................................................      52 

5.2  Saran  ..........................................................................................      52 

 

DAFTAR PUSTAKA  ....................................................................................     53 

LAMPIRAN 



xii 
 

DAFTAR TABEL 

 

Halaman 

Tabel 3.1 Skala Likert ........................................................................................... 29 

Tabel 3.2 Operasional Variabel............................................................................. 30 

Tabel 4.1 Distribusi Responden Berdasarkan Jenis Kelamin ............................... 34 

Tabel 4.2 Distribusi Responden Berdasarkan Usia … .......................................... 35 

Tabel 4.3 Distribusi Responden Berdasarkan Pendidikan .................................... 35 

Tabel 4.4 Distribusi Responden Berdasarkan Pekerjaan ...................................... 36 

Tabel 4.5 Distribusi Responden Berdasarkan Lama Menjadi Nasabah … ........... 37 

Tabel 4.6 Distribusi Responden Berdasarkan Penghasilan ................................... 37 

Tabel 4.7 Rekapitulasi Jawaban Responden Terhadap Kemudahan  

                Media Sosial Instagram ......................................................................... 38 

Tabel 4.8 Rekapitulasi Jawaban Responden Terhadap Kepercayaan 

                Media Sosial Instagram ......................................................................... 40 

Tabel 4.9 Rekapitulasi Jawaban Responden Terhadap Loyalitas 

                Media Sosial Instagram ......................................................................... 41 

Tabel 4.10 Hasil Uji Validitas ............................................................................... 42 

Tabel 4.11 Hasil Uji Validitas ............................................................................... 43 

Tabel 4.12 Hasil Uji Reliabilitas ........................................................................... 44 

Tabel 4.13 Hasil Uji Analisis Regresi Linear Berganda ....................................... 44 

Tabel 4.14 Hasil Uji t ............................................................................................ 46 

Tabel 4.15 Hasil Uji f ............................................................................................ 47 

Tabel 4.16 Hasil Uji Koefisien Determenasi ........................................................ 48 

 

 

 

 

 

 

 

 

 



xiii 
 

DAFTAR GAMBAR 

 

Halaman 

Gambar 1.1 Pertumbuhan Digital Tahunan ............................................................ 1 

Gambar 1.2 Pertumbuhan Pengguna Media Sosial ................................................. 2 

Gambar 1.3 Akun Instagram Resmi BNI ................................................................ 3 

Gambar 2.1 Kerangka Pikir…............................................................................... 24 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xiv 
 

DAFTAR LAMPIRAN 

 

Lampiran 1 Lembar Rekomendasi Ujian Skripsi 

Lampiran 2 Lembar Bimbingan Skripsi  

Lampiran 3 Lembar Kesepakatan Bimbingan Skripsi 

Lampiran 4 Lembar Kuesioner 

Lampiran 5 Lembar Hasil Uji Kuesioner 

Lampiran 6 Lembar Tabulasi Hasil Jawaban Kuesioner 

Lampiran 7 Lembar R Tabel 

Lampiran 8 Lembar t Tabel 

Lampiran 9 Lembar f Tabel 

 

 

 

 

 

 

 

 


