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ABSTRAK

Secara umum penelitian ini bertujuan untuk mengetahui pengaruh Kualitas 

Pelayanan Jenius Mobile terhadap Loyalitas nasabah dan Kepuasan nasabah serta 

pengaruh Kualitas Pelayanan terhadap Loyalitas nasabah melalui Kepuasan 

nasabah. Kemudian mengetahui pengaruh Kemudahan terhadap Loyalitas nasabah 

dan Kepuasan nasabah serta kemudahan terhadap Loyalitas nasabah melalui 

Kepuasan nasabah, dan pengaruh Kepuasan terhadap Loyalitas nasabah. Jenis dari 

penelitian ini adalah eksplanatori. Dengan populasi penelitian yaitu seluruh nasabah 

pengguna Jenius Mobile yaitu 2,8 juta hingga akhir September 2020. Dengan 

jumlah Sampel sebanyak 100 responden. Metode analisis yang digunakan yaitu 

analisis jalur. Berdasarkan hasil penelitian dan pembahasan yang telah dilakukan 

maka dapat ditarik kesimpulan sebagai berikut: tidak terdapat pengaruh Kualitas 

Pelayanan yang diberikan Jenius Mobile terhadap Loyalitas nasabah, tetapi terdapat 

pengaruh terhadap Kepuasan nasabah, serta tidak terdapat pengaruh Kualitas 

Pelayanan melalui Kepuasan terhadap Loyalitas nasabah. Kemudian tidak terdapat 

pengaruh Kemudahan terhadap Loyalitas nasabah, tetapi terdapat pengaruh 

terhadap kepuasan nasabah, serta tidak terdapat pengaruh melalui kepuasan 

terhadap Loyalitas nasabah. Lalu terdapat pengaruh Kepuasan terhadap Loyalitas 

nasabah.

Kata Kunci: Kualitas Pelayanan, Kemudahan, Kepuasan Nasabah,

dan Loyalitas Nasabah



viii

ABSTRACT

In general, this study aims to determine the effect of Jenius Mobile Service Quality 

on customer loyalty and customer satisfaction and the effect of service quality on 

customer loyalty through customer satisfaction. Then find out the effect of Ease on 

customer loyalty and customer satisfaction and ease of customer loyalty through 

customer satisfaction, and the effect of satisfaction on customer loyalty. The type of 

this research is explanatory. With the research population, all customers who use 

Jenius Mobile, there are 2.8 million until the end of September 2020. With a total 

sample of 100 respondents. The analytical method used is path analysis. Based on 

the results of the research and discussion that has been carried out, the following 

conclusions can be drawn: there is no effect of Service Quality provided by Jenius 

Mobile on customer loyalty, but there is an influence on customer satisfaction, and 

there is no effect of Service Quality through Satisfaction on Customer Loyalty. Then 

there is no effect of Ease on customer loyalty, but there is an influence on customer 

satisfaction, and there is no influence through satisfaction on customer loyalty. 

Then there is the effect of satisfaction on customer loyalty.

Keywords: Service Quality, Ease, Customer Satisfaction,and Loyalty of People
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ABSTRAK

Secara umum penelitian ini bertujuan untuk mengetahui pengaruh Kualitas Pelayanan Jenius Mobile terhadap Loyalitas nasabah dan Kepuasan nasabah serta pengaruh Kualitas Pelayanan terhadap Loyalitas nasabah melalui Kepuasan nasabah. Kemudian mengetahui pengaruh Kemudahan terhadap Loyalitas nasabah dan Kepuasan nasabah serta kemudahan terhadap Loyalitas nasabah melalui Kepuasan nasabah, dan pengaruh Kepuasan terhadap Loyalitas nasabah. Jenis dari penelitian ini adalah eksplanatori. Dengan populasi penelitian yaitu seluruh nasabah pengguna Jenius Mobile yaitu 2,8 juta hingga akhir September 2020. Dengan jumlah Sampel sebanyak 100 responden. Metode analisis yang digunakan yaitu analisis jalur. Berdasarkan hasil penelitian dan pembahasan yang telah dilakukan maka dapat ditarik kesimpulan sebagai berikut: tidak terdapat pengaruh Kualitas Pelayanan yang diberikan Jenius Mobile terhadap Loyalitas nasabah, tetapi terdapat pengaruh terhadap Kepuasan nasabah, serta tidak terdapat pengaruh Kualitas Pelayanan melalui Kepuasan terhadap Loyalitas nasabah. Kemudian tidak terdapat pengaruh Kemudahan terhadap Loyalitas nasabah, tetapi terdapat pengaruh terhadap kepuasan nasabah, serta tidak terdapat pengaruh melalui kepuasan terhadap Loyalitas nasabah. Lalu terdapat pengaruh Kepuasan terhadap Loyalitas nasabah.

Kata Kunci:	Kualitas Pelayanan, Kemudahan, Kepuasan Nasabah,

dan Loyalitas Nasabah







ABSTRACT

In general, this study aims to determine the effect of Jenius Mobile Service Quality on customer loyalty and customer satisfaction and the effect of service quality on customer loyalty through customer satisfaction. Then find out the effect of Ease on customer loyalty and customer satisfaction and ease of customer loyalty through customer satisfaction, and the effect of satisfaction on customer loyalty. The type of this research is explanatory. With the research population, all customers who use Jenius Mobile, there are 2.8 million until the end of September 2020. With a total sample of 100 respondents. The analytical method used is path analysis. Based on the results of the research and discussion that has been carried out, the following conclusions can be drawn: there is no effect of Service Quality provided by Jenius Mobile on customer loyalty, but there is an influence on customer satisfaction, and there is no effect of Service Quality through Satisfaction on Customer Loyalty. Then there is no effect of Ease on customer loyalty, but there is an influence on customer satisfaction, and there is no influence through satisfaction on customer loyalty. Then there is the effect of satisfaction on customer loyalty.

Keywords:	Service Quality, Ease, Customer Satisfaction,and Loyalty of People
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