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ABSTRACT

This study aims to statistically prove whether service quality, and company
image have an influence on customer loyalty at PT. BPRS Artha Sinar Sejahtera
Syariah. the sample method in this study is in the form of direct interviews with the
Head of Operations about service quality and the primary data obtained is analyzed
from qualitative research where the author conducts interviews by asking several
questions by meeting face to face directly between the interviewer and the source.
The results showed that service quality variables have a significant effect on customer
loyalty. The data collection method is obtained by interview method. Based on the
research conducted, a more detailed information picture is obtained regarding how
the performance shown by customer service during the service process takes place

in order to meet the interests and needs of customers.

Keywords: Customer Service, Customers, service quadlity, customer loyalty,

Qualitative Data.



ABSTRAK

Penelitian ini bertujuan untuk membuktikan secara statistik apakah kualitas
pelayanan, dan citra perusahaan memiliki pengaruh terhadap loyalitas nasabah di
PT. BPRS Artha Sinar Sejahtera Syariah . metode sample dalam penelitian ini
berupa wawancara langsung kepada bagian Kepala Operasional tentang kualitas
pelayanan dan Data primer yang di peroleh dianalisis dari penelitian kualitatif yang
dimana penulis melakukan wawancara dengan memberikan beberapa pertanyaan
dengan bertatapan muka secara langsung antara pewawancara dengan
narasumber. Hasil penelitian menunjukan bahwa variable kualitas pelayanan
berpengaruh secara signifikan terhadap loyalitas nasabah. Metode pengumpulan
data diperoleh dengan metode wawancara. Berdasarkan penelitian yang
dilakukan diperoleh gambaran mengenai informasi yang lebih rinci bagaimana
kinerja yang ditunjukkan oleh customer service selama proses pelayanan

berlangsung guna memenuhi kepentingan maupun kebutuhan nasabah..

Kata kunci : Customer Service, Nasabah, kualitas pelayanan, loyalitas nasabah,

Data kualitatif
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