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Abstrak

Penelitian ini bertujuan untuk mengetahui pengaruh citra merek produk tabungan
“Bung Andi” terhadap loyalitas nasabah yang dimediasi oleh kepuasan nasabah.
Sebanyak 271 nasabah tabungan khusus “Bung Andi” sebagai sampel dalam
penelitian dengan memilih teknik probability sampling yaitu simple random
sampling dalam proses pengambilan sampel. Data dikumpulkan melalui kuisioner.
Analisis data dilakukan dengan menggunakan analisis jalur yang dibantu oleh
software SmartPLS 3.0. Hasil penelitian menunjukkan bahwa citra merek
berpengaruh positif dan signifikan terhadap kepuasan nasabah, citra merek
berpengaruh positif dan signifikan terhadap loyalitas nasabah, kepuasan nasabah
berpengaruh positif dan signifikan terhadap loyalitas nasabah, dan citra merek
berpengaruh positif dan signifikan terhadap loyalitas nasabah yang dimediasi oleh
kepuasan nasabah. Penelitian ini dimaksud dapat memberikan gambaran
perusahaan untuk meningkatkan citra merek produk tabungan “Bung Andi”
terhadap loyalitas nasabah dimasa yang akan datang.

Kata kunci: Citra Merek, Kepuasan Nasabah, Loyalitas Nasabah
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The Effect of Brand Image of ""Bung Andi** Savings Product on
Member Loyalty with Member Satisfaction as an Intervening
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Abstract

This research aims to determine the influence of the brand image of the savings
product "Bung Andi" on member loyalty which is mediated by member satisfaction.
A total of 271 members of the special savings account “Bung Andi" were sampled
in the research by choosing a probability sampling technique, namely simple
random sampling, in the sampling process. Data was collected through
questionnaires. Data analysis was carried out using path analysis assisted by
SmartPLS 3.0 software. The research results show that brand image has a positive
and significant effect on member satisfaction, brand image has a positive and
significant effect on member loyalty, member satisfaction has a positive and
significant effect on member loyalty, and brand image has a positive and significant
effect on member loyalty which is mediated by member satisfaction. This research
is intended to provide an overview of the company to improve the brand image of
the savings product "Bung Andi* towards member loyalty in the future.

Keywords— Brand image, Customer Satisfaction, Customer Loyalty
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