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ABSTRAK

SITI JULAEKHA, NIM: 2008203106. “PENGARUH KUALITAS INFORMASI DAN
PENANGANAN KELUHAN TERHADAP LOYALITAS MELALUI KEPUASAN
NASABAH SEBAGAI VARIABEL INTERVENING (SURVEI PADA PT. BSI KCP
CIREBON CILEDUG)”, 2024.

Loyalitas nasabah merupakan puncak dari pencapaian para pelaku bisnis perbankan,
timbulnya loyalitas pada nasabah didukung oleh bereberapa faktor, seperti kualitas informasi
yang didapat tidak akurat dan lambatnya penanganan keluhan yang diterima. Selain itu
ketidaksesuaian harapan nasabah melalui kepuasan menjadi faktor bagi nasabah menentukan
loyalitas. Sehingga dari permasalahan tersebut, penelitian ini bertujuan untuk menganalisis
pengaruh secara parsial, simultan dan jalur Path antara kualitas informasi dan penanganan
keluhan terhadap loyalitas melalui kepuasan nasabah sebagai variabel mediator studi pada PT.
BSI KCP Cirebon Ciledug.

Penelitian ini menggunakan jenis penelitian kuantitatif. Sampel pada penelitian ini yaitu
nasabah PT. BSI KCP Cirebon Ciledug berjumlah 100 responden. Adapun teknik
pengumpulan data melalui penyebaran kuesioner, angket dan studi kepustakaan. Analisis data
yang digunakan yaitu analisis statistik deskriptf,-analisis statistik berupa uji validitas dan uji
reliabilitas, uji asumsi klasik berupa uji normalitas, uji multikolinearitas, uji
heteroskedastisitas dan uji linearitas, uji regresi linear berganda, uji koefisien determinasi
(R?)serta uji hipotesis berupa uji- T (parsial) dan uji F (simultan) serta analisis jalur Path
dengan menggunakan SPSS Statistics Versi 16.0.

Berdasarkan hasil penelitian ini dengan- taraf signifikansi' 5% diperoleh kesimpulan:
terdapat pengaruh positif dan signifikan kualitas informasi terhadap loyalitas sebesar (0,001<
0,05), dan t hitung (3,299 > 1,984), terdapat pengaruh positif dan signifikansi penanganan
keluhan terhadap loyalitas sebesar (0,000 < 0,05) dan t hitung (5,590 > 1,984,) terdapat
pengaruh positif dan signifikan kualitas informasi ternadap kepuasan sebesar (0,013< 0,05)
dan t hitung (2,490 > 1,984), signifikan dan tidak terdapat pengaruh positif penanganan
keluhan terhadap kepuasan sebesar (0,029< 0,05) dan t hitung (1,052 < 1,984), terdapat
pengaruh positif dan signifikan loyalitas terhadap kepuasan sebesar (0,000< 0,05) dan t hitung
(5,070 < 1,984), terdapat pengaruh positif dan signifikan kualitas informasi terhadap loyalitas
melalui kepuasan sebagai variabel mediator sebesar 0,291 dan t hitung (2,577 > 1,984),
terdapat pengaruh positif dan signifikan penanganan keluhan terhadap loyalitas melalui
kepuasan sebagai variabel mediator sebesar 0,255 t hitung (2,577 > 1,984).

Kata kunci: Kualitas Informasi, Penanganan Keluhan, Kepuasan, Loyalitas



ABSTRACT

SITI JULAEKHA, NIM: 2008203106. "THE INFLUENCE OF INFORMATION
QUALITY AND COMPLAINT HANDLING ON LOYALTY THROUGH CUSTOMER
SATISFACTION AS A INTERVENING VARIABLE (SURVEY AT PT. BSI KCP
CIREBON CILEDUG)", 2024.

Customer loyalty is the pinnacle of achievement for banking business players. The
emergence of loyalty to customers is supported by several factors, such as the inaccurate
quality of the information obtained and the slow handling of complaints received. Apart from
that, the mismatch in customer expectations through satisfaction is a factor in determining
customer loyalty. So from these problems, this research aims to analyze the partial,
simultaneous and path influence between information quality and complaint handling on
loyalty through customer satisfaction as a study mediator variable at PT. BSI KCP Cirebon
Ciledug.

This research uses a quantitative type of research. The sample in this research is
customers of PT. BSI KCP Cirebon Ciledug numbered 100 respondents. The data collection
techniques include distributing questionnaires, guestionnaires and literature studies. The data
analysis used is descriptive statistical analysis, statistical analysis in the form of validity and
reliability tests, classic assumption tests in the form of normality tests, multicollinearity tests,
heteroscedasticity tests and linearity tests, multiple linear regression tests, coefficient of
determination tests (R®) and- hypothesis tests: in the form of T test (partial) and F test
(simultaneous) as well as Path path analysis using SPSS Statistics 16.0.

Based on the results of this research with a significance level of 5%, the conclusion is
obtained: there is a positive and. significant influence of information quality on loyalty of
(0.001 < 0.05), and t count (3.299 > 1.984), there is a positive and significant influence of
complaint handling on loyalty of ( 0.000 < 0.05) and t count (5.590 > 1.984), there is a
positive and significant influence of information quality ‘on satisfaction of (0.013 < 0.05) and t
count (2.490 > 1.984), significant and there is-no positive influence of complaint handling on
satisfaction is (0.029 < 0.05) and t count is (1.052 < 1.984), there is a positive and significant
influence of loyalty on satisfaction of (0.000 < 0.05) and t count is (5.070 < 1.984), there is a
positive and significant influence of information quality on loyalty through satisfaction as a
mediator variable of 0.291 and t count (2.577 > 1.984), there is a positive and significant
influence of complaint handling on loyalty through satisfaction as a mediator variable of
0.255 t count (2.577 > 1.984).

Keywords: Information Quality, Complaint Handling, Satisfaction, Loyalty
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NOTA DINAS
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