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ABSTRAK 

Tujuan dari penelitian ini adalah untuk menganalisa pengaruh kualitas layanan terhadap 

kepuasan pelanggan, kualitas layanan terhadap loyalitas merek, kepuasan pelanggan 

terhadap loyalitas merek, dan loyalitas merek terhadap rekomendasi dari mulut ke mulut 

dalam penggunaan layanan perbankan di BRI. Data untuk penelitian ini dianalisis secara 

kuantitatif. Data kuantitatif dikumpulkan melalui kuesioner online yang diisi oleh 100 

responden yang pernah menggunakan layanan dan fasilitas perbankan BRI. Metode 

kuantitatif, skala Likert tujuh poin digunakan sebagai alat ukur dan dianalisis menggunakan 

perangkat lunak Smart-PLS. Ini adalah penelitian pertama di mana peneliti membahas 

pemasaran dari mulut ke mulut, loyalitas merek, kepuasan pelanggan, dan kualitas layanan 

terhadap layanan perbankan BRI. Hasil penelitian mengonfirmasi adanya hubungan positif 

antara kualitas layanan dan kepuasan pelanggan, hubungan positif antara kualitas layanan 

dan rekomendasi mulut ke mulut, hubungan positif antara kepuasan pelanggan dan 

rekomendasi mulut ke mulut, hubungan positif antara kualitas layananan dan loyalitas merek, 

hubungan positif antara kepuasan pelanggan dan loyalitas merek, serta hubungan positif 

antara rekomendasi mulut ke mulut dan loyalitas merek. Secara teoritis, penelitian ini 

menawarkan wawasan tentang cara mengelola hubungan pelanggan secara strategis untuk 

mencapai pertumbuhan organik dan keunggulan kompetitif dalam industri perbankan. Secara 

praktis, penelitian ini berfokus pada kampanye pemasaran, pengalaman pelanggan yang 

dipersonalisasi, yang berkelanjutan dalam industri perbankan. 

Kata kunci: kualitas layanan; kepuasan pelanggan; rekomendasi mulut ke mulut; loyalitas 

merek 
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ABSTRACT 
 
 

The objective of the study is to analyze the relationship of service quality on customer 

satisfaction, service quality on word-of-mouth, customer satisfaction on word-of-mouth, 

service quality on brand loyalty, customer satisfaction on brand loyalty, and word-of-mouth 

on brand loyalty in using banking services at BRI. Data for this research was analyzed 

quantitatively. Quantitative data were collected through an online questionnaire. After that, 

it answered by 100 respondents who have ever used Bank Rakyat Indonesia's banking 

services. In the quantitative approach, a seven-point Likert scale is used as the measurement 

instrument and analyzed by Smart-PLS’s software. This is the first study whereby the 

researcher deals with service quality, customer satisfaction, word-of-mouth, and brand 

loyalty toward Bank Rakyat Indonesia's banking services. Results confirm a positive 

relationship between service quality and customer satisfaction, a positive relationship 

between service quality and word-of-mouth, a positive relationship between customer 

satisfaction and word-of-mouth, a positive relationship between service quality and brand 

loyalty, a positive relationship between customer satisfaction and brand loyalty and a positive 

relationship between word-of-mouth and brand loyalty. Theoretically, this research offers 

insight into how to strategically manage customer relationships in a way that will bring 

organic growth and competitive advantage in the banking industry. Practically, the research 

focused on marketing campaigns, personalized customer experiences in the banking industry. 

 
 

Keywords: service quality; customer satisfaction; word-of-mouth, brand loyalty 
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