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INTISARI 
 
 
 
Tujuan penelitian ini adalah menguji pengaruh service performance secara 

langsung terhadap loyalitas nasabah Bank BNI Yogyakarta  dan mengetahui sejauh 
mana peran interaksi service performance dan kepuasan nasabah sebagai moderating 
variable dalam menjelaskan varian loyalitas nasabah Bank BNI Yogyakarta.  

Subyek penelitian ini adalah nasabah perseorangan yang memiliki rekening 
tabungan Bank BNI dan telah merasakan pelayanan/melakukan transaksi atas nama 
sendiri di Bank BNI cabang Yogyakarta sejak tahun 2008. teknik pengambilan 
sampel yang digunakan adalah purposive sampling dan jumlah sampel yang diambil 
adalah 100 responden. Alat  analisis yang digunakan adalah Moderator Regression 
Analysis.  

Hasil penelitian menunjukkan service performance mempunyai pengaruh 
signifikan terhadap loyalitas nasabah karena  nilai signifikan kurang dari 5%, selain 
itu interaksi service performance dengan kepuasan nasabah (X1*X2) berpengaruh 
secara signifikan terhadap loyalitas nasabah. karena  nilai signifikan kurang dari 5%. 

 

Kata kunci: service performance, satisfaction, consumer loyalty 
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ABSTRACT 
 
 

 
The objective of this research is to test the effect of significant service 

performance towards loyality of consumers in BNI Yogyakarta and to know how far 
the role of service performance interaction and the customer satisfaction as 
moderating variable in explaining loyality variant of customer of BNI Yogyakarta.   

The research was done in BNI Bank branch of Yogyakarta which is located in 
Jl. KH. Ahmad Dahlan. The sample obtained is personal customer who has saving 
account of BNI Bank and has got service in doing transaction in his/her own name in 
BNI Bank branch of Yogyakarta since 2008. The research uses purposive sampling 
and the numbers of sample obtained are 100 respondents.  

Based on the test done by using Moderator Regression Analysis, it is obtained 
result that the variabel of service performance (X1) has significant effect towards 
customers loyality because it has less significance point than 5%. Whereas the 
variable of service performance interaction with customers satisfaction (X1*X2) has 
significant effect toward customers loyality because the significance point is less 
than 5%.   
 

 
Keywords: service performance, kepuasan, loyalitas 
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