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MOTTO

Il w lebilv baik daripada harto.
Il w menjaga engkaw dowv engkaww
menjaga hawto.

Hartaw tw berkuwrang bilaw dibelanjakany
tetapi il bertambal bilaw dibelanjoka.
(Khalifahv Al bin AbIThalib,)

Orang-orang yang berhentt belajor
akanv menjadi pemilik masaw ladw,
Orang-orang yang terus belajor
(Mawio-Teguh)

Tak ada rahasio untuk menggapai sukses.
Sukses dapat teviadi kawrena persiapony, kevjo
keras;

(CollinvPowell)

Keberuntungan adalatv sesuatw yang teviadi
ketika

(Thomas A. Edison)



Bila Anda tidak tahu, belajowrladv,
Bl Anda tidak bisa, bersungguh-
sungguhlad.

Bl sesuatw ittw mustahil bagi anda,
cobaladv.

Ilmuw pengetahuan tanpa agama lumpuh,
agama toonpav b pengetohuany buto,
( Alert Einustein )

Ilmuw pengetahumany tw tidak akavy
kepadarya.
( pepataiv)

Bila Anda senang merundao-nunda,
Anda tidak akan pernalv punya waktu.

Masaw depanv Andaw akawv lebil tergantung
dari apo yang Anda kerjakan pada masow
senggang daripada, masa Anda bekerjo.
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THE INFLUENCES OF THE SATISFACTION, PRODUCT IMAGE,
ANDCONFIDENCE TO THE COMMITMENT AND LOYALTY

ABSTRACT

Customer loyalty always remains a prime concern for business organization. The
purpose of this research is to find the interrelationships between customer
satisfaction, product image, trust to commitment and customer loyalty in the
banking retail BRI bank in Surabaya. This study investigates the correlation
between these factors and customer loyalty through hypotheses testing and the
study sought to identify the most important attributes in bank settings, which may
be used to review characteristics of the banks as experienced. The study was
carried out by taking a sample of 125 respondents BRI Customer’s. Data were
collected through questionnaire containing 21 items the rater that used with 5
likert scale is to give the answer of respondents and analyzed with AMOS 20.0.
Results of thisresearch show that: 1. Customer satisfaction affect significant
positive to commitment, 2. Customer satisfaction affect positive not significant to
loyalty, 3. productimage affect negative not significant to customer loyalty, 4.
Trust affect positive significant to customer loyalty, 5. Commitment affect positive
significant to loyalty. This study concludes that long-term success and sustainable
reputation of an organization depends on customer loyalty.

Keywords: Satisfaction, product image, trust, commitment and loyalty in Banking
Sector
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