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This research entitled “The influence of Service quality on Customer loyalty with  

Customer Satisfaction as a Mediating Variable in Banks Mandiri Surabaya”. 

 

 

ABSTRACT 

This research is in the background by the phenomenon of competitive banking 

industry in order to gain customer loyalty. Bank Mandiri need to maximize the 

quality of service in order to increase the level of customer satisfaction, which in 

turn will make the customers become loyal even increase the number of clients, it 

needs to be done by the Bank if it wants to win the competition and become the 

market leader in the banking industry. A banking company that is able to offer 

excellence through outstanding service, ultimately to influence attitudes to loyal 

customers of a banking company. Specifically, this study aimed to determine the 

effect of service quality on customer loyalty with customer satisfaction as a 

mediating variable in Surabaya Bank. 

After conducting a literature review and formulation of hypotheses, data were 

collected through questionnaire method on 100 respondent Bank customers who 

use the services of savings products and objects to be examined are Bank Mandiri 

in Surabaya. The analysis tools are path analysis (Path Analysis). The hypothesis 

raised in this study are as follows: 1) The quality of service affects customer 

satisfaction Bank Surabaya, 2) quality of service affects customer loyalty Bank 

Surabaya, 3) customer satisfaction affects customer loyalty Bank Surabaya, 4) 

service quality affects customer loyalty with customer satisfaction as a mediating 

variable in Surabaya Bank.  

 

  

 Keyword: Service quality, Satisfaction, Cutomer loyalty, Path Analysis. 
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