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The Effect of Corporate Image, Perceived value, Customer Loyalty BRI 

Britama Surabaya with The Mediation of  

Customer Satisfaction 

 

 

ABSTRACT 

 

The development of the corporate world today has been colored by an 

increasingly tight competition. This is caused due to the currents of globalization 

increasingly wide open for any businessperson. See more intense competition in 

capturing market share is currently the big task of the banking industry to examine 

the extent to which the needs and wants of the customer at the moment. The 

creation of a State need each other prompted the emergence of loyalty within the 

customer so there arises a desire to move to another bank. Satisfaction is an 

important factor in shaping the loyalty. A satisfied customer of bank services will 

be loyal to the bank. The loyal attitude can be demonstrated through a desire to 

keep choosing the same bank and communicate by word of mouth to others. 

Satisfaction is an attitude which is the intention to maintain a long-term 

relationship because the relationship is considered valuable and provides benefits 

in the form of customer loyalty.  

This research using quantitative methods. Data retrieval method is to use 

the distribution of questionnaires to respondents BRITAMA Bank BRI Surabaya. 

This research resulted in that company's image and perceived value has no effect 

on customer satisfaction, customer satisfaction and loyalty to clients. This shows 

that customer satisfaction has successfully mediated the relationship the corporate 

image and value of customer loyalty to where. 

Keywords: corporate image, perceived value, customers satisfaction, customers 

loyalty. 
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