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THE INFLUENCE OF RELIABILITY, CONVENIENCE VALUE, AND
COMMITMENT ON CUSTOMER’S LOYALTY
OF BANK BJB IN SURABAYA

Nadhira Qays Arikawati
STIE Perbanas Surabaya
Email : 2013210315 @students.perbanas.ac.id

ABSTRACT

Banking industry in Indonesia was very competitive and growing. People nowadays
have bank account already. This study is examining the influence of reliability,
convenience value and commitment on costumers’ loyalty of BJB in Surabaya.
Samples are 74 respondents who are saving in BJB. Technique analysis was used
multiple regression analysis. From the collected data, the results found that
reliability, convenience value and commitment have significant effect on costumers’
loyalty of BJB in Surabaya. The results also found that reliability has positive
significant effect on costumers’ loyalty of BJB in Surabaya,convenience value has
significant effect on costumers’ loyalty of BJB in Surabaya, and commitment also
has positive significant effect on costumers’ loyalty of BJB in Surabaya.

Key words : Reliability, convenience value, Commitment, and Costumers’ Loyalty
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ABSTRAK

Industri perbankan di Indonesia sangat kompetitif dan berkembang. Orang-orang
sekarang memiliki rekening bank sudah. Studi ini meneliti pengaruh keandalan,
nilai kenyamanan dan komitmen terhadap loyalitas pelanggan dari BJB di
Surabaya. Sampel 74 responden yang menabung di BJB. Teknik analisis yang
digunakan adalah analisis regresi berganda. Dari data yang dikumpulkan, hasil
menemukan bahwa kehandalan, nilai kenyamanan dan komitmen memiliki
pengaruh yang signifikan terhadap loyalitas pelanggan dari BJB di Surabaya. Hasil
penelitian juga menemukan bahwa kehandalan berpengaruh signifikan positif
terhadap pelanggan loyalitas BJB di Surabaya, nilai kenyamanan berpengaruh
signifikan terhadap pelanggan loyalitas BJB di Surabaya, dan komitmen juga
berpengaruh signifikan positif terhadap loyalitas pelanggan 'dari BJB di Surabaya.

Kata kunci: Keandalan, nilai kenyamanan, Komitmen, dan Loyalitas Pelanggan.
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