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ABSTRACT 

This research was aimed to examine, the impact of service quality and perceived quality of 
customer loyalty and mediated by customer satisfaction on M-Banking BCA. The sample 

of this research are BCA Customers in Surabaya and surrounding areas who use mobile 

banking. This research used non probability sampling technique. Collecting data was 
conduct by a questionaire distributed directly to 90 respondents. To test hypotheses, this 

research was using Warp PLS 6.0. The results showed that Service Quality did not 

significantly impact on Satisfaction and Loyalty, The Perceived Quality has a significant 
impact on Satisfaction and Loyalty. Customer Satisfaction has a significant impact on 

Loyalty. Satisfaction does not mediate the impact of Service Quality on Loyalty and 

Satisfaction partially mediated of Perceived Quality on Loyalty.  

Key words: Service Quality, Perceived Quality, Customer Satisfaction, Customer Loyalty 
on Mobile Banking.  
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ABSTRAK 

Penelitian ini bertujuan untuk menguji, dampak kualitas layanan dan kualitas yang 

dirasa terhadap loyalitas pelanggan dan dimediasi oleh kepuasan pelanggan pada 

M-Banking BCA. Sampel penelitian ini adalah Pelanggan BCA di Surabaya dan 

sekitarnya yang menggunakan mobile banking. Penelitian ini menggunakan teknik 

non probability sampling. Pengumpulan data dilakukan dengan cara membagikan 

kuesioner secara langsung kepada 90 responden. Untuk menguji hipotesis, 

penelitian ini menggunakan Warp PLS 6.0. Hasil penelitian menunjukkan bahwa 

Kualitas Layanan tidak berpengaruh signifikan terhadap Kepuasan dan Loyalitas, 

Kualitas Persepsi memiliki pengaruh signifikan terhadap Kepuasan dan Loyalitas. 

Kepuasan Pelanggan memiliki pengaruh signifikan terhadap Loyalitas. Kepuasan 

tidak memediasi pengaruh Kualitas Layanan terhadap Loyalitas dan Kepuasan 

memediasi parsial hubungan pengaruh Kualitas yang dirasa terhadap loyalitas 

pelanggan. 

 

Kata kunci: Kualitas Layanan, Kualitas Persepsi, Kepuasan Pelanggan, Loyalitas 

Pelanggan pada Mobile Banking. 

 

 

 


