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Abstract  

 

This research aims to examine the direct influence between brand image 

and customer’s decision to take consumer credit on customer loyalty through 

customer satisfaction and the indirect influence of brand image and the customer’s 

decision to take consumer credit on customer loyalty an BANK BJB KCP Babelan 

Branch Cikarang. 

The sampling method was purposive sampling to obtain 100 samples. Data 

analysis uses the Partial Least Square (PLS) method, which is one of the methods 

for solving Structural Equation Modeling (SEM) via Smart PLS 4.0 Software. The 

tests used are the outer model test, inner model test and mediation and hypothesis 

tests. From the calculation results it can be concluded that brand image influences 

customer loyalty and customer satisfaction. The customer’s decision to take 

consumer credit does not have a significant effect on customer loyalty, but it does 

influence customer satisfaction when taking consumer credit. Customer satisfaction 

is said to have a significant effect on customer loyalty. Indirectly or in a mediation 

test, it said that the influence of brand image on loyalty through customer 

satisfaction is significant and the influence of customer’s decision to take customer 

credit on customer loyalty through customer satisfaction is not significant 

 

Keywords : Brand image, customer decisions, customer satisfaction, customer 

loyality 
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ABSTRAK 

Penelitian ini bertujuan untuk menguji pengaruh langsung antara citra 

merek dan keputusan nasabah mengambil kredit konsumer terhadap loyalitas 

nasabah melalui kepuasan nasabah dan pengaruh tidak langsung citra merek dan 

keputusan nasabah mengambil kredit konsumer terhadap loyalitas nasabah pada 

Bank BJB KCP Babelan Cabang  Cikarang. 

Metode pengambilan sampel dengan purposive sampling diperoleh 100 

sampel. Analisis data mengunakan metode Partial Least Square (PLS), yaitu salah 

satu metode penyelesaian Structural Equation Modeling (SEM) melalui Software 

SmartPLS 4.0. Uji yang digunakan adalah uji outer model, uji inner model serta uji 

mediasi dan hipotesis. Dari hasil perhitungan dapat disimpulkan bahwa citra merek 

berpengaruh terhadap loyalitas nasabah dan kepuasan nasabah. Keputusan nasabah 

mengambil kredit konsumer  tidak berpengaruh signifikan terhadap loyalitas 

nasabah, namun berpengaruh terhadap kepuasan nasabah mengambil kredit 

konsumer. Kepuasan nasabah dikatakan berpengaruh secara signifikan terhadap 

loyalitas nasabah. Secara tidak langsung atau uji mediasi, dikatakan bahwa 

pengaruh citra merek terhadap loyalitas melalui kepuasan nasabah adalah 

signifikan dan pengaruh keputusan nasabah mengambil kredit konsumer terhadap 

loyalitas nasabah melalui kepuasan nasabah adalah tidak signifikan. 

 

Kata kunci: citra merek, keputusan nasabah, kepuasan nasabah, loyalitas nasabah 

 

 


