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ABSTRAK

Mayasari, Dwinta, 2019. Pengaruh Promosi dan Bukti Fisik terhadap Kepuasan Nasabah serta Implikasinya terhadap Loyalitas Nasabah Kartu Kredit BNI di Wilayah Bandung. Program studi Magister Manajemen Konsentrasi Manajemen Pemasaran, Program Pascasarjana Universitas Pasundan Bandung. Pembimbing (I) Dr. H. Undang Juju, SE., MP, (II) Dr. Tita Setiawati, SE., MM.
Tujuan Penelitian ini adalah; (a) tanggapan nasabah mengenai promosi kartu kredit BNI, (b) tanggapan nasabah mengenai bukti fisik kartu kredit BNI, (c) tingkat kepuasan nasabah kartu kredit BNI, (d) loyalitas nasabah kartu kredit BNI, (e) mengetahui besarnya pengaruh promosi dan bukti fisik terhadap kepuasan nasabah kartu kredit BNI secara simultan dan parsial, dan (f) mengetahui besarnya pengaruh kepuasan terhadap loyalitas nasabah kartu kredit BNI. Peneliti menggunakan metode deskriptif, dengan pendekatan kuantitatif. Teknik pengambilan sampel yang digunakan yaitu simple random sampling kepada 100 responden nasabah kartu kredit BNI di Wilayah Bandung. Penelitian ini menggunakan metode analisis jalur (path analysis) untuk melihat hubungan antar variable yang diteliti. Adapun hasil dari analisis data penelitian diperoleh bahwa; (a) tanggapan nasabah mengenai promosi berada dalam kriteria tidak baik, (b) tanggapan nasabah mengenai bukti fisik berada dalam kriteria cukup baik (c) tanggapan nasabah mengenai kepuasan berada dalam kriteria cukup baik, (d) tanggapan nasabah mengenai loyalitas berada dalam kriteria cukup baik, (e) diketahui secara parsial maupun simultan promosi dan bukti fisik berpengaruh signifikan dan positif terhadap kepuasan nasabah kartu kredit, dan (f) kepuasan berpengaruh signifikan dan positif terhadap loyalitas nasabah.
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ABSTRACT

Mayasari, Dwinta, 2019. The Effect of Promotion and Physical Evidence on Customer Satisfaction and Its Implications on the Loyalty of BNI Credit Card Customers in Bandung Region. Master of Management Study Program Marketing Management Concentration, Pasundan University Bandung Postgraduate Program. Advisor (I) Dr. H. UU Juju, SE., MP, (II) Dr. Tita Setiawati, SE., MM.
The purpose of this study is; (a) customer responses regarding BNI credit card promotions, (b) customer responses regarding physical evidence of BNI credit cards, (c) level of satisfaction of BNI credit card customers, (d) loyalty of BNI credit card customers, (e) knowing the magnitude of the influence of promotions and physical evidence of the satisfaction of BNI credit card customers simultaneously and partially, and (f) know the magnitude of the effect of satisfaction on BNI credit card customer loyalty. Researchers use descriptive methods, with quantitative approaches. The sampling technique used was simple random sampling to 100 respondents of BNI credit card customers in the Bandung Region. This study uses the path analysis method (path analysis) to see the relationship between the variables studied. The results of the analysis of research data obtained that; (a) customer responses to promotions are in the unfavorable criteria, (b) customer responses to physical evidence are in good enough criteria (c) customer responses regarding satisfaction are in good enough criteria, (d) customer responses regarding loyalty are in the adequate criteria either, (e) partially or simultaneously known promotions and physical evidence have a significant and positive effect on credit card customer satisfaction, and (f) satisfaction has a significant and positive effect on customer loyalty.
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