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ABSTRAK

Penelitian |nl bertujuan untuk mengetahul pengaruh hualitas pelayanan, kepuasan nasabah, dan
komitmen terhadap loyalitas nasabah pada Bank BRI, Metode penelltan Ini menggunakan metode
kuantiatif dengan populasi nasabah yang menabung pada bank BRI Persero cabang Palopo, Sampel yang
digunakan sebanyak 320 responden, dan data diukur dengan menggunakan skala numerlk [angka).
Setelah dilakukan anallsls, diperoleh hasi| bahwa kualtas pelayanan berpengaruh pasitif terhadap
komitmen, kepuasan pelanggan berpengaruh pesitil terhadap kermitmen, dan komitmen berpengaruh
positif terhadap loyalitas.
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ABSTRACT

This study aims to determine the effect of service quality, customer satisfoction, and commitment on
customer lopolty at Bank BRI, This research method uses quantitative methods with a population of

customers who sove ot the BRI Persero Palopo branch of the bank. The sample used is 320 respondents,
ond the data is meosured using o numericol seoke [(Aumbers) After the analyss, the results obtoined

showed that service guality has @ positive effect on commitment, customer satisfaction has a positive
effect on commitment, and commitment has o positive effect on lopaity.
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INTRODUCTION

Banks are flnanclal Institutlons that offer a varlety of services such as landing, money clreulation, and
currency monltoring. Banks In Indonesia adhere to a dual banking system 5o that customers can make
choices between Islamic banks and conventional banks. [Mikmah, 2018) Most banks operating in
Indonesia adhere to conventional principles, one of which 1= at Bank BRI, where the opérational system
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