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ABSTRACT 

 

 

Tiara Herfiana, 301 13 11 116, 2017, The Effect Of Electronic Service Quality 

(ROA) BRI Branch Of Pangkalpinang With Customer Satisfaction And Loyalty 

as Intervening Variables. 

 

The purpose of this research is the effect of electronic service quality to 

Return On Assets (ROA) BRI branch of Pangkalpinang with customer satisfaction 

and loyalty as intervening variables. 

The population in this research consists of the active customers who use 

electronic service in BRI branch of Pangkalpinang. The sampling method used in 

this research is purposive sampling in the form of predefined criteria. Based on 

the criteria establish sampling and Slovin calculation, the author managed to 

collect as many as 100 customers. Structural Equation Modeling is used to asses 

the causal of relationship between variables previously set by LISREL 8.80.  

The results showed that: (1) electronic service quality have a positive effect 

of customer satisfacton; (2) electronic service quality have a positive effect of 

customer loyalty; (3) customer satisfacton have a positive effect of customer 

loyalty; (4) customer loyalty does not have a positive effect of ROA; (5) electronic 

service quality have a positive effect of customer loyalty throught customer 

satisfacton; (6) electronic service quality does not have a positive effect of ROA 

throught customer loyalty; (7) customer satisfacton does not have a positive effect 

of ROA throught customer loyalty. 

 

Key words: Electronic Service Quality, Return On Assets (ROA), Customer   

Satisfaction, Customer Loyalty, and LISREL 8.80 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

INTISARI 

 

Tiara Herfiana, 301 13 11 116, 2017, Pengaruh Kualitas Layanan Elektronik 

Terhadap Return On Assets Dengan Kepuasan Dan Loyalitas Nasabah 

Sebagai Variabel Intervening Pada PT. Bank Rakyat Indonesia (BRI) 

Persero Tbk. 

 

 Penelitian ini bertujuan untuk meneliti pengaruh kualitas layanan 

elektronik terhadap Return On Assets (ROA) BRI Cabang Pangkalpinang dengan 

kepuasan dan loyalitas nasabah sebagai variabel intervening. 

 Populasi dari penelitian adalah nasabah aktif pengguna layanan elektronik 

BRI Cabang Pangkalpinang. Metode pengambilan sampel dalam penelitian ini 

menggunakan metode purposive sampling yang berupa kriteria yang telah 

ditetapkan. Berdasarkan kriteria pengambilan sampel yang telah ditetapkan dan 

perhitungan Slovin maka diperoleh sampel akhir penelitian sebanyak 100 nasabah. 

Analisis dalam penelitian ini menggunakan analisis Structural Equation Modeling 

pada LISREL 8.80. 

Hasil penelitian menunjukkan bahwa: (1) kualitas layanan elektronik 

berpengaruh secara positif terhadap kepuasan nasabah; (2) kualitas layanan 

elektronik berpengaruh secara positif terhadap loyalitas nasabah; (3) kepuasan 

nasabah berpengaruh secara positif terhadap loyalitas nasabah; (4) loyalitas 

nasabah tidak berpengaruh positif terhadap ROA; (5) kualitas layanan elektronik 

berpengaruh positif terhadap loyalitas nasabah melalui kepuasan nasabah; (6) 

kualitas layanan elektronik tidak berpengaruh positif terhadap ROA melalui 

loyalitas nasabah; (7) kepuasan nasabah tidak berpengaruh positif terhadap Return 

On Assets (ROA) melalui loyalitas nasabah.  

 

Kata kunci: Kualitas Layanan Elektronik, Return On Assets (ROA), Kepuasan 

Nasabah, Loyalitas Nasabah, dan LISREL 8.80. 
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