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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh brand image dan
brand trust terhadap loyalitas nasabah Bank BCA KCU Solo Slamet Riyadi
Surakarta. Penelitian menggunakan pendekatan kuantitatif dengan metode survei.
Teknik pengambilan sampel menggunakan purposive sampling dengan jumlah
responden sebanyak 100 nasabah aktif Bank BCA KCU Solo Slamet Riyadi
Surakarta. Data dikumpulkan melalui penyebaran kuesioner menggunakan skala
Likert dan dianalisis menggunakan bantuan program SPSS 25. Teknik analisis data
meliputi uji validitas, reliabilitas, uji asumsi klasik, analisis regresi linear berganda,
uji t, uji F, koefisien determinasi, serta uji Spearman Rank Correlation karena data
tidak berdistribusi normal. Hasil penelitian menunjukkan bahwa brand image tidak
berpengaruh signifikan terhadap loyalitas nasabah dengan nilai signifikansi sebesar
0,761 > 0,05. Sementara itu, brand trust berpengaruh positif dan signifikan terhadap
loyalitas nasabah dengan nilai signifikansi sebesar 0,001 < 0,05. Secara simultan,
brand image dan brand trust berpengaruh signifikan terhadap loyalitas nasabah
dengan nilai signifikansi sebesar 0,001 < 0,05 dan nilai adjusted R-square sebesar
0,760. Hasil penelitian menunjukkan bahwa loyalitas nasabah lebih dipengaruhi

oleh tingkat kepercayaan nasabah terhadap bank dibandingkan citra merek semata.

Kata Kunci : Brand Image, Brand Trust, Loyalitas Nasabah, Perbankan, BC
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ABSTRACT

This study aims to analyze the influence of brand image and brand trust
on customer loyalty of Bank BCA KCU Solo Slamet Riyadi Surakarta. The study
used a quantitative approach with a survey method. The sampling technique used
purposive sampling, with a total of 100 active customers of Bank BCA KCU Solo
Slamet Riyadi Surakarta. Data were collected through questionnaires using a
Likert scale and analyzed using the SPSS 25 program. Data analysis techniques
included validity tests, reliability tests, classical assumption tests, multiple linear
regression analysis, t-tests, F-tests, coefficients of determination, and Spearman
Rank Correlation tests because the data were not normally distributed. The
results show that brand image does not have a significant effect on customer
loyalty, with a significance value of 0.761 > 0.05. Meanwhile, brand trust has a
positive and significant effect on customer loyalty with a significance value of
0.001 < 0.05. Simultaneously, brand image and brand trust have a significant
effect on customer loyalty with a significance value of 0.001 < 0.05 and an
adjusted R-square value of 0.760. The research results show that customer
loyalty is more influenced by the customer's level of trust in the bank than by

brand image alone.

Keywords : Brand Image, Brand Trust, Customer Loyalty, Banking, BCA
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