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Pengaruh Customer Trust dan Customer Value terhadap Customer 

Satisfaction, Customer Loyalty, dan Brand Switching pada BCA Cabang 

Darmo Surabaya 

 

ABSTRAK 

 

 Penelitian ini bertujuan untuk mengetahui pengaruh dari variabel 

customer trust dan customer value terhadap brand switching melalui 

customer satisfaction dan customer loyalty pada BCA Cabang Darmo 

Surabaya. Penelitan ini dilakukan dengan menyebarkan kuesioner sebagai 

data primer. Responden yang ada didalam penelitian berjumlah 165 orang, 

yang kemudian dianalisis dengan metode analisis Structural Equation 

Modeling yang bertujuan untuk mengetahui pengaruh antar variabel 

penelitian melalui program LISREL 8.70. 

 Hasil dari penelitian ini menunjukan bahwa ternyata customer trust 

dan customer value memberikan pengaruh positif terhadap customer 

satisfaction. Selanjutnya customer satisfaction juga memberikan pengaruh 

positif terhadap customer loyalty. Terakhir variabel customer loyalty juga 

memberikan pengaruh positif pada variabel brand switching nasabah BCA 

Cabang Darmo Surabaya 

 

Kata kunci: customer trust, customer value, customer satisfaction, 

customer loyalty, brand switching 
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The Influence of Customer Trust and Customer Value against Customer 

Satisfaction, Customer Loyalty, and Brand Switching on BCA Branch 

Darmo Surabaya. 

ABSTRACT 

 The study aims to determine the effect of variables reviews from 

the customer's trust and customer value against brand switching through 

customer satisfaction and customer loyalty on BCA Branch Darmo, 

Surabaya. Research conducted initials as with distributing questionnaires 

primary data . Respondents in the study amounted to 165 people , which are 

then analyzed with Structural Equation Modeling Methods The analysis 

aims to review the influence between variables Research Program through 

LISREL 8.70. 

 Results Of Research shows that th customer trust and customer 

value have a positive influence against customer satisfaction . Furthermore, 

customer satisfaction also positively influence customer loyalty Against . 

Lastly customer loyalty variables provide a positive influence Also in 

variable brand switching for displacement BCA customer brand Darmo 

Surabaya Branch. 

 

Key words: customer trust, customer value, customer satisfaction, 

customer loyalty, brand switching 

 


