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ABSTRAK 

Kesuksesan bank sangat bergantung pada kemampuannya untuk 

mengidentifikasi kebutuhan dan permintaan masyarakat terhadap layanan 

keuangan, memberikan layanan tersebut dengan efisiensi, serta menawarkannya 

dengan harga yang bersaing. Meskipun banyak bank berusaha untuk memberikan 

pelayanan prima sehingga menciptakan kepuasan kepada nasabah, tetapi seringkali 

masih ada sejumlah masalah yang dapat muncul pada Bank Muamalat KC Surabaya 

KH. Mas Manyur, meliputi: ketidakcukupan staf dan pelatihan, antrian panjang di 

cabang, kesulitan teknis dan ketidakcukupan edukasi keuangan. Tujuan penelitian 

ini, yaitu: (1) menganalisis pengaruh attitude (sikap) terhadap loyalitas nasabah 

secara parsial, (2) menganalisis pengaruh ability (kemampuan) terhadap loyalitas 

nasabah secara parsial, (3) menganalisis pengaruh attention (perhatian) terhadap 

loyalitas nasabah secara parsial, (4) menganalisis pengaruh action (tindakan) 

terhadap loyalitas nasabah secara parsial, (5) menganalisis pengaruh accountability 

(tanggung jawab) terhadap loyalitas nasabah secara parsial, (6) menganalisis 

pengaruh appearance (penampilan) terhadap loyalitas nasabah secara parsial, (7) 

menganalisis pengaruh sympathy (simpati) terhadap loyalitas nasabah secara parsial, 

(8) menganalisis pengaruh 6A+S sebagai indikator kualitas pelayanan prima 

terhadapa loyalitas nasabah secara simultan. 

Penelitian ini menggunakan metode kuantitatif deskriptif. Sumber data 

penelitian ini diambil dari sumber primer dengan penyebaran koesioner dan sumber 

sekunder dari data Bank Muamalat KC Surabaya KH. Mas Mansyur, jurnal, skripsi 

dan buku-buku lain. Teknik pengumpulan data dengan penyebaran koesioner dan 

studi kepustakaan. Untuk menganalisis data menggunakan uji validitas, reabilitas, 

asumsi klasik, uji hipotesis (uji t dan uji f) dan koefisien determinasi.  

Hasil penelitian menunjukkan bahwa attitude (sikap), ability (kemampuan), 

action (tindakan), attention (perhatian), accountability (tanggung jawab), 

appearance (penampilan), sympathy (simpati) berpengaruh positif dan signifikan 

terhadap loyalitas nasabah secara parsial.. Hasil analisis simultan nilai signifikansi 

0,000 < 0,05 dan 24,829 > 2,10. Akibatnya, 6A + S sebagai indikator kualitas 

pelayanan prima berdampak positif dan signifikan secara simultan pada loyalitas 

nasabah di Bank Muamalat KC Surabaya KH. Mas Mansyur. 

Peneliti memberikan saran dari penelitiannya, yaitu : (1) untuk Bank 

Muamalat karena terdapat masalah yang terjadi terkait pelayanan prima. Pemimpin 

Bank Muamalat KC Surabaya KH. Mas Mansyur harus selalu menanamkan jiwa 

kepemimpinan. Mereka harus melakukan yang terbaik dengan memberikan layanan 

prima yang baik dan memperbaiki kesalahan, (2) untuk penelitian selanjutnya dapat 

menggunakan penelitian ini sebagai referensi untuk judul yang relevan. Terlebih 

dahulu, peneliti harus memahami komponen yang dapat mempengaruhi kesetiaan 

pelanggan. Peneliti selanjutnya dapat memperluas penelitian mereka untuk 

mempelajari lebih banyak tentang komponen yang dapat mempengaruhi loyalitas 

nasabah. Agar penelitian yang akan dilakukan lebih luas, harus memasukkan dan 

menggunakan variabel moderasi dan intervening (penyela). 

 

Kata kunci: 6A + S, Pelayanan Prima, Loyalitas Nasabah 
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ABSTRACT 
A bank's success depends heavily on its ability to identify people's needs 

and demands for financial services, provide these services with efficiency, and offer 

them at competitive prices. Even though many banks try to provide excellent 

service so as to create satisfaction for customers, there are often still a number of 

problems that can arise at Bank Muamalat KC Surabaya KH. Mas Manyur, 

including: insufficient staff and training, long queues at branches, technical 

difficulties and insufficient financial education. The objectives of this research are: 

(1) analyzing the influence of attitude on customer loyalty partially, (2) analyzing 

the influence of ability on customer loyalty partially, (3) analyzing the influence of 

attention on customer loyalty partially , (4) partially analyze the influence of action 

on customer loyalty, (5) partially analyze the influence of accountability 

(responsibility) on customer loyalty, (6) partially analyze the influence of 

appearance on customer loyalty, (7) analyzing the influence of sympathy on 

customer loyalty partially, (8) analyzing the influence of 6A+S as an indicator of 

excellent service quality on customer loyalty simultaneously. 

This research uses descriptive quantitative methods. The data source for this 

research was taken from primary sources by distributing questionnaires and 

secondary sources from data from Bank Muamalat KC Surabaya KH. Mas 

Mansyur, journals, theses and other books. Data collection techniques using 

questionnaires and literature study. To analyze the data using validity, reliability, 

classical assumptions, hypothesis testing (t test and f test) and coefficient of 

determination. 

The research results show that attitude, ability, action, attention, 

accountability, appearance, and sympathy have a partial positive and significant 

effect on customer loyalty. The results of the simultaneous analysis have a 

significance value of 0.000 < 0.05 and 24.829 > 2.10. As a result, 6A + S as an 

indicator of excellent service quality has a positive and significant impact 

simultaneously on customer loyalty at Bank Muamalat KC Surabaya KH. Mas 

Mansour. 

The researcher provides suggestions from his research, namely: (1) for Bank 

Muamalat because there are problems that occur regarding excellent service. Head 

of Bank Muamalat KC Surabaya KH. Mas Mansyur must always instill a leadership 

spirit. They must do their best by providing excellent service and correcting errors, 

(2) for further research they can use this research as a reference for relevant titles. 

First, researchers must understand the components that can influence customer 

loyalty. Future researchers can expand their research to learn more about the 

components that can influence customer loyalty. In order for the research to be 

conducted to be broader, it must include and use moderating and intervening 

variables. 

 

Keywords: 6A + S, Excellent Service, Customer Loyalty 
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