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PENGARUH PROGRAM CSR BRI PEDULI
SELAMA PANDEMI TERHADAP LOYALITAS PELANGGAN
PT BANK RAKYAT INDONESIA (PERSERO)
DIMEDIASI OLEH CITRA MEREK
(Survei kepada Nasabah Bank BRI)

Steffaney Olympia Simphoney
ABSTRAK

Selama pandemi Covid-19, meskipun industri perbankan Indonesia dikatakan
masih memiliki posisis yang kuat, bank — bank yang ada di Indonesia terus berusaha
mempertahankan posisinya di hadapan publik dan konsumen. Perusahaan mulai
mencari strategi yang sesuai untuk membantu mempertahankan loyalitas pelanggan
dan citra merek selama pandemi. Salah satu strategi yang telah dibuktikan oleh para
peneliti maupun perusahaan adalah penggunaan program Corporate Social
Responsibility. BRI sendiri memiliki program CSR yang dikenal dengan nama BRI
Peduli. Melalui website resminya, BRI mempublikasikan informasi seputar
program CSRnya ini. Selain itu bank BRI juga berhasil mendapatkan penghargaan
“TOP CSR Awards 2021 #Star5” dan “TOP Leader on CSR Commitment 2021
menunjukkan keseriusan bank BRI dalam menjalankan program CSR dan bukan
sekedar kewajiban semata. Penelitian ini bertujuan untuk mengetahui apakah
program CSR BRI Peduli selama pandemi berhasil membawa pengaruh yang
signifikan terhadap Loyalitas Pelanggan bank BRI dimediasi oleh Citra Merek.
Penelitian ini menggunakan pendekatan kuantitatif dengan metode survei berupa
kuesioner yang disebarkan kepada pengikut akun Instagram Bank BRI
(@bankbri_id). Hasil penelitian menunjukkan bahwa terdapat pengaruh CSR
terhadap Loyalitas Pelanggan sebesar 44,3%, CSR terhadap Citra Merek sebesar
25,8%, Citra Merek terhadap Loyalitas Pelanggan sebesar 19,6%, dan CSR
terhadap Loyalitas Pelanggan dimediasi oleh Citra Merek sebesar 37,2%. Dari hasil
penelitian ditemukan yaitu setiap hipotesis yang diuji diterima dengan pengaruh
yang signifikan pada setiap variabelnya.

Kata kunci: Corporate Social Responsibility, Loyalitas Pelanggan, Citra Merek,
PT Bank Rakyat Indonesia (Persero)

vii
Pengaruh Program CSR..., Steffaney Olympia Simphoney, Universitas Multimedia Nusantara



THE INFLUENCE OF CSR BRI PEDULI PROGRAM
DURING THE PANDEMIC ON CUSTOMER LOYALTY OF
PT BANK RAKYAT INDONESIA (PERSERO)
MEDIATION BY BRAND IMAGE
(Survey of BRI Bank Customers)

Steffaney Olympia Simphoney
ABSTRACT

During the Covid-19 pandemic, although the Indonesian banking industry is said
to still have a strong position, Indonesian banks continue to try to maintain their
position in front of the public and consumers. Companies are starting to look for
appropriate strategies to help maintain customer loyalty and brand image during
the pandemic. One strategy that has been proven by researchers and companies is
the use of Corporate Social Responsibility programs. BRI itself has a CSR program
known as BRI Peduli. Through its official website, BRI publishes information about
its CSR program. In addition, BRI bank also managed to get the "TOP CSR Awards
2021 #Star5" and "TOP Leader on CSR Commitment 2021" which shows the
seriousness of BRI bank in carrying out CSR programs and not just an obligation.
This study aims to determine whether the BRI Peduli CSR program during the
pandemic managed to have a significant influence on BRI bank customer loyalty
mediated by Brand Image. This study uses a quantitative approach with a survey
method in the form of a questionnaire distributed to Bank BRI Instagram account
followers (@bankbri_id). The results show that there is an influence of CSR on
Customer Loyalty by 44.3%, CSR to Brand Image by 25.8%, Brand Image to
Customer Loyalty by 19.6%, and CSR on Customer Loyalty mediated by Brand
Image by 37.2 %. From the results of the study, it was found that each hypothesis
tested was accepted with a significant influence on each variable.

Keywords: Corporate Social Responsibility, Customer Loyalty, Brand Image, PT
Bank Rakyat Indonesia (Persero)
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