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Abstract The purpose of this study is to provide proposed actions or steps to solve problems related to service quality and product quality to 

increase the loyalty of KSP members Nasari Medan branch with member satisfaction as intervening variable. The type of research 
used in this study is correlational research (correlational research). This research was conducted in Nasari Savings and Loan 
Cooperation Branch Office Medan, North Sumatera, Indonesia. This study consisted of two independent variables (exogenous), 
one intervening variable (endogenous) and one dependent variable (endogenous). Exogenous variables consist of Quality of 
Service and Product Quality, Intervening Variable is Member Satisfaction and endogenous variable is Member Loyalty. The 
research finds to service quality and product quality to increase the loyalty of KSP members Nasari Medan branch with member 
satisfaction as intervening variable. 
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1. Introduction 

One of the economic structures of Indonesia in economic activity in the field of business entity is Cooperative. The business 
world faces rapidly growing national economic growth, dynamic and also strategic environment change, this condition is 
also faced by cooperatives and small and medium enterprises (SMEs). According to data from the Ministry of Cooperatives 
and SME of the Republic of Indonesia shows that up to 31 December 2015 the number of cooperatives in Indonesia 
reached 212,135 units, including 150.223 active cooperatives, and 61,912 inactive cooperatives, 37,783,160 members, and 
537,234 employees (www.depkop.go.id). In general, cooperatives are understood as associations of people who voluntarily 
unite themselves on the basis of common interests to fight for the improvement of their economic and social welfare, 
through the establishment of a democratically managed enterprise through an organization (Hanel, 2005). When viewed 
from the source, funds in the form of debt comes from member's savings and then time deposits or loans received by 
savings and loan cooperatives. Savings and Loan Cooperatives (KSP) Nasari is one of the National Primary Cooperatives 
in Indonesia, established on August 31, 1998 in Semarang City, Central Java. To date, KSP Nasari has 45 Branch Offices 
and 350 Service Counters spread across 32 Provinces of Indonesia. Savings and Loan Cooperative Nasari in running its 
business to serve the productive credit and consumptive to the Civil Servants and TNI as members and prospective 
members, in addition to serving credit KSP Nasari collects principal savings, mandatory savings and voluntary savings of its 
members. The operational pattern is almost exactly like Banking but Cooperative is more flexible because in running its 
business Cooperative is based on kinship. Medan Branch Office one of the largest branch offices in Indonesia was 
established in 2006 is located at Jl. Gatot Subroto No.231-233 Medan, currently Medan Branch Office consists of 3 Sub-
Branch Offices, 1 funding office (Amaryllis Nasari), and 2 Cash Office. In the Account Book Report 2016 Medan Branch 
Office recorded receivables/loans disbursed amounting to Rp 92,321,260,208, and Total Deposit Fund of Rp 
65.147.988.809. 

Table 1. Total Distributed Credit Compared to Total Deposit Funds 

No Year Total Loans disbursed Total Deposit Fund LDR Nett Ratio 

1 2013 62.545.998.920 25.792.468.037 242,50% 
2 2014 69.711.705.429 30.644.813.846 227,48% 
3 2015 75.374.996.658 41.662.903.805 180,91% 
4 2016 92.321.260.208 65.147.988.809 141,71% 

Source: Data of KSP Nasari KC Medan, (2016). 

mailto:aliaminunsyiah@yahoo.com
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From this phenomenon, the performance of deposit collection is still weak, or in other words the interest of members to 
save their funds in KSP NASARI is still low, which should be the ratio of Loan to Deposit Ratio (LDR) in Healthy 
Cooperative Financial Ratio is 95% meaning that if collected funds amounting to Rp 65.147.988.809, then the credit should 
be distributed a maximum of 95% or amounting to Rp 61,890,589,369, but in reality the credit already disbursed has 
reached Rp 92.321.260.208 or deviation of Rp 30,430,670,839. The collection of funds by KSP Nasari has not been able to 
balance the amount of credit disbursed to its members. This condition makes the researcher interested to examine some of 
the possibilities that cause the lack of interest of KSP NASARI members to save the funds. In this research, the researcher 
tries to find solution of problem with the approach of Quality Service and Quality of KSP Nasari Savings Product to KSP 
Narasi Members Loyalty with Member Satisfaction as intervening variable. 

2. Literature review 

2.1. Service Quality 

Quality of service is defined as the customer's assessment of the superiority or privilege of a product or service as a whole 
(Zeithaml, 1998). Quality of service especially the service sector is always identified with the quality of the business itself, 
the better and satisfying level of service it will be the quality of the business and vice versa, so the effort to improve the 
service is always done in order to maximize the quality of services. ServQual method was first developed in 1985 by A. 
Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry through their article in Journal of Marketing. The method in the 
journal was then revised by the article "SERVQUAL: A Multiple-Item Scale for Measuring Consumer Perceptions of Service 
Quality." Through a series of focus group discussions they held earlier, Parasuraman, Zeithaml, and Berry proposed 10 
categories of Service Quality. These 10 categories are called "Service Quality Determinants." The 10 categories are 
overlapping because they are developed through exploratory studies that use qualitative approach (Gusnardi et al., 2016; 
Muda et al., 2018). They summarized the 10 determinants into a table, which we complete as follows: (1) Relibility includes 
consistency of performance and reliability. Meaning, the organization shows the service immediately. It also means the 
organization honors its promise; (2) Responsiveness is the desire or readiness of workers in providing services; (3) 
Competence means mastering the skills and knowledge needed to perform the service; (4) Access is easy and close 
contact; (5) Courtesy includes hospitality, respect, consideration, and friendship in personnel contacts (including 
receptionists, telephone operators, etc.); (6) Communication means ensuring customers to obtain information in a language 
they can understand and listen to; (7) Credibility includes trust, confidence, and honesty; (8) Security is independence from 
danger, risk, or doubt; (9) Understanding/Knowing the Customer includes making efforts to understand customer needs; 
(10) Tangibles include the physical appearance of the service. 

Parasuraman, Zeithaml and Berry present 10 determinants to determine the Perceived Service (PS). In their second article 
they revised the 10 determinants. For that purpose this research will use the model compiled into a conceptual framework 
image as follows: 
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3. Methodology of research  

3.1. Type of Research 

The type of research used in this study is correlational research (a correlational research) is a study conducted to detect the 
extent to which variations in a factor related (correlated) with one or more other factors based on correlation coefficient. 
Correlational research is somewhat similar to cause-and-effect research, but not identical (Maksum et al., 2014; Muda and 
Rafiki, 2014; Suriadi et al., 2015; Nurzaimah et al., 2016; Lubis et al., 2016; Lutfi et al., 2016; Syahyunan et al., 2017; 
Sirojuzilam et al., 2017; Sihombing et al., 2017; Tarmizi et al., 2016, 2017; Yahya et al., 2017; Erlina and Muda, 2018; 
Muda et al., 2018). Correlation research is only interested in getting answers about whether or not there is one factor 
relationship with other factors. Approach in this research is cross sectional that is studying independent variable and 
dependent variable simultaneously at a certain time (Sinulingga, 2014). 

3.2. Definition of Research Operational 

Table 2. Operational Variable 

Variable Indicator Variable Scale 

Exogenous 1 Service quality (X1) 1. Equipment and latest technology 
2. Very interesting facilities 
3. The appearance of employees is very neat 
4. Physical facilities that are very appropriate with the type of service 

Likert Scale 

5. Abide by appointments 
6. Help members quickly if there is a problem 
7. Service correctly implemented from the start 
8. Provision of services in accordance with the promie and advertising 
9. Document recording is complete and correct 

Likert Scale 

1. Information on the service certainty 
2. Provide fast service 
3. Excited in helping members 
4. Employees take the time to respond to member requests 

Likert Scale 

5. Employee behavior is very convincing and trustworthy 
6. Security of transactions 
7. Employees are polite to members 
8. Employees have good knowledge 

Likert Scale 

1. Employees pay personal attention to members 
2. Hours of convenient service for members 
3. Employees who are very caring and considerate 
4. Placing members as a priority 
5. Understand the specific needs of members 

Likert Scale 

Exogenous 2 Product quality (X2) 6. Higher savings interest 
7. Excellent cash/rewards 
8. Ease of service process 
9. Product specifications in accordance with member expectations 
10. Security savings in KSP Nasari 

Likert Scale 

Endogenous 1 Member Satisfaction 
(Y1) 

11. Overall satisfaction of KSP Nasari service 
12. Service satisfaction exceeds expectations 
13. Satisfaction of interest on savings in KSP Nasari 

Likert Scale 

Endogenous 2 Member Loyalty (Y2) 1. Members get many service and financial benefits 
2. Members recommend KSP Nasarik to others 
3. Saving back at KSP Nasari 

Likert Scale 

The measurement of each variable in the theoretical framework is an integral part of the research activity and is one of the 
most important aspects of the research design. One important aspect in the measurement of operational research variables 
is how to rate each of the measured variables. The value of each variable is measured by a certain scale according to the 
nature of the variable. The measurement scale used in this variable is Likert scale; this scale is a declarative statement that 
indicates the degree of agreement of the respondent to a statement. The level of agreement is generally divided into five 
levels: Very Disagree is given a score of value (1), Disagree is given a score of value (2), Less Agree given score value (3), 
Agree given score (4), and Strongly Agreed score (5). Measurement of variables is done not through questions but through 
statements and respondents are asked to make choices about their level of agreement in accordance with their perceptions 
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by choosing one number (Sinulinggga, 2014; Dalimunthe et al., 2016 & 2017; Azlina et al., 2017; Agustina et al., 2018; 
Muda et al., 2017, 2018 and Sihombing et al., 2018). 

3.3. Population and Sample 

The population is the entire member or group that forms the object subject to investigation by the researcher (Sekaran, U, 
2003; Badaruddin et al., 2017; Achmad et al 2017; Pohan et al., 2018; Lubis et al., 2018; Marhayanie et al., 2018; Muda 
and Hasibuan, 2018; Muda and Windari, 2018; Muda, 2018). The population in this study are all members of KSP Nasari 
Branch Medan which amounted to 3,050 people. Elements drawn from the population will be called samples if the 
characteristics possessed by the combined elements drawn represent the characteristics of the population (Sinulingga, 
2014). In this research the sampling technique used was probability sampling which a sampling technique where all 
members/elements of the population have the same probability to be selected as the sample member which amounts to 
50% in Gatot Subroto street office no.231-233 Medan, Indonesia. Determination of sampling amount taken in this study 
was taken to refer to Table For Determining Sample Size From A Given Population by Krejcie and Morgan (2000) in 
Juliandi and Irfan (2013). Based on Table 3. then the number of samples from the population of 3050 people to be taken 
were as many as 341 people. In starting the research an observation will be taken a sample of 30 respondents as the initial 
step in determining the level of validation and reliability indicators of the questionnaire to be given. 

Table 3. Table For Determining Sample Size From  a Given Population 

Population (N) Sample (n) Population (N) Sample (n) Population (N) Sample (n) 

10 10 220 140 1.200 291 

15 14 230 144 1.300 297 

20 19 240 148 1.400 302 

25 24 250 152 1.500 306 

30 28 260 155 1.600 310 

35 32 270 159 1.700 313 

40 36 280 162 1.800 317 

45 40 290 165 1.900 320 

50 44 300 169 2.000 322 

55 48 320 175 2.200 327 

60 52 340 181 2.400 331 

65 56 360 186 2.600 335 

70 59 380 191 2.800 338 

75 63 400 196 3.000 341 

80 66 420 201 3.500 346 

85 70 440 205 4.000 351 

90 73 460 210 4.500 354 

95 76 480 214 5.000 357 

100 80 500 217 6.000 361 

110 86 550 226 7.000 364 

120 92 600 234 8.000 367 

130 97 650 242 9.000 368 

140 103 700 248 10.000 370 

150 108 750 254 15.000 375 

160 113 800 260 20.000 377 

170 118 850 265 30.000 379 

180 123 900 269 40.000 380 

190 127 950 274 50.000 381 

200 132 1.000 278 75.000 382 

210 136 1.100 285 100.000 384 

Source: Krejcie and Morgan (2000) in Juliandi and Irfan (2013). 

The data normality test is useful for determining which data has been collected to be normally distributed or taken from the 
normal population. Classical methods in testing the normality of a data are not so complicated. Based on the empirical 
experience of some statisticians, data of more than 30 data (n> 30) can already be assumed to be normally distributed 
(Rasdianto et al., 2014; Ferine et al., 2017; Handoko et al., 2017; Hasan et al., 2017; Hutagalung et al., 2017; Sadalia et al., 
2017; Erlina et al., 2017; Nurlina and Muda, 2017; Marhayanie et al., 2017 & 2018; Muda, 2018; Nasution et al., 2018). 
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Commonly said to be a large sample. However, to provide certainty, the data held normally distributed or not, should be 
used statistical tests of normality because not necessarily more than 30 data can be ascertained normal distribution, vice 
versa data less than 30 not necessarily not normally distributed, for that need a proof. Santoso (2005) suggests that to 
know whether the data is normally distributed or close to normal and or bias is considered normal, if the bias then will be 
tested Normality Plot, a test using the P-P plot. Test the normality of data by using the Normality Plot test with the basis of 
decision-making view P-P plot is that if the distribution of data appear clustered around the test line leading to the top right 
and no data located far from the distribution of data. Thus the data can be said to be normal. Heteroscedasticity test agrees 
to determine whether there are differences in residual variation of a observation period to another. Observation period, or a 
picture of the relationship between the predicted value and the standardized delete residual value. Heteroskedastisitas can 
be tested by using the graph method that is by looking at the presence or absence of certain patterns depicted on the 
graph. If the pattern of dots formed form a regular pattern (wavy, widened, then narrowed), then there has been 
heteroscedasticity in the regression model (Suriadi et al., 2015; Tarmizi et al., 2016; Syahyunan et al., 2017; Situmorang et 
al., 2017; Sirojuzilam et al., 2017, 2018). Conversely, if it does not form a clear pattern in which the points spread above 
and below zero on the Y axis, then there is no heteroscedasticity in the regression model (Ghozali, 2015). Multicollinearity 
test aims to test whether in the regression model found a correlation between independent variables. Regression model 
that should not occur correlation between independent variables. Ghozali (2015) says that if independent variables are 
mutually correlated, then these variables are not orthogonal. The orthogonal variable is the independent variable whose 
correlation value among the independent variables equals zero. To detect the presence or absence of multicollinearity in 
the regression model can be seen from the tolerance and the opposite of Variance Inflation Factor (VIF), if the VIF value 
<10 means no multicolinearity occurs. The t test is used to test the partial regression coefficients to determine whether 
individual independent variables significantly influence the independent variables. F test is used to find out whether the 
independent variables together have a significant effect on the dependent variable. 

4. Results and discussions 

4.1. Results 

4.1.1. Respondent Identity 

Characteristics of study respondents can be seen in Table 4. 

Table 4. Respondents Identity 

No Characteristic Frequency (Person) Persentage % 

1 Sex 

 a. Male 157 46,04% 

 b. Female 184 53,96% 

 Total 341 100% 

2 Age 

 a. < 30 yrs old 25 7,33% 

 b. 30-40 yrs old 73 21,41% 

 c.   41-50 yrs old 115 33,72% 

 d.   51-60 yrs old 80 23,46% 

 e.   > 60 yrs old 48 14,08% 

 Total 341 100% 

3 Education 

 a. Junior High 14 4,11% 

 b. Senior High 131 38,42% 

 c. Diploma – S1 ( Undergraduate) 180 52,79% 

 d.  S2 (Postgraduate) 16 4,69% 

 Total 341 100% 

4 Occupation  

 a. Civil Servant / Military/ Police 60 17,60% 

 b. Private Employee 44 12,90% 

 c. Entrepreneur 110 32,26% 

 d. Housewife 35 10,26% 

 e. Other 92 26,98% 

 Total 341 100% 

5 Tenure as member 
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No Characteristic Frequency (Person) Persentage % 

 a. <3 yrs 93 27,28% 

 b. 3 – 5 yrs 164 48,09% 

 c. 6 – 10 yrs 58 17,01% 

 d. > 10 yrs 26 7,62% 

 Total 341 100% 

Source: Results of questionnaire data processing, 2017 (data processed) 

4.1.2. Validity and Reliability Test 

Validity Test 

Validity is a measure that refers to the degree of conformity between the data collected and the actual data in the data 
source. Valid data will be obtained if the instrument of data collection is valid as well. Therefore, to test the validity of the 
data then the test is performed on the instrument of data collection (questionnaire) (Sinulingga, 2014; Yahya et al., 2017; 
Eriadi et al., 2018; Tripriyono et al., 2018; Muda et al., 2018; Sadalia et al., 2018; Sari et al., 2018). Conducted a 
questionnaire by asking 30 respondents to answer the questions. With a minimum number of these 30 people, the scores 
distribution (value) will be closer to the nominal curve (Umar, 2010). Criteria testing with the formula 4.1 Product Moment 
Correlation, Validity Test by Sugiyono (2014) is: 

 If rcount ≥ rcritical, then question variable is Valid 

 If rcount < rcritical then question variable is Valid. 

The test used a two-tailed test with a significance level of 0.005. 

a.  Validity Test Results 

In the following table the results of the validity test can be seen: 

Table 5. Results of Validity Test Variable of X1, X2, Y1 and Y2 

Variable Questionnaire rcount rcriticals Note 

Tangible X1-1 0,659 0,361 Valid 

X1-2 0,558 0,361 Valid 

X1-3 0,737 0,361 Valid 

X1-4 0,581 0,361 Valid 

Reliability X1-5 0,455 0,361 Valid 

X1-6 0,588 0,361 Valid 

X1-7 0,557 0,361 Valid 

X1-8 0,617 0,361 Valid 

X1-9 0,618 0,361 Valid 

Responsiveness X1-10 0,460 0,361 Valid 

X1-11 0,476 0,361 Valid 

X1-12 0,560 0,361 Valid 

X1-13 0,689 0,361 Valid 

Assurance X1-14 0,553 0,361 Valid 

X1-15 0,504 0,361 Valid 

X1-16 0,628 0,361 Valid 

X1-17 0,381 0,361 Valid 

Emphaty X1-18 0,694 0,361 Valid 

X1-19 0,468 0,361 Valid 

X1-20 0,478 0,361 Valid 

X1-21 0,566 0,361 Valid 

X1-22 0,653 0,361 Valid 

Product Quality X2-23 0,441 0,361 Valid 

X2-24 0,732 0,361 Valid 

X2-25 0,757 0,361 Valid 

X2-26 0,547 0,361 Valid 

X2-27 0,449 0,361 Valid 

Member Satisfaction Y1-28 0,415 0,361 Valid 
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Variable Questionnaire rcount rcriticals Note 

Y1-29 0,525 0,361 Valid 

Y1-30 0,738 0,361 Valid 

Member Loyalty Y2-31 0,366 0,361 Valid 

Y2-32 0,574 0,361 Valid 

Y2-33 0,643 0,361 Valid 

Source: Results of SPSS Processing Version 17, 2017 (Data processed). 

All questions on each variable with each indicator in the table has a validity value greater than 0.361 thus it is categorized 
as valid and can be used in the research. 

Reliability Test 

The calculation of the reliability of the study was conducted with the help of SPSS program version 19, with a sample of 30 
respondents. In Table 6. the following reliability test results can be seen: 

Table 6. Results of Reliability Test of X1,X2, Y1, and Y2 

Variable Questionnaire Alpha Cronbach Limitations Note 

Tangible X1-1 0,909 0,60 Reliable 

X1-2 0,912 0,60 Reliable 

X1-3 0,906 0,60 Reliable 

X1-4 0,911 0,60 Reliable 

Reliability X1-5 0,914 0,60 Reliable 

X1-6 0,910 0,60 Reliable 

X1-7 0,911 0,60 Reliable 

X1-8 0,910 0,60 Reliable 

X1-9 0,910 0,60 Reliable 

Responsiveness X1-10 0,913 0,60 Reliable 

X1-11 0,913 0,60 Reliable 

X1-12 0,911 0,60 Reliable 

X1-13 0,909 0,60 Reliable 

Assurance X1-14 0,911 0,60 Reliable 

X1-15 0,912 0,60 Reliable 

X1-16 0,911 0,60 Reliable 

X1-17 0,914 0,60 Reliable 

Emphaty X1-18 0,908 0,60 Reliable 

X1-19 0,913 0,60 Reliable 

X1-20 0,913 0,60 Reliable 

X1-21 0,911 0,60 Reliable 

X1-22 0,910 0,60 Reliable 

Product Quality X2-23 0,812 0,60 Reliable 

X2-24 0,700 0,60 Reliable 

X2-25 0,686 0,60 Reliable 

X2-26 0,754 0,60 Reliable 

X2-27 0,782 0,60 Reliable 

Member Satisfaction Y1-28 0,767 0,60 Reliable 

Y1-29 0,651 0,60 Reliable 

Y1-30 0,349 0,60 Reliable 

Member Loyalty Y2-31 0,809 0,60 Reliable 

Y2-32 0,552 0,60 Reliable 

Y2-33 0,427 0,60 Reliable 

Source: Results of SPSS Processing Version 17, 2017 (Data processed). 

From the Table it shows that alpha cronbach value of all variables is greater than 0.60, it shows that Reliable and reliable 
variables to be used in research. 
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Data Analysis 

Path Analysis 

Path analysis is the development of the regression model used to test the fit of the correlation matrix of two or more models 
compared by the researcher (Schumaker and Lomax, 1996 in Sinulingga, 2014). Models are usually depicted with circles 
and arrows showing a causality relationship. Regression is done for each variable in the model. Path analysis is an 
expansion of the regression model used to test the fit of the correlation matrix of two or more models compared by the 
researcher (Sihombing et al., 2015; Syahyunan et al., 2017; Erwin et al., 2018 and Muda, 2018). Models are usually 
depicted with circles and arrows showing a causality relationship. Regression is done for each variable in the model. The 
regression values predicted by the model were compared with the observed variable correlation matrix and the goodness-
of-fit values were calculated. The best model is chosen based on goodness-of-fit (Ghozali, 2012; Erlina and Muda, 2018). 
The regression values predicted by the model were compared with the observed variable correlation matrix and the 
goodness-of-fit values were calculated. The best model is chosen based on goodness-of-fit (Ghozali, 2012; Sihombing et 
al., 2018). The path mathematical model is often called the structural model, it can be formulated as below: 

Y1 = 1X1 + 2X2 + .... + e1          (1) 

Y2 = 3X1 + 4X2 + 5Y1 +  .... + e2         (2) 

Direct Effect or DE) 

 Direct influence of service quality variable to Member Satisfaction 1 = 0,316 

 Direct influence of Product Quality variable to Member Satisfaction 2 = 0,460 

 Direct Influence of Service Quality variable to Member Loyalty 3 = 0,288 

 Direct influence of Product Quality variable to Member Loyalty 4= 0,171 

 Direct influence of Member Satisfaction variable on Member Loyalty 5 = 0,322 

Indirect Effect or IE 

 Indirect influence of Service Quality variable to Member Loyalty through Member Satisfaction 

(1 ) (5) = (0,316 x 0,322) = 0,102 

 Indirect influence of Product Quality variable on Member Loyalty through Member Satisfaction 

(2 )  (5) = (0,460 x 0,322) = 0,148 

Total Effect 

 Influence of Service Quality variable to Member Loyalty through Members Satisfaction 

3  +  (1)  (5) = (0,316 + 0,102) = 0,418 

 Influence of product quality variable to member loyalty through member satisfaction 

4 +  (2)  (5) = (0,460 + 0,148) = 0,608 

Table 7. Results of Direct, Indirect and Total Influence Testing 

Direct Effect Value Indirect Effect Value Total Effect Value 

1 0,316 (1)  (5) 0,102 3  +  (1)  (5) 0,418 

2 0,460 (2)  (5) 0,148 4 +  (2)  (5) 0,608 

3 0,288     

4 0,171     

5 0,322     

Source: Results of SPSS Processing Version 17, 2017 (Data processed) 

Figure of Path Analysis Model 

The calculation for all paths of influence then the path diagram for the path analysis model can be illustrated as below: 
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Figure 2. Model of Path Structure Analysis 

The path diagram has the following structural equations: 

sub structure 1 : Y1 = 0,316X1 + 0,460X2 + e1 

sub structure 2 : Y2 = 0,288X1 + 0,171X2 + 0,322Y1 + e2 

Coefficient of Total Determination R2
m = 1 – P2

e1.P2
e2 = 1 - (0,515 x 0,544) = 0,719 

This figure shows that the information contained in 71.9% data can be explained by the model, while the rest is explained 
by other variables and error. 

4.2. Discussions 

This research was conducted at KSP Nasari Medan branch office, researching about the influence of service quality and 
product quality to member loyalty with member satisfaction as intervening variable. From the result of t test conducted by 
variable of service quality, product quality and member satisfaction have positive and significant influence to member 
loyalty. Service quality variable has direct effect significantly to member satisfaction in accordance with the result of t test of 
influence of service quality with member satisfaction which show value of standardized coefficients or beta value equal to 
0,316, with significance 0,000 <0,05. Test results show that respondents' assessment of service quality will influence the 
level of member satisfaction. KSP Nasari KC Medan has provided good service quality to its members which are divided 
into 5 dimensions: tangible, reliability, responsiveness, assurance and empathy. In reliability KSP Nasari members feel that 
KSP Nasari's employees are able to provide services as promised. KSP Nasari's employees are able to handle the 
problems facing their members, and KSP Nasari employees always provide the information correctly. In responsiveness, 
members feel that KSP Nasari employees are quick to provide their services, KSP Nasari employees are always willing to 
help its members, and KSP Nasari employees are always ready to respond to requests from its members. In assurance, 
members feel that KSP Nasari's employees are able to generate trust from members to KSP Nasari, KSP Nasari's 
employees are able to make customers feel secure while receiving services, KSP Nasari employees consistently behave to 
their members, and KSP Nasari's employees are able to answer questions from members. In the empathy, members feel 
that KSP Nasari employees give personal attention to their members, KSP Nasari employees seek good relationships with 
their members, and KSP Nasari employees are able to understand the needs of its members. In tangible, customers feel 
that the availability of existing facilities in KSP Nasari's office is up-to-date, KSP Nasari's employees have a neat 
appearance for their members, the promotional media available at KSP Nasari are informative and interesting, and KSP 
Nasari provides a source of information that can provide a sense of security to its members. This is in accordance with 
statements made by Zeithaml et al. (2009) where customer satisfaction is influenced by customer perceptions of service 
quality. If customer perceptions of service quality are high, then customer satisfaction will also be high, and vice versa. 
Then, this is in accordance with Kotler and Keller's (2009) opinion that "Satisfaction will also depend on product and service 
quality". Therefore it can be said that satisfaction will also depend on the product and quality of services provided.  

Variable of service quality has direct influence significantly to member loyalty, it is in accordance with result of t test of 
influence of service quality with member loyalty which show value of standardized coefficients or beta value equal to 0,288, 

Service Quality 
(X1) 

Member 
Satisfaction 

(Y1) 

Product Quality 
(X2) 

Member Loyalty 
(Y2) 

1=0,316 

 

2=0,460 

3=0,288 

4=0,171 

5=0,322 

rX1X2= 0,596 

e1= 0,515 

e2= 0,544 
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with significance 0,000 <0,05, That is, if service quality of KSP Nasari KC Medan increased by 1 unit, then member loyalty 
will increase by 0,288, or better service quality in KSP Nasari then will increasingly increase member loyalty. In 
responsiveness, members feel that KSP Nasari employees are quick to provide their services, KSP Nasari employees are 
always willing to help its members, and KSP Nasari employees are always ready to respond to requests from their 
members. In assurance, members feel that KSP Nasari employees are able to generate trust from members to KSP Nasari, 
KSP Nasari employees are able to make customers feel secure while receiving services, KSP Nasari employees 
consistently behave to their members, and are able to answer questions from their members. In empathy, members feel 
that employees give personal attention to their members, KSP Nasari employees seek to establish good relations with their 
members and KSP Nasari employees are able to understand the needs of its members. Variable of service quality indirectly 
influence significantly to member loyalty through intervening member satisfaction variable, indirect relationship can be seen 
from influence of service quality to member satisfaction and influence of member satisfaction to member loyalty, value of 
standardized coefficients is 0,102 (0,316 x 0,322), with significance 0.000 <0,05, meaning if service quality of KSP Nasari 
increases by 1 unit, then member loyalty will also increase equal to 0,102. This means that the better the quality of service 
then the loyalty of members will also increase due to member satisfaction is also increasing. This is in accordance with 
statements made by Zeithaml, Bitner and Dwayne (2009) where customer satisfaction is influenced by customer 
perceptions of service quality. If customer perceptions of service quality are high, then customer satisfaction will also be 
high, and vice versa. Then, this is in accordance with Kotler and Keller's (2009) opinion, that "Satisfaction will also depend 
on product and service quality". Therefore it can be said that satisfaction will also depend on the product and quality of 
services provided. Based on the above opinion, it can be said that the quality of service has a positive influence on 
customer satisfaction. 

The direct influence of service quality on member loyalty is 0,288 bigger than indirect influence of service quality to member 
loyalty with member satisfaction as intervening variable equal to 0,102, thus in order to increase loyalty member it is better 
to choose direct path. This shows that to increase members loyalty is not necessarily through members satisfaction 
because most loyal members can be improved by directly assessing KSP Nasari service quality, therefore KSP Nasari 
needs to carefully pay attention and improve service quality so that members loyalty increase. The results of this study are 
in accordance with the research conducted by Parasuraman, Zeihmal, and Berry, 1988, that the quality of inherent service 
with customer satisfaction, which increases the quality of service is used as a reflection of increasing customer satisfaction. 
Product quality variable has direct effect significantly to member satisfaction, it is in accordance with the result of t test of 
product quality influence with member satisfaction which shows value of standardized coefficients or beta value equal to 
0,460, with significance 0,000 <0,05. The results of this study are in accordance with the research of Parasuraman et al., 
(1988) that the quality of inherent service with customer satisfaction, which increases the quality of service (the more 
positive) is used as a reflection of increased customer satisfaction. 

Product quality variable has direct effect significantly to member loyalty, it is in accordance with result of t test of influence 
of product quality with member loyalty which show value of standardized coefficients or beta value equal to 0,171, with 
significance 0,003 <0,05 meaning that if product quality increase by 1 unit, then the loyalty of members will increase by 
0.171 or the better the quality of products in KSP Nasari it will increase the loyalty of members. Variable of product quality 
indirectly influence significantly to member loyalty through intervening member satisfaction variable, indirect relation can be 
seen from influence of product quality to member satisfaction and influence of member satisfaction to member loyalty, each 
value of standardized coefficients is 0,148 (0,460 x 0,322) with a significance of 0.000 <0.05. The direct effect of product 
quality on member loyalty of 0.171 is greater than the indirect effect of product quality on the loyalty of members with 
member satisfaction as intervening variable of 0.148 ,. So as to increase the loyalty of members it should select direct path. 
It can be said that member satisfaction cannot function effectively as intervening variable between service quality and 
members loyalty. This research is in accordance with the research conducted by John Sviokla in Lupiyoadi and Hamdani 
(2009), the external significance can be implied in the production process of a good (service), ie where the quality of the 
product (service) provided by the company can create a positive perception of the customer to the company and generate 
customer satisfaction and loyalty. Intervention member satisfaction variable significantly influence member loyalty, it is in 
accordance with result of t test of influence of member satisfaction with member loyalty that show value of standardized 
coefficients or beta value is equal to 0,322, with significance 0,003 <0,05, it means if member satisfaction increase by 1 
unit, then the loyalty of members will increase by 0.322 or the better satisfaction of members in KSP Nasari then it will 
increasingly increase member loyalty. This shows the respondent's assessment of the satisfaction of members will 
influence the level of loyalty of members. Satisfaction received by members is able to shape them become more loyal to 
KSP Nasari KC Medan. Based on the results of research known that member satisfaction has a significant relationship to 
customer loyalty in KSP Nasar KC Medan. This indicates that respondents' assessment of member satisfaction will affect 
the loyalty level of the members. This shows that the satisfaction received by the members is able to shape them become 
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more loyal to KSP Nasari KC Medan. When a company delivers a product or service that exceeds the member's 
expectations members will feel satisfied. And from this satisfaction, it will have a positive effect on member loyalty. This 
result is in line with Oliver's (1997) assertion that in the long term, customer satisfaction will have an impact on customer 
loyalty. When a customer is satisfied with the product or service provided by a company, the customer will tend to re-
purchase the product or return to the service, which is one indicator of customer loyalty. 

5. Conclusions and suggestions 

5.1. Conclusions 

1. Quality of service has a positive and significant influence on member satisfaction, and service quality has a direct effect 
of 0.316 on member satisfaction. 

2. Quality of service has a positive and significant influence on member loyalty, and service quality has a direct effect of 
0.288 on member loyalty 

3. Quality of service has positive and significant influence to member loyalty through satisfaction as intervening variable, 
and service quality indirectly influence 0,102 to member loyalty through member satisfaction as intervening variable 

4. The quality of the product has a positive and significant influence on the satisfaction of members, and the quality of the 
product has a direct effect of 0.460 to the satisfaction of members. 

5. The quality of product has a positive and significant influence on the loyalty of members, and the quality of product has 
a direct effect of 0.171 on the loyalty of members. 

6. Product quality has positive and significant influence to member's loyalty through members satisfaction as intervening 
variable, and product quality has an indirect influence of 0,148 to members loyalty through members satisfaction as 
intervening variable. 

7. Member satisfaction has a positive and significant influence on member loyalty to KSP Nasari KC Medan 

8. The direct effect of service quality on member loyalty is greater than the indirect effect of service quality on member 
loyalty through member satisfaction. 

9. The direct effect of product quality on member loyalty is greater than the indirect effect of product quality on member 
loyalty through member satisfaction. 

10. Based on the results of total effect, then to increase member loyalty it is more effective if it is through member 
satisfaction variable. 

5.2. Suggestions 

1. To improve the quality of KSP Nasari services, it can provide training to employees to improve aspects of reliability, 
officer responsiveness, security guarantee transactions, and empathy. 

2. KSP Nasari needs to establish a reliable marketing team, because a successful company can be seen from the 
marketing force. 

3. Seeing the existing competitive conditions, which competitors of KSP Nasari not only cooperatives, but including 
Banking, for that KSP Nasari needs to implement a strategy to pick up the ball (door to door). 

4. KSP Nasari also needs to periodically evaluate its products, to be adjusted to the needs and wants of members so that 
KSP Nasari product has a competitive advantage in the market, attractive product features, easy to access or use. 

5. KSP Nasari can make a personal touch to its members by routinely doing maintenance to its members, which can be 
done with regular visits to members houses. 

6. For larger scale KSP Nasari can also conduct Customer Gathering regularly and continuously to establish good 
relationships with members. 
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