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ABSTRACT 
 

Purpose this reseach for explain how far bank services 
performance as specialist PT. Bank Negara Indonesia (Persero) Tbk Daan 
Mogot Branch, Jakarta 

 
Every bank will strive always to growth the services  performance 

with MRI standard, but in excecution many obstacle which have to give 
bank as specialy human resource quality and  supporting factor  to growth 
services performance. The obstacle must be looked for the solution so 
bank services performance can be growth and can be strongheld. 

 
Subject of reseach is part of all  BNI customers like fund ,  service 

and credit customer with take of all population customer. 
 
The reseach methode which be used is quadran analysis 
 
Sampling methode be used is actiondental sampling technic 

i.e.sampling formation technic based on arrival of costomer i.e. just who 
ariive can meet reseacher can be used as sapling. 

 
Based on data collecting ressult be  understtod that all espectation 

value geet bigger than perseption value, that is mean any gap between 
cunsummerr perseption and consummer ecpectation for service quality of 
BNI Daan Mogot Branch.  

 
For identify services element which need get attention to be 

followed up so averages of importance level and performance level be 
process in cartesius diagram which have devided become four parts. As 
deviding line be used value of the whole services element averages. 
Averages of persepstion  value is 2.67, while averages of expectation 
value  is 3.67  

 
Based on this reseach be got  that the prioritas factor is assurance 

and reliability. The stronghold factor is tangible. While what need for be 
reduce attention intenssitas cause be valued over is empathy. While the 
responsiveness be vaulued as  low prioritas factor 
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ABSTRAK 

Penelitian ini bertujuan untuk menggambarkan sejauh mana kinerja 
pelayanan Bank, khususnya  PT. Bank Negara Indonesia (Persero) Tbk 
cabang Daan Mogot, Jakarta . 

 
Setiap Bank akan berusaha selalu meningkatkan kinerja 

pelayanannya dengan standar MRI, namun dalam pelaksanaanya banyak 
kendala yang harus dihadapi oleh Bank terutama dalam masalah kualitas 
SDM dan kualitas faktor penunjang untuk mendongkrak kinerja layanan. 
Kendala-kendala inilah yang harus dicari solusinya sehingga kinerja 
pelayanan bank bisa meningkat dan bisa dipertahankan. 

 
Subyek penelitian adalah para nasabah PT. Bank Negara 

Indonesia (Persero) Tbk baik nasabah dana, jasa dan kredit dengan 
mengambil sampel dari populasi nasabah. 

 
Metode yang digunakan dalam penelitian ini adalah dengan 

menggunakan kuadran analisis,  
 
Metode sampel yang digunakan adalah tekhnik sampling aksidental 

yaitu teknik penentuan sampel berdasarkan kebetulan, yaitu siapa saja 
yang secara kebetulan bertemu dengan peneliti dapat digunakan sebagai 
sampel. 

 
Berdasarkan hasil pengumpulan data diperoleh bahwa pada 

seluruhnya nilai ekspektasi yang diperoleh lebih besar dari nilai persepsi, 
hal ini berarti ada kesenjangan antara persepsi dan ekspektasi konsumen 
terhadap kualitas pelayanan BNI Cabang Daan Mogot. 

 
Untuk mengidentifikasikan unsur pelayanan yang perlu segera 

mendapat perhatian untuk ditindak lanjuti maka nilai rata-rata tingkat 
kepentingan dan tingkat pelaksanaan dimasukkan ke dalam diagram 
Cartesius yang telah dibagi menjadi empat bagian. Sebagai garis 
pembaginya, digunakan nilai rata-rata atas keseluruhan unsur-unsur 
pelayanan. Rata-rata nilai Persepsi adalah 2.67, sedangkan rata-rata nilai 
Ekspektasi adalah 3.67. 

 
Berdasarkan penelitian ini diperoleh bahwa faktor-faktor yang perlu 

diprioritaskan adalah Assurance dan Reliability. Faktor-faktor  
dipertahankan adalah Tangible. Sedangkan yang perlu dikurangi 
intensitas perhatiannya karena dinilai terlalu berlebihan adalah Empathy. 
Adapun untuk faktor Responsiveness dinilai sebagai faktor dengan 
prioritas rendah. 
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Nasabah BNI yang terhormat, 

Memberikan yang terbaik kepada setiap nasabah adalah tujuan kami, 
managemen akan sangat berterima kasih kepada para nasabah dan Mitra usaha 
yang terhormat berkenan mengisi kuesioner ini untuk mendukung upaya kami 
guna meningkatkan kualitas layanan BNI. 

Kami, Dandung Setyoko, Mahasiswa Magister Manajemen Universitas Mercu 
Buana dan Manajemen PT.BNI (Persero) Tbk KCU Daan Mogot sedang melakukan 
penelitian mengenai mutu pelayanan kami,  dimana angket ini terdiri dari 2 (dua) 
bagian, yaitu : 

1. Bagian I  adalah  data umum Bapak/Ibu/Sdr untuk mengetahui sejauh mana mutu pelayanan 
kami pada Bpk/Ibu/Sdr. 

2. Bagian 2 SEBELAH KIRI : PERSEPSI yaitu Penilaian Bapak/Ibu/Sdr. terhadap Pelayanan yang 
telah diberikan oleh PT.BNI (Persero) Tbk KCU Daan Mogot saat ini. EKSPEKTASI / 
HARAPAN yaitu Penilaian Bapak/ Ibu/ Sdr. Terhadap pelayanan BNI yang akan diberikan 
diwaktu yang datang sesuai harapan Bapak/Ibu  

 
Pada angket ini tidak ada jawaban yang benar dan salah. Mohon agar Bapak/Ibu/Sdr. agar 

memberikani jawaban setiap pertanyaan yang diberikan sesuai dengan apa yang Bapak/Ibu rasakan 
saat ini. 

Atas partisipasi dan kesediaan Bapak/Ibu meluangkan waktu, kami mengucapkan terima 
kasih. 
Keterangan: pengisian kuesioner hanya untuk keadaan PT.BNI (Persero) KCU Daan Mogot  saja. 
Setelah formulir ini diisi, mohon dapat segera disampaikan kembali kepada kami. 

1 Bagian I 

Petunjuk Pengisian: Lingkarilah  pada pilihan yang sesuai 
1 Jenis kelamin  :  1.  Pria                                        2.    

Wanita 
2 Pekerjaan  :  1. Pelajar / Mahasiswa  2. PNS/TNI/POLRI   

3.Karyawan swasta     
  4.Wiraswasta  5    Ibu Rumah Tangga  6.    
Lain-lain 

3 Usia   :  1. 16 - 20 th      2. 21  –  30 th        3.  1 – 40 th   
4. diatas 40 th    

4 Pendapatan per bulan yang anda peroleh : 
1. < Rp 2.juta 2.>Rp.2juta s/d Rp.5juta     3. 
>Rp.5juta s/d Rp.7,5Juta  
4. >Rp.7,5Juta s/d Rp.10juta 5.>Rp.10Juta 
s/d Rp.15juta    
6. >Rp.15Juta s/d Rp.20Juta 7. >Rp.20 Juta 

5 Pendidikan terakhir :  1. SD    2. SMP  3. SMA/Sederajat   4. D3  5. 
S1   6. Lain-Lain, sebutkan….. 

6 Berapa kali dalam satu bulan anda menggunakan jasa perbankan : 

 xix 



             1 .1 kali       2.    2 kali    3. 3-4kali      4.    5-8 
kali 5.Lebih dari 8 Kali 

7 Jumlah rekening  yang anda miliki : 1. Satu       2.    Dua     3.  Tiga        
4.    > Tiga 

8.   Keberadaan BNI KCU Daan Mogot  diketahui dari : 
     1. Sering terlewati  2. Teman  3. Spanduk 4. 
Iklan 5. Keluarga 6. Lain-lain 
 

      Bagian 2. Petunjuk Pengisian: Lingkarilah  pada pilihan yang sesuai 
                                                     

5 Sangat Bagus 4 Bagus 3 Biasa 
2 Burukl 1 Sangat Buruk 0 Tidak tahu 

 
 

PERSEPSI SAAT INI   Reliablity ( Komitmen dan kesungguhan melayani ) EKSPEKTASI 

5 4 3 2 1 0 
1 

 Bagaimana BNI  menyampaikan laporan rekening koran . 5 4 3 2 1 0 

5 4 3 2 1 0 
2 

 Bagaimana pelayanan BNI  memenuhi keinginan nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
3  Bagaimana kecepatan petugas BNI dalam melayani 

nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
4 Bagaimana keramahan petugas BNI saat menyambut 

nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
5  Bagaimana kesungguhan petugas menyelesaikan masalah 

nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
6  Bagaimana Pelayanan BNI tidak pernah membuat 

kesalahan kepada nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
7 Bagaimana BNI memberikan pelayanan untuk nasabah 

sesuai dengan yang dijanjikan. 5 4 3 2 1 0 

5 4 3 2 1 0 
8 Bagaimana dengan nomor telepon pelayanan phone 

banking mudah diakses 5 4 3 2 1 0 

            
  Responsiveness ( Sikap tanggap dan peduli dalam memberikan 

pelayanan )             

5 4 3 2 1 0 
9 Bagaimana waktu nasabah menunggu pelayanan tidak lebih 

dari 5 (lima) menit untuk memperoleh pelayanan 5 4 3 2 1 0 

5 4 3 2 1 0 
10 Bagaimana petugas Teller selalu bersedia membantu 

nasabah 5 4 3 2 1 0 

5 4 3 2 1 0 
11 Bagaimana petugas satpam BNI dalam hal selalu bersedia 

membantu nasabah 5 4 3 2 1 0 

5 4 3 2 1 0 
12 Bagaimana petugas Customer Service BNI selalu bersedia 

membantu nasabah 5 4 3 2 1 0 

Skoring Nilai 
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5 4 3 2 1 0 
13 

Bagaimana lokasi ATM BNI mudah dijangkau 5 4 3 2 1 0 

5 4 3 2 1 0 
14 

Bagaimana kesejukan ruang ATM tetap terjaga setiap saat. 5 4 3 2 1 0 

5 4 3 2 1 0 
15 

Bagaimana kebersihan ATM selalu terjaga dengan baik 5 4 3 2 1 0 

5 4 3 2 1 0 
16 Bagaimana nasabah tidak perlu menunggu lebih dari 

tigakali  deringan telepon untuk mendapatkan layanan 
phone banking. 

5 4 3 2 1 0 

            
  Assurance ( Kepastian dan jaminan BNI dalam memberikan 

pelayannan )             

5 4 3 2 1 0 
17 Bagaimana Petugas memberikan pelayanan menumbuhkan 

kepercayaan nasabah kepada BNI' 5 4 3 2 1 0 

5 4 3 2 1 0 
18 Bagaimana BNI menjadikan rasa aman nasabah melakukan 

transaksi dengan baik 5 4 3 2 1 0 

5 4 3 2 1 0 
19 Bagaimana petugas BNI selalu bersikap profesional, ramah, 

tersenyum, mengucapkan salam dan terima kasih kepada 
nasabah. 

5 4 3 2 1 0 

5 4 3 2 1 0 
20 Bagaimana petugas BNI mampu menjawab semua 

pertanyaan nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
21 Bagaimana petugas satpam BNI bersikap profesional dan 

memberikan rasa aman kepada nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
22 

Bagaimana Lokasi ATM BNI aman bagi nasabah 5 4 3 2 1 0 

5 4 3 2 1 0 
23 Bagaimana keamanan Nasabah  saat melakukan transaksi 

melalui ATM 5 4 3 2 1 0 

5 4 3 2 1 0 
24 Bagaimana Keramahan dan kesopanan Petugas Layanan 

Prima. 5 4 3 2 1 0 

            
  

Empathy ( memberikan informasi terbaru dalam pelayanan )             

5 4 3 2 1 0 
25 Bagaimana BNI selalu memberikan informasi terbaru 

tentang produk & pelayanannya 5 4 3 2 1 0 

5 4 3 2 1 0 
26 Bagaimana petugas BNI dalam memberikan pelayanan 

selalu menyebut nama nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
27 Bagaimana petugas menjelaskan informasi produk secara 

jelas dan runtut kepada nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
28 Bagaimana petugas pemasar BNI dalam menjelaskan 

produknya mudah diterima 5 4 3 2 1 0 

5 4 3 2 1 0 
29 Bagaimana keberadaan papan  penunjuk yang ada dapat 

terlihat dengan jelas oleh nasabah. 5 4 3 2 1 0 

5 4 3 2 1 0 
30 Bagaimana kepentingan nasabah selalu merasa diutamakan 

oleh BNI. 5 4 3 2 1 0 

 xxi 



5 4 3 2 1 0 
31 Bagaimana kemauan customer service officer dalam 

menanggapi komplain nasabah. 5 4 3 2 1 0 

       
  

Tangible ( Sikap nyata dalam memberikan pelayanan )        

5 4 3 2 1 0 
32 

Bagaimana kerapihan dan kebersihan penampilan petugas. 5 4 3 2 1 0 

5 4 3 2 1 0 
33 Bagaimana ketersediaan dan kemudahan memperoleh 

semua jenis formulir yang diperlukan diperoleh. 5 4 3 2 1 0 

5 4 3 2 1 0 
34 

Bagaimana kerapihan  penampilan petugas Satpam BNI . 5 4 3 2 1 0 

5 4 3 2 1 0 
35 Bagaimana kebersihan dan kenyamanan Ruang tunggu BNI 

. 5 4 3 2 1 0 

5 4 3 2 1 0 
36 Bagaimana kecukupan  jumlah counter teller BNI. 

 5 4 3 2 1 0 

5 4 3 2 1 0 
37 

Bagaimana kecukupan jumlah customer service officer BNI . 5 4 3 2 1 0 

5 4 3 2 1 0 
38 

Bagaimana kecukupan penerangan lokasi ATM BNI . 5 4 3 2 1 0 

5 4 3 2 1 0 
39 Bagaimana keberadaan ATM BNI selalu dapat digunakan 

selama 24 jam 5 4 3 2 1 0 

5 4 3 2 1 0 
40 Bagaimana kemudahan nasabah untuk mendapatkan 

tempat parkir 5 4 3 2 1 0 

5 4 3 2 1 0 
41 

Bagaimana Pelayanan phone banking BNI 5 4 3 2 1 0 
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Rekapitulasi hasil survey Demografi Responden 
1 Jenis Kelamin Frekuensi % 

valid 
% 

Kumulatif 
% 

 Wanita 36 36% 36% 36% 

 Pria 64 64% 64% 100% 

 Total 100 1.00 1   

2 Pekerjaan Frekuensi % 
Valid 

% 
Kumulatif 

% 
 Pelajar/Mahasiswa 21 21% 21% 21% 

 PNS/ABRI/Polri 10 10% 10% 31% 
 Karyawan Swasta 19 19% 19% 50% 
 Wiraswasta 27 27% 27% 77% 
 Ibu RT 14 14% 14% 91% 

 Lain-lain 9 9% 9% 100% 

 Total 100 100% 100%   

3 Usia Frekuensi % 
Valid 

% 
Kumulatif 

% 
 16-20 tahun 3 3.00 3.00 3.00 
 21-30 tahun                     35 35.00 35.00 38.00 
 31-40 tahun                     25 25.00 25.00 63.00 

 di atas 40 tahun               37 37.00 37.00 100.00 

 Total 100 100 100   

4 Pendapatan Per bulan Frekuensi % 
Valid 

% 
Kumulatif 

% 

 kurang dari Rp. 2 juta 23 23% 23% 23% 

 Rp. 2000.001-Rp.5.000.000 15 15% 15% 38% 
 Rp 5.000.001 – Rp 7.500.000 21 21% 21% 59% 
 Rp 7.500.001 – Rp 10.000.000 13 13% 13% 59% 
 Rp 10.000.001 – Rp 15.000.000 11 11% 11% 83% 

 Rp 15.000.001 – Rp 20.000.000 10 10% 10% 93% 

 Lebih dari Rp 20.000.001,- 7 7% 7% 100% 

 Total 100 100 100%   

5 Pendidikan Terakhir Frekuensi % 
Valid 

% 
Kumulatif 

% 
 SD 0 0% 0% 0% 
 SMP 0 0% 0% 0% 
 SMA/Sederajat 20 20% 20% 20% 

 D3 15 15% 15% 35% 
 S1 56 56% 56% 91% 

  Lain-lain(S2) 9 9% 9% 100% 

 Total  100 100% 100%   

6 Frekuensi datang ke BNI Frekuensi % 
Valid 

% 
Kumulatif 

% 

 1 kali 39 39% 39.00 39.00 
 2 kali 30 30% 30.00 69.00 

 3 – 4 kali 16 16% 16.00 85.00 
 5 – 8 kali 9 9% 9.00 94.00 

 lebih dari 8 kali 6 6% 6.00 100.00 

 Total  100 100% 100   
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7 Jumlah rekening yang dimiliki Frekuensi % 
Valid 

% 
Kumulatif 

% 
 1 53 53% 53.00 53.00 
 2 29 29% 29.00 82.00 

 3 12 12% 12.00 94.00 
 4 5 5% 5.00 99.00 

 lebih dari 4 1 1% 1.00 100.00 

 Total 100 1 100   

      
      

8 Keberadaan BNI Daan Mogot dari Frekuensi % 
Valid 

% 
Kumulatif 

% 

 Sering terlewati 42 42% 42.00 42.00 

 Iklan 26 26% 26.00 68.00 

 Teman 13 13% 13.00 81.00 

 Keluarga 12 12% 12.00 93.00 

 Spanduk 2 2% 2.00 95.00 

 Lain-lain (letak lbh dekat) 5 5% 5.00 100.00 

 Total  100 100% 100   
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VALIDITAS persepsi    

No Pertanyaan r hitung r tabel hasil 

1 P1 0.6860 0.1293 valid 
2 P2 0.8749 0.1293 valid 
3 P3 0.9259 0.1293 valid 
4 P4 0.4199 0.1293 valid 
5 P5 0.6456 0.1293 valid 
6 P6 0.4714 0.1293 valid 
7 P7 0.4846 0.1293 valid 
8 P8 0.7191 0.1293 valid 
9 P9 0.4874 0.1293 valid 
10 P10 0.4510 0.1293 valid 
11 P11 0.5899 0.1293 valid 
12 P12 0.3746 0.1293 valid 
13 P13 0.8610 0.1293 valid 
14 P14 0.8334 0.1293 valid 
15 P15 0.8329 0.1293 valid 
16 P16 0.7005 0.1293 valid 
17 P17 0.7421 0.1293 valid 
18 P18 0.9302 0.1293 valid 
19 P19 0.8747 0.1293 valid 
20 P20 0.6214 0.1293 valid 
21 P21 0.6952 0.1293 valid 
22 P22 0.7264 0.1293 valid 
23 P23 0.8040 0.1293 valid 
24 P24 0.3172 0.1293 valid 
25 P25 0.8431 0.1293 valid 
26 P26 0.5282 0.1293 valid 
27 P27 0.8473 0.1293 valid 
28 P28 0.5231 0.1293 valid 
29 P29 0.3804 0.1293 valid 
30 P30 0.8104 0.1293 valid 
31 P31 0.8104 0.1293 valid 
32 P32 0.9252 0.1293 valid 
33 P33 0.9222 0.1293 valid 
34 P34 0.9447 0.1293 valid 
35 P35 0.8946 0.1293 valid 
36 P36 0.8374 0.1293 valid 
37 P37 0.9091 0.1293 valid 
38 P38 0.8920 0.1293 valid 
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39 P39 0.9451 0.1293 valid 
40 P40 0.5843 0.1293 valid 
41 P41 0.8944 0.1293 valid 

 

 

 

Reliabilitas   
X1 0.8439 9 
X2 0.8408 9 
X3 0.8822 9 
X4 0.8284 8 
X5 0.9687 11 
Y 0.9286 42 

 

 

 

 

 

 

 

 

 

 

 

 

 xxxi 



 

VALIDITAS Ekspektasi    

No Pertanyaan r hitung r tabel hasil 

1 P1 0.7787 0.1293 valid 
2 P2 0.8000 0.1293 valid 
3 P3 0.7506 0.1293 valid 
4 P4 0.7837 0.1293 valid 
5 P5 0.7566 0.1293 valid 
6 P6 0.5475 0.1293 valid 
7 P7 0.7944 0.1293 valid 
8 P8 0.7066 0.1293 valid 
9 P9 0.7608 0.1293 valid 

10 P10 0.7508 0.1293 valid 
11 P11 0.6885 0.1293 valid 
12 P12 0.7394 0.1293 valid 
13 P13 0.7714 0.1293 valid 
14 P14 0.7833 0.1293 valid 
15 P15 0.8339 0.1293 valid 
16 P16 0.4094 0.1293 valid 
17 P17 0.7820 0.1293 valid 
18 P18 0.7954 0.1293 valid 
19 P19 0.7194 0.1293 valid 
20 P20 0.8047 0.1293 valid 
21 P21 0.4970 0.1293 valid 
22 P22 0.8290 0.1293 valid 
23 P23 0.8091 0.1293 valid 
24 P24 0.6439 0.1293 valid 
25 P25 0.7250 0.1293 valid 
26 P26 0.8092 0.1293 valid 
27 P27 0.7959 0.1293 valid 
28 P28 0.7705 0.1293 valid 
29 P29 0.7033 0.1293 valid 
30 P30 0.8142 0.1293 valid 
31 P31 0.6295 0.1293 valid 
32 P32 0.7109 0.1293 valid 
33 P33 0.7187 0.1293 valid 
34 P34 0.7821 0.1293 valid 
35 P35 0.7516 0.1293 valid 
36 P36 0.7464 0.1293 valid 
37 P37 0.7550 0.1293 valid 
38 P38 0.8351 0.1293 valid 
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39 P39 0.6707 0.1293 valid 
40 P40 0.7037 0.1293 valid 
41 P41 0.6005 0.1293 valid 

 

 

 

SubVar Reliability Statistics 
X1 0.909092 9 
X2 0.897915 9 
X3 0.900267 9 
X3 0.901320 8 
X5 0.912287 11 
Y 0.967439 42 
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Persepsi 
Uji Reliability 
All Variable 
Case Processing Summary 
 
  N % 
Cases Valid 100 99.0 

Excluded(
a) 1 1.0 

Total 101 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.929 42 
 
Reliability 
Case Processing Summary 
 
  N % 
Cases Valid 100 99.0 

Excluded(
a) 1 1.0 

Total 101 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 
Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.844 9 
 
Responsiveness 
 Case Processing Summary 
 
  N % 
Cases Valid 100 99.0 

Excluded(
a) 1 1.0 

Total 101 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.841 9 
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Assurance 
 Case Processing Summary 
 
  N % 
Cases Valid 100 99.0 

Excluded(
a) 1 1.0 

Total 101 100.0 
a  Listwise deletion based on all variables in the procedure. 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.882 9 
 
Empathy 
 Case Processing Summary 
 
  N % 
Cases Valid 100 99.0 

Excluded(
a) 1 1.0 

Total 101 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.828 8 
 
Tangible 
 Case Processing Summary 
 
  N % 
Cases Valid 100 99.0 

Excluded(
a) 1 1.0 

Total 101 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.969 11 
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Uji Validitas 

Correlations

1 .708** .641** .056 .463** .234* .304** .255* .686**
.000 .000 .580 .000 .019 .002 .010 .000

100 100 100 100 100 100 100 100 100
.708** 1 .769** .097 .363** .604** .335** .663** .875**
.000 .000 .335 .000 .000 .001 .000 .000
100 100 100 100 100 100 100 100 100
.641** .769** 1 .432** .589** .378** .496** .588** .926**
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.056 .097 .432** 1 .686** -.354** .183 .021 .420**
.580 .335 .000 .000 .000 .069 .832 .000
100 100 100 100 100 100 100 100 100
.463** .363** .589** .686** 1 -.237* .356** .179 .646**
.000 .000 .000 .000 .017 .000 .075 .000
100 100 100 100 100 100 100 100 100
.234* .604** .378** -.354** -.237* 1 .031 .703** .471**
.019 .000 .000 .000 .017 .760 .000 .000
100 100 100 100 100 100 100 100 100
.304** .335** .496** .183 .356** .031 1 .246* .485**
.002 .001 .000 .069 .000 .760 .014 .000
100 100 100 100 100 100 100 100 100
.255* .663** .588** .021 .179 .703** .246* 1 .719**
.010 .000 .000 .832 .075 .000 .014 .000
100 100 100 100 100 100 100 100 100
.686** .875** .926** .420** .646** .471** .485** .719** 1
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

1

2

3

4

5

6

7

8

Reliablity

1 2 3 4 5 6 7 8 Reliablity

Correlation is significant at the 0.01 level (2-tailed).**. 

Correlation is significant at the 0.05 level (2-tailed).*.  
 

Correlations

1 -.312** -.176 .430** .122 .170 .710** .765** .487**
.002 .079 .000 .227 .090 .000 .000 .000

100 100 100 100 100 100 100 100 100
-.312** 1 .661** -.037 .653** .304** .032 -.205* .451**
.002 .000 .718 .000 .002 .750 .041 .000
100 100 100 100 100 100 100 100 100

-.176 .661** 1 -.346** .784** .620** .169 -.031 .590**
.079 .000 .000 .000 .000 .093 .758 .000
100 100 100 100 100 100 100 100 100
.430** -.037 -.346** 1 .033 .208* .509** .517** .375**
.000 .718 .000 .745 .038 .000 .000 .000
100 100 100 100 100 100 100 100 100
.122 .653** .784** .033 1 .765** .516** .367** .861**
.227 .000 .000 .745 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.170 .304** .620** .208* .765** 1 .638** .540** .833**
.090 .002 .000 .038 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.710** .032 .169 .509** .516** .638** 1 .865** .833**
.000 .750 .093 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.765** -.205* -.031 .517** .367** .540** .865** 1 .701**
.000 .041 .758 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.487** .451** .590** .375** .861** .833** .833** .701** 1
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

9

10

11

12

13

14

15

16

Responsiveness

9 10 11 12 13 14 15 16
Responsi
veness

Correlation is s ignificant at the 0.01 level (2-tai led).**. 

Correlation is s ignificant at the 0.05 level (2-tai led).*.  
 

 xxxvi 



Correlations

1 .560** .534** .309** .618** .294** .596** .144 .742**
.000 .000 .002 .000 .003 .000 .154 .000

100 100 100 100 100 100 100 100 100
.560** 1 .889** .671** .469** .748** .829** .143 .930**
.000 .000 .000 .000 .000 .000 .155 .000
100 100 100 100 100 100 100 100 100
.534** .889** 1 .474** .411** .772** .819** .123 .875**
.000 .000 .000 .000 .000 .000 .224 .000
100 100 100 100 100 100 100 100 100
.309** .671** .474** 1 .418** .439** .390** -.045 .621**
.002 .000 .000 .000 .000 .000 .658 .000
100 100 100 100 100 100 100 100 100
.618** .469** .411** .418** 1 .296** .284** .549** .695**
.000 .000 .000 .000 .003 .004 .000 .000
100 100 100 100 100 100 100 100 100
.294** .748** .772** .439** .296** 1 .614** .207* .726**
.003 .000 .000 .000 .003 .000 .039 .000
100 100 100 100 100 100 100 100 100
.596** .829** .819** .390** .284** .614** 1 -.126 .804**
.000 .000 .000 .000 .004 .000 .212 .000
100 100 100 100 100 100 100 100 100
.144 .143 .123 -.045 .549** .207* -.126 1 .317**
.154 .155 .224 .658 .000 .039 .212 .001
100 100 100 100 100 100 100 100 100
.742** .930** .875** .621** .695** .726** .804** .317** 1
.000 .000 .000 .000 .000 .000 .000 .001
100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

17

18

19

20

21

22

23

24

Assurance

17 18 19 20 21 22 23 24 Assurance

Correlation is s ignificant at the 0.01 level (2-tai led).**. 

Correlation is s ignificant at the 0.05 level (2-tai led).*.  
 

Correlations

1 .352** .720** .218* .338** .607** .607** .843**
.000 .000 .029 .001 .000 .000 .000

100 100 100 100 100 100 100 100
.352** 1 .323** .328** .121 .327** .327** .528**
.000 .001 .001 .229 .001 .001 .000
100 100 100 100 100 100 100 100
.720** .323** 1 .119 .592** .511** .511** .847**
.000 .001 .239 .000 .000 .000 .000
100 100 100 100 100 100 100 100
.218* .328** .119 1 -.416** .715** .715** .523**
.029 .001 .239 .000 .000 .000 .000
100 100 100 100 100 100 100 100
.338** .121 .592** -.416** 1 -.181 -.181 .330**
.001 .229 .000 .000 .071 .071 .001
100 100 100 100 100 100 100 100
.607** .327** .511** .715** -.181 1 1.000** .810**
.000 .001 .000 .000 .071 .000 .000
100 100 100 100 100 100 100 100
.607** .327** .511** .715** -.181 1.000** 1 .810**
.000 .001 .000 .000 .071 .000 .000
100 100 100 100 100 100 100 100
.843** .528** .847** .523** .330** .810** .810** 1
.000 .000 .000 .000 .001 .000 .000
100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

25

26

27

28

29

30

31

Empathy

25 26 27 28 29 30 31 Empathy

Correlation is s ignificant at the 0.01 level (2-tai led).**. 

Correlation is s ignificant at the 0.05 level (2-tai led).*. 
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Correlations

1 .761** .820** .863** .833** .818** .874** .806** .544** .869** .925**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000

100 100 100 100 100 100 100 100 100 100 100
.761** 1 .896** .768** .695** .865** .797** .919** .488** .768** .922**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.820** .896** 1 .795** .698** .855** .854** .968** .380** .821** .945**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.863** .768** .795** 1 .861** .700** .732** .776** .663** .869** .895**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.833** .695** .698** .861** 1 .667** .606** .696** .801** .745** .837**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.818** .865** .855** .700** .667** 1 .864** .889** .439** .734** .909**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.874** .797** .854** .732** .606** .864** 1 .832** .326** .807** .892**
.000 .000 .000 .000 .000 .000 .000 .001 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.806** .919** .968** .776** .696** .889** .832** 1 .405** .793** .945**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.544** .488** .380** .663** .801** .439** .326** .405** 1 .558** .584**
.000 .000 .000 .000 .000 .000 .001 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.869** .768** .821** .869** .745** .734** .807** .793** .558** 1 .894**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.925** .922** .945** .895** .837** .909** .892** .945** .584** .894** 1
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
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36

37

38

39

40

41

X5

32 33 34 35 36 37 38 39 40 41 X5

Correlation is significant at the 0.01 level (2-tailed).**.  
 
 
Ekspektasi 
Uji Reliability 
 
All Variable 
 Case Processing Summary 
 
  N % 
Cases Valid 100 100.0 

Excluded(
a) 0 .0 

Total 100 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.967 42 
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Reliability 
 Case Processing Summary 
 
  N % 
Cases Valid 100 100.0 

Excluded(
a) 0 .0 

Total 100 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.909 9 
 
 
Responsiveness 
 Case Processing Summary 
 
  N % 
Cases Valid 100 100.0 

Excluded(
a) 0 .0 

Total 100 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.898 9 
 
  
Assurance 
 Case Processing Summary 
 
  N % 
Cases Valid 100 100.0 

Excluded(
a) 0 .0 

Total 100 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.900 9 
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Empathy 
 Case Processing Summary 
 
  N % 
Cases Valid 100 100.0 

Excluded(
a) 0 .0 

Total 100 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.901 8 
 
  
Tangible 
 Case Processing Summary 
 
  N % 
Cases Valid 100 100.0 

Excluded(
a) 0 .0 

Total 100 100.0 
a  Listwise deletion based on all variables in the procedure. 
 
 Reliability Statistics 
 

Cronbach's 
Alpha N of Items 

.912 11 
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Validitas 

Correlations

1 .599** .583** .581** .440** .412** .558** .451** .779**
.000 .000 .000 .000 .000 .000 .000 .000

100 100 100 100 100 100 100 100 100
.599** 1 .590** .514** .620** .298** .557** .541** .800**
.000 .000 .000 .000 .003 .000 .000 .000
100 100 100 100 100 100 100 100 100
.583** .590** 1 .610** .498** .202* .556** .429** .751**
.000 .000 .000 .000 .043 .000 .000 .000
100 100 100 100 100 100 100 100 100
.581** .514** .610** 1 .578** .270** .604** .445** .784**
.000 .000 .000 .000 .007 .000 .000 .000
100 100 100 100 100 100 100 100 100
.440** .620** .498** .578** 1 .379** .466** .442** .757**
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.412** .298** .202* .270** .379** 1 .420** .344** .547**
.000 .003 .043 .007 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.558** .557** .556** .604** .466** .420** 1 .538** .794**
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.451** .541** .429** .445** .442** .344** .538** 1 .707**
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.779** .800** .751** .784** .757** .547** .794** .707** 1
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

1

2

3

4

5

6

7

8

Reliablity

1 2 3 4 5 6 7 8 Reliablity

Correlation is significant at the 0.01 level (2-tailed).**. 

Correlation is significant at the 0.05 level (2-tailed).*. 
 

 
Correlations

1 .545** .396** .512** .565** .407** .554** .381** .761**
.000 .000 .000 .000 .000 .000 .000 .000

100 100 100 100 100 100 100 100 100
.545** 1 .589** .664** .345** .554** .484** .134 .751**
.000 .000 .000 .000 .000 .000 .183 .000
100 100 100 100 100 100 100 100 100
.396** .589** 1 .557** .454** .530** .543** -.086 .689**
.000 .000 .000 .000 .000 .000 .394 .000
100 100 100 100 100 100 100 100 100
.512** .664** .557** 1 .462** .427** .543** .137 .739**
.000 .000 .000 .000 .000 .000 .175 .000
100 100 100 100 100 100 100 100 100
.565** .345** .454** .462** 1 .570** .696** .317** .771**
.000 .000 .000 .000 .000 .000 .001 .000
100 100 100 100 100 100 100 100 100
.407** .554** .530** .427** .570** 1 .669** .272** .783**
.000 .000 .000 .000 .000 .000 .006 .000
100 100 100 100 100 100 100 100 100
.554** .484** .543** .543** .696** .669** 1 .253* .834**
.000 .000 .000 .000 .000 .000 .011 .000
100 100 100 100 100 100 100 100 100
.381** .134 -.086 .137 .317** .272** .253* 1 .409**
.000 .183 .394 .175 .001 .006 .011 .000
100 100 100 100 100 100 100 100 100
.761** .751** .689** .739** .771** .783** .834** .409** 1
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

9

10

11

12

13

14

15

16

Responsiveness

9 10 11 12 13 14 15 16
Responsi
veness

Correlation is s ignificant at the 0.01 level (2-tai led).**. 

Correlation is s ignificant at the 0.05 level (2-tai led).*. 
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Correlations

1 .682** .559** .578** .140 .598** .659** .454** .782**
.000 .000 .000 .165 .000 .000 .000 .000

100 100 100 100 100 100 100 100 100
.682** 1 .482** .687** .289** .617** .561** .395** .795**
.000 .000 .000 .004 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.559** .482** 1 .611** .307** .480** .478** .381** .719**
.000 .000 .000 .002 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.578** .687** .611** 1 .287** .618** .612** .421** .805**
.000 .000 .000 .004 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100
.140 .289** .307** .287** 1 .308** .308** .164 .497**
.165 .004 .002 .004 .002 .002 .103 .000
100 100 100 100 100 100 100 100 100
.598** .617** .480** .618** .308** 1 .724** .507** .829**
.000 .000 .000 .000 .002 .000 .000 .000
100 100 100 100 100 100 100 100 100
.659** .561** .478** .612** .308** .724** 1 .408** .809**
.000 .000 .000 .000 .002 .000 .000 .000
100 100 100 100 100 100 100 100 100
.454** .395** .381** .421** .164 .507** .408** 1 .644**
.000 .000 .000 .000 .103 .000 .000 .000
100 100 100 100 100 100 100 100 100
.782** .795** .719** .805** .497** .829** .809** .644** 1
.000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

17

18

19

20

21

22

23

24

Assurance

17 18 19 20 21 22 23 24 Assurance

Correlation is s ignificant at the 0.01 level (2-tai led).**. 
 

 
Correlations

1 .607** .624** .332** .348** .430** .428** .725**
.000 .000 .001 .000 .000 .000 .000

100 100 100 100 100 100 100 100
.607** 1 .600** .538** .425** .558** .469** .809**
.000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100
.624** .600** 1 .560** .441** .560** .292** .796**
.000 .000 .000 .000 .000 .003 .000
100 100 100 100 100 100 100 100
.332** .538** .560** 1 .575** .756** .334** .771**
.001 .000 .000 .000 .000 .001 .000
100 100 100 100 100 100 100 100
.348** .425** .441** .575** 1 .603** .384** .703**
.000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100
.430** .558** .560** .756** .603** 1 .425** .814**
.000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100
.428** .469** .292** .334** .384** .425** 1 .630**
.000 .000 .003 .001 .000 .000 .000
100 100 100 100 100 100 100 100
.725** .809** .796** .771** .703** .814** .630** 1
.000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

25

26

27

28

29

30

31

Empathy

25 26 27 28 29 30 31 Empathy

Correlation is s ignificant at the 0.01 level (2-tai led).**. 
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Correlations

1 .626** .744** .599** .439** .331** .487** .353** .512** .299** .711**
.000 .000 .000 .000 .001 .000 .000 .000 .002 .000

100 100 100 100 100 100 100 100 100 100 100
.626** 1 .752** .605** .463** .480** .444** .257** .520** .312** .719**
.000 .000 .000 .000 .000 .000 .010 .000 .002 .000
100 100 100 100 100 100 100 100 100 100 100
.744** .752** 1 .704** .478** .392** .543** .421** .504** .364** .782**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.599** .605** .704** 1 .556** .528** .587** .473** .372** .231* .752**
.000 .000 .000 .000 .000 .000 .000 .000 .021 .000
100 100 100 100 100 100 100 100 100 100 100
.439** .463** .478** .556** 1 .759** .562** .315** .430** .388** .746**
.000 .000 .000 .000 .000 .000 .001 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.331** .480** .392** .528** .759** 1 .587** .430** .499** .407** .755**
.001 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.487** .444** .543** .587** .562** .587** 1 .716** .513** .529** .835**
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.353** .257** .421** .473** .315** .430** .716** 1 .328** .393** .671**
.000 .010 .000 .000 .001 .000 .000 .001 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.512** .520** .504** .372** .430** .499** .513** .328** 1 .349** .704**
.000 .000 .000 .000 .000 .000 .000 .001 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.299** .312** .364** .231* .388** .407** .529** .393** .349** 1 .600**
.002 .002 .000 .021 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100
.711** .719** .782** .752** .746** .755** .835** .671** .704** .600** 1
.000 .000 .000 .000 .000 .000 .000 .000 .000 .000
100 100 100 100 100 100 100 100 100 100 100

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

32
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38

39

40

41

Tangible

32 33 34 35 36 37 38 39 40 41 Tangible

Correlation is s ignificant at the 0.01 level (2-tailed).**.  

Correlation is s ignificant at the 0.05 level (2-tailed).*. 
 

 
 
Regresi 
 Variables Entered/Removed(b) 
 

Model 
Variables 
Entered 

Variables 
Removed Method 

1 Persepsi(a) . Enter 
a  All requested variables entered. 
b  Dependent Variable: Ekspektasi 
 
 Model Summary 
 

Model R R Square 
Adjusted R 

Square 
Std. Error of 
the Estimate 

1 .380(a) .145 .136 .53191 
a  Predictors: (Constant), Persepsi 
 
 ANOVA(b) 
 

Model   
Sum of 

Squares df Mean Square F Sig. 
1 Regression 4.684 1 4.684 16.554 .000(a) 

Residual 27.727 98 .283     
Total 32.411 99       
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a  Predictors: (Constant), Persepsi 
b  Dependent Variable: Ekspektasi 
 
 Coefficients(a) 
 

Model   

Unstandardized 
Coefficients 

Standardized 
Coefficients t Sig. 

B Std. Error Beta B Std. Error 
1 (Constant) 2.057 .399   5.152 .000 

Persepsi .602 .148 .380 4.069 .000 
a  Dependent Variable: Ekspektasi 
 
 
 
Scater Plot 
 

Persepsi
2.802.752.702.652.602.55

Ex
pe

kt
as

i

3.80

3.75

3.70

3.65

3.60

3.55

3.50
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ABSTRACT 

 
 
Purpose this reseach for explain how far bank services 

performance as specialist PT. Bank Negara Indonesia (Persero) Tbk Daan 
Mogot Branch, Jakarta 

 
Every bank will strive always to growth the services  performance 

with MRI standard, but in excecution many obstacle which have to give 
bank as specialy human resource quality and  supporting factor  to growth 
services performance. The obstacle must be looked for the solution so 
bank services performance can be growth and can be strongheld. 

 
Subject of reseach is part of all  BNI customers like fund ,  service 

and credit customer with take of all population customer. 
 
The reseach methode which be used is quadran analysis 
 
Sampling methode be used is actiondental sampling technic 

i.e.sampling formation technic based on arrival of costomer i.e. just who 
ariive can meet reseacher can be used as sapling. 

 
Based on data collecting ressult be  understtod that all espectation 

value geet bigger than perseption value, that is mean any gap between 
cunsummerr perseption and consummer ecpectation for service quality of 
BNI Daan Mogot Branch.  

 
For identify services element which need get attention to be 

followed up so averages of importance level and performance level be 
process in cartesius diagram which have devided become four parts. As 
deviding line be used value of the whole services element averages. 
Averages of persepstion  value is 2.67, while averages of expectation 
value  is 3.67  

 
Based on this reseach be got  that the prioritas factor is assurance 

and reliability. The stronghold factor is tangible. While what need for be 
reduce attention intenssitas cause be valued over is empathy. While the 
responsiveness be vaulued as  low prioritas factor 

 
 
 



ABSTRACT 

Penelitian ini bertujuan untuk menggambarkan sejauh mana kinerja pelayanan 
Bank, khususnya  PT. Bank Negara Indonesia (Persero) Tbk cabang Daan Mogot, 
Jakarta . 

Purpose this reseach for explain how far bank services performance as 
specialist PT. Bank Negara Indonesia (Persero) Tbk Daan Mogot Branch, Jakarta. 

Setiap Bank akan berusaha selalu meningkatkan kinerja pelayanannya dengan 
standar MRI, namun dalam pelaksanaanya banyak kendala yang harus dihadapi oleh 
Bank terutama dalam masalah kualitas SDM dan kualitas faktor penunjang untuk 
mendongkrak kinerja layanan. Kendala-kendala inilah yang harus dicari solusinya 
sehingga kinerja pelayanan bank bisa meningkat dan bisa dipertahankan. 

Every bank will strive always to growth the services  performance with MRI 
standard, but in excecution many obstacle which have to give bank as specialy 
human resource quality and  supporting factor  to growth services performance. 
The obstacle must be looked for the solution so bank services performance can be 
growth and can be strongheld. 

Subyek penelitian adalah para nasabah PT. Bank Negara Indonesia (Persero) 
Tbk baik nasabah dana, jasa dan kredit dengan mengambil sampel dari populasi 
nasabah. 

Subject of reseach is part of all  BNI customers like fund ,  service and 
credit customer with take of all population customer. 

Metode yang digunakan dalam penelitian ini adalah dengan menggunakan 
kuadran analisis,  

The reseach methode what be used is quadran analysis 
Metode sampel yang digunakan adalah tekhnik sampling aksidental yaitu teknik 

penentuan sampel berdasarkan kebetulan, yaitu siapa saja yang secara kebetulan 
bertemu dengan peneliti dapat digunakan sebagai sampel. 

Sampling methode be used is actiondental sampling technic i.e.sampling 
formation technic based on arrival of costomer i.e. just who ariive can meet 
reseacher can be used as sapling. 

Berdasarkan hasil pengumpulan data diperoleh bahwa pada seluruhnya nilai 
ekspektasi yang diperoleh lebih besar dari nilai persepsi, hal ini berarti ada kesenjangan 
antara persepsi dan ekspektasi konsumen terhadap kualitas pelayanan BNI Cabang 
Daan Mogot. 

Based on data collecting ressult be  understtod that all espectation value 
geet bigger than perseption value, that is mean any gap between cunsummerr 
perseption and consummer ecpectation for service quality of BNI Daan Mogot 
Branch.  

Untuk mengidentifikasikan unsur pelayanan yang perlu segera mendapat 
perhatian untuk ditindak lanjuti maka nilai rata-rata tingkat kepentingan dan tingkat 
pelaksanaan dimasukkan ke dalam diagram Cartesius yang telah dibagi menjadi empat 
bagian. Sebagai garis pembaginya, digunakan nilai rata-rata atas keseluruhan unsur-
unsur pelayanan. Rata-rata nilai Persepsi adalah 2.67, sedangkan rata-rata nilai 
Ekspektasi adalah 3.67. 

For identify services element which need get attention to be followed up so 
averages of importance level and performance level be process in cartesius 
diagram which have devided become four parts. As deviding line be used value of 
the whole services element averages. Averages of persepstion  value is 2.67, while 
averages of expectation value  is 3.67  

Berdasarkan penelitian ini diperoleh bahwa faktor-faktor yang perlu diprioritaskan 
adalah Assurance dan Reliability. Faktor-faktor  dipertahankan adalah Tangible. 
Sedangkan yang perlu dikurangi intensitas perhatiannya karena dinilai terlalu berlebihan 
adalah Empathy. Adapun untuk faktor Responsiveness dinilai sebagai faktor dengan 
prioritas rendah. 



Based on this reseach be got  that the prioritas factor is assurance and 
reliability. The stronghold factor is tangible. While what need for be reduce 
attention intenssitas cause be valued over is empathy. While the responsiveness 
be vaulued as  low prioritas factor. 
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