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ABSTRACT

The purpose of this study was to analyze the influence of physical evidence
(tangible), reliability (realibility), responsiveness (responsiveness), guarantee
(assurance), and caring (empathy) significantly influence the level of customer
satisfaction of Mangga Dua Branch PT. Bank Permata, Tbk. To find our and
analyze the dominant influential variables on customer satisfaction level of
Mangga Dua Branch PT. Bank Permata, Tbk

The population in this study were clients at Mangga Dua Branch PT. Bank
Permata, Thk with the determination of the sample by using the theory slovin
determined by 100 customers. Population of as many as 58,598 customers.

The analytical method used is descriptive method and the method used
descriptive statistics with the aid of computerized systems by using multiple
regression analysis formula, t and F test.

Based on the results of the regression analysis indicates that service
quality affects the level of customer satisfaction. This shows that the better the
service quality dimensions that include physical evidence, reliability,
responsiveness, assurance and empathy, the higher the level of customer
satisfaction. It can be concluded that the dimensions of service quality which
consists of: tangible, reliability, responsiveness, assurance and empathy
significantly affect customer satisfaction of Mangga Dua Branch PT. Bank
Permata, Tok.

Keywords: Dimensions Quality of Service (Physical Evidence, reliability,
Responses, Assurance and Empathy), level of customer satisfaction.
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ABSTRAK

Tujuan penelitian ini bertujuan untuk menganalisis pengaruh bukti fisik
(tangible), keandalan (realibility), daya tanggap (responsiveness), jaminan
(assurancej, dan peduli (empathy) berpengaruh signifikan terhadap tingkat
kepuasan nasabah PT. Bank Permata Cabang Mangga Dua. Untuk mengetahui
dan menganalisis variabel yang berpengaruh dominan terhadap tingkat kepuasan
nasabah PT. Bank Permata Tbk Cabang Mangga Dua.

Populasi dalam penelitian ini adalah nasabah pada PT. Bank Permata, Tbk.
Cabang Mangga Duar, dengan jumiah populasi sebanyak 58.598 nasabah,
sedangkan penentuan sampel dengan menggunakan teori slovin yang ditentukan
sebanyak 100 nasabah.

Adapun metode analisis yang digunakan adalah digunakan metode
deskriptif dan metode statistik deskriptif dengan bantuan sistem komputerisasi
dengan menggunakan rumus analisis regresi berganda, uji t dan wji F.

Berdasarkan hasil analisis regresi menunjukkan bahwa kualitas layanan
berpengarub terhadap tingkat kepuasan nasabah. Hal ini menunjukkan bahwa
semakin baik dimensi kualitas layanan yang meliputi bukti fisik, kehandalan,
tanggapan, jaminan, dan empati maka akan semakin tinggi pula tingkat kepuasan
nasabah. Sehingga dapat disimpulkan bahwa dimensi kualitas layanan yang terdiri
dari : tangible, reliability, responsiveness, assurance dan emphaty berpengaruh
secara signifikan terhadap kepuasan nasabah pada PT. Bank Permata, Tbk.
Cabang Mangga Dua.

Kata Kunci: Dimensi Kualitas Layanan (Bukti Fisik, Kehandalan,
Tanggapan, Jaminan dan Empathy), Tingkat Kepuasan

nasabah
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