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ABSTRAKSI 

 

 

Penelitian ini bertujuan untuk menguji pengaruh kualitas pelayan terhadap tingkat kepuasan 

nasabah di PT Bank Bukopin, Tbk Cabang Madiun. Sampel dalam penelitian ini adalah PT 

Bank Bukopin, Tbk Cabang Madiun sebanyak 100 orang. Pengumpulan data dilakukan 

dengan menyebarkan kuesioner dan menggunakan skala likert 5 poin untuk mengukur 27 

pernyataan sebagai pengukuran variabel - variabel yang telah diteliti.Teknik analisis yang 

digunakan adalah analisis regresi linear berganda. 

Hasil pengujian ini menunjukan bahwa variabel kualitas pelayanan berupa tangible 

(buktifisik), empathy (empati), reliability (kehandalan), responsiveness (dayatanggap) dan 

assurance (jaminan) berpengaruh secara signifikan dan positif baik parsial maupun 

simultan terhadap kepuasan nasabah di PT. Bank Bukopin, Tbk CabangMadiun.Nilai 

koefisien determinasi (R
2
) sebesar 67,8% dipengaruhi oleh variabel independen yang di 

dominasi oleh variabel reliability dan 32,2% dipengaruhi oleh faktor lain. 

Kata kunci :kualitas,tangible, empathy, reliability, responsiveness, assurance, kepuasan 

nasabah 
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THE EFFECT OF SERVICE QUALITY ON CUSTOMER SATISFACTION LEVEL 

PT BANK BUKOPIN, TBK 

MADIUN BRANCH 

ABSTRACT 

The research aims to analyze the effect of service quality on customer satisfaction levels at 

PT Bank Bukopin, Tbk Madiun Branch. The sample in this study was PT Bank Bukopin, 

Tbk Madiun Branch totaling 100 people. Data collection was carried out by distributing 

questionnaires and using a 5-point Likert scale to measure 27 statements as a measurement 

of the variables studied. The analysis technique used is multiple linear regression analysis. 

The results of this test indicate that service quality variables in the form of tangible, 

empathy, reliability, responsiveness and assurance have a significant and positive effect 

both partially and simultaneously on customer satisfaction at PT. Bank Bukopin, Tbk. 

Madiun Branch. The coefficient of determination (R2) of 67.8% is influenced by the 

independent variable which is dominated by the reliability variable and 32.2% is influenced 

by other factors. 
 

Keywords: quality services, tangible, empathy, reliability, responsiveness, 

assurance customer satisfaction 


