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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh pelayanan prima terhadap 

kepuasan nasabah pada PT. Bank Perkreditan Rakyat Sumatera Selatan Kota 

Palembang, serta untuk menganalisis variabel manakah yang paling dominan 

mempengaruhi kepuasan nasabah. Metode yang digunakan dalam penelitian ini 

adalah metode kuantitatif. Populasi dari penelitian ini adalah seluruh nasabah pada 

PT. Bank Perkreditan Rakyat Sumatera Selatan Kota Palembang. Teknik penentuan 

jumlah sampel yang diambil sebagai responden pada penelitian ini yaitu dengan 

menggunakan teknik probality sampling, dari hasil perhitungan menggunakan 

rumus slovin didapatkan jumlah responden sebanyak 100 nasabah. Teknik analisis 

data dalam penelitian ini menggunakan Uji Validitas dan Uji Reliabilitas, Analisis 

Regresi Berganda dan Uji t (parsial). Pengelolaan data dalam penelitian ini 

menggunakan program software SPSS (Statistic Package For the Social Sciens) 

Versi 25. Secara parsial diketahui bahwa variabel pelayanan prima (kemampuan, 

sikap, tanggung jawab) yang mempunyai pengaruh positif dan signifikan terhadap 

kepuasan nasabah dan variabel tindakan tidak mempunyai pengaruh dan tidak 

signifikan terhadap kepuasan nasabah. Oleh karena itu, karyawan Bank Perkreditan 

Rakyat Sumatera Selatan Kota Palembang seharusnya memberikan layanan yang 

baik kepada nasabah seperti memberikan tindakan yang cepat dan akurat, 

memberikan solusi yang tepat dalam memecahkan masalah nasabah dan 

meningkatkan tindakan yang sigap dalam melayani nasabah pada PT. Bank 

Perkreditan Rakyat Sumatera Selatan Kota Palembang 

Kata Kunci: Kemampuan, Sikap, Tindakan, Tanggung Jawab serta Kepuasan 

nasabah 
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ABSTRACT 

 

This study aims to analyze the effect of excellent service on customer satisfaction at 

PT. Rural Bank of South Sumatra, Palembang City, as well as to analyze which 

variables most dominantly affect customer satisfaction. The method used in this study 

is a quantitative method. The population of this study were all customers at PT. 

People's Credit Bank of South Sumatra, Palembang City. The technique of 

determining the number of samples taken as respondents in this study is by using 

probability sampling technique, from the results of calculations using the Slovin 

formula, the number of respondents is 100 customers. The data analysis technique in 

this study used Validity Test and Reliability Test, Multiple Regression Analysis and t 

Test (partial). Data management in this study uses the SPSS (Statistical Package For 

the Social Sciences) Version 25 software program. Partially it is known that the 

excellent service variables (ability, attitude, responsibility) have a positive and 

significant effect on customer satisfaction and the action variable has no effect. and 

not significant to customer satisfaction. Therefore, employees of the Rural Bank of 

South Sumatra, Palembang City should provide good services to customers such as 

providing fast and accurate action, providing appropriate solutions in solving 

customer problems and increasing swift action in serving customers at PT. Rural Bank 

of South Sumatra, Palembang City 

 

Keywords: Ability, Attitude, Action, Responsibility and Customer Satisfaction 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

xi 
 

DAFTAR ISI 

Halaman 

HALAMAN JUDUL ................................................................................................... i 

HALAMAN PENGESAHAN  ................................................................................... ii 

HALAMAN PERNYATAAN  ................................................................................. iii 

HALAMAN PENGESAHAN PENGUJI ................................................................ iv 

MOTTO DAN PERSEMBAHAN  ........................................................................... v 

KATA PENGANTAR  .............................................................................................. vi 

UCAPAN TERIMA KASIH ................................................................................... vii 

ABSTRAK  ................................................................................................................ ix 

ABSTRACT ................................................................................................................ x 

DAFTAR ISI ............................................................................................................. xi 

DAFTAR TABEL ................................................................................................... xiv 

DAFTAR GAMBAR............................................................................................... xiv 

DAFTAR LAMPIRAN  .......................................................................................... xvi 

 

BAB I PENDAHULUAN .......................................................................................... 1 

1.1     Latar Belakang............................................................................................ 1 

1.2    Perumusan Masalah ..................................................................................... 5 

1.3    Tujuan Penelitian ......................................................................................... 5 

1.4    Manfaat Penelitian ....................................................................................... 6 
 

BAB 2 STUDI KEPUSTAKAAN   ........................................................................... 8 

2.1  Landasan Teori ............................................................................................ 8 

2.1.1 Pengertian Pemasaran ............................................................................... 8 

2.1.2 Pengertian Pelayanan ................................................................................ 9 

2.1.3 Pengertian Pelayanan Prima .................................................................. 10 

2.1.4 Manfaat Pelayanan Prima ...................................................................... 13 

2.1.5 Fungsi Pelayanan Prima ......................................................................... 14 

2.1.6 Pengertian Nasabah ................................................................................. 15 

2.1.7 Pengertian Kepuasan Nasabah .............................................................. 16 

2.2 Penelitian Terdahulu ..................................................................................... 20 



 
 

xii 
 

2.3   Kerangka Pemikiran ................................................................................... 23 

2.4  Hipotesis .................................................................................................... 23 
 

BAB 3 METODE PENELITIAN ........................................................................... 25 

3.1  Ruang Lingkup Penelitian ......................................................................... 25 

3.2   Rancangan Penelitian ............................................................................... 25 

3.3  Jenis dan Sumber Data .............................................................................. 25 

3.4  Teknik Pengumpulan Data ........................................................................ 26 

3.5  Populasi dan Sampel ................................................................................. 27 

3.5.1 Populasi .................................................................................................... 27 

3.5.2 Sampel ...................................................................................................... 27 

3.6  Teknik Analisis .......................................................................................... 29 

3.6.1 Uji Validitas ..................................................................................... 29 

3.6.2 Uji Reliabilitas .................................................................................. 30 

3.6.3 Uji T .......................................................................................................... 30 
3.6.4 Analisis Regresi Berganda ..................................................................... 31 
6.6.5 Model Regresi Berganda .................................................................. 32 

3.7  Definisi Operasional Variabel ................................................................... 32 
 

BAB IV HASIL DAN PEMBAHASAN  ................................................................ 35 

4.1  Hasil  .......................................................................................................... 35 

  4.1.1 Profil Singkat Perusahaan/Instansi. .................................................. 35 

  4.1.2 Logo Perusahaan  ............................................................................. 36 

  4.1.3 Visi dan Misi Perusahaan  ................................................................ 36 

4.2    Gambaran Responden  ............................................................................... 38 

  4.2.1 Deskripsi Data Respoonden. ............................................................ 38 

4.3    Hasil Olahan Data Penelitian .................................................................... 43 

  4.3.1 Rekapitulasi Jawaban Responden Kemampuan ............................... 44 

  4.3.2 Rekapitulasi Jawaban Responden Sikap .......................................... 45 

  4.3.3 Rekapitulasi Jawaban Responden Tindakan .................................... 46 

  4.3.4 Rekapitulasi Jawaban Responden Tanggung Jawab ........................ 47 

  4.3.5 Rekapitulasi Jawaban Responden Kepuasan Nasabah  .................... 48 

4.4    Uji Validitas, Reliabilitas, Uji t dan Regresi Linier Berganda  ................. 49 

  4.4.1 Uji Validitas  .................................................................................... 49 

  4.4.2 Uji Reliabilitas  ................................................................................. 54 

  4.4.3 Uji t (Parsial) .................................................................................... 55 

  4.4.4 Uji Regresi Linier Berganda ............................................................. 56 

4.5    Pembahasan  .............................................................................................. 58 

 4.5.1 Pengaruh Variabel Kemampuan Secara Parsial Terhadap Kepuasan 

Nasabah  ........................................................................................... 58 

 4.5.2 Pengaruh Variabel Sikap Secara Parsial Terhadap Kepuasan 

Nasabah  ........................................................................................... 59 



 
 

xiii 
 

 4.5.3 Pengaruh Variabel Tindakan Secara Parsial Terhadap Kepuasan 

Nasabah  ........................................................................................... 60 

 4.5.4 Pengaruh Variabel Tanggung Jawab Secara Parsial Terhadap 

Kepuasan Nasabah ........................................................................... 61 
 

BAB V KESIMPULAN DAN SARAN  .................................................................. 63 
 

A. KESIMPULAN ............................................................................................ 63 

B. SARAN .......................................................................................................... 63 

 

DAFTAR PUSTAKA 
 

LAMPIRAN 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

xiv 
 

DAFTAR TABEL 

                               Halaman 

Tabel 1. 1 Jumlah Nasabah ...................................................................................... 3 

Tabel 2.1 Penelitian Terdahulu .............................................................................. 20 

Tabel 3.1 Skala Likert ............................................................................................ 27 

Tabel 3.2 Matriks Operasional Variabel ................................................................ 33 

Tabel 3.3 Pernyataan Indikator ..............................................................................34 

Tabel 4.1 Deskripsi Karakteristik Responden Berdasarkan Jenis Kelamin ...........39 

Tabel 4.2 Karakteristik Responden Berdasarkan Umur ........................................40 

Tabel 4.3 Karakteristik Reponden Berdasarkan Jenjang Pendidikan ............................41 

Tabel 4.4 Karakteristik Responden Berdasarkan Pekerjaan ..................................42 

Tabel 4.5 Karakteristik Responden Berdasarkan Status ........................................43 

Tabel 4.6 Rekapitulasi Jawaban Responden Variabel Kemampuan ......................44 

Tabel 4.7 Rekapitulasi Jawaban Responden Variabel Sikap .................................45 

Tabel 4.8 Rekapitulasi Jawaban Responden Variabel Tindakan ...........................46 

Tabel 4.9 Rekapitulasi Jawaban Responden Variabel Tanggung Jawab ...............47 

Tabel 4.10 Rekapitulasi Jawaban Responden Variabel Kepuasan Nasabah..........48 

Tabel 4.11 Hasil Uji Validitas Variabel Kemampuan ...........................................49 

Tabel 4.12 Hasil Uji Validitas Variabel Sikap.......................................................50 

Tabel 4.13 Hasil Uji Validitas Variabel Tindakan.................................................51 

Tabel 4.14 Hasil Uji Validitas Variabel Tanggung Jawab ....................................52 

Tabel 4.15 Hasil Uji Validitas Variabel Kepuasan Nasabah .................................53 

Tabel 4.18 Hasil Uji Reliabilitas ............................................................................54 

Tabel 4.17 Hasil Uji t (Parsial) ..............................................................................55 

Tabel 4.18 Hasil Uji Analisis Regresi Lininer Berganda ......................................56 



 

xv 
  

DAFTAR GAMBAR 

 

              Halaman 

Gambar 5. 1 Kerangka Pemikiran .......................................................................... 23 

Gambar 4. 1 Logo Perusahaan ............................................................................... 36 
 

  

file:///C:/Users/Megawati%20Adelista%20P/Documents/COVER%20SEMPROOo.docx%23_Toc100317209
file:///C:/Users/Megawati%20Adelista%20P/Documents/COVER%20SEMPROOo.docx%23_Toc100317209


 
 

xvi 
 

DAFTAR LAMPIRAN 

 

Lampiran 1 Surat Permohonan Pengambilan Data 

Lampiran 2 Surat Izin Pengambilan Data 

Lampiran 3 Surat Balasan Perusahaan 

Lampiran 4 Lembar Kesepakatan Bimbingan Skripsi Pembimbing 1 

Lampiran 5 Lembar Kesepakatan Bimbingan Skripsi Pembimbing 2 

Lampiran 6 Lembar Bimbingan Skirpsi Pembimbing 1 

Lampiran 7 Lembar Bimbingan Skirpsi Pembimbing 2 

Lampiran 8 Rekomendasi Ujian Skripsi 

Lampiran 9 Kuesioner Penelitian 

Lampiran 10 Tabulasi Jawaban Responden 

Lampiran 11 Uji Validitas 

Lampiran 12 Uji Reliabilitas 

Lampiran 13 Uji Parsial (Uji t) 

Lampiran 14 Uji Linier Berganda 

Lampiran 15 Persetujuan Revisi 

Lampiran 16 Revisi Skripsi 

 

 

 

 



 
 

17 
 

 


