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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan terhadap 

kepuasan nasabah Bank BRI di Kantor Cabang Palembang A. Rivai. Dalam era 

persaingan perbankan yang semakin ketat, kualitas pelayanan menjadi faktor krusial 

dalam mempertahankan dan meningkatkan kepuasan nasabah.  Metode penelitian yang 

digunakan adalah kuantitatif dengan pendekatan survei.  Sampel penelitian terdiri dari 

100 nasabah Bank BRI Kantor Cabang Palembang A. Rivai yang dipilih menggunakan 

teknik purposive sampling. Pengumpulan data dilakukan melalui kuesioner yang 

mengukur lima dimensi kualitas pelayanan (SERVQUAL) yaitu Bukti Fisik 

(Tangible), Kehandalan (Reliability), Daya Tanggap (Responsiveness), Jaminan 

(Assurance) dan Empati (Empathy) serta Kepuasan Nasabah. Analisis data 

menggunakan Uji T dan Regresi Linear Sederhana.  Hasil penelitian menunjukkan 

bahwa terdapat 3 variabel yang berpengaruh secara signifikan dan 2 variabel yang tidak 

bepengaruh secara signifikan. 3 variabel yang berpengaruh antara lain variabel 

Kehandalan (Reliability), Jaminan (Assurance) dan Empati (Emphaty).  Secara parsial, 

variabel Empati (Emphaty) memiliki pengaruh paling dominan terhadap kepuasan 

nasabah. Temuan ini mengindikasikan bahwa peningkatan kualitas pelayanan, 

terutama dalam aspek empati dapat secara efektif meningkatkan kepuasan nasabah. 

Penelitian ini memberikan rekomendasi bagi manajemen Bank BRI untuk fokus pada 

pelatihan soft skills yang menekankan pentingnya empati, komunikasi efektif dan 

pemahaman kebutuhan individual nasabah serta mengembangkan program pelatihan 

yang relevan untuk meningkatkan kualitas pelayanan secara keseluruhan di Kantor 

Cabang Palembang A. Rivai. 

 

Kata Kunci:  Kualitas Pelayanan, Kepuasan Nasabah, Bank BRI, SERVQUAL,

 Palembang 
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ABSTRACT 

 

This research aims to analyze the influence of service quality on BRI Bank customer 

satisfaction at the Palembang A. Rivai Branch Office. In an era of increasingly tight 

banking competition, service quality is a crucial factor in maintaining and increasing 

customer satisfaction.  The research method used is quantitative with a survey 

approach.  The research sample consisted of 100 customers of Bank BRI Palembang 

A. Rivai Branch Office who were selected using a purposive sampling technique. Data 

collection was carried out through a questionnaire that measured five dimensions of 

service quality (SERVQUAL), namely Physical Evidence (Tangible), Reliability, 

Responsiveness, Assurance and Empathy as well as Customer Satisfaction. Data 

analysis used the T Test and Simple Linear Regression.  The research results show that 

there are 3 variables that have a significant effect and 2 variables that do not have a 

significant effect. The 3 variables that influence include the variables Reliability, 

Assurance and Empathy.  Partially, the Empathy variable has the most dominant 

influence on customer satisfaction. These findings indicate that improving service 

quality, especially in the empathy aspect, can effectively increase customer 

satisfaction. This research provides recommendations for BRI Bank management to 

focus on soft skills training which emphasizes the importance of empathy, effective 

communication and understanding individual customer needs as well as developing 

relevant training programs to improve the overall quality of service at the Palembang 

A. Rivai Branch Office. 

 

Keywords:  Service Quality, Customer Satisfaction, Bank BRI, SERVQUAL, 
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