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                                         ABSTRAK   

 

Kegiatan Perbankan pada umumnya memberikan pelayanan kepada nasabah. 

tujuan penelitian ini untuk mengetahui pengaruh dimensi kualitas pelayanan yang 

terdiri dari Bukti Fisik, Kehandalan, Ketanggapan, Jaminan dan Kepastian, 

Empati  terhadap kepuasan nasabah baik secara parsial maupun  simultan. Metode 

pengumpulan data dilakukan melalui hasil kuesioner. Total sampel adalah 100 

nasabah Bank BRI Agroniaga Tbk Cabang Palembang. yang menggunakan 

metode non probalility sampling dengan Teknik purposive sampling. Analisis data 

yang digunakan adalah analisis regresi linear berganda. Hasil penelitian yang 

dilakukan menunjukkan bahwa variabel Bukti Fisik, Kehandalan, Ketanggapan, 

Jaminan dan Kepastian, dan Empati bepengaruh secara simultan terhadap 

kepuasan nasabah. Kemudian, hasil analisis regresi menunjukkan bahwa 3 

variabel yaitu, Ketanggapan Jaminan dan Kepastian, empati berpengaruh secara 

Positif dan signifikan, Bukti Fisik berpengaruh positif tetapi tidak signifikan 

terhadap Kepuasan Nasabah. kemudian variabel kehandalan berpengaruh secara 

negatif dan signifikan. 

 

Kata kunci: Pelayanan Customer Service, Kepuasan Nasabah. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

ABSTRACT 

 

Banking activities generally provide services to customers. The purpose of this 

study was to determine the effect of service quality dimensions which consist of 

Physical Evidence, Reliability, Responsiveness, Assurance, and Certainty, 

Empathy towards customer satisfaction both partially and simultaneously. The 

method of data collection was done through by result of the  questionnaire. The 

total sample was 100 customers of Bank BRI Agroniaga Tbk Palembang Branch. 

Who used the non probalility sampling method with a purposive sampling 

technique. The data analyzed by multiple regression analysis. The results of the 

research show that the variables of Physical Evidence,Reliability, Responsiveness, 

Assurance and Certainty, and Empathy influence simultaneously on customer 

satisfaction. Then, the results of the regression analysis show that three variables, 

namely, Assurance and Certainty, Empathy have a positive and significant effect, 

Physical Evidence has a positive but not significant effect on Customer 

Satisfaction. Then, the reliability variable has a negative and significant effect. 

 

Keywords: Customer Service Service, Customer Satisfaction. 
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