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Service quality is one of the benchmarks in customer satisfaction, the goal 

is that the service provided will be an added value to the company. Services that 

can make customers satisfied include the following; tangible evidence, reliability, 

responsiveness, assurance, and empathy. This study aims to determine whether 

Service Quality affects customer satisfaction, the research method used is a causal 

quantitative approach, and is categorized into explanatory in this study using a 

research instrument in the form of a questionnaire, the sampling technique used is 

quota sampling using the slovin formula which gets 80 respondents. For data 

analysis using validity and reliability instrument tests, simple linear regression 

tests, coefficient correlation tests, determination correlation tests, and t-tests. Based 

on the results of the data analysis, this study shows that there is an influence 

between the Service Quality variable on customer satisfaction at Bank Rakyat 

Indonesia Gunung Pereng Tasikmalaya Unit Office of 73.2% and a significant value 

of 0.000 <0.05. 

keywords: Service Quality, Customer Satisfaction 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

iii 


	NASKAH TUGAS AKHIR
	JURUSAN D-3 PERBANKAN DAN KEUANGAN FAKULTAS EKONOMI DAN BISNIS UNIVERSITAS SILIWANGI
	Rahmat Nur Maulana NPM 223404103

	NASKAH TUGAS AKHIR (1)
	NASKAH TUGAS AKHIR (2)
	MOTO
	PERNYATAAN ORISINALITAS TUGAS AKHIR
	THE INFLUENCE OF SERVICE QUALITY ON CUSTOMER SATISFACTION AT PT BANK RAKYAT INDONESIA TBK (PERSERO) GUNUNG PERENG TASIKMALAYA UNIT OFFICE
	Rahmat Nur Maulana NPM 223404103

	PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN NASABAH PADA PT BANK RAKYAT INDONESIA ( PERSERO ) TBK KANTOR UNIT GUNUNG PERENG TASIKMALAYA
	Rahmat Nur Maulana NPM 223404103

	LEMBAR PERSEMBAHAN
	DAFTAR ISI
	LEMBAR REKOMENDASI PENGUJI NASKAH TUGAS AKHIR
	BAB V SIMPULAN DAN SARAN 60
	DAFTAR PUSTAKA 63
	LAMPIRAN 63
	BIODATA PENULIS 79
	DAFTAR TABEL
	No Tabel Keterangan Halaman

	DAFTAR GAMBAR
	No Gambar Keterangan Halaman

	DAFTAR LAMPIRAN
	No Lampiran Keterangan Halaman

	BAB I PENDAHULUAN
	1.1. Latar Belakang Penelitian
	1.2. Identifikasi Masalah
	1.3. Tujuan Penelitian
	1.4. Kegunaan Hasil Penelitian
	1.4.1 Kegunaan pengembangan ilmu
	1.4.2 Kegunaan praktis
	1.5. Lokasi dan Waktu Penelitian
	1.5.1 Lokasi Penelitian
	1.5.2 Waktu Penelitian
	Tabel 1.1 Kegiatan Penelitian

	BAB II
	2.1. Tinjauan Pustaka
	2.1.1.2 Dimensi Kualitas Pelayanan
	2.1.2 Kepuasan Nasabah
	2.1.2.1 Pengertian Kepuasan Nasabah
	2.1.2.2 Faktor -Faktor Yang Mempengaruhi Kepuasan Nasabah
	2.1.2.3 Dimensi Kepuasan Nasabah
	2.1.2.4 Hubungan Kualitas Pelayanan Terhadap Kepuasan Nasabah
	2.2 Kerangka Pemikiran
	Gambar 2. 1 Kerangka Penelitian
	2.3 Hipotesis
	2.4 Penelitian Terdahulu

	BAB III
	3.1 Objek Penelitian
	1.
	Gambar 3. 1 struktur organisasi PT Bank Rakyat Indonesia Tbk
	3.2 Metode Penelitian
	3.2.1 Jenis Penelitian
	3.2.2 Operasionalisasi Variabel
	Tabel 3.1 Operasional Variabel
	3.2.3 Teknik Pengumpulan Data
	3.2.3.1 Jenis dan Sumber Data
	3.2.3.2 Populasi Sasaran
	3.2.3.3 Penentuan Sampel
	3.2.4 Model Penelitian
	Gambar 3. 2 model penelitian
	3.2.5 Teknik Analisis Data
	b. Uji Reliabilitas
	2. Analisis Linier Regresi Sederhana
	b. Uji Koefisien Determinasi
	c. Uji Koefisien Korelasi
	3. Uji hipotesis

	4.1 HASIL PENELITIAN
	4.1.1 Deskripsi Data Penelitian
	4.1.1.1 Karakteristik Responden Berdasarkan Jenis Kelamin
	4.1.1.2. Karakteristik Responden Berdasarkan Umur
	4.1.2 Analisis Data Penelitian
	b. Uji Reliabilitas
	2. Analisis Linier Regresi Sederhana
	b. Koefisien Korelasi
	c. Koefisien Determinasi
	3. Uji T

	4.2 PEMBAHASAN
	4.2.1 Kualitas Pelayanan Bank Rakyat Indonesia Kantor Unit Gunung Pereng Tasikmalaya
	4.2.2 Kepuasan Nasabah Bank Rakyat Indonesia Kantor Unit Gunung Pereng Tasikmalaya
	4.2.3 Pengaruh Kualitas Pelayanan Terhadap Kepuasan Nasabah Bank Rakyat Indonesia Kantor Unit Gunung Pereng
	4.2.4 Simpulan Pembahasan

	5.1 SIMPULAN
	5.2 SARAN
	DAFTAR PUSTAKA
	Sumber Buku
	Sumber Jurnal
	Sumber Website

	LAMPIRAN
	KUESIONER PENELITIAN
	KANTOR UNIT GUNUNG PERENG TASIKMALAYA
	Identitas Nasabah
	b. Uji Reabilitas Variabel X & Y
	Lampiran 4 Linieritas
	Lampiran 5 Uji Determinasi

	BIODATA PENULIS

