ABSTRAK

Poetri Citra Pertiwi, Student’s ID 931411230. 2013. “The Effect of
Service Quality Standard towards Customer Satisfaction at Bank Rakyat
Indonesia Inc., Ltd., Gorontalo. Management Department, Faculty of Economics
and Business Universitas Negeri Gorontalo. The principle supervisor was Imran
R. Hambali, S.Pd, SE, MSA and the co-supervisor was Tineke Wolok, ST, MT.

This research aimed to know thye effect of service standard quality which
covers reability, assurance, tangible, empathy, and responsiveness towards
customer satisfaction at Bank Rakyat Indonesia Inc., Ltd., Gorontalo. This
research was conducted regarding the difference between one research to another.

This research used primary data. This research was conducted at Bank
Rakyat Indonesia Inc., Ltd., Gorontalo because this bank was one of potential
banks in Gorontalo. Research metodh was multiple regression analysis.

Multiple regression analysis or F test simultaneously showed that there was an
effect of variable of Service Quality Standard towards customer satisfaction at
Bank Rakyat Indonesia Inc., Ltd., Gorontalo. It was proved by the comparative
level of F test with 5% of level of significant. The result was 0.000 < 0.05.
moreover, the hypothesis test of T/partial test proved that each variable, X1
variable (Reability), X2 variable (Assurance), X3 variable (Tangible), X4 variable
(Empathy) and X5 (Responsiveness) Standard towards costumer satisfaction at
Bank Rakyat Indonesia Inc., Ltd., Gorontalo comparing teoun and tipe for each
variable. For X1 variable (Reability), teount Was 1.718 > tip1e was 1.66, variable X2
(Assurance) teoynt was 4.108 > tipie was 1.06, variable X3 (Tangible) teount was 2.734
> tuple 1.66, variable X4 (Empathy) teouny Was 4.781 > type 1.66, variable X5
(Respponsiveness) teount was 8.030 > tipe 1.66.

It can be concluded that the five independent variables whisch are reability,
assurance, tangible, empathy, and responsiveness simultaneously or partially
affected significantly customer satisfaction at Bank Rakyat Indinesia Inc., Ltd.,
Gorontalo.

Keywords : Reability, Assurance, Tangible, Empathy, Responsiveness
towards Customer Satisfaction.



ABSTRAK

Poetri Citra Pertiwi, NIM 931411230, 2013. “Pengaruh Kualitas Standar
Layanan Terhadap Kepuasan Nasabah Pada PT. Bank Rakyat Indonesia (Persero)
Tbk Cabang Gorontalo”. Jurusan Manajemen, Fakultas Ekonomi dan Bisnis,
Universitas Negeri Gorontalo. Dibawah bimbingan Bapak Imran R. Hambali,
S.Pd, SE, MSA selaku Pembimbing I, dan Ibu Tineke Wolok, ST, MM selaku
pembimbing II.

Tujuan penelitian ini adalah untuk mengetahui seberapa besar pengaruh
kualitas standar layanan yang terdiri dari kehandalan (reability), jaminan
(assurance), bukti fisik (tangible), komunikasi (empathy), dan cepat tanggap
(responsiveness) terhadap kepuasan nasabah PT. BRI (Persero) Tbk Cabang
Gorontalo. penelitian ini diambil karena masih banyak terdapat perbedaan
penelitian antara penelitian yang satu dengan penelitian yang lain.

Penelitian ini dengan menggunakan data primer. Tempat penelitian ini
yaitu pada PT. BRI (Persero) Tbk Cabang Gorontalo karena merupakan salah satu
bank potensial yang ada di Gorontalo, sedangkan metode yang digunakan dalam
metode ini adalah analisis regresi berganda.

Hasil penelitian dengan menggunakan analisis regresi linear berganda,
menunjukkan secara similtan atau uji F membuktikan bahwa terdapat pengaruh
antara variabel Kualitas Standar Layanan terhadap Kepuasan Nasabah pada PT.
BRI (Persero) Tbk Cabang Gorontalo dengan membandingkan tingkat signifikan
pada F — test dengan tingkat signifikan 5%, dimana hasilnya 0,000 < 0,05.
Sedangkan Hasil uji hipotesis (Uji T/parsial) membuktikan bahwa masing-
masing variabel X; (Reability), X, (Assurance), X3 (Tangible), X4 (Empathy) dan
Xs (Responsiveness) terdapat Kepuasan Nasabah pada PT. BRI (Persero) Tbk
Cabang Gorontalo dengan cara membandingkan ¢ hitung dengan ¢ tabel untuk
masing-masing variabel X, dimana variabel X, (Reability) t hitung 1,718 > t tabel
1,661, variabel X, (Assurance) t hitung 4,108 > t tabel 1,661, variabel Xj
(Tangible) t hitung 2,734 > t tabel 1,661, variabel X4 (Empathy) t hitung 4,781 > t
tabel 1,661 dan variabel Xs (Responsiveness) t hitung 8,030 > t tabel 1,661.

Dengan demikian, dapat disimpulkan bahwa kelima variabel independent
yaitu kehandalan (reability), jaminan (assurance), bukti fisik (tangible),
komunikasi (empathy), dan cepat tanggap (responsiveness) secara simultan
maupun parsial mempunyai pengaruh yang signifikan terhadap kepuasan nasabah
PT. BRI (Persero) Tbk Cabang Gorontalo

Kata kunci : Kehandalan (Reability), Jaminan (Assurance), Bukti Fisik
(Tangible), ~Komunikasi (Empathy), Cepat Tanggap
(Responsiveness), terhadap Kepuasan Nasabah.
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