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ABSTRAK

Penelitian ini bertujuan untuk untuk
mengetahui Pengaruh Pelayanan, Kinerja
Customer Service terhadap Kepuasan Nasabah
Dalam  Keputusan Menabung di  Bank
Konvensional (Study Kasus Bank Daerah
Lamongan). Selain itu, penelitian ini juga
digunakan untuk menguji regresi baik secara
parsial, simultan dan yang paling dominan
diantara variable Pelayanan, Kinerja customer
service, kepuasan nasabah. Populasi dalam
penelitian ini adalah seluruh nasabah Bank
Daerah Lamongan, sehingga sampel yang
didapat dari perhitungan rumus slovin adalah
90 responden. Pengujian hipotesis dalam
penelitian ini menggunakan regresi linier
berganda. Teknik pengambilan sampel yang
digunkan adlah teknik random sampling. Alat
analisis data yang digunakan dalam penelitian
ini adalah , uji validitas, uji reliabilitas, uji
asumsi klasik, uji rgresi linier berganda,
koefisin determinasi, wuji t dan uwji F.
Berdasarkan hasil persamaan regresi Y = 3,202
+ 0,131X; + 0,162X-. Hasil uji t (parsial)
diperoleh sebesar tiabel > thitung yaitu X; = 2,858 >
1,660, X, = 5,141 > 1,660. Sehingga dapat
diketahui bahwa variable pelayanan dan kinerja
customer service mempunyai hubungan yang
positif dan signifikan secara parsial terhadap
kepuasan nasabah. Hasil uji F (simultan)
diperoleh sebesar Fhitung > Ftaver yaitu 47,509 >
3,95 yang menyatakan bahwa secara simultan
variabel pelayanan dan kinerja customer service
berpengaruh signifikan terhadap kepuasan
nasabah. Variabel kinerja customer service yang



Pengaruh Pelayanan, Kinerja Customer Service

Moh Syaifuddin Ubaid Terhadap ...

berpengaruh paling dominan terhadap kepuasan
nasabah pada Bank Daerah Lamongan.

Keywords : Abstract (12 pt)

Influence of service, This study aims to determine the Effect of
customer service Service, Customer Service Performance on
performance, Customer Satisfaction in Savings Decisions in
Conventional Banks (Case Study of Bank
Daerah Lamongan). In addition, this study is
also used to test the regression either partially,
simultaneously and the most dominant among
the variables Service, Customer service
performance, customer  satisfaction. The
population in this study were all Bank Daerah
Lamongan customers, so the sample obtained
from the calculation of Slovin formula was 90
respondents. Hypothesis testing in this study
uses multiple linear regression. The sampling
technique wused 1is the random sampling
technique. Data analysis tools used in this study
are, validity test, reliability test, classic
assumption test, multiple linear regression test,
coefficient of determination, t test and F test.
Based on the results of the regression equation Y
=3,202 + 0.131X1 + 0.162X2. The results of the t
test (partial) obtained by ttable> tcount, namely
X; = 2.858> 1.660, X, = 5.141> 1.660. So it can
be seen that service variables and customer
service performance have a positive and
partially significant relationship to customer
satisfaction. F test results (simultaneous)
obtained by Fcount> Ftable is 47,509> 3.95
which states that simultaneously service
variables and customer service performance
significantly influence customer satisfaction.
Customer service performance variables that
have the most dominant influence on customer
satisfaction at the Bank Daerah Lamongan.

satisfaction
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