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semesta Alam

(Al-An’am :162)
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(Ulama’ Shufi)
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answer is always no. If you don't step forward, you're always in the same place”
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“Goals are dreams with deadlines.”
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RINGKASAN

“Analisis Pengaruh Kualitas Layanan Terhadap Kepuasan Nasabah Pada
PT. Bank Muamalat Tbk. Cabang jember”; Ulfa Farida ; 120810201368 ;
2014 ;…halaman ; Jurusan Manajemen Fakultas Ekonomi Universitas Jember.

Persaingan di dunia bisnis saat ini semakin ketat. Hal ini juga dirasakan
para pelaku bisnis di bidang perbankan yg dituntut untuk mempunyai kualitas
pelayanan yang lebih baik sehingga mampu memuaskan kepuasan nasabahnya.
Penelitian ini bertujuan untuk menganilisis seberapa besar pengaruh kualitas
pelayanan terhadap kepuasan nasabah Bank Muamalat Indonesia Tbk. Cabang
Jember.Setelah mengetahui telaah literatur terkait, dalam penelitian ini
ditetapkan variabel penting yang diduga kuat mempengaruhi kepuasan nasabah
yaitu wujud fisik (tangibles), kehandalan (reliability), daya tanggap
(responsiveness), jaminan (assurance) dan kepedulian (empathy). Oleh karena
itu pemahaman terhadap pengaruh antara wujud fisik (tangibles), kehandalan
(reliability), jaminan (assurance), daya tanggap (responsiveness), dan
kepedulian (empathy) dengan variabel-variabel yang mempengaruhinya dapat
dipandang sebagai basis strategi bagi pengembangan kepuasan nasabah.

Sampel dalam penelitian ini adalah 98 orang nasabah Bank Muamalat
Indonesia Tbk. Cabang Jember yang dilakukan secara acak dengan
menggunakan teknik pengambilan sampel accidental sampling dan kemudian
dilakukan analisis terhadap data yang diperoleh dengan menggunakan analisis
data secara kuantitatif. Analisis kuantitatif meliputi: uji validitas dan
realibilitas, uji asumsi klasik, analisis regresi berganda, pengujian hipotesis
melalui uji t dan uji F, serta analisis koefisien determinasi (R2).
Data-data yang telah memenuhi uji validitas, uji reliabilitas dan uji asumsi klasik
diolah sehingga menghasilkan persamaan regresi sebagai berikut:

Y = -1,019+0,189 X1 + 0,288X2 + 0,278 X3 + 0,116 X4+ 0,288 X5

Dimana variabel Kepuasan Nasabah (Y), variabel Wujud Fisik (X1) ,
variabel Kehandalan (X2), variabel Daya Tanggap (X3), variabel Jaminan (
X4), dan variabel Kepedulian (X5). Penelitian ini memperoleh hasil dan
kesimpulan bahwa variabel Keandalan, Daya Tanggap, Perhatian berpengaruh
terhadap Kepuasan Nasabah dan variabel Bukti Langsung dan Jaminan tidak
berpengaruh secara signifikan terhadap Kepuasan Nasabah

Kata kunci: Kepuasan Nasabah, bukti langsung, keandalan,  daya tanggap,
jaminan, perhatian.
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SUMMARY

“Analysis of The Influence of Service Quality on Customer Satisfaction in PT
Bank Muamalat Indonesia Tbk Branch Jember”;Ulfa Farida ; 120810201368
; 2014 ; Pages.. ; Department of Management Faculty of Economics Jember
University.

Competition in today's business world is getting tougher . It is also felt
among business people in banking who are required to have a better quality of
service so as to satisfy the customers ' satisfaction .This study aims to
menganilisis how much influence service quality on customer satisfaction Bank
Muamalat Indonesia Tbk . Branch review of the literature related Jember. After
know , in this study defined important variables that affect customer satisfaction is
strongly suspected that, tangibles , reliability , responsiveness ,assurance ,
empathy . Therefore, an understanding of the influence of the tangibles,reliability
, assurance ,responsiveness , and concern empathy with the variables that
influence can be seen as the basis for the development strategy of customer
satisfaction .

The samples in this study were 98 customers of Bank Muamalat Indonesia
Tbk . Jember Branch conducted using a random sampling technique accidental
sampling and then performed an analysis of the data obtained by using
quantitative data analysis . Quantitative analysis includes : validity and reliability ,
the classic assumption test , multiple regression analysis , hypothesis testing via t
test and F test , and the coefficient of determination ( R2 ) .
The data that have met the test of validity , reliability testing and classical
assumption processed to produce a regression equation as follows :

Y = -1.019 + 0.189 + 0.278 X1 + 0,288X2 X3 + 0.116 + 0.288 X4 X5
Where Customer Satisfaction variable ( Y ) , Physical State variable (

X1 ) , the variable reliability ( X2 ) , variable Responsiveness ( X3 ) , variable
Assurance ( X4 ) , and variable Concern ( X5 ) . Mini obtain research results and
conclusions that the variable Reliability , Responsiveness , attention and affect the
Customer Satisfaction and Warranty Direct Evidence variables do not
significantly affect the Customer Satisfaction.

KeyWords: Satisfaction, Tangibles, Reliability, Responsiveness, Assurance,
Emphaty.
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