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ABSTRAK

Tujuan penelitian ini adalah untuk menguji hubungan kualitas pelayanan terhadap
kepuasan nasabah. Penelitian ini- menggunakan teknik purposive sampling.
Populasi yang digunakan dalam penelitian ini adalah semua nasabah BPRS
Khasanah  Ummat Purwokerto. Sampel dalam penelitian ini sebanyak 100
responden. Metode analisis yang digunakan adalah Regresi berganda dengan
bantuan SPSS. Hasil penelitian menunjukan bahwa hubungan kualitas pelayanan
dengan lima dimensi yaitu keandalan, ketanggapan, empati, jaminan dan berwujud
secara simultan dan parsial berpengaruh positif signifikan terhadap kepuasan
nasabah BPRS Khasanah Ummat Purwokerto.

Kata kunci : Kualitas Pelayanan, Keandalan, Ketanggapan, Empati, Jaminan,
Berwujud, Kepuasan Nasabah
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ABSTRACT

The purpose of this study is to examine the corellation between service quality
and customer satisfaction. This study used purposive sampling technique. The
analytical method used is multiple regression with the support of SPSS. The
population used in this study were all BPRS Khasanah Ummat Purwokerto
customers. The sample in this study were 100 respondents. The independent
variable in this study is quality of service with five dimensions, which are
reliability, responsiveness, empathy, assurance and tangible. The results showed
that service quality with five dimensions, which are reliability, responsiveness,
empathy, assurance and tangible simultaneously and partially have a significant
positive effect on customer satisfaction of BPRS Khasanah Ummat Purwokerto.

Keywords: Service Quality, Reliability, Responsiveness, Empathy, Assurance,
Tangible, Customer Satisfaction
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