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ABSTRAK

Penellitian bertujuan untuk menganalisa “Pengaruh Kualitas Pelayanan, Nilai
Nasabah dan Kepercayaan Terhadap Kepuasan Nasabah Bank Syariah Indonesia.
Jenis penelitian adalah kuantitatif. Pemilihan sample pada penelitian ini dilakukan
dengan teknik proposive Sampling. Jumlah sampel pada penelitian ini sebanyak
100 responden. Teknik analisis data yang dipakai pada penelitian ini yaitu uji
instrumen, statistik deskriptif, uji asumsi klasik, analisis regresi berganda dan uji
hipotesis. Hasil analisis menunjukkan bahwa : 1) Kualitas pelayanan tidak
berpengaruh dan signifikan terhadap kepuasan nasabah Bank Syariah Indonesia
KCP Cilacap A. Yani. 2) Nilai nasabah berpengaruh positif dan signifikan
terhadap kepuasan nasabah Bank Syariah Indonesia KCP Cilacap A. Yani. 3)
Kepercayaan berpengaruh positif dan signifikan terhadap kepuasan nasabah Bank
Syariah Indonesia KCP Cilacap A. Yani.

Kata Kunci : Kualitas Pelayanan, Nilai Nasabah, Kepercayaan, Kepuasan
Nasabah
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ABSTRACT

Research was objective to analyze"The Influence of Service Quality, Customer
Value and Trust on Customer Satisfaction of Bank Syariah Indonesia. The type of
research is quantitative. The sample selection in this research was carried out
using the proposive Sampling technique. The number of samples in this study was
100 respondents. The data analysis techniques used in this research are instrument
testing, descriptive statistics, classical assumption testing, multiple regression
analysis and hypothesis testing. The results of the analysis show that: 1) Service
quality has no significant effect on customer satisfaction at Bank Syariah
Indonesia KCP Cilacap A. Yani. 2) Customer value has a positive and significant
effect on customer satisfaction at Bank Syariah Indonesia KCP Cilacap A. Yani.
3) Trust has a positive and significant effect on customer satisfaction at Bank
Syariah Indonesia KCP Cilacap A. Yani.

Keywords: Service Quality, Customer Value, Trust, Customer Satisfaction
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