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MOTO 

 

“Setiap orang pasti mempunyai mimpi, namun yang terpenting adalah bukan  

seberapa besar mimpi yang kamu punya, tetapi seberapa besar usaha kamu untuk 

mewujudkan mimpi itu”. 

(Nazriel Irham) 
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ABSTRAK 

Jenis penelitian yang digunakan dalam penelitian ini adalah penelitian  

kuantitatif deskriptif  untuk  mengetahui  pengaruh  bukti fisik, kehandalan, 

daya tanggap, jaminan, dan kepedulian terhadap kepuasan nasabah dan pengaruh 

kepuasan nasabah terhadap loyalitas nasabah. Variabel independen dalam 

penelitian ini adalah bukti fisik, kehandalan, daya tanggap, jaminan, dan 

kepedulian, sedangkan variabel dependennya adalah kepuasan nasabah dan 

loyalitas nasabah. Obyek penelitian ini adalah nasabah Bank Muamalat 

Indonesia cabang Purwokerto, penelitian ini menggunakan 96 sampel 

responden. Teknik pengumpulan data yang digunakan adalah accidental 

sampling dan teknik analisis data yang digunakan dalam penelitian ini yaitu 

analisis regresi berganda. 

Hasil analisis menunjukan bahwa secara simultan semua variabel 

berpengaruh terhadap kepuasan nasabah. Secara parsial bukti fisik berpengaruh 

positif dan signifikan terhadap kepuasan nasabah, sementara itu kehandalan tidak 

berpengaruh positif dan signifikan terhadap kepuasan nasabah. Daya tanggap 

tidak berpengaruh positif dan signifikan terhadap kepuasan nasabah. Jaminan 

berpengaruh positif dan signifikan terhadap kepuasan nasabah. Kepedulian tidak 

berpengaruh positif dan signifikan terhadap kepuasan nasabah. Kepuasan 

nasabah berpengaruh positif dan signifikan terhadap loyalitas nasabah. 

 

Kata kunci: Bukti fisik, kehandalan, daya tanggap, jaminan, kepedulian, 

kepuasan nasabah dan loyalitas nasabah. 
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AN ANALYSIS OF EFFECT OF PHYSICAL EVIDENCE, RELIABILITY, 

RESPONSIVENESS, WARRANTY AND CARE TOWARDS THE CUSTOMER 

LOYALTY WITH CUSTOMER SATISFACTION AS THE VARIABLE 

MODERATOR IN BANK MUAMALAT INDONESIA 

PURWOKERTO 
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1
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2 

 
ABSTRACT 

 
        This study was a descriptive quantitative research to find out the effect of 

physical evidence, reliability, responsiveness, guarantee, and care towards 

customer satisfaction and the effect of customer satisfaction on customer loyalty. 

Physical evidence, reliability, responsiveness, assurance, and caring were the 

independent variables, while customer satisfaction and customer loyalty were the 

dependent variable. The customers of Bank Muamalat Indonesia branch of 

Purwokerto were the object of this research. This research used 96 sample of 

respondents. Accidental sampling was used as the data collection technique and 

multiple regression analysis were used as the data analysis techniques. 

        The result of analysis shows that simultaneously all variables have an effect 

on customer satisfaction. Physical evidence has positive and partial significant 

effect on customer satisfaction, while reliability does not have a positive and 

significant impact on customer satisfaction. The responsiveness does not have a 

positive and significant effect on customer satisfaction. The guarantee has a 

positive and significant impact on customer satisfaction.  The concern does not 

have a positive and significant impact on customer satisfaction. Customer 

satisfaction has a positive and significant impact on customer loyalty. 

 

Keywords: Physical evidence, reliability, responsiveness, assurance, awareness, 

customer satisfaction and customer loyalty. 
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