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PENGARUH KUALITAS PELAYANAN, KUALITAS PRODUK DAN
CITRA BANK TERHADAP KEPUASAN NASABAH
(STUDI KASUS DI PT BANK MANDIRI
KANTOR CABANG PALEMBANG)

Rora Rosmaya Sari

Abstrak

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan, kualitas
produk dan citra bank terhadap kepuasan nasabah. Populasi pada penelitian ini
adalah nasabah di PT. Bank Mandiri Kantor Cabang Palembang sebanyak
174.363 orang. Penentuan sampel menggunakan rumus Slovin, sehingga
diperoleh sampel sebanyak 100 orang dengan teknik sampling insidental. Teknik
Analisis menggunakan regresi linier berganda dengan uji hipotesis menggunakan
uji t dan uji F. Hasil penelitian menunjukkan bahwa secara parsial variabel
kualitas pelayanan dan citra bank yang berpengaruh dan signifikan terhadap
kepuasan nasabah Bank Mandiri. Sedangkan variabel kualitas produk berpengaruh
dan tidak signifikan terhadap kepuasan nasabah Bank Mandiri. Secara Bersama —
sama variable kualitas pelayanan, kualitas produk, dan citra bank secara simultan
berpengaruh dan signifikan terhadap kepuasan nasabah Bank Mandiri. Bagi pihak
Bank Mandiri diharapkan agar lebih meningkatkan kualitas layanan seperti
menjaga system perbankan agar selalu berjalan dengan baik, memberikan solusi
dengan baik dan tepat, serta tetap mempertahankan citra perusahaan yang tinggi
sebagai citra diri nasabah.

Kata Kunci: kualitas pelayanan, kualitas produk dan citra bank terhadap
kepuasan nasabah



EFFECT OF SERVICE QUALITY, PRODUCT QUALITY AND BANK
IMAGE ON CUSTOMER SATISFACTION
(CASE STUDY AT PT BANK MANDIRI
BRANCH OFFICE OF PALEMBANG)

Rora Rosmaya Sari
Abstract

This study aims to analyze the effect of service quality, product quality and bank
image on customer satisfaction. The population in this study were customers at
PT. Bank Mandiri Palembang Branch Offices totaling 174,363 people.
Determination of the sample using the Slovin formula, in order to obtain a sample
of 100 people with incidental sampling technique. The analysis technique uses
multiple linear regression with hypothesis testing using the t test and the F test.
The results show that partially the variables of service quality and bank image
have a significant and significant effect on customer satisfaction at Bank Mandiri.
Meanwhile, the variable of product quality has an effect and is not significant
towards the customer satisfaction of Bank Mandiri. Together, the variable service
quality, product gquality, and image of the bank simultaneously have an effect and
are significant on customer satisfaction at Bank Mandiri. It is hoped that Bank
Mandiri will further improve service quality, such as maintaining the banking
system so that it always runs well, providing good and appropriate solutions, and
maintaining a high corporate image as a customer image.

Keywords: service quality, product quality and bank image on customer
satisfaction
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