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Tesis dengan judul: Pengaruh People, Process, dan Physical Evidence terhadap Kepuasan
Nasabah pada salah satu Bank Swasta di Kota Palembang; Rionardo, NPM. 2021501012,
Pembimbing Utama Dr. Muhammad Wadud, S.E., M.Si., CF., CDM., CMarcom.

ABSTRAK

Penelitian ini bertujuan untuk mengetahui apakah People, Process, dan Physical
Evidence berpengaruh terhadap Kepuasan Nasabah pada salah satu Bank Swasta di Kota
Palembang. Jenis penelitian ini adalah kuantitatif. Populasi berjumlah 1500 nasabah
dengan pengambilan sampel sebanyak 100 responden menggunakan accidental sampling.
Teknik analisis data menggunakan uji statistik deskriptif, uji kualitas instrumen, uji
asumsi klasik, analisis regresi linear berganda, dan uji hipotesis. Hasil penelitian
menyatakan bahwa people, process, dan physical evidence berpengaruh terhadap
kepuasan nasabah pada salah satu Bank Swasta di Kota Palembang.

Kata kunci: People, Process, Physical Evidence, Kepuasan Nasabah.



Thesis with the title: The Influence of People, Process, and Physical Evidence on
Customer Satisfaction at a Private Bank in Palembang City; Rionardo, NPM.
2021501012, Main Advisor Dr. Muhammad Wadud, S.E., M.Sc., CF., CDM., CMarcom.

ABSTRACT

This study aims to determine whether people, process, and physical evidence affect
customer satisfaction at a private bank in the city of Palembang. This type of research is
quantitative. The population is 1500 customers with a sample of 100 respondents using
accidental sampling. Data analysis techniques used descriptive statistical tests,
instrument quality tests, classical assumption tests, multiple linear regression analysis,
and hypothesis testing. The results of the study stated that people, process, and physical
evidence had an effect on customer satisfaction at one of the private banks in the city of
Palembang.

Keywords: People, Process, Physical Evidence, Customer Satisfaction.
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