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ABSTRAK

PENGARUH PELAY ANAN CUSTOMER SERVICE, JENIS PRODUK,
DAN TEKNOLOGI BANK TERHADAP KEPUASAN NASABAH
PADA BPR MRANGGEN MITRA PERSADA KUDUS

RIFAAN
NIM. 2011-11-031

Pembimbing 1. Dr.H. MOCHAMAD EDRIS, Drs, MM
2. DIAN WISMAR’EIN, SE, MM

Dalam persaingan yang semakin ketat saat ini, pelayanan dalam bisnis jasa
perbankan yang biasa-biasa sgja saat ini sudah tidak lagi diharapkan untuk mampu
bersaing dalam kancah persaingan global. Diperlukan sebuah konsep layanan prima
yang diterapkan oleh perusahaan khususnya perusahaan jasa perbankan.

Tujuan penelitianini untuk menguji kecepatan layanan, variasi produk, dan citra
perusahaan terhadap kepuasan nasabah pada BPR Mranggen MitraPersada Kudus baik
secara parsial maupun berganda.

Responden dalam penelitian ini sebanyak 84 responden yakni nasabah pada
BPR Mranggen Mitra Persada Kudus, teknik sampling yang digunakan adalah teknik
aksidental. Analisis data yang digunakan meliputi uji validitas dan reliabilitas, analisis
regresi, uji t (uji parsia), uji F (uji berganda), dan Adjusted R Square.

Kesimpulan dari hasil analisis adalah variabel pelayanan customer service
berpengaruh signifikan terhadap kepuasan nasabah. Jenis produk berpengaruh positif
signifikan terhadap kepuasan nasabah. Teknologi bank berpengaruh positif signifikan
terhadap kepuasan nasabah. Pelayanan Customer service, jenis produk, teknologi bank
berpengaruh positif signifikan terhadap kepuasan nasabah.

KataKunci : Pelayanan customer service, jenis produk, teknologi bank dan kepuasan
nasabah
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ABSTRACT

EFFECT OF SERVICE CUSTOMER SERVICE, OF PRODUCTS
AND TECHNOLOGY BANK CUSTOMER SATISFACTION BPR MRANGGEN
MITRA PERSADA KUDUS

RIFAAN
NIM. 2011-11-031

Supervisor 1. Dr. H. MOCHAMAD Edris, Drs, MM
2. DIAN WISMAR'EIN, SE, MM

In the increasingly fierce competition today, service in the business of banking
services that mediocrity is now no longer expected to be able to compete in the arena
of global competition. Required an excellent service concept implemented by the
company, especially corporate banking services.

The purpose of this study was to test the speed of service, product variety, and
corporate image on customer satisfaction in the BPR Mranggen Mitra Persada Kudus
either partially or multiple.

Respondents in this study were 84 respondents ie customer on BPR Mranggen
Mitra Persada Kudus, the sampling technique used is the technique accidental.
Analysis of the data used include the validity and reliability test, regression analysis, t
test (partial test), F test (multiple testing), and Adjusted R Square.

Conclusionsfromthe analysisisthe care customer service variables significantly
influence customer satisfaction. Types of products significant positive effect on
customer satisfaction. Bank technology significant positive effect on customer
satisfaction. Care customer service, product type, bank technology significant positive
effect on customer satisfaction.

Keywords. Care customer service, product type, bank technology and customer
satisfaction.
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