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ABSTRAK 

 

Tofik Adi Nugroho, 201510325002. Analisis Pengaruh Kualitas 

Pelayanan Dan Kualitas produk Terhadap Kepuasan Nasabah Pada Bank 

BRI KCP Summarecon Bekasi. 

Penelitian ini bertujuan untuk mengetahui pengaruh Kualitas Pelayanan dan 

Kualitas Produk terhadap Kepuasan Nasabah pada Bank BRI KCP Summarecon 

Bekasi baik secara simultan maupun parsial. Jumlah sampel yang ditetapkan 

sebanyak 100 responden dengan menggunakan metode accidental sampling. 

Metode analisis yang digunakan meliputi uji kualitas data, uji asumsi klasik, dan 

pengujian hipotesis.  

Berdasarkan hasil pengujian hipotesis secara parsial (uji T) baik variabel 

Kualitas Pelayanan dan Kualitas Produk berpengaruh positif dan signifinakan 

terhadap Kepuasan Nasabah. Dimana, diperoleh nilai T-hitung sebesar 10.821 

untuk variabel Kualitas Pelayanan dan 2.395 untuk variabel Kualitas produk. 

Sedangkan statistik table (T tabel) yaitu sebesar 1.985 dengan nilai signifiakn > 

0.05. Pengujian dengan hipotesis secara simultan berpengaruh positif dan 

signifikan dengan diperoleh nilai F hitung 56.614 > F tabel 3.09 dengan niai 

signifikansi lebih kecil dari 0.05 yaitu sebesar 0,000.  

 

Kata Kunci 

Kualitas Pelayanan, Kualitas Produk dan Kepuasan Nasabah 

 

Analisis Pengaruh..,  Tofik Adi Nugroho,Fakultas Ekonomi dan Bisnis 2020



Analisis Pengaruh..,  Tofik Adi Nugroho,Fakultas Ekonomi dan Bisnis 2020



ABSTRACT 

 

Tofik Adi Nugroho, 201510325002. Analysis of the Effect of Service 

Quality and Product Quality on Customer Satisfaction at BRI Bank 

Summarecon KCP Bekasi. 

The company's success in increasing customer satisfaction is also determined by 

its service strategy and delivering the products that customers need. This 

requires a good service and product strategy in terms of increasing customer 

satisfaction. This study aims to determine the effect of service quality and 

product quality on customer satisfaction at BRI Bank Summarecon KCP Bekasi 

both simultaneously and partially. The research method is quantitative, and the 

analysis technique used is accidental sampling, which is the technique of 

determining the sample by chance (insidential) meeting with researchers who 

are considered suitable with the characteristics of the sample which is 

determined to be sample, the results of partial hypothesis testing T test of Service 

Quality variable T-count value of 10,821 while the statistics table (T table) of 

1,985 and the significance value of the variable Quality of Service 0,000 is 

smaller than 0.05 hypothesis testing partially T test of product quality variables 

obtained T-count value of 2,395 while the statistics table (T table ) amounted to 

1,985 and the significance value of the Promotion variable was 0.019 smaller 

than 0.05 testing with the hypothesis simultaneously obtained an F value of 

56.614> F table 3.09 with a significance value of less than 0.05 which was equal 

to 0.000. Because it has a significance smaller than α (0.05), which is equal to 

0,000. 
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