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ABSTRAKS 

Analisis Model Service Quality Terhadap Tingkat Kepuasan Nasabah 
PT. Bank Negara Indonesia Cabang Harmoni, Jakarta 

Disusun Oleh : Windy Amalia Aswin 

Penelitian ini mengangkat permasalahan Analisis Model Service Quality 
PT. Bank Negara Indonesia Cabang Harmoni Jakarta, dengan tujuan untuk 
mengetahui pengaruh Service Quality yang terdiri dari Bukti Fisik!Tangibles, 
Keandalan!Reliability, Daya Tanggap/Responsiveness, Jaminan!Assurance, dan 
Perhatian!Empathy terhadap kepuasan nasabah PT. Bank Negara Indonesia 
Cabang Harmoni Jakarta. Teknik pengambilan sample yang digunakan adalah 
Accidental Sampling. Teknik analisis yang digunakan adalah teknik structural 
equation modelling untuk mengetahui pengaruh variable-variabel yang diteliti. 
Hasil penelitian menunjukkan bahwa ada pengaruh positif dan signifikan antara 
variabel Bukti fisik (Tangibles) terhadap kepuasan nasabah yang ditunjukkan dari 
nilai nilai C.r 1,825 > 1,65 atau nilai p 0,060 < 0,1 maka Ho ditolak dan Ha 
diterima, variabel Keandalan (Reliability) dengan nilai C.r 2,079 > 1,65 atau nilai 
p 0,038 < 0,1 maka Ho ditolak dan Ha diterima yang berarti ada pengaruh antara 
reliability (keandalan) dengan kepuasan nasabah, variabel Daya Tanggap 
(Responsiveness) dengan nilai C.r 2,575 > 1,65 atau nilai p 0,010 < 0,1 maka Ho 
ditolak dan Ha diterima yang berarti ada pengaruh antara responsiveness (daya 
tangkap) dengan kepuasan nasabah, variabel Jaminan (Assurance) dengan nilai 
C.r 1,875 > 1,65 atau nilai p 0,063 < 0,1 maka Ho ditolak dan Ha diterima yang 
berarti ada pengaruh antara assurance (jaminan) dengan kepuasan nasabah dan 
variabel Empati (Empathy) dengan nilai C.r 1,858 > 1,65 atau nilai p 0,063 < 0,1 
maka Ho ditolak dan Ha diterima yang berarti ada pengaruh antara empati dengan 
kepuasan nasabah. 

Kata kunci : Service Quality, Kepuasan Nasabah, Structural Equation Modelling. 
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ABSTRACT 

Model Analysis Of Service Quality Customer Satisfaction 
PT. Harmony Branch Bank Negara Indonesia, Jakarta 

Compiled By: Windy Amalia Aswin 

This study raises the issue of Analysis Model of Service Quality PT. 
Harmony Branch Bank Negara Indonesia in Jakarta, with the aim to determine the 
effect of Service Quality consisting of Tangibles, Reliability, Responsiveness, 
Assurance, and Empathy toward customer satisfaction. Harmony Branch Bank 
Negara Indonesia in Jakarta. Sampling technique used was accidental sampling. 
The analysis technique used is structural equation modeling techniques to 
determine the effect of the studied variables. The results show that there is a 
positive and significant effect between the variables of Tangibles on customer 
satisfaction is evident from 1,825 Cr values> 1.65 or p value 0.060 <0.1 then Ho 
is rejected and Ha is accepted, the variable Reliability 2,079 Cr value> 1.65 or p 
value 0.038 <0.1 then Ho is rejected and Ha accepted, which means there is no 
influence between reliability with customer satisfaction, variable Responsiveness 
with Cr value 2.575> 1.65 or 0,010 p value <0.1 then Ho is rejected and Ha 
accepted, which means there is no influence between responsiveness (perception) 
with customer satisfaction, variable Assurance with Cr value 1.875> 1.65 or p 
value 0.063 <0.1 then Ho rejected and Ha is accepted which means that there is 
influence between assurance (guarantees) to the customer satisfaction and the 
variables Empathy with Cr value 1.858> 1.65 or p value 0.063 <0.1 then Ho is 
rejected and Ha accepted, which means that there is influence between empathy 
with customer satisfaction. 

Keywords: Service Quality, Customer Satisfaction, Structural Equation Modeling. 
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