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PENGARUH FAKTOR - FAKTOR KUALITAS
PELAYANAN TERHADAP KEPUASAN NASABAH
BANK BRI CABANG SURABAYA DIPONEGORO

NAMA : [ NO. RESPONDEN : ]

ALAMAT

1. Jenis kelamin : a. Laki-laki
b. Perempuan

2. Usia : a. 17-30 tahun
b.31-40tahun
c. 40 tahun ke atas

3. Pendidikan terakhir : a. SD
b. SMP
c. SMA/SMK
d. S1/S2

4. Pekerjaan : a. Pelajar/Mahasiswa
b. PNS/TNI/POLRI
c. Karyawan swasta
d. Wiraswasta

5. Penghasilan : a. kurang dari 2 juta rupiah
b. 2 juta — 4 juta rupiah
c. lebih dari 4 juta rupiah



6. Jenisnasabah

7. Lama jadi nasabah

b. Simpanan :

b. 1 tahun

: a. Pinjaman : @ KUR

@ Modal Kerja
@ KPR
@ KKB
@ Multiguna

@ Deposito

@ Giro
@ Tabungan

: a. kurang dari 1 tahun

c. lebih dari 1 tahun

NO

PERTANYAAN

JAWABAN

SS

S| TS

STS

Karyawan Bank BRI
Surabaya Diponegoro
menangani nasabah dengan
cepat dan profesional

Peyanan yang diberikan
Bank BRI Surabaya
Diponegoro sesuai dengan
harapan nasabah

Karyawan Bank BRI
Surabaya Diponegoro
memperlakukan nasabah
secara adil

Pelayanan yang diberikan
Bank BRI Surabaya
Diponegoro baik dan benar
bagi nasabah baru




Nasabah memperoleh
petunjuk yang jelas dari
karyawan Bank BRI
Surabaya Diponegoro untuk
mendapatkan pelayanan

Karyawan Bank BRI
Surabaya Diponegoro
menyampaikan komunikasi
yang mudah dimengerti
oleh nasabah

Pelayanan Bank BRI
Surabaya Diponegoro
memberikan kesan yang
aman dan nyaman kepada
nasabah

pelayanan yang diberikan
Bank BRI Surabaya
Diponegoro dapat
memenuhi harapan nasabah

Banking hall Bak BRI
Surabaya Diponegoro terasa
nyaman

10

karyawan Bank BRI
Surabaya Diponegoro
berpakaian rapi

11

Fasilitas umum yang
disediakan Bank BRI
Surabaya Diponegoro terasa
nyaman dan bersih

12

Lokasi parkir Bank BRI
Surabaya Diponegoro yang
luas dan mudah

13

Karyawan Bank BRI
Surabaya Diponegoro




memberikan perhatian yang
baik kepada nasabah

14

Karyawan Bank BRI
Surabaya Diponegoro dapat
menjaga komunikasi yang
baik dengan nasabah

15

Karyawan Bank BRI
Surabaya Diponegoro
mendengarkan dengan
sabar keluhan dari nasabah

16

Karyawan Bank BRI
Surabaya Diponegoro dapat
memahami keluhan
nasabah

17

Penaganan dari kayawan
Bank BRI Surabaya
Diponegoro cepat terhadap
nasabah

18

Karyawan Bank BRI
Surabaya Diponegoro
menanggapi keluhan
nasabah dengan cepat

19

Karyawan Bank BRI
Surabaya Diponegoro selalu
mengucapkan salam ketika
nasabah datang

20

Security Bank BRI Surabaya
Diponegoro selalu
memberikan salam dan
membukakan pintu Ketika
nasabah masuk atau keluar




Saya merasa puas dengan
pelayanan yang diberikan
Bank BRI Surabaya
Diponegoro

Saya merasa nyaman

22 | bertransaksi di Bank BRI
Surabaya Diponegoro
Bank BRI Surabaya
Diponegoro memberikan

21

23 Pelayanan yang cepat dan
tepat kepada nasabah
Bank BRI Surabaya

24 Diponegoro memberikan

keterbukaan informasi
kepada nasabah

1. Adakah kinerja Frontliner (CS, teller & security) yang
bertugas di BRI Surabaya Diponegoro memerlukan
perbaikan atau peningkatan?

Face Validity

Nama

Jabatan :

Masukan : TTD
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KUISIONER



PENGARUH FAKTOR - FAKTOR KUALITAS
PELAYANAN TERHADAP KEPUASAN NASABAH
BANK BRI CABANG SURABAYA DIPONEGORO

[ NAMA : ] NO. RESPONDEN :

8. Jenis kelamin : a. Laki-laki
b. Perempuan

9. Usia : a.17-30 tahun
b.31-40tahun
c. 40 tahun ke atas

10. Pendidikan terakhir : a. SD
b. SMP
c. SMA/SMK
d. S1/S2

11. Pekerjaan : a. Pelajar/Mahasiswa
b. PNS/TNI/POLRI
c. Karyawan swasta
d. Wiraswasta

12. Penghasilan : a. kurang dari 2 juta rupiah
b. 2 juta — 4 juta rupiah
c. lebih dari 4 juta rupiah

13. Jenis nasabah : a. Pinjaman : @ KUR
@ Modal Kerja



14. Lama jadi nasabah

b. Simpanan :

@ KPR
@ KKB
@ Multiguna

@ Deposito

@ Giro
@ Tabungan

: a. kurang dari 1 tahun
b. 1 tahun

c. lebih dari 1 tahun

NO

PERTANYAAN

JAWABAN

SS

S| TS

STS

Karyawan Bank BRI
Surabaya Diponegoro
menangani nasabah dengan
cepat dan profesional

Peyanan yang diberikan
Bank BRI Surabaya
Diponegoro sesuai dengan
harapan nasabah

Karyawan Bank BRI
Surabaya Diponegoro
memperlakukan nasabah
secara adil

Pelayanan yang diberikan
Bank BRI Surabaya
Diponegoro baik dan benar
bagi nasabah baru

Nasabah memperoleh
petunjuk yang jelas dari




karyawan Bank BRI
Surabaya Diponegoro untuk
mendapatkan pelayanan

Karyawan Bank BRI
Surabaya Diponegoro
menyampaikan komunikasi
yang mudah dimengerti
oleh nasabah

Pelayanan Bank BRI
Surabaya Diponegoro
memberikan kesan yang
aman dan nyaman kepada
nasabah

pelayanan yang diberikan
Bank BRI Surabaya
Diponegoro dapat
memenuhi harapan nasabah

Banking hall Bak BRI
Surabaya Diponegoro terasa
nyaman

10

karyawan Bank BRI
Surabaya Diponegoro
berpakaian rapi

11

Fasilitas umum yang
disediakan Bank BRI
Surabaya Diponegoro terasa
nyaman dan bersih

12

Lokasi parkir Bank BRI
Surabaya Diponegoro yang
luas dan mudah

13

Karyawan Bank BRI
Surabaya Diponegoro
memberikan perhatian yang
baik kepada nasabah




14

Karyawan Bank BRI
Surabaya Diponegoro dapat
menjaga komunikasi yang
baik dengan nasabah

15

Karyawan Bank BRI
Surabaya Diponegoro
mendengarkan dengan
sabar keluhan dari nasabah

16

Karyawan Bank BRI
Surabaya Diponegoro dapat
memahami keluhan
nasabah

17

Penaganan dari kayawan
Bank BRI Surabaya
Diponegoro cepat terhadap
nasabah

18

Karyawan Bank BRI
Surabaya Diponegoro
menanggapi keluhan
nasabah dengan cepat

19

Karyawan Bank BRI
Surabaya Diponegoro selalu
mengucapkan salam ketika
nasabah datang

20

Security Bank BRI Surabaya
Diponegoro selalu
memberikan salam dan
membukakan pintu Ketika
nasabah masuk atau keluar

21

Saya merasa puas dengan
pelayanan yang diberikan




Bank BRI Surabaya
Diponegoro

22

Saya merasa nyaman
bertransaksi di Bank BRI
Surabaya Diponegoro

23

Bank BRI Surabaya
Diponegoro memberikan
Pelayanan yang cepat dan
tepat kepada nasabah

24

Bank BRI Surabaya
Diponegoro memberikan
keterbukaan informasi
kepada nasabah




LAMPIRAN 3
TABULASI DATA

—
<
— o —A|mlo|o NN NON| g [O[|N || | o[ N
[ - —A| || A Al A | A A | A A A |||~ A |-
@]
=
<
L N N N[N | N N MOIIIMN|[ AN N| MO M N M| T | AW |[AH[M
> X
iy
=
Sl
Ol N m|m|m|m MM N[OOMd|T|O| ot O/Nm|F|m
<
o\
L ™ M| < | N[N N OISO N[OOI OM T TN M
<
,W_A.loo (a2 IS e B ep) N MOt M || Ot MO|N([N[M|M
()]
2
) OldlNM|T||O|[~O|[O|O|dHd|N|M
mm. — M| |w0|o© DO ||| ||| H ||| NN N
(7]
o))
F -

n




10
12
14
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15
10

11
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14

11
12
13
12
14
12
13
11

24
25
26
27

28
29
30
31

32

33
34
35
36
37

38

39
40

41

42

43

44
45

46

a7

48
49

50
51

52




12
12
11
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53
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LAMPIRAN 4
UJI ANGKET

UJI VALIDITAS

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if Iltem
Iltem Deleted Iltem Deleted Correlation Deleted
x1.1 2.7667 323 540
x1.2 2.8667 464 540
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Iltem-Total Alpha if ltem
Iltem Deleted Iltem Deleted Correlation Deleted
X1:3 2.6000 .800 352
x1.4 2.7667 461 .352
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Iltem Deleted ltem Deleted Correlation Deleted
x2.1 2.8333 420 .505
x2.2 2.9667 378 505
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
%23 3.1667 420 .605
x2.4 2.9667 516 .605




Item-Total Statistics

Scale Corrected Cronbach’s
Scale Mean if Variance if Item-Total Alpha if ltem
Item Deleted Item Deleted Correlation Deleted
x3.1 2.8667 533 435
x3.2 2.9000 .369 435
Iltem-Total Statistics
Scale Corrected Cronbach’s
Scale Mean if Variance if ltem-Total Alpha if ltem
Item Deleted Item Deleted Correlation Deleted
x3.3 2.5333 464 .589
x3.4 2.6667 .644 .5B9
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alphaifltem
llem Deleted [fem Deleted Correlation Deleted
x4.1 2.5000 .397 .380
x4.2 2.8333 420 .380
Iltem-Total Statistics
Scale Corrected Cronbach’s
Scale Mean if Variance if ltem-Total Alpha if ltem
Item Deleted Item Deleted Correlation Deleted
x4.3 2.6700 .769 .569
x4.4 3.02D0 464 .569




Item-Total Statistics

Scale Corrected Cronbach’s
Scale Mean if Variance if ltem-Total Alphaifitem
Item Deleted Item Deleted Correlation Deleted
x5.1 2.9000 783 317
x5.2 3.0667 409 317
Iltem-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if Item
Item Deleted Item Deleted Correlation Deleted
x5.3 2.5667 .392 342
x5.4 3.0000 414 .342
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alphaifitem
item Deleted Item Deleted Correlation Deleted
Y.l 2.9333 478 420
Y.2 2.B667 464 42D
Item-Total Statistics
Scale Corrected Cronbach’s
Scale Mean if Variance if Item-Total Alphaifitem
Item Deleted Item Deleted Correlation Deleted
Y.3 2.7600 .507 , 369
Y4 2.7200 .608 .369




UJI RELIABILITAS

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based
on
Standardized
Items

N of ltems

742

.764

4

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based
on
Standardized
ltems

N of ltems

.765

.766

4

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based
on
Standardized
Items

N of ltems

.818

.818

4




Reliability Statistics

Cronbach's
Alpha

Cronbach’s
Alpha Based
on
Standardized
ltems

N of Items

.666

.665

4

Reliability Statistics

Cronbach's
Alpha

Cronbach’s
Alpha Based
on
Standardized
Iltems

N of Items

737

734

4

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based
OFI
Standardized
Items

N of Items

.688

.686

4




LAMPIRAN 5
STATISTIK DESKRIPTIF

Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation
Statistic Statistic Statistic Statistic | Std. Error Statistic

Reliability 100 5.00 16.00 | 11.2900 .23151 2.31506
Assurance 100 6.00 16.00 | 12.0200 .22247 222466
Tangible 100 6.00 16.00 | 11.5800 .23706 2.37061
Empathy 100 5.00 16.00 | 11.4200 .25033 250325
Responsiveness 100 6.00 16.00 | 11.7600 .24000 2.40000
Kepuasan_Nasabah 100 6.00 16.00 | 11.5300 .20863 2.08629
Valid N (listwise) 100




LAMPIRAN 6
UJI VALIDITAS

Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if Item
ltem Deleted Iltem Deleted Correlation Deleted
x1.1 2.9500 513 .371
x1.2 2.9400 .562 .371
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alpha if Item
Iltem Deleted Iltem Deleted Correlation Deleted
x1.3 2.5600 .895 332
x1.4 2.8400 1499 1332
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Iltem Deleted Correlation Deleted
x2:1 2.8900 463 .650
x2.2 3.0400 483 .650
Item-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alpha if Item
Item Deleted Iltem Deleted Correlation Deleted
x2.3 3.0700 470 .599
x2.4 3.0200 .505 .599




Item-Total Statistics

Scale Corrected Cronbach's
Scale Mean if Variance if Item-Total Alphaifltem
Item Deleted Item Deleted Correlation Deleted
x3.1 .604 484
2.8900
x3.2 3.1000 .455 484
Item-Total Statistics
Scale Corrected Cronbach’s
Scale Mean if Variance if Item-Total Alphaifltem
Item Deleted Item Deleted Correlation Deleted
x3.3 2.7800 .557 .580
x3.4 2.8100 .661 .580
ltem-Total Statistics
Scale Corrected Cronbach's
Scale Mean if Variance if Iltem-Total Alphaifltem
Item Deleted Item Deleted Correlation Deleted
x41 2.7400 578 .540
x4.2 .535 .540
Item-Total Statistics
Scale Corrected Cronbach’s
Scale Mean if Variance if Item-Total Alphaifltem
Item Deleted Item Deleted Correlation Deleted
x4.3 2.6700 769 .569
x4.4 3.02D0 464 .569




Iltem-Total Statistics

Scale Corrected Cronbach’s
Scale Mean if Variance if Item-Total Alphaifltem
Item Deleted Item Deleted Correlation Deleted
x5.1 2.9900 .596 484
x5.2 575 484
Item-Total Statistics
Scale Corrected Cronbach’s
Scale Mean if Variance if ltem-Total Alphaifltem
Item Deleted Item Deleted Correlation Deleted
x5.3 2.8900 503 409
x5.4 3.0200 .545 .4D9
Item-Total Statistics
Scale Corrected Cronbach’s
Scale Mean if Variance if ltem-Total Alphaifitem
Item Deleted hem Deleted Correlation Deleted
Y.1 .643 .387
Y.2 2.9400 .643 387
Item-Total Slatistics
Scale Corrected Cronbach's
Scale Mean if Variance if ltem-Total Alphaifltem
Item Deleted Item Deleted Correlation Deleted
Y.3 2.7600 .507 , 369
Y.4 2.7200 .608 .369




Reliability Statistics

LAMPIRAN 7

UJI RELIABILITAS

Cronbach's
Alpha

Cronbach's
Alpha Based
on
Standardized
ltems

N of Items

.719

724

4

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based
on
Standardized
ltems

N of Items

.816

.816

4

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based
on
Standardized
ltems

N of ltems

.793

.793

4




Reliability Statistics

Cranbach’s
Alpha

Cronbach's
Alpha Based
on
Standardized
ltems

N of Items

834

.837

4

Reliability Statistics

Cronbach's
Alpha

Cronbach's
Alpha Based
on
Standardized
ltems

N of Items

173

q72

4

Reliability Statistics

Cronbach's
Alpha

Cronbach’s
Alpha Based

Standardized
ltems

N of Items

.688

.686

4




LAMPIRAN 8
UJI ASUMSI KLASIK

UJI NORMALITAS

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: Kepuasan Nasabah
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One-Sample Kolmogorov-Smirnov Test

Unstandardize
d Residual

N 100
Normal Parameters®®° Mean OE-7
Std. Deviation .78011860

Most Extreme Differences  Absolute .054
Positive .040

Negative -.054

Kolmogorov-Smirmov Z .543
Asymp. Sig. (2-tailed) .929

a. Test distribution is Normal.

b. Calculated from data.

UJI HETEROSKEDASTISITAS

Coefficients’
Standardized
Unstandardized Coefficients | Coefficients
Model B Std. Error Beta t Sig.

1 (Constant) 675 217 2441 017
Reliability -.049 026 2253 | -1.843 068
Assurance 049 026 242 1.859 066
Tangible 023 029 123 798 421
Empathy -028 027 -159 | -1.054 294
Responsiveness -001 027 -007 -048 962

a. Dependent Variable: ABS_RES

UJI MULTIKOLINEARITAS




Coefficients?

Collinearity Statistics

Model Tolerance VIF

1 (Constant)
Reliability 522 1.915
Assurance .581 1.722
Tangible 416 2.406
Empathy 431 2.321
Responsiveness 473 2.115

a. Dependent Variable: Kepuasan Nasabah

LAMPIRAN 9

UJI HIPOTESIS

ANALISIS LINEAR BERGANDA

Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.

[ (Constany) 162 503 322 | 748
Reliability 176 048 .196 3.665 .000
Assurance 142 .047 162 3.002 .003
Tangible 305 053 347 5.796 .000
Empathy .190 .049 228 3.880 .000
Responsiveness 167 .049 192 3422 .001

a. Dependent Variable: Kepuasan Nasabah




UJI KOEFISIEN DETERMINASI (R2)

Model Summary

Adjusted R Std. Error of
Model R R Square Square the Estimate
1 27 860 853 80060

a. Predictors: (Constant), Responsiveness, Assurance, Reliability, Empathy, Tangible

UJIF
ANOVA?
Sum of
Model Squares df Mean Square F Sig.
1 Regression 370.660 5 74132 | 115658 .000°
Residual 60.250 94 .641
Total 430.910 99

a. Dependent Variable: Kepuasan Nasabah

b. Predictors: (Constant), Responsiveness, Assurance, Reliability, Empathy, Tangible




