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ABSTRAKSI

Output ut ama y ang di hasilkan dari jasa m embahas m asalah k ualitas jasa,i ni
menyebabkan kualitas jasa yang ditawarkan perusahaan menjadi perhatian khusus pada setiap
perusahaan. penggunaan m etode mystery shopping pa da P T B ank M andiri P ersero Tbk
Cabang X terlihat adanya Gap antara nilai Marketing Research Indonesia (MRI) pada cabang
X de ngan target cabang unt uk pe nilaian terhadap k inerja teller, dari Gap inid apat
mengindentifikasikan bahwa ni lai t arget k epuasan nasabah masih belum di capai ol eh PT.
Bank M andiri P ersero Tbk C abang X . Tujuan pe nelitian i ni ada dua y aitu, menganalisa
pengaruh k ualitas 1 ayanan t erhadap k epuasan na sabah P T. B ank M andiri P ersero Tbk
Cabang ‘ X’. dan untuk m engetahui v ariabel apa dalam k uvalitas p elayanan y ang pa ling
berpengaruh terhadap kepuasan nasabah pada PT. Bank Mandiri Persero Tbk Cabang ‘X’.

Maka unt uk i tu ada enam hipotesis yang di ajukan dalam pe nelitian i ni a dalah 1.
Diduga ba hwa tangiables mempengaruhi k epuasan na sabah, 2. D iduga ba hwa reliability
mempengaruhi k epuasan nasabah, 3. D iduga bahwa responsivess mempengaruhi k epuasan
nasabah, 4. D iduga bahwa assurance mempengaruhi k epuasan na sabah, 5. D iduga ba hwa
empahty mempengaruhi kepuasan nasabah, 6. Diduga dari kelima variabel kualitas layanan
PT. B ank M andiri P ersero T bk C abang X yang pa ling do minan m empengaruhi k epuasan
nasabah.

Dalam pe nelitian ini m enggunakan metode r egresi linear b erganda d engan
penyebaran kuesioner sebanyak 100 kuesioner.

Dari hasil uji kausalitas didapatkan hasil bahwa kualitas layanan berpengaruh positif
signifikan t erhadap k epuasan na sabah, dan variable r eability m emiliki ni lai coefficients
terendah terhadap kepuasan nasabah, dan variable tangiables yang be rpengaruh pa ling

dominan.
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ABSTRACT

The main output is generated from services addressed the issue of quality of service,
this causes the quality of the services offered by the company are of particular concern to
every c ompany. U se of the method M ystery S hopping in P T. B ank M andiri Persero Tbk
branch X, Reflecting the gap between the value of Marketing Research Indonesia (MRI) on X
with the target branch teller assessment of the performance, from Gap is able to identify that
the value of c ustomer satisfaction targets are still not reached by PT. Bank Mandiri Persero

Tbk Branch X.

The perpose of study is two fold, to analyze the effect of service quality on customer
satisfaction PT. Bank Mandiri Persero Tbk Branch X, and to determine what variables the

most influential service quality on customer satisfaction.

So far the six hypotheses proposed in this study is 1. It was alleged that tangiables
affect customer satisfaction, 2. It was alleged that the reliability affects customer satisfaction,
3. It was alleged that resposivess affect customer satisfaction, 4. It was alleged that affect
customer sa tisfaction assurance, 5. empathy sus pected that af fect cus tomer sa tisfaction, 6.
suspected of five service quality variables PT. Bank Mandiri Persero Tbk Branch X the most

dominant influence customer satisfaction.

In this study using multiple linear regression method by distributing questionnaires of
100 qua tionnaries. F rom t he r esults of causality t est s howed t hat the qua lity of s ervices
significant positive effect on customer satisfaction, and variable coefficients realinility lowest

value on customer satisfaction and variables tangiables the most dominant influencet.
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