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ABSTRACT

Banking world is currently experiencing rapid growth, so that this situation
raises banking business competitive and rigorous. This reality can not be denied
again so that each bank is required to use a variety of ways to attract people.
Based on that idea, the study aims to assess the effect of interaction quality,
physical environment quality, and the quality of the results simultaneously and
partially on the quality of service. In this study the object under study is the cash
office of Bank Jatim Branch Hospital Bondowaoso.

This study used a sample of customers' cash office of Bank Jatim Branch
Hospital Bondowoso existing customers to differentiate based on age and gender.
The analysis technique used in this study is the F test and t test. F test and t test is
used to determine whether a regression equation that is generated both to
estimate the value of the dependent variable.

The results showed that: The variable quality of the interaction was not
significant effect on the quality of service, variable physical qualities significant
effect on the quality of service, variable quality of the results of a significant effect
on the quality of service, are the effect of interaction quality, the quality of the
physical environment, and the quality of the results simultaneously to the quality
of service.

Kata Kunci : Interaction Quality, Quality Physical Environment, Quality of
Results, Quality of Service
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