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ABSTRACT

The purpose of this research was to determine the effect of service quality on customer
satisfaction funding at Commonwealth Bank in East Java. In measuring the quality of
these services using 5 independent variables were incorporated into the research model to
explain the level of customer satisfaction, ie, tangible, responsiveness, assurance,
reliability and empathy. Data collection methods used convenience sampling method,
customers who arrive at Commonwealth Bank branches are located in East Java.
Questionnaires were distributed as many as 150, and overall have complete data so that it
can be used to do further data analysis. The analytical methods used in this study were
multiple linear regression with SPSS 21. The results of this study seem that tangible,
responsiveness, assurance, have a significant effect on customer satisfaction, while
reliability and empathy did not have a significant impact on customer satisfaction for
customer funding commonwealth bank in east java. Management implication and
suggestion to bank Management and advice for reader was also discussed at the end of
this research.

Keywords: tangible, responsiveness, assurance, reliability, empathy, customer satisfaction
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ABSTRAKSI

Tujuan dilakukannya penelitian ini adalah untuk mengetahui pengaruh kualitas
layanan terhadap kepuasan nasabah funding pada Bank Commonwealth di Jawa
Timur. Dalam pengukuran kualitas layanan ini menggunakan 5 variabel
independen yang digabungkan ke dalam model penelitian untuk menjelaskan
tingkat kepuasan nasabah, yaitu, tangible, responsiveness, assurance, reliability
dan emphaty. Metode pengumpulan data yang digunakan adalah metode
convenience sampling, pada nasabah yang datang pada cabang cabang Bank
Commonwealth yang berada di Jawa Timur. Kuisioner yang disebarkan sebanyak
150 buah dan secara keseluruhan memiliki data yang lengkap sehingga bisa
digunakan untuk dilakukan analisa data lebih lanjut. Metode analisa yang
digunakan pada penelitian ini adalah regresi linier berganda dengan program
SPSS 21. Hasil penelitian ini terlihat bahwa tangible, responsiveness, assurance,
memiliki pengaruh yang signifikan terhadap kepuasan nasabah funding Bank
Commonwealth sedangkan reliability dan emphaty tidak memiliki pengaruh yang
signifikan terhadap kepuasan nasabah funding bank commonwealth. Dampak
Manajemen dan saran bagi pihak Bank Commonwealth juga dibahas pada akhir
penelitian ini.

Kata Kunci : tangible, responsiveness, assurance, reliability, emphaty,
kepuasan nasabah
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