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ABSTRAK 

 
 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan customer service terhadap 

kepuasan nasabah pada Bank BCA KCP Suria Sumantri dan mengetahui besar pengaruh 

kualitas layanan customer service terhadap kepuasan nasabah pada Bank BCA KCP Suria 

Sumantri. Data penelitian berupa data primer yang dilakukan dengan cara penyebaran 

kuesioner kepada nasabah bank BCA KCP Suria Sumantri Bandung yang pernah melakukan 

interaksi langsung dengan customer service BCA KCP Suria Sumantri Bandung. Sampel 

penelitian yang diperoleh dengan teknik sampling purposif adalah sebanyak 100 responden 

nasabah BCA. Data penelitian dianalisis menggunakan teknik analisis regresi sederhana 

dengan bantuan program SPSS. Hasil uji hipotesis menunjukkan bahwa kualitas layanan 

customer service berpengaruh terhadap kepuasan nasabah pada Bank BCA KCP Suria 

Sumantri. Dari koefisien determinasi diketahui bahwa kualitas layanan customer service 

mampu menjelaskan variabel kepuasan nasabah Bank BCA KCP Suria Sumantri sebesar 96,1% 

sedangkan sisanya sebesar 3,9% dijelaskan oleh faktor lain yang tidak diteliti. 

 
 

Kata kunci : kualitas layanan, customer service, kepuasan nasabah. 
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ABSTRACT 

 

This study aims to determine the effect of customer service quality on customer satisfaction at 

Bank BCA KCP Suria Sumantri and to determine the influence of customer service quality on 

customer satisfaction at Bank BCA KCP Suria Sumantri. The research data is in the form of 

primary data conducted by distributing questionnaires to customers of the Bank BCA KCP 

Suria Sumantri Bandung who have had direct interaction with customer service BCA KCP 

Suria Sumantri Bandung. The research sample obtained by using purposive sampling technique 

is as many as 100 BCA customer respondents. The research data were analyzed using simple 

regression analysis techniques with the help of the SPSS program. The results of hypothesis 

testing indicate that the quality of customer service has an effect on customer satisfaction at 

Bank BCA KCP Suria Sumantri. From the coefficient of determination, it is known that the 

quality of customer service is able to explain the variable customer satisfaction at Bank BCA 

KCP Suria Sumantri of 96.1% while the remaining 3.9% is explained by other factors not 

examined 
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