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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh yang ditimbulkan dari 

kualitas pelayanan tehadap kepuasan nasabah (Keandalan X1, daya tanggap X2, 

jaminan X3, empati X4, sarana fisik X5) terhadap kepuasan nasabah. Penelitian ini 

dilakukan di PT. BPRS Sarana Prima Mandiri, Dari hasil pengamatan dan 

wawancara yang dapat disimpulkan antara kualitas pelayanan dan kinerja karyawan 

di PT. BPRS Sarana Prima Mandiri adalah kepuasan yang diharapkan nasabah 

belum sepenuhnya tercapai karena faktor permasalahan atau hambatan yang timbul 

dari karyawan PT. BPRS Sarana Prima Mandiri adalah Badan Usaha Milik Swasta 

yang diberikan wewenang untuk menyelenggarakan pembayaran pensiun di 

wilayah Malang. Analisis data yang digunakan adalah analisis regresi linier 

berganda, dengan menggunakan uji t dan uji F. 

Hasil penelitian menunjukkan bahwa hasil uji t (parsial) dapat diketahui 

bahwa keandalan (reliability), daya tanggap (responsiveness), jaminan 

(assurance), empati (emphaty), dan sarana fisik (tangible) secara parsial 

berpengaruh terhadap kepuasan nasabah PT. BPRS Sarana Prima Mandiri. 

Sedangkan Hasil uji F (simultan) dapat diketahui bahwa keandalan (reliability), 

daya tanggap (responsiveness), jaminan (assurance), empati (emphaty), dan sarana 

fisik (tangible) secara simultan berpengaruh terhadap kepuasan nasabah PT. BPRS 

Sarana Prima Mandiri. Dan hasil dari perbandingan koefisien regresi masing-

masing variabel kualitas pelayanan dapat diketahui bahwa jaminan(Assurance) 

mempunyai pengaruh yang dominan, hal ini ditunjukkan dari besarnya nilai 

koefisien regresi variabel Jaminan (Assurance) sebesar 0,217 merupakan nilai 

koefisien regresi terbesar diantara kelima variabel bebas yang lain. 

Kata kunci : Kualitas pelayanan, Kepuasan Nasabah, PT. BPRS Sarana Prima 

Mandiri Malang 
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ABSTRACT 

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

satisfaction (Reliability X1, responsiveness X2, guarantee X3, empathy X4, physical 

facilities X5) on customer satisfaction. This research was conducted at PT. BPRS 

Sarana Prima Mandiri, From observations and interviews that can be concluded 

between the quality of service and employee performance at PT. BPRS Sarana 

Prima Mandiri is a satisfaction that is expected to the customer has not been fully 

achieved due to factors problems or obstacles arising from the employees of PT. 

Sarana Prima Mandiri BPRS is a Private-Owned Enterprise that is authorized to 

hold pension payments in the Malang area. Analysis of the data used is multiple 

linear regression analysis, using the t test and F test. 

The results showed that the results of the t test (partial) can be seen that the 

reliability (reliability), responsiveness (responsiveness), assurance (empathy), 

empathy (emphaty), and physical facilities (tangible) partially affect customer 

satisfaction PT. BPRS Sarana Prima Mandiri. While the F test results 

(simultaneous) can be seen that the reliability (reliability), responsiveness 

(responsiveness), assurance (assurance), empathy (empathy), and physical 

facilities (tangible) simultaneously affect customer satisfaction PT. BPRS Sarana 

Prima Mandiri. And the results of the comparison of the regression coefficients of 

each service quality variable can be seen that the guarantee (Assurance) has a 

dominant influence, this is indicated by the magnitude of the regression coefficient 

value of the Assurance (Assurance) of 0.217 is the largest regression coefficient 

value among the five other independent variables . 

Keywords: Service quality, Customer Satisfaction, PT. BPRS Sarana Prima 

Mandiri Malang 
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