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ABSTRAK

Nama: ADISTIA ANGGRAENI, NIM: 201420104, Judul Skripi: Pengaruh
Tangibel, Reliability, Emphaty dan Responsiveness Terhadap Kepuasan
Nasabah Pengguna Mobile Banking Bank Syariah Indonesia

Perkembangan teknologi informasi, komunikasi dan internet terus
mengalami kemajuan yang pesat. Hal ini juga terjadi dalam sistem perbankan,
dimana muncul fenomena digitalisasi perbankan seperti layanan mobile banking.
Mobile banking menjadi salah satu layanan penting dalam industri perbankan yang
memungkinkan nasabah untuk melakukan berbagai transaksi. Namun, kepuasan
nasabah dalam menggunakan layanan ini sangat bergantung pada kualitas yang
diberikan. Semakin baik kualitas layanan yang diberikan maka nasabah akan merasa
puas.

Adapun rumusan masalah dalam penelitian ini yaitu, Apakah kualitas
tangible, reliability, emphaty,dan responsiveness berpengaruh secara parsial dan
simultan terhadap kepuasan nasabah pengguna mobile banking Bank Syariah
Indonesia KCP Karawaci Kelapa Dua. Adapun tujuan dari penelitian ini yaitu untuk
mengetahui apakah kualitas tangible, reliability, emphaty,dan responsiveness
berpengaruh terhadap kepuasan nasabah pengguna mobile banking Bank Syariah
Indonesia KCP Karawaci Kelapa Dua.

Adapun tujuan ingin mengetahui dan menganalisis apakah variabel
Tangible berpengaruh terhadap kepuasan nasabah pengguna Mobile Banking Bank
BSI KCP Karawaci Kelapa Dua, Reliability berpengaruh terhadap kepuasan
nasabah pengguna Mobile Banking Bank BSI KCP Karawaci Kelapa Dua, Emphaty
berpengaruh terhadap kepuasan nasabah pengguna Mobile Banking Bank BS1 KCP
Karawaci Kelapa Dua dan Responsiveness berpengaruh terhadap kepuasan nasabah
pengguna Mobile Banking Bank BSI KCP Karawaci Kelapa Dua.

Jenis penelitian ini merupakan jenis metode kuantitatif. Dengan data primer
yang diperoleh melalui kuesioner. Teknik analisis data yang digunakan yaitu, uji
kualitas data diantaranya uji validitas, uji reliabilitas. Uji asumsi klasik diantaranya
uji normalitas, uji multikolonearitas, dan uji heterokedastiditas. Uji kuantitatif
diantaranya analisis regresi linear berganda, uji koefisien korelasi (R), uji koefisien
determinasi (R2). Uji hipotesis diantaranya uji (t), dan uji (f).

Hasil penelitian ini menunjukan bahwa variabel tangible, reliability,
emphaty secara parsial berpengaruh positif dan signifikan terhadap kepuasan
nasabah pengguna mobile banking BSI. Sedangkan variabel responsiveness tidak
berpengaruh secara positif dan signifikan terhadap kepuasan nasabah pengguna
mobile banking BSI.

Kata Kunci: Tangible, Reliability, Emphaty, Responsiveness, Kepuasan Nasabah



ABSTRAK

Name: ADISTIA ANGGRAENI, NIM: 201420104, Script Title: The Effect of
Tangibel, Reliability, Emphaty and Responsiveness on Customer Satisfaction of
Bank Syariah Indonesia Mobile Banking Users

The development of information technology, communication and the
internet continues to progress rapidly. This has also occurred in the banking
system, where the phenomenon of banking digitalisation such as mobile banking
services has emerged. Mobile banking is one of the important services in the
banking industry that allows customers to perform various transactions. However,
customer satisfaction in using this service is highly dependent on the quality
provided. The better the quality of service provided, the customer will feel satisfied.

The formulation of the problem in this study is, whether the quality of
tangible, reliability, empathy, and responsiveness has a partial and simultaneous
effect on customer satisfaction of mobile banking users of Bank Syariah Indonesia
KCP Karawaci Kelapa Dua. The purpose of this study is to determine whether the
quality of tangible, reliability, empathy, and responsiveness affects customer
satisfaction of mobile banking users of Bank Syariah Indonesia KCP Karawaci
Kelapa Dua.

This study aims to identify and analyze whether the Tangible variable
influences customer satisfaction among Mobile Banking users at Bank BSI KCP
Karawaci Kelapa Dua, whether Reliability influences customer satisfaction among
Mobile Banking users at Bank BSI KCP Karawaci Kelapa Dua, whether Empathy
influences customer satisfaction among Mobile Banking users at Bank BSI KCP
Karawaci Kelapa Dua, and whether Responsiveness influences customer
satisfaction among Mobile Banking users at Bank BSI KCP Karawaci Kelapa Dua.

This type of research is a type of quantitative method. With primary data
obtained through questionnaires. The data analysis techniques used are, data
quality tests including validity tests, reliability tests. Classical assumption tests
include normality test, multicolonearity test, and heterokedastidity test. Quantitative
tests include multiple linear regression analysis, correlation coefficient test (R),
coefficient of determination test (R2). Hypothesis tests include the (t) test, and the

.

The results of this study indicate that the variables tangible, reliability,
empathy partially have a positive and significant effect on customer satisfaction of
BSI mobile banking users. While the responsiveness variable does not have a
positive and significant effect on customer satisfaction of BSI mobile banking users.

Keywords: Tangible, Reliability, Emphaty, Responsiveness, Customer Satisfaction
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