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ABSTRAK

Tri Utami Handayani, NIM. 181420119, Judul Skripsi: Pengaruh
Kualitas Layanan Digital Banking Terhadap Kepuasan Nasabah Pada PT.
Bank Syariah Indonesia KCP Rangkasbitung dalam Bertransaksi di Masa
Pandemi Covid-19.

Kualitas layanan yang diberikan perusahaan perbankan merupakan upaya
untuk memenuhi ekspektasi dan harapan nasabah ketika menggunakan jasa
perbankan. Lembaga perbankan harus mampu memberikan pelayanan yang
berkualitas agar tercapainya kepuasan nasabah. Hal tersebut akan berdampak
positif bagi jalannya kegiatan perbankan serta dapat membantu menjaga citra nama
baik perusahaan di mata masyarakat.

Rumusan masalah dalam penelitian ini yaitu apakah Efficiency, Tangible,
Reliability, Responsiveness, Assurance, dan Empathy berpengaruh secara parsial
dan simultan terhadap Kepuasan Nasabah PT. Bank Syariah Indonesia KCP
Rangkasbitung dalam Bertransaksi di Masa Pandemi Covid-19.

Penelitian ini bertujuan untuk mengetahui dan membuktikan secara empiris
pengaruh kualitas layanan digital banking yang diukur melalui variabel Efficiency,
Tangible, Reliability, Responsiveness, Assurance, dan Empathy secara parsial dan
simultan terhadap Kepuasan Nasabah Pada PT. Bank Syariah Indonesia KCP
Rangkasbitung dalam Bertransaksi di Masa Pandemi Covid-19.

Metode penelitian ini menggunakan metode penelitian kuantitatif dengan
sumber data primer dan teknik pengumpulan data memakai kuesioner. Teknik
pengambilan sampel yang digunakan adalah teknik non-probability sampling
dengan metode convenience sampling. Penentuan jumlah sampel menggunakan
rumus Lemeshow dan teknik analisis data yang digunakan adalah analisis regresi
linier berganda.

Hasil penelitian ini menunjukkan bahwa secara simultan Efficiency, Tangible,
Reliability, Responsiveness, Assurance, dan empathy berpengaruh terhadap
kepuasan nasabah sedangkan hasil pengujian secara parsial menunjukkan
Efficiency, Tangible, Reliability, Responsiveness, dan Assurance tidak berpengaruh
terhadap kepuasan nasabah, sedangkan empathy berpengaruh terhadap kepuasan
nasabah.

Kata Kunci: Efficiency, Tangible, Reliability, Responsiveness, Assurance,
Empathy, Kepuasan Nasabah.



ABSTRACT

Tri Utami Handayani, NIM. 181420119, Thesis Title: The Effect of
Digital Banking Service Quality on Customer Satisfaction at PT. Bank
Syariah Indonesia KCP Rangkasbitung in Transactions During the Covid-19
Pandemic.

The quality of services provided by banking companies is an effort to
meet customer expectations and expectations when using banking services.
Banking institutions must be able to provide quality services in order to achieve
customer satisfaction. This will have a positive impact on the course of banking
activities and can help maintain the company's good name in the eyes of the public.

The formulation of the problem in this study is whether Efficiency,
Tangible, Reliability, Responsiveness, Assurance, and Empathy partially and
simultaneously affect the Customer Satisfaction of PT. Bank Syariah Indonesia
KCP Rangkasbitung in Transactions During the Covid-19 Pandemic.

This study aims to determine and empirically prove the effect of digital
banking service quality as measured by the variables Efficiency, Tangible,
Reliability, Responsiveness, Assurance, and Empathy partially and simultaneously
on Customer Satisfaction at PT. Bank Syariah Indonesia KCP Rangkasbitung in
Transactions During the Covid-19 Pandemic.

This research method uses quantitative research methods with primary
data sources and data collection techniques using questionnaires. The sampling
technique used is a non-probability sampling technique with the convenience
sampling method. Determination of the number of samples using the Lemeshow
formula and the data analysis technique used is multiple linear regression analysis.

The results of this study indicate that simultaneously Efficiency,
Tangible, Reliability, Responsiveness, Assurance, and empathy have an effect on
customer satisfaction while the partial test results show that Efficiency, Tangible,
Reliability, Responsiveness, and Assurance have no effect on customer
satisfaction, while empathy has no effect on customer satisfaction. customer.

Keywords: Efficiency, Tangible, Reliability, Responsiveness, Assurance,
Empathy, Customer Satisfaction.
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