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ABSTRAK

Kepuasan konsumen merupakan dambaan bagi setiap bank karena menunjang
keselarasan organisasi dalam jangka panjang dan sangat berpengaruh dalam
membentuk loyalitas pada diri konsumen, termasuk pada Bank BSI Cabang
Belitang. Salah satu bagian yang bertanggung jawab melayani nasabah secara
langsung dan membentuk kepuasan konsumen adalah frontliner yaitu customer
service dan teller. Customer service dan teller berkewajiban untuk memberikan
kualitas pelayanan terbaik sekaligus berpedoman pada norma dan aturan
administrasi yang digunakan dalam pekerjaannya dalam membentuk kepuasan pada
konsumen. Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan
customer service dan teller secara parsial dan secara simultan terhadap kepuasan
nasabah Bank BSI Cabang Belitang.

Metode penelitian yang digunakan pada penelitian ini menggunakan
pendekatan kuantitatif dalam menguji pengaruh dua variabel independen berupa
kualitas pelayanan customer service dan teller terhadap kepuasan nasabah. Populasi
penelitian ini adalah seluruh nasabah Bank BSI Cabang Belitang, sedangkan teknik
pengambilan sampel yang digunakan adalah nonprobability sampling dengan
rumus Lemeshow sehingga didapatkan jumlah sampel sebesar 100 orang nasabah.
Hasil penyebaran kuesioner penelitian diuji dengan uji regresi linear berganda, uji
t, uji f, dan uji koefisien determinasi.

Hasil penelitian menunjukkan bahwa kualitas pelayanan CS berpengaruh
positif dan signifikan terhadap kepuasan nasabah pada nasabah. Kemudian, kualitas
pelayanan teller tidak berpengaruh terhadap kepuasan nasabah. Adapun secara
simultan, kualitas pelayanan CS dan kualitas pelayanan teller secara simultan
berpengaruh positif dan signifikan terhadap kepuasan nasabah.

Kata kunci: kepuasan konsumen, kepuasan nasabah, kualitas pelayanan,
customer service, teller
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ABSTRACT

Customer satisfaction is a priority for every bank since it supports long-term
organizational alignment and has a significant influence on creating customer
loyalty, and this is also implemented by the Belitang Branch of BSI Bank. One of
the departments in an organization that is responsible for serving a customer and
ensuring customer satisfaction is the frontline, which consists of customer service
and tellers. Customer service and tellers are obliged to provide the best quality
service according to the applied administrative norms and rules in carrying out their
duties to establish consumer satisfaction. This study aims to examine the influence
of the service quality of customer service and tellers partially and simultaneously
on customer satisfaction at Belitang Branch of BSI Bank. This study used a
qualitative approach in testing two independent variables to examine the influence
of customer service quality and tellers on customer satisfaction. The population of
this study were all customers of Belitang Branch of BSI Bank, while the sampling
technique used was non-probability sampling with the Lemeshow formula, and the
number of samples obtained was 100 customers. The results of the research
questionnaire were tested with multiple linear regression test, t-test, f-test, and
coefficient of determination test. The results showed that customer service quality
had a positive and significant influence on customer satisfaction. Meanwhile, teller
service quality does not influence customer satisfaction. Simultaneously, the service
quality of customer service and tellers have a positive and significant influence on
customer satisfaction.

Keywords: Customer Satisfaction, Customer Service Quality, Teller, Islamic
Banking
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