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PENGARUH KUALITAS PRODUK, KUALITAS PELAYANAN DAN

KUALITAS FASILITAS TERHADAP KEPUASAN NASABAH BANK

SYARIAH INDONESIA KANTOR CABANG PEMBANTU KATAMSO
YOGYAKARTA

ABSTRAK

Nanda Rafidah Sunarti (1800032076), Perbankan Syariah, Fakultas Agama Islam,
Universitas Ahmad Dahlan, Yogyakarta.

Di Indonesia saat ini pertumbuhan ekonomi semakin pesat, termasuk sektor perbankan
juga mewujudkan suatu persaingan yang semakin pesat dan ketat. Pada dunia perbankan baik
konvensional maupun syariah, pada dasarnya wajib menerapkan layanan yang bermutu baik
di seluruh sektor produk dan jasa. Tujuan penelitian ini untuk mengetahui pengaruh kualitas
produk, kualitas pelayanan dan kualitas fasilitas terhadap kepuasan nasabah BSI KCP
Katamso Yogyakarta.

Metode penelitian yang digunakan adalah metode kuantitatif. Diperoleh sampel
penelitian sebanyak 96 responden. Pengambilan sampel menggunakan teknik Accidental
Sampling. Teknik pengambilan data menggunakan kuisioner. Analisis data menggunakan
analisis regresi linear berganda dengan pengolahan data menggunakan software IBM SPSS
Statistik 22.

Hasil penelitian menunjukkan bahwa kualitas produk berpengaruh secara parsial dan
signifikan terhadap kepuasan nasabah, kualitas pelayanan berpengaruh secara parsial dan
signifikan terhadap kepuasan nasabah, kualitas fasilitas berpengaruh secara parsial dan
signifikan terhadap kepuasan nasabah. Dan secara bersamaan atau simultan variabel kualitas
produk, kualitas pelayanan dan kualitas fasilitas berpengaruh signifikan dan secara bersama
terhadap kepuasan nasabah.

Kata Kunci: Kualitas Produk, Kualitas Pelayanan, Kualitas Fasilitas. Kepuasan, Bank
Syariah
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THE EFFECT OF PRODUCT QUALITY, SERVICE QUALITY

AND FACILITY QUALITY ON CUSTOMER SATISFACTION

OF INDONESIAN SHARIA BANK KATAMSO YOGYAKARTA
BRANCH OFFICE

ABSTRACT

Nanda Rafidah Sunarti (1800032076), Department of Islamic Banking, Faculty of
Islamic Studies, Ahmad Dahlan University, Yogyakarta.

In Indonesia, economic growth is currently increasing rapidly, including the banking
sector also realizing an increasingly rapid and fierce competition. In the banking world, both
conventional and sharia, it is basically mandatory to implement quality services in all sectors
of products and services. The purpose of this study is to determine the effect of product
quality, service quality and facility quality on customer satisfaction at BSI KCP Katamso
Yogyakarta.

The research method used is a quantitative method. The research sampel obtained was
96 respondents. Sampling using Accidental Sampling technique. The data collection
techniques using a questionnaire. The data analysis used multiple linear regression analysis
with data processing using IBM SPSS Statistic 22 software.

The results showed that product quality influenced partially and significantly on
customer satisfaction, service quality influenced partially and significantly on customer
satisfaction, the quality of facilities partially and significantly affected customer satisfaction.
And simultaneously variable product quality, service quality and quality of facilities have a
significant effect and jointly on customer satisfaction.

Keywords: Product Quality, Service Quality, Facilities Quality, Satisfaction, Islamic Bank
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