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ABSTRAK

PENGARUH TANGIBLES, RELIABILITY, RESPONSIVENESS, ASSURANCE
DAN EMPHATYTERHADAPKEPUASANNASABAH
PT BANK PAPUACABANG SURABAYA

Perbankanadalahsuatulembagayang melaksanakantigafungsiutama

dalammenjalankansistemoperasionalkeuangan,sepertimenerima simpanandana
(funding), menyalurkandana(lending) danmemberikan  jasa-jasakeuangan
(service).Bankadalah ~ badanusahayang  menghimpundanadarimasyarakatdalam
bentuksimpanandanmenyalurkannyakepada masyarakatdalambentukkreditatau
bentuk-bentuklainnya dalamrangka meningkatkantaraf hiduprakyatbanyak. PT
BankPapuamerupakanbankpemerintahmilikdaerahyang dananyadihimpundari
pemerintah  daerahdanmasyarakat, seperti layaknyasistem perbankan pada
umumnya. Penelitian ini bertujuan untuk mengetahui pengaruh rangibles,
reliability,responsiveness,assurancedanemphaty  terhadapkepuasannasabah  PT
BankPapuaCabang  Surabaya.Jenispenelitianyang  digunakanadalahpendekatan
metode kuantitatif. PopulasidalampenelitianiniadalahnasabahPTBank Papua Cabang
Surabaya denganmenggunakansampelsebanyakl25responden. Pengolahan  data
menggunakan analisis SPSS versi 16. Hasil  penelitian menunjukkan
bahwatangibles,reliability.  responsiveness,assurancedanemphaty = berpengaruh
positif terhadapkepuasannasabahdenganpersamaanregresisebagai
berikut:Y=0,328+0,186X;+0,356X5,+0,029X3+0,344X4+0,498 X 5.Hasil
pengujian koefisiendeterminasi (Rz)menunjukkan bahwa tangibles, reliability,
responsiveness,assurancedanemphatymemberikankontribusikuat terhadap
kepuasannasabahsebesar 0,673(67,3%), sedangkansisanyasebesar 0,327(32,7%)
dipengaruhiolehvariabellainyangtidakdapatdijelaskandalampenelitianini.
Hasilujit menunjukkanbahwa nilaisignifikanemphaty(Xs) (0,000<0,05),
reliability(Xy) (0,002<0,05),assurance(X4) (0,016<0,05)danzangibles(X1) (0,039<
0,05)berpengaruhsignifikanterhadapkepuasannasabahPTBank Papua Cabang
Surabaya,artinya HOditolakdanH1diterima. Sedangkannilaisignifikan
responsiveness(X3)(0,823>0,05)tidakberpengaruhterhadapkepuasannasabah PT
Bank PapuaCabang Surabaya,artinyaHO diterimadan H1 ditolak.

Kata Kunci : Tangibles,Reliability, Responsiveness, Assurance, Emphaty,
KepuasanNasababh.
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ABSTRACT

THEINFLUENCE OFTANGIBLES, RELIABILITY, RESPONSIVENESS,
ASSURANCE ANDEMPHATYONCUSTOMER SATISFACTION
PT BANK PAPUASURABAYA BRANCH

Bankingisaninstitutionthatcarriesoutthreemainfunctionsinrunning a
financial operational system, such as receiving fund deposits (funding),
channeling funds(lending)andproviding financialservices(service).Banksare

businessentitiesthatcollectfunds  fromthe public inthe formof depositsand
channelthemtothe public inthe formof creditor other formsinorder toimprove
thestandardofliving ofthepeople.PTBankPapuaisastate-ownedgovernment
bankwhose fundsare collectedfromtheregionalgovernmentandthe community,
justlikethebanking systemingeneral. Thisstudy aimstodeterminetheeffectof
tangibles,reliability,responsiveness,assuranceandempathy oncustomer satisfactionof
PTBankPapua SurabayaBranch.The type of researchusedisa
quantitativemethodapproach. Thepopulationinthisstudy werecustomersofPT
BankPapuaSurabayaBranchusing asampleof125respondents.Dataprocessing using
SPSSversion16analysis. Theresults showedthattangibles,reliability,
responsiveness,assuranceandsimphaty haveapositiveeffectoncustomer - satisfaction
with the regression equation as follows: Y = 0,328 + 0,186 X, +

0,356X, +0,029X3 +0,344X4 +0,498X 5. Thetestresultsofthecoefticientof
determination(Rz)showthattangibles,reliability,responsiveness,assuranceand
empathycontributestrongly tocustomersatisfactionby0.673(67.3%)whilethe
remainingamountis0.327(32.7%)isinfluencedby othervariablesthatcannotbe
explainedinthisstudy.The resultsof the ttestshowsthatthe significantvalue is
emphaty(X5)(0,000<0,05),reliability(X5)(0,002<0,05),assurance(X4)(0,016
<0,05)dantangibles(X)(0,039<0,05)haveasignificanteffectoncustomer
satisfactionofPTBankPapuaSurabayaBranch,meaningthatHOisrejectedand
Hlisaccepted. While thesignificantvalueof responsiveness(X3) (0,823> 0,05)
doesnotaffect thecustomersatisfactionofPTBank PapuaSurabayaBranch,
meaningthat HO is accepted and H1 is rejected.

Keywords: Tangibles, Reliability, Responsiveness,Assurance.Emphaty, Customer
Satisfaction
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