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Pengaruh Mutu Pelayanan dan Kepercayaan Terhadap Kepuasan 

Nasabah Pada BCA KCP Jayakarta 26 

 
 Sri Windiarti  

 
 

ABSTRAK 

 

Tujuan dari penelitian ini adalah untuk mengetahui adanya pengaruh Mutu 

Pelayanan terhadap kepuasan nasabah, pengaruh kepercayaan nasabah terhadap 

kepuasan nasabah, pengaruh mutu pelayanan dan kepercayaan nasabah secara 

simultan terhadap kepuasan nasabah  BCA KCP Jakarta 26. Penelitian ini dilakukan 

dari oktober 2020 hingga Februari 2021, dengan jenis penelitian eksplanatori yang 

juga bersifat korelasional, dengan metode survey menggunakan kuesioner dimana 

yang menjadi responden adalah nasabah BCA KCP Jayakarta 26. populasi dari 

penelitian ini adalah sebanyak 216 nasabah, kemudian melalui rumus Slovin 

ditetapkan sampel sebesar 140 responden, dimana 91 pria dan 49 perempuan, usia 

responden berkisar 17 hingga 60 tahun, berkisar 5 sampai 21 tahun menjadi 

nasabah, 

 

Analisis data dilakukan secara deskriptif dan uji hipotesis, dimana hasil penelitian 

secara deskriptif variabel mutu pelayanan, kepercayaan nasabah maupun kepuasan 

nasabah berada dalam kategori mendekati setuju, artinya bahwa nasabah BCA KCP 

Jayakarta 26 setuju bahwa BCA KCP Jayakarta 26 memenuhi indikator-indikator 

masing-masing variabel. Pada Uji Hipotesis melalui hasil SPSS terhadap tabel 

Anova dimana hipotesis (1) Mutu pelayanan berpengaruh terhadap kepuasan 

nasabah. Hipotesis (2) Kepercayaan nasabah berpengaruh terhadap kepuasan 

nasabah. Kemudian pada hipotesis (3) Mutu pelayanan dan kepercayaan nasabah 

secara simultan berpengaruh terhadap kepuasan nasabah. 

 

Kata Kunci: Mutu pelayanan, kepercayaan nasabah, kepuasan nasabah 
  



Universitas Bakrie 

vi 
 

The Effect of Service Quality and Trust on Customer Satisfaction 

at BCA KCP Jayakarta 26 

 
 Sri Windiarti  

 
 

ABSTRACT 

 

The purpose of this study was to determine the effect of Service Quality on 

customer satisfaction, the influence of customer trust on customer satisfaction, the 

effect of service quality and customer trust simultaneously on customer satisfaction 

at BCA KCP Jakarta 26. This research was conducted from October 2020 to 

February 2021, with the types explanatory research that is also correlational, with 

a survey method using a questionnaire where the respondents are BCA KCP 

Jayakarta customers 26. The population of this study is 216 customers, then through 

the Slovin formula a sample of 140 respondents was determined, of which 91 men 

and 49 women, age respondents ranged from 17 to 60 years, ranged from 5 to 21 

years as customers, 

 

Data analysis was carried out descriptively and hypothesis testing, where the 

descriptive research results of the variables of service quality, customer trust and 

customer satisfaction were in the category close to agree, meaning that customers 

of BCA KCP Jayakarta 26 agreed that BCA KCP Jayakarta 26 met the indicators 

of each variable. . In the Hypothesis Test through the SPSS results on the ANOVA 

table where the hypothesis (1) Service quality affects customer satisfaction. 

Hypothesis (2) Customer trust has an effect on customer satisfaction. Then in 

hypothesis (3) service quality and customer trust simultaneously affect customer 

satisfaction. 

.  

 

Keywords: Service Quality, Customer Trust, Customer Satisfaction 
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