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ABSTRAK

Seva Alvianida, Pogram Sarjana, Jurusan Ilmu Administrasi Negara, Fakultas Ilmu Sosial dan
Politik, Universitas Palangkaraya, 2025, ANALISIS KUALITAS PELAYANAN COSTUMER
SERVICE TERHADAP KEPUASAN NASABAH DI PT BANK KALTENG. Tim Pembimbing :

Dr. Syamsyuri, Sos., M. Pambajeng Luluh Dyah Pangestu, S.I.P., M.A.P

Penelitian Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan customer
service terhadap kepuasan nasabah di PT Bank Kalteng. Penelitian menggunakan pendekatan
kuantitatif dengan sampel sebanyak 55 responden yang ditentukan menggunakan teknik Slovin.
Pengumpulan data dilakukan melalui kuesioner, kemudian dianalisis menggunakan uji
validitas, uji reliabilitas, regresi linear sederhana, uji t, dan koefisien determinasi dengan
bantuan SPSS versi 27. Hasil penelitian menunjukkan bahwa kualitas pelayanan customer
service berpengaruh positif dan signifikan terhadap kepuasan nasabah. Hal ini dibuktikan
dengan nilai t-hitung sebesar 4,964 lebih besar dari t-tabel sebesar 2,006 dan nilai signifikansi
sebesar 0,000 < 0,05. Nilai koefisien determinasi (R?) sebesar 0,317 menunjukkan bahwa
kualitas pelayanan memberikan kontribusi sebesar 31,7% terhadap kepuasan nasabah,
sedangkan sisanya dipengaruhi oleh faktor lain di luar penelitian. Dengan demikian,
peningkatan kualitas pelayanan customer service dapat meningkatkan kepuasan nasabah di PT

Bank Kalteng.

Kata kunci: Kualitas Pelayanan, Customer Service, Kepuasan Nasabah.



ABSTRACT

Seva Alvianida, Bachelor's Program, Department of Public Administration, Faculty of Social and
Political Sciences, Palangkaraya University, 2025, ANALYSIS OF CUSTOMER SERVICE
QUALITY ON CUSTOMER SATISFACTION AT PT BANK KALTENG. Supervisory Team: Dr.

Syamsyuri, Sos., M. Pambajeng Luluh Dyah Pangestu, S.I.P., M.A.P

This study aims to analyze the effect of customer service quality on customer satisfaction at PT
Bank Kalteng. A quantitative approach was employed with a sample of 55 respondents selected
using the Slovin sampling technique. Data were collected through questionnaires and analyzed
using validity and reliability tests, simple linear regression, t-test, and the coefficient of
determination with SPSS version 27. The results indicate that customer service quality has a
positive and significant effect on customer satisfaction. This is evidenced by a calculated t-value
of 4.964, which is higher than the t-table value of 2.006, and a significance value of 0.000
(<0.05). The coefficient of determination (R?) of 0.317 indicates that service quality contributes
31.7% to customer satisfaction, while the remaining 68.3% is influenced by other factors outside
this study. Therefore, improving customer service quality can enhance customer satisfaction at

PT Bank Kalteng.

Keywords: Service Quality, Customer Service, Customer Satisfaction
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