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ABSTRAK 
 

 
Ben Avad Ernest, 2014; Pengaruh Kualitas Pelayanan dan Atribut 

Produk Terhadap Kepuasan Nasabah Bank (Studi Perbandingan Antara Nasabah 
Tabungan BRITAMA dengan Nasabah BNI Taplus Di BRI Kantor Unit 
Pulogebang dan BNI Kantor Cabang Unit Pasar Klender) 
 
Tujuan penelitian ini adalah untuk: 1) mengetahui deskripsi kualitas pelayanan, 
atribut produk dan kepuasan nasabah, 2) menguji pengaruh kualitas pelayanan 
terhadap kepuasan nasabah, 3) menguji pengaruh atribut produk terhadap 
kepuasan nasabah, 4) menguji pengaruh kualitas pelayanan dan atribut produk 
secara simultan terhadap kepuasan nasabah, dan 5) membandingkan pengaruh 
kualitas pelayanan dan atribut produk secara simultan terhadap kepuasan nasabah 
pemegang rekening tabungan BRITAMA dan BNI Taplus di BRI Kantor Unit 
Pulogebang dan BNI Kantor Cabang Unit Pasar Klender. Populasi penelitian ini 
adalah nasabah BRI Kantor Unit Pulogebang yang sekaligus menjadi nasabah 
BRITAMA atau pernah menjadi nasabah BNI Taplus minimal selama 5 tahun 
sebanyak 460 nasabah. Jumlah sampel ditentukan dengan rumus Slovin yaitu 
sebanyak 214 responden. Hasil pengujian hipotesis menunjukkan: (1) kualitas 
pelayanan (X1) secara parsial berpengaruh signifikan terhadap kepuasan nasabah 
(Y) dengan nilai signifikansi 0,000 < 0,05, (2) atribut produk (X2) secara parsial 
berpengaruh signifikan terhadap kepuasan nasabah (Y) dengan nilai signifikansi 
0,006 < 0,05, dan (3) kualitas pelayanan (X1) dan atribut produk (X2) secara 
simultan berpengaruh signifikan terhadap kepuasan nasabah (Y) dengan nilai 
signifikansi 0,000 < 0,05. Berdasarkan tabel koefisien determinasi (R2), besar 
persentase variasi kepuasan nasabah (Y) yang bisa dijelaskan oleh variasi dari 
kedua variabel bebas, yaitu kualitas pelayanan (X1) dan atribut produk (X2) 
sebesar  77,4% sedangkan sisanya sebesar 100%-77,4% = 22,6% dijelaskan oleh 
variabel-variabel lain diluar penelitian ini. 
 
 
Kata Kunci : Kualitas pelayanan, atribut produk, kepuasan nasabah 
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ABSTRACT 
 

Ben Avad Ernest, 2014; The Impact of Service Quality and Product 
Attributes on  Bank Customer Satisfaction (Comparative Study Between Britama 
Saving’s Customer with BNI Taplus’s Customer at BRI Pulogebang’s Unit 
Office and BNI Pasar Klender’s Unit Branch Office). 

 
The purpose of this study was to: 1) determine the description of service quality, 
product attributes and customer satisfaction, 2) examine the impact of service 
quality on customer satisfaction, 3) examine the impact of product attributes on 
customer satisfaction, 4) examine the impact of service quality and product 
attributes on customer satisfaction simultaneously, and 5) compared the impact of 
service quality and product attributes on customer satisfaction simultaneously 
saving account holders in BRI Pulogebang Unit and BNI Branch Office Unit 
Klender. The population was customers of BRI Pulogebang Unit Office and have 
been a BRITAMA saving’s customer and had been or still become a customer of 
BNI Taplus at least 5 years as many as 460 customers. The number of samples 
was determined by Slovin formula as many as 214 respondents. The results of 
hypothesis testing showed: (1) quality of service (X1) significant effect partially on 
customer satisfaction (Y) with a significance value 0.000 <0.05, (2) product 
attributes (X2) significant effect partially on customer satisfaction (Y) with the 
significance value 0.006 <0.05, and (3) quality of service (X1) and product 
attributes (X2) significant effect simultaneously on customer satisfaction (Y) with a 
significance value 0.000 <0.05. Based on table of coefficients determination (R2), 
large impact percentage of variation of customer satisfaction (Y) which can be 
explained by the variation of two independent variables, namely the quality of 
service (X1) and product attributes (X2) was 77.4% and the rest at 100% -77.4% = 
22.6% explained by other variables outside of this study.   
 
Keywords : service quality, product attributes, customer satisfaction 
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