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ABSTRAK 

                Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan 

yang meliputi bukti fisik (tangibles), daya tanggap (responsiviness),kehandalan 

(realibility),jaminan (assurance), empati (emphaty) terhadap kepuasan nasabah 

pada BMT Dana Syariah dengan responden nasabah BMT Dana Syariah 

Surakarta. 

                Teknik sampling yang digunakan dalam penelitian ini dengan 

menggunakan metode convenience sampling yaitu pengambilan sampel 

didasarkan pada kemudahan dalam penelitian ini yaitu orang yang berkunjung di 

BMT Dana Syariah Surakarta. 

              Metode analisis data dalam penelitian ini dengan analisis regresi linear 

berganda yang sebelumnya menggunakan uji instrument yaitu validitas dan 

reabilitas, uji secara simultan (Uji F). Pengujian hipotesis menggunakan analisis 

regresi berganda dan pengujian ini menggunakan uji ketepatan model yaitu Uji 

determinasi R
2  

dan Uji Parsial (Uji-t). 

             Hasil analisis uji F diketahuiFhitung> Ftabel (20,569> 2,53), maka Ho 

ditolak, Berarti secara bersama-sama variabel tangible, reliability, responsive, 

assurance, empathy berpengaruh signifikan terhadap kepuasan nasabah. 

Berdasarkan koefisien determinasi diketahui adjustedR square (R
2
) sebesar 0,624, 

berarti  variasi perubahan variabel kepuasan nasabah dapat dijelaskan oleh 

variabel tangible, reliability, responsive, assurance, empathy sebesar 62,4%. 

Sedangkan sisanya sebesar 38,6% dijelaskan oleh variabel lain diluar model. 

 

Kata kunci: Kualitas pelayanan dan Kepuasan nasabah 
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ABSTRACT 

This study aims to analyze the effect of service quality which includes 

physical evidence (tangibles), responsiveness (reliability), assurance (empathy) 

on customer satisfaction on Islamic Fund BMT with respondents from Surakarta 

Syariah Funds customers . 

The sampling technique used in this study using the convenience sampling 

method is that sampling is based on the ease in this study, namely people visiting 

the BMT Dana Syariah Surakarta. The results of the study show partial facts 

showing the variable attractiveness of celebrities supporting negatively towards 

consumer buying interest. The trust and expertise of celebrities supports positively 

towards consumer buying interest. Simultaneously simplify, independent verifiers 

that are significant to dependents. The value of the adjuster R squared is 0.631 

which means that the ability of the three variables can explain the dependent 

variable by 63.1%. 

The method of data analysis in this study with multiple linear regression 

analysis that previously used the instrument test, namely validity and reliability, 

simultaneous test (Test F). Hypothesis testing uses multiple regression analysis 

and this test uses the model accuracy test, namely the R2 determination test and 

the partial test (t-test). 

The results of the F test analysis are known as Count> Ftable (20.569> 

2.53), then Ho is rejected, meaning that together the tangible, reliability, 

responsive, assurance, empathy variables have a significant effect on customer 

satisfaction. Based on the determination coefficient it is known that adjustedR 

square (R2) is 0.624, meaning that variations in variable changes in customer 

satisfaction can be explained by tangible, reliability, responsive, assurance, 

empathy variables of 62.4%. While the remaining 38.6% is explained by other 

variables outside the model. 

 

Keywords: Service quality and customer satisfaction 
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