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Abstrak

Mengingat pentingnya industi perbankan, tujuan penelitian ini untuk melihat
service quality dengan menggunakan variabel empati, kemampuan, kehandalan,
jaminan dan layanan digital banking terhadap kepuasan nasabah yang dimediasi
oleh variabel kepercayaan dan nilai pelayanan. Penelitian ini bersifat kuantitatif
dengan menggunakan 100 sampel respondent melalui penyebaran kuesioner. Data
dianalisis menggunakan perangkat lunak SmartPLS.4 dan di lakukan analisis
deskriptif terhadap data hasil pengujian. Hasil uji hipotesis menunjukkan bahwa
empati berpengaruh positif signifikan terhadap kepuasan nasabah sedangakan
kemampuan berpengaruh negatif signifikan terhadap kepuasan nasabah,
kehandalan berpengaruh positif terhadap kepuasan nasabah, jaminan berpengaruh
positif dan signifikan terhadap kepuasan nasabah dan layanan banking service
berpengaruh positif signifikan terhadap kepuasan nasabah. Sedangkan pada
variabel mediasi bahwa Empati positif signifikan terhadap kepercayaan,
kemampuan berpengaruh positif signifikan terhadap kepercayaan, variabel
kehandalan berpengaruh positif signifikan terhadap kepercayaan sedangkan
variabel jaminan berpengaruh positif tidak signifikan dan layanan banking service
berpengaruh positif signifikan. Empati berpengaruh positif signifikan terhadap
nilai pelayanan, kemampuan sedangkan kemampuan berpengaruh negatif terhadap
nilai pelayanan, kehandalan berpengaruh positif signifikan terhadap nilai
pelayanan, jaminan berpengaruh negatif dan layanan banking service berpengaruh
positif signifikan. Penelitian ini diharapkan sebagai masukan bagi lembaga bank
MNC Yogyakarta untuk mempehatikan service quality dengan baik dan peneliti
selanjutnya dapat dikembangkan serta dijadikan saran perbaikan di manajemen
pemasaran.

Kata Kunci: service quality, kepercayaan, nilai pelayanan: kepuasan nasabah
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Abstract

Given the importance of the banking industry, the purpose of this study was to
look at service quality by using the variables of empathy, capability, reliability,
assurance and digital banking services on customer satisfaction which is
mediated by the variables of trust and service value. This research is quantitative
by using a sample of 100 respondents through the distribution of kousiner. Data
were analyzed using SmartPLS.4 software and a descriptive analysis was
performed on the test results. The results of the hypothesis test show that empathy
has a significant positive effect on customer satisfaction while ability has a
significant negatif effect on customer satisfaction, reliability has a positive effect
on customer satisfaction, assurance has a positive and significant effect on
customer satisfaction and banking service has a significant positive effect on
customer satisfaction. whereas in the mediation variable that Empathy has a
significant positive effect on trust, ability has a significant positive effect on trust,
the reliability variable has a significant positive effect on trust while the
assurance variable has an insignificant positive effect and banking services has a
significant positive effect. Empathy has a significant positive effect on service
value, ability while ability has a negatif effect on service value, reliability has a
significant positive effect on service value, assurance has a negatif effect and
banking service has a significant positive effect. This research is expected to serve
as input for MNC Yogyakarta bank institutions to pay attention to service quality
properly and further research can be developed and used as suggestions for
improvements in marketing management.

Keywords: Service quality, trust, service value: customer satisfaction.
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