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ABSTRAK

Lusia Wita Natalia Giawa, 2129081030, Pengaruh kualitas pelayanan dan
kepercayaan terhadap kepuasan nasabah pada PT Bank Sumut KCP Sei
Sikambing, Universitas Tjut Nyak Dhien Skripsi Tahun 2025.

Tujuan penelitian ini adalah untuk mengetahui Pengaruh kualitas pelayanan
dan kepercayaan terhadap kepuasan nasabah pada PT Bank Sumut KCP Sei
Sikambing.

Penelitian ini dilakukan pada PT Bank Sumut KCP Sei Sikambing yang
beralamat di jalan Gatot Subroto No. 105. Populasi dari penelitian ini adalah yaitu
nasabah yang telah membuka rekening pada PT Bank Sumut KCP Sei Sikambing dan
sampel 60 nasabah. insturmen penelitian adalah angket dengan model skala likert.
Metode analisis data menggunakan uji analisis data, regresi linier berganda,
asumsi klasik, uji hipotesis dan uji koefisien determinasi.

Hasil penelitian Kualitas pelayanan dan Kepercayaan berpengaruh positif dan
signifikan secara parsial terhadap kepuasan nasabah pada Bank Sumut KCP Sei
Sikambing. Kualitas pelayanan dan kepercayaan berpengaruh positif dan
signifikan secara simultan terhadap kepuasan nasabah pada Bank Sumut KCP Sei
Sikambing

Kata Kunci : Kualitas Pelayanan, Kepercayaan , Kepuasan Nasabah.



ABSTRACT

Lusia Wita Natalia Giaw, 2129081030, The influence of service quality and trust
on customer satisfaction at PT Bank Sumut KCP Sei Sikambing, Tjut Nyak
Dhien University, Thesis Year 2025.

The aim of this research is to determine the influence of service quality and
trust on customer satisfaction at PT Bank Sumut KCP Sei Sikambing.

This research was conducted at PT Bank Sumut KCP Sei Sikambing which
is located at Jalan Gatot Subroto No. 105. The population of this research is
customers who have opened an account at PT Bank Sumut KCP Sei Sikambing and
a sample of 60 customers. The research instrument is a questionnaire with a Likert
scale model. The data analysis method uses data analysis tests, multiple linear
regression, classical assumptions, hypothesis testing and coefficient of
determination testing.

The research results of service quality and trust have a partially positive and
significant effect on customer satisfaction at Bank Sumut KCP Sei Sikambing.
Service quality and trust simultaneously have a positive and significant effect on
customer satisfaction at Bank Sumut KCP Sei Sikambing .

Keywords: Service Quality, Trust, Customer Satisfaction
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