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ABSTRACT

	This research aims to determine the analysis of service quality to customer satisfaction priority Bank Tabungan Negara branch Padang, using tangible dimension, reliability, responsiveness, assurance, empathy. The sample in this research is Bank Tabungan Negara customer amounted to 82 respondents. The sampling technique used is purposive sampling. The type of data used in this study is primary data. In this research using data analysis technique that is SERVQUAL analysis.

	The results of this study found that the priority customers of the Bank Tabungan Negara Padang Branch has not felt the satisfaction of the tangible dimension. The priority customers of Bank Tabungan Negara Padang Branch have not felt satisfaction from the dimensions of reliability. The priority customer of Bank Tabungan Negara Padang Branch has not felt satisfaction from the dimension of responsiveness. State Savings Bank customers of Padang Branch feel satisfaction from assurance dimension. The Customer of State Savings Bank of Padang Branch has not felt satisfaction from emphaty dimension.
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ABSTRAK

Penelitian ini bertujuan untuk mengetahui Analisis kualitas pelayanan terhadap kepuasan nasabah prioritas BTN cabang Padang, dengan menggunakan dimensi tangible, reliability, responsiveness, assurance, empathy. Sampel dalam penelitian ini adalah nasabah Bank Tabungan Negara berjumlah 82 responden. Teknik pengambilan sampel yang digunakan yaitu purposive sampling. Jenis data yang digunakan pada penelitian adalah data primer. Pada penelitian ini mengunakan teknik analisis data yaitu analisis SERVQUAL.

Hasil penelitian ini menemukan bahwa Nasabah prioritas Bank Tabungan Negara Cabang Padang belum merasakan kepuasan dari dimensi tangible. Nasabah prioritas Bank Tabungan Negara Cabang Padang belum merasakan kepuasan dari dimensi reliability. Nasabah prioritas Bank Tabungan Negara Cabang Padang belum merasakan kepuasan dari dimensi responsiveness. Nasabah Bank Tabungan Negara Cabang Padang merasakan kepuasan dari dimensi assurance. Nasabah Bank Tabungan Negara Cabang Padang belum merasakan kepuasan dari dimensi emphaty.

Kata kunci : Kualitas Pelayanan, Kepuasan Nasabah.
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