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FRONTLINER TERHADAP KEPUASAN NASABAH
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ABSTRAK

Tujuan penelitian ini adalah untuk menguji pengaruh Brand Image dan
Kinerja Frontliner Terhadap Kepuasan Nasabah Bank BCA Cabang Ngoro
Mojokerto. Teknik pengumpulan data dalam penelitian ini menggunakan
angket/kuesioner dengan populasi selurunh masyarakat Kota Mojokerto dan
sampelnya adalah Nasabah yang datang ke Bank BCA cabang Ngoro
Mojokerto untuk bertransaksi. Teknik pengambilan sampel menggunakan
accidental Sampling. Metode yang digunakan dalam penelitian ini adalah
Analisis Regresi Linier Berganda dengan menggunakan bantuan software
IBM SPSS versi 26.0. Hasil penelitian yang diperoleh menunjukkan bahwa
variabel Brand Image dan Kinerja Frontliner  berpengaruh terhadap
Kepuasan Nasabah Bank BCA Cabang Ngoro Mojokerto.

Dalam Uji Determinasi (R Square) menunjukkan bahwa pengaruh yang
ditunjukkan Brand Image dan Kinerja Frontliner terhadap Kepuasan
Nasabah Bank BCA Cabang Ngoro Mojokerto secara bersama-sama sebesar
93,9 % dan sisanya 6,1 % dipengaruhi oleh faktor-faktor lain yang tidak di
teliti oleh peneliti seperti kenyamanan area Bank, suhu ruangan, panjang
antrian, kebersihan dan lain-lain. Dengan demikian pihak Bank BCA Cabang
Ngoro Mojokerto meskipun memperoleh hasil yang tinggi akan tingkat
kepuasan nasabah nya, mereka harus tetap meningkatkan kualitas
pelayanannya agar tingkat kepuasan nasabah nya semakin maksimal dan
menjaga agar nasabah yang sudah merasa sangat puas agar tidak turun tingkat
kepuasan mereka.

Kata kunci: Brand Image, Kinerja Frontliner dan Kepuasan Nasabah
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ANALYSIS OF THE INFLUENCE OF BRAND IMAGE AND
FRONTLINER PERFORMANCE ON CUSTOMER SATISFACTION
(Case Study at Bank BCA Ngoro Mojokerto Branch)

By : Dhega Astra Sanfrancisco Tender
Business Administration, Faculty of Social and Political Sciences, University
of 17 August 1945 Surabaya
Email: dhegaastra76@gmail.com

ABSTRACT

The purpose of this study was to examine the effect of Brand Image
and Frontliner Performance on Customer Satisfaction at Bank BCA Ngoro
Mojokerto Branch. The data collection technique in this study used a
questionnaire/questionnaire with the entire population of Mojokerto City and
the sample was customers who came to the Ngoro Mojokerto branch of BCA
Bank for transactions. The sampling technique used was accidental sampling.
The method used in this research is Multiple Linear Regression Analysis
using IBM SPSS version 26.0 software. The results obtained indicate that the
Brand Image and Frontliner Performance variables have an effect on
Customer Satisfaction at Bank BCA Ngoro Mojokerto Branch.

In the Determination Test (R Square) it shows that the influence shown
by Brand Image and Frontliner Performance on Customer Satisfaction of
Bank BCA Ngoro Mojokerto Branch together is 93.9% and the remaining
6.1% is influenced by other factors that are not examined by researchers such
as bank area comfort, room temperature, queue length, cleanliness and others.
Thus, the Bank BCA Ngoro Mojokerto Branch despite obtaining high results
for the level of customer satisfaction, they must continue to improve the
quality of their services so that the level of customer satisfaction is
maximized and keep customers who are already very satisfied so that their
satisfaction level does not decrease.

Keywords: Brand Image, Frontliner Performance and Customer Satisfaction
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