DAFTAR ISI

ABSTRAK ...ttt Error! Bookmark not defined.
DAFTARIS]. Mo 40 00 0000 BNV 40 A0 .. ................ 1
DAFTAR GAMBAR ...ttt ettt ettt et st sttt et st st st e beeaees 3
DAFTAR TABEL ...ttt 4
BAB 1 oo Error! Bookmark not defined.
PENDAHULUAN .....cooiiiiiieecceceeen Error! Bookmark not defined.
1.1 Latar Belakang..........cccccoeveiviniininiennne Error! Bookmark not defined.
1.2 Rumusan Masalah ...........ccocoiiiiiiiiiii e 2
1.3 Tujuan Penelitian ..........cccooiiiiiiieiiiiieie e 2
1.4 Manfaat Penelitian ..........ccooiiiiiiiiiiiieieeeecee e 2
1.4.1  Manfaat TeOTIIS ..oueeeeieriieeiieiie ettt 2
1.4.2  Manfaat PraktiS.......ccooeeiirieniiiiniesiecieeeeeeseeee e 2
BAB 2 .o Error! Bookmark not defined.
TINJAUAN PUSTAKA ..o Error! Bookmark not defined.
2.1 Landasan TeOTT .....cccuieiiieriieiiesie ettt ettt ettt e 4
2.1.1  Komunikasi.......cocceeveeeiiieniieniiennns Error! Bookmark not defined.
2.1.2  Public Relation..............ccccccuc...... Error! Bookmark not defined.
2.1.3  Komunikasi Antarpribadi/Interpersonal.............cccceeeveeririieiiierennnnnns 7
2.1.4  Kualitas Pelayanan ............coocooiiiiiiiiiiiiieiee e 8
2.1.5 Nasabah.......ccccoooeriininiiiienieeeene Error! Bookmark not defined
2.1.6  Kepuasan Nasabah..............ccccueen... Error! Bookmark not defined.

2.2 Penelitian — penelitian yang Relevan...... Error! Bookmark not defined.
2.3 Kerangka Pemikiran.........c..cccceevevneenenn. Error! Bookmark not defined.
2.4 HIPOESIS cvveerieeieeiieeiie e Error! Bookmark not defined.
BAB 3 e Error! Bookmark not defined.
METODOLOGI PENELITIAN ......ccccoviiiiiienne. Error! Bookmark not defined.
3.1  Rencana Penelitian...........cccccceeveeenenee. Error! Bookmark not defined.
3.1.1  Metode dan Jenis Penelitian............ Error! Bookmark not defined.
3.1.2  Objek Penelitian............ccceeeveeenvennne. Error! Bookmark not defined.
3.1.3  Tempat dan Waktu Penelitian.......... Error! Bookmark not defined.

3.2 Populasi dan Sampel Penelitian.............. Error! Bookmark not defined.
3.2.1  Populasi Penelitian.............ccccuu..... Error! Bookmark not defined.



3.2.2  Sampel Penelitian.............ccccceenneen. Error! Bookmark not defined.
3.3 Definisi Operasional Variabel ...........cccccceeviiiiieniiienieniieiecieeeeee e, 20
3.4  Teknik Pengumpulan Data..........cccocieviieiiiiiieiiecieeiecieeeeeie e 21
3.5  Teknik Analisis Data ........cccoceruieriiriiniieiieeieseee e 22
3.5.1  Analisis Statistik Deskriptif............. Error! Bookmark not defined
BAB 4 ettt 25
HASIL DAN PEMBAHASAN ....ootieeeeeeet et 25
4.1  Gambaran Umum Objek Penelitian.........c.cccoceeviniininiiniiniininicneeen, 25
4.1.1  Sejarah Institusi Perusahaan.............ccccocevviniinininnninicneee 25
4.1.2  Struktur Organisasi dan Fungsi.........ccccceceevenvininninicncnncneceenee. 25
4.2 Hasil Penelitian .........ccccoooveveeieniencnnnnne. Error! Bookmark not defined.
4.2.1  Statistik Deskriptif.........cccoveenennen. Error! Bookmark not defined.
4.2.2  Hasil Analisis Deskriptif.................. Error! Bookmark not defined.
4.2.3  Hasil Uji Validitas ........coceoveevuiriiniiniiniineciceicneeeeeieeeeeeeene 30
4.2.4  Hasil Uji Reliabilitas ......c..cccceviiiiiiiniiniiiiiiiiciccceccccec 32
4.2.5  Uji Signifikan Simultan (Uji Statistik F) ...cccooeeiiniinninine. 33
4.2.6  Uji Signifikan Parameter Individual ( Uji statistic t )........ccceevveneee 33
4.3  Pembahasan Hasil Penelitian.................. Error! Bookmark not defined.
4.3.1 Pembahasan Hasil Usia.................... Error! Bookmark not defined.
4.3.2  Pembahasan Jenis Kelamin.............. Error! Bookmark not defined.
4.3.3 Pembahasan Hasil Pekerjaan........... Error! Bookmark not defined.
4.3.3 Pengaruh Kualitas Pelayanan (X) terhadap Kepuasanh Nasabah pada
Bank BTN Kantor Cabang Jakarta Kebon Jeruk (Y)Error!  Bookmark not
defined.
BAB 5 Error! Bookmark not defined.
PENUTUP ..o Error! Bookmark not defined
5.1 Kesimpulan........ccccoooeeeeiiiiniieeieeeiieens Error! Bookmark not defined.
5.2 Saran - Saran .......ccccceeeveeeeiieeniieeneeee Error! Bookmark not defined.
5.2.1  Bagi Perusahaan..........cc.cccocccennennee. Error! Bookmark not defined.
5.2.2  BagiPeneliti.......cccoevviiniiieniiennennen. Error! Bookmark not defined.
DAFTAR PUSTAKA ...ttt 40
LAMPIRAN ..ottt sttt ettt ettt ettt e st enaeenees 42



DAFTAR GAMBAR

Gambar 2.1 Model Komunikasi Lasswell............. Error! Bookmark not defined.
Gambar 2.2 Kerangka BerpiKir.........ccoceviiiiiiiiniiiiiieiencecceccceece 17
Gambar 4.1 Struktur Organisasi Bank BTN KC Jakarta Kebon Jeruk (Bagian
Pelayanan) .........ccueeoiiiiiiiieciiecee et enees 25



DAFTAR TABEL

Tabel 1.1 Indeks Layanan 5 Tahun Terakhir-......... Error! Bookmark not defined.
Tabel 2.2 Penelitian Relevan ...........ccccveieiiieiiiiiciiieciiceeeeee e 16
Tabel 3.1 Definisi Operasional Variabel ............ccccceeiiiniiiiiiniiiiiienie e 21
Tabel 3.2 Skala LIKeIt........cooviiiiiieiiecee e 22
Tabel 4.1 USia ...coooueeiiiiiieiiceiieieeeeeeeeeee e Error! Bookmark not defined.
Tabel 4.2 Jenis Kelamin...........cccocceeiiiniiniinnenne Error! Bookmark not defined.
Tabel 4.3 Pekerjaan.........cccoocveeevvevienieeniecieeen, Error! Bookmark not defined.

Tabel 4.4 Analisis Deskriptif Kualitas Pelayanan. Error! Bookmark not defined.
Tabel 4.5 Analisis Deskriptif Kepuasan Nasabah. Error! Bookmark not defined.

Tabel 4.6 Hasil Uji Validasi Variabel Kualitas Pelayanan (X).........ccccccveereennnnnne 31
Tabel 4.7 Hasil Uji Validasi Kepuasan Nasabah (Y).....cccccooveevviienieniieenienieeiens 32
Tabel 4.8 Hasil Uji Realibilitas Variabel Kualittas Pelayanan (X) dan Kepuasan
NASADAN (V) 1ottt et ettt st e et e e e enbeenbeeenbeenneas 33
Tabel 4.9 Hasil Uji Signifikan Simultan.............ccoeeevieiiiienieniieiecieeeecieeen 33
Tabel 4.10 Hasil Uji StatiStik (£ ) .cceereeerieiiieieeiieeieeeie e 34

Tabel 4.11 Makna nilai korelasi Product Moment Error! Bookmark not defined.
Tabel 4.12 COITEIAtIONS «..cceeeeeeeeeeeeeeeeeeeeeeeeeee e 35



	DAFTAR ISI
	DAFTAR GAMBAR
	DAFTAR TABEL

