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ABSTRACT

Annisa Fitria Azmi (2024). The Influence of Service Quality and Complaint
Handling on Customer Satisfaction at Bank Mandiri Smart Branch Banjarmasin
Area. Management Study Program. Faculty of Economics and Business. Lambung
Mangkurat University.

Advisor: Raden Roro Yulianti Prihatiningrum.

This research aims to examine and analyze the partial influence of service quality
and complaint handling on customer satisfaction at Bank Mandiri Smart Branch
Banjarmasin Area.

This type of research is quantitative research. The population used in this research
is Bank Mandiri Smart Branch Banjarmasin Area customers who have made
complaints. Data was collected from 50 respondents. The sampling technique used
in this research was purposive sampling using a questionnaire. The data analysis
technique used is multiple linear regression analysis with the SPSS Statistics 26
program application.

The research results show that there is a positive and significant influence between
service quality variables on customer satisfaction and there is a positive influence
between complaint handling variables on customer satisfaction at Bank Mandiri
Smart Branch Banjarmasin Area.

Keywords: Service Quality, Complaint Handling, Customer Satisfaction
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ABSTRAKSI

Annisa Fitria Azmi (2024). Pengaruh Kualitas Pelayanan dan Complaint Handling
Terhadap Kepuasan Nasabah Bank Mandiri Cabang Smart Branch Area
Banjarmasin. Program Studi Manajemen. Fakultas Ekonomi dan Bisnis.
Universitas Lambung Mangkurat.

Pembimbing: Raden Roro Yulianti Prihatiningrum.

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh kualitas
pelayanan dan complaint handling secara parsial terhadap kepuasan nasabah Bank
Mandiri Cabang Smart Branch Area Banjarmasin.

Jenis penelitian ini berupa penelitian kuantitatif. Populasi yang digunakan
dalam penelitian ini adalah nasabah Bank Mandiri Cabang Smart Branch Area
Banjarmasin yang sudah pernah melakukan complaint. Data dikumpulkan dari 50
orang responden. Teknik sampling yang digunakan dalam penelitian ini adalah
purposive sampling menggunakan kuesioner. Teknik analisis data yang digunakan
adalah analisis regresi linear berganda dengan aplikasi program SPSS Statistic 26.

Hasil penelitian menunjukkan bahwa adanya pengaruh positif dan signifikan
antara variabel kualitas pelayanan terhadap kepuasan nasabah dan adanya pengaruh
positif antara variabel complaint handling terhadap kepuasan nasabah Bank
Mandiri Cabang Smart Branch Area Banjarmasin.

Kata Kunci: Kualitas Pelayanan, Complaint Handling, Kepuasan Nasabah
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