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ABSTRAK

Maisarah, 2420420320005, 2026. Pengaruh Personalisasi Layanan,
Stabilitas Sistem dan Citra Perusahaan Terhadap Kepuasan Nasabah Pengguna
Layanan Digital Bank Kalsel Cabang Utama. Pembimbing: Setio Utomo.

Kepuasan nasabah merupakan indikator penting yang mencerminkan
kualitas layanan yang diberikan oleh Bank Kalsel. Nasabah yang puas cenderung
lebih loyal dan bersedia merekomendasikan layanan kepada orang lain, yang pada
gilirannya dapat meningkatkan pangsa pasar bank yang luas. Penelitian ini betujuan
untuk menganalisis pengaruh personalisasi layanan, stabilitas sistem dan citra
perusahaan terhadap kepuasan nasabah pengguna layanan digital Bank Kalsel
Cabang Utama.

Penelitian ini dilakukan di Bank Kalsel Cabang Utama yang berada di Jalan
Lambung Mangkurat No.7, Kertak Baru Ilir, Kec. Banjarmasin Tengah, Kota
Banjarmasin, Kalimantan Selatan. Kuesioner digunakan untuk pengumpulan data
dan analisis regresi linier berganda digunakan untuk menguji hipotesis.

Hasil penelitian menunjukkan bahwa ada pengaruh signifikan personalisasi
layanan terhadap kepuasan nasabah pengguna layanan digital Bank Kalsel Cabang
Utama. Ada pengaruh signifikan stabilitas sistem terhadap kepuasan nasabah
pengguna layanan digital Bank Kalsel Cabang Utama. Ada pengaruh signifikan
citra perusahaan terhadap kepuasan nasabah pengguna layanan digital Bank Kalsel
Cabang Utama. Ada pengaruh personalisasi layanan, stabilitas sistem dan citra
perusahaan secara simultan terhadap kepuasan nasabah pengguna layanan digital
Bank Kalsel Cabang Utama.

Kata kunci: Personalisasi layanan, stabilitas sistem, citra perusahaan dan kepuasan
nasabah
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ABSTRACT

Maisarah, 2420420320005, 2026. The Effect of Service Personalization,
System Stability, and Corporate Image on Customer Satisfaction of Digital Services
Users at Bank Kalsel's Main Branch. Supervisor: Setio Utomo.

Customer satisfaction is an important indicator reflecting the quality of
service provided by Bank Kalsel. Satisfied customers tend to be more loyal and
willing to recommend the service to others, which in turn can increase the bank's
market share. This study aims to analyze the effect of service personalization,
system stability, and corporate image on customer satisfaction of digital services
users at Bank Kalsel's Main Branch.

This study was conducted at Bank Kalsel's Main Branch located at Jalan
Lambung Mangkurat No. 7, Kertak Baru llir, Banjarmasin Tengah District,
Banjarmasin City, South Kalimantan. A questionnaire was used for data collection,
and multiple linear regression analysis was used to test the hypotheses.

The results of the study indicate that there is a significant influence of
service personalization on customer satisfaction of digital services users of Bank
Kalsel Main Branch. There is a significant influence of system stability on customer
satisfaction of digital services users of Bank Kalsel Main Branch. There is a
significant influence of corporate image on customer satisfaction of digital services
users of Bank Kalsel Main Branch. There is a simultaneous influence of service
personalization, system stability and corporate image on customer satisfaction of
digital services users of Bank Kalsel Main Branch.

Keywords: Service personalization, system stability, corporate image, and
customer satisfaction
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