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ABSTRAK 

 

 

Marissa Yusana, 2420420320002, 2026. Pengaruh Kualitas Pelayanan dan 

Corporate Social Responsibility (CSR) terhadap Citra Bank Kalimantan 

Selatan. Pembimbing: Irwansyah 

Citra perusahaan merupakan salah satu aset strategis bagi perbankan karena 

memengaruhi kepercayaan dan persepsi nasabah terhadap perusahaan. Dalam 

menghadapi persaingan industri perbankan yang semakin kompetitif, Bank Kalsel 

perlu terus meningkatkan kualitas pelayanan serta mengoptimalkan pelaksanaan 

Corporate Social Responsibility (CSR) sebagai upaya membangun citra perusahaan 

yang positif. Penelitian ini bertujuan untuk menganalisis pengaruh kualitas 

pelayanan dan CSR terhadap citra Bank Kalsel. 

Penelitian ini menggunakan pendekatan kuantitatif dengan desain survei 

eksplanatori. Penelitian dilakukan pada nasabah Bank Kalsel yang berdomisili di 

Provinsi Kalimantan Selatan. Pengumpulan data dilakukan menggunakan 

kuesioner dengan teknik purposive sampling terhadap 94 responden. Analisis data 

menggunakan analisis regresi linier berganda untuk menguji pengaruh kualitas 

pelayanan dan CSR terhadap citra Bank Kalsel. 

Hasil penelitian menunjukkan bahwa kualitas pelayanan berpengaruh 

positif dan signifikan terhadap citra Bank Kalsel. CSR juga berpengaruh positif dan 

signifikan terhadap citra Bank Kalsel. Secara simultan, kualitas pelayanan dan CSR 

berpengaruh positif dan signifikan terhadap citra Bank Kalsel. Temuan penelitian 

menunjukkan bahwa peningkatan kualitas pelayanan yang didukung oleh 

implementasi CSR secara konsisten mampu memperkuat citra Bank Kalsel di mata 

nasabah. 

Kata kunci: kualitas pelayanan, Corporate Social Responsibility (CSR), citra 

perusahaan, Bank Kalsel. 
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ABSTRACT 

 

 

Marissa Yusana, 2420420320002, 2026. The Influence of Service Quality and 

Corporate Social Responsibility (CSR) on the Corporate Image of Bank 

Kalimantan Selatan. Supervisor: Irwansyah. 

Corporate image is one of the strategic assets in the banking industry as it 

influences customers' trust and perceptions of a company. In response to the 

increasingly competitive banking industry, Bank Kalsel needs to continuously 

improve its service quality and optimize the implementation of Corporate Social 

Responsibility (CSR) as an effort to build a positive corporate image. This study 

aims to analyze the influence of service quality and CSR on the corporate image of 

Bank Kalsel. 

This study employed a quantitative approach using an explanatory survey 

design. The research was conducted on Bank Kalsel customers residing in South 

Kalimantan Province. Data were collected through questionnaires using a 

purposive sampling technique involving 94 respondents. The data were analyzed 

using multiple linear regression analysis to examine the influence of service quality 

and CSR on the corporate image of Bank Kalsel. 

The results indicate that service quality has a positive and significant 

influence on the corporate image of Bank Kalsel. CSR also has a positive and 

significant influence on the corporate image of Bank Kalsel. Simultaneously, 

service quality and CSR have a positive and significant influence on the corporate 

image of Bank Kalsel. The findings suggest that improving service quality, 

supported by the consistent implementation of CSR, can strengthen the corporate 

image of Bank Kalsel in the eyes of its customers. 

 

Keywords: service quality, Corporate Social Responsibility (CSR), corporate 

image, Bank Kalsel. 
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