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ABSTRACT 

This study aims to examine the effect of service quality on customer satisfaction at 

Bank Mandiri Slamet Riyadi Branch, Solo. The service quality dimensions analyzed 

include tangible, responsiveness, reliability, assurance, and empathy. The 

population consisted of all customers of the branch; since the total population was 

unknown, the Lemeshow formula (Riduwan & Akdon, 2010) was applied to 

determine the sample size, resulting in 100 respondents selected using simple 

random sampling. Data were collected through observation and questionnaires and 

analyzed using SPSS with t-test statistical analysis. The results show that 

responsiveness, reliability, and assurance have a positive and significant effect on 

customer satisfaction, while tangible and empathy show no significant effect. These 

findings indicate that service responsiveness, reliability, and assurance are the 

main factors enhancing customer satisfaction, whereas physical appearance and 

individual attention are not dominant. 

Keywords: service quality, customer satisfaction, SPSS, Bank Mandiri 

 

ABSTRAK 

 

Penelitian ini bertujuan untuk mengkaji pengaruh kualitas layanan terhadap 

kepuasan nasabah Bank Mandiri Cabang Slamet Riyadi, Solo. Dimensi kualitas 

layanan yang dianalisis meliputi tangible, responsiveness, reliability, assurance, 

dan empathy. Populasi penelitian adalah seluruh nasabah cabang; karena jumlah 

populasi tidak diketahui, digunakan rumus Lemeshow (Riduwan & Akdon, 2010) 

untuk menentukan besar sampel, yang menghasilkan 100 responden yang dipilih 

dengan teknik simple random sampling. Data dikumpulkan melalui observasi dan 

kuesioner, kemudian dianalisis menggunakan SPSS melalui uji t. Hasil penelitian 

menunjukkan bahwa variabel responsiveness, reliability, dan assurance 

berpengaruh positif dan signifikan terhadap kepuasan nasabah, sedangkan tangible 

dan empathy tidak berpengaruh signifikan. Temuan ini mengindikasikan bahwa 

ketanggapan, keandalan, dan jaminan layanan merupakan faktor utama dalam 

meningkatkan kepuasan nasabah, sedangkan penampilan fisik dan perhatian 

individual belum menjadi faktor dominan. 

Kata kunci: kualitas layanan, kepuasan nasabah, SPSS, Bank Mandiri 
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