ABSTRAK . Error! Bookmark not defined.
KATA PENGANTAR ..ot Error! Bookmark not defined.
UCAPAN TERIMA KASIH.....cccociiiiiiiiiiiiiin Error! Bookmark not defined.
DN e I G 1 I S SR 1
DAFTAR TABEL .coviiieeieee e Error! Bookmark not defined.
DAFTAR GAMBAR ...t Error! Bookmark not defined.
BAB | PENDAHULUAN.......ccooiiiiierenienesiei Error! Bookmark not defined.
A. Latar Belakang Masalah.............c..cccceuennee Error! Bookmark not defined.
B. Rumusan Masalah .........ccccceeeineiiinninniennn. Error! Bookmark not defined.
C. Tujuan Penditian...........ccooeerievcrneneinennnn. Error! Bookmark not defined.
D. Manfaat Pendlitian........cccccveerieeiiininnciennenn Error! Bookmark not defined.
BAB Il KAJAN PUSTAKA, KERANGKA PEMIKIRAN DAN HIPOTESIS
................................................................................ Error! Bookmark not defined.
A. Kaian Pustaka.........cccooovriineeninniiniieienins Error! Bookmark not defined.
1. Kemampuan Kerja.........ccocveeeereeninnnnnnn Error! Bookmark not defined.
a. Pengertian Kemampuan Kerja......... Error! Bookmark not defined.
b. Faktor-faktor Yang Mempengaruhi Kemampuan Kerja.......... Error!
Bookmark not defined.
c. Indikator Kemampuan Kerja............ Error! Bookmark not defined.
2. Kualitas Layanan (Service Quality)....... Error! Bookmark not defined.
a. Pengertian Kualitas Layanan............ Error! Bookmark not defined.
b. Manfaat Kualitas Layanan............... Error! Bookmark not defined.
c. Pengukuran Kualitas Layanan (ServQual)..... Error! Bookmark not
defined.
d. Klasifikasi Kualitas Layanan........... Error! Bookmark not defined.

DAFTARIS

e. Karakteristik Kualitas Layanan........ Error! Bookmark not defined.



f. Strategi MengelolaKualitas Layanan............ Error! Bookmark not
defined.

3. Kepuasan Nasabah...........ccccceevveeernenen. Error! Bookmark not defined.
a. Pengertian Kepuasan Nasabah.......... Error! Bookmark not defined.
b. Manfaat Kepuasan Nasabah............. Error! Bookmark not defined.
c. Faktor-faktor yang Mempengaruhi Kepuasan Nasabah........... Error!
Bookmark not defined.
d. Indikator Kepuasan Nasabah............ Error! Bookmark not defined.

e. Metode Pengukuran Kepuasan Nasabah........ Error! Bookmark not
defined.

f. Pengaruh Kualitas Pelayanan Terhdap Kepuasan Konsumen . Error!
Bookmark not defined.

4. Pendlitian Terdahulu............ccccccceneee. Error! Bookmark not defined.

B. KerangkaPemikiran..........ccccooeiinniennnne Error! Bookmark not defined.
C. HIPOLESIS....ccvveeeeeeee et Error! Bookmark not defined.
BAB Il METODE PENELITIAN.....cccccoviiiineaene Error! Bookmark not defined.
A. Objek Pendlitian.......cccooooeieeiiiiniieiene Error! Bookmark not defined.
B. Metode Pendlitian..........ccccceeeevenienennicninn. Error! Bookmark not defined.
C. Operasionalisas Variabel Pendlitian.......... Error! Bookmark not defined.
D. Populasi dan Teknik Penarikan Sampdl .....Error! Bookmark not defined.
1. POPUIBS .o st Error! Bookmark not defined.

2. Teknik Pengambilan Sampdl ................. Error! Bookmark not defined.

E. Teknik Pengumpulan Data......................... Error! Bookmark not defined.
1. Studi Dokumentas ..........cooeceeviienvericnnes Error! Bookmark not defined.

2. WaWanCara........ccoemeeereeeieeseeseeesieeens Error! Bookmark not defined.

3. ANQGKEL ... Error! Bookmark not defined.

F. Teknik Pengujian Instrumen..........cccc.c...... Error! Bookmark not defined.
1. Uji Vaiditas....c.ccoevevveeveeieceeceeie e Error! Bookmark not defined.

2. Uji Reiabilitas.......cccocevvvieiieniiiiciennn, Error! Bookmark not defined.

G. Teknik AnalisisData.........cccccoveenerernuennn. Error! Bookmark not defined.

1. Perhitungan Persentase.........c...ccccueeueee. Error! Bookmark not defined.



2. Uji Persyaratan Pengolahan Data.......... Error! Bookmark not defined.

3. AndlisisKorelas Sederhana.................. Error! Bookmark not defined.
4. Regresi Ganda........ccceeveeeeveesieeceeseennn. Error! Bookmark not defined.
5. Koefisien Determinasi (KD).................. Error! Bookmark not defined.
6. Rancangan Pengujian Hipotesis............ Error! Bookmark not defined.

BAB IV HASIL PENELITIAN DAN PEMBAHASAN..... Error! Bookmark not
defined.
A. Profil PT. Bank Negara Indonesia (Persero) Thk. Kantor Cabang

Universitas Pendidikan Indonesia Bandung............. Error! Bookmark not

defined.

1. Sgarah dan Perkembangan PT. Bank Negara Indonesia (Persero) Thk.
Kantor Cabang Universitas Pendidikan Indonesia Bandung......... Error!
Bookmark not defined.

2. Lokas Perusahaan.........c.cccoceeveeneeniennn. Error! Bookmark not defined.
a ASPeK Primer......cccceeveveeiecieeieenns Error! Bookmark not defined.
b. Aspek Sekunder .........cccceevviieeieennnne Error! Bookmark not defined.

3. Vi, Mig, Nilal, dan Tujuan Perusahaan............ Error! Bookmark not
defined.

a. Vis Perusahaan.........ccccccocvceiiinnnnns Error! Bookmark not defined.

b. Mis Perusahaan. ..........ccccccoovverennene Error! Bookmark not defined.

C. VauesPerusahaan. ........ccco.coomuennnnne Error! Bookmark not defined.

d. Tujuan Perusahaan .........c.cc..ccoveennnne Error! Bookmark not defined.

4, KEPegawaian ..........cccevveveereesreeieenennens Error! Bookmark not defined.

B. AnalisaDataHasl Penditian..................... Error! Bookmark not defined.

1. Pemantapan Instrumen Penelitian ......... Error! Bookmark not defined.
a UjiVaiditas.......ccooovvveneninnieiene Error! Bookmark not defined.
b. Uji Reiabilitas..........cccoevvvvriverrnnnnne Error! Bookmark not defined.

2. Pengujian Persyaratan Analisis Data.....Error! Bookmark not defined.
a. Uji NormalitasData.........ccccceeruenene Error! Bookmark not defined.
b. Uji Linieritas Data.........cccccevevevennnnne Error! Bookmark not defined.

3. Pengujian Hipotess.........ccceevevvevenennee. Error! Bookmark not defined.



a. Uji Hipotesis Pertama..........ccccc..... Error! Bookmark not defined.

b. Uji HipotesisKedua.............ccccuennene Error! Bookmark not defined.

C. Pembahasan.........ccccooviniiiiiiiiiice Error! Bookmark not defined.
1. Andlisis Tingkat Kemampuan Kerja.....Error! Bookmark not defined.

2. AndisisKualitas Layanan..................... Error! Bookmark not defined.

3. Andlisis Tingkat Kepuasan Nasabah.....Error! Bookmark not defined.

4. Pengaruh Kemampuan Kerjaterhadap Kepuasan Nasabah .......... Error!

Bookmark not defined.
5. Pengaruh Kualitas Layanan Pegawai Terhadap Kepuasan Nasabah
Error! Bookmark not defined.
BAB V KESIMPULAN DAN SARAN.......cc.cceue.. Error! Bookmark not defined.
DAFTAR PUSTAKA ..o Error! Bookmark not defined.



