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ABSTRAK

Penelitian ini bertujuan untuk mengetahui Pengaruh Kualitas Pelayanan, Kualitas
Produk, Promosi dan Citra Perusahaan Terhadap Kepuasan Nasabah Pada PT Bank
HSBC Indonesia Cabang Perintis Medan, baik secara simultan maupun parsial. Jenis
penelitian yang digunakan dalam penelitian ini adalah penelitian deskriptif kuantitatif.
Populasi pada penelitian ini adalah Nasabah Bank HSBC Cabang Perintis Medan
sebanyak 700 orang. Teknik pengambilan sampel menggunakan metode Simple
random sampling dengan jumlah sampel sebanyak 255 responden. Metode analisis
data yang digunakan adalah analisis regresi linear berganda. Berdasarkan hasil
penelitian Hipotesis Pertama secara simultan dan parsial, Kualitas Pelayanan, Kualitas
Produk, Promosi dan Citra Perusahaan berpengaruh signifikan terhadap Kepuasan
Nasabah. Nilai Adjusted R Square sebesar 82,6% berarti bahwa Kepuasaan Nasabah
dapat dijelaskan dengan Kualitas Pelayanan, Kualitas Produk, Promosi dan Citra
Perusahaan. Sementara sisanya sebesar 17,4% dijelaskan oleh variabel lainnya yang
tidak diteliti dalam penelitian ini.

Kata Kunci: Kepuasan Nasabah, Kualitas Pelayanan, Kualitas Produk, Promosi,
Citra Perusahaan
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ABSTRACT

The purpose of this study was to analyze the influence of service quality, product
quality, promotion and company image towards client’s satisfaction on PT Bank
HSBC Indonesia Branch Perintis Medan. The sampling technique was using simple
random sampling and the number of samples in this study amounted to 255
respondents. The method of data analysis used multiple linear regression analysis.
Based on the research, it was found that the product quality, promotion and company
image variables partially influence the client’s satisfaction, while the service quality
variable partially has no effect on the client’s satisfaction. However, simultaneously
variables, service quality, product quality, promotion, and company image affect
client’s satisfaction. The result of the coefficient of determination is 82.6%, this shows
that the variables consisting of service quality, product quality, promotion and
company image affect the client’s satisaction variables by 82.6%. While the remaining
17.4% is explained by other variables not examined in this study.

Keywords: Client Satisfaction, Service Quality, Product Quality, Promotion,
Company Image
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