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ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh product knowledge,
komunikasi, dan sikap layanan karyawan terhadap penilaian nasabah pada PT. Bank Mayapada
Internasional Cabang Medan Asia. Jenis penelitian yang digunakan adalah penelitian
kuantitatif dengan pendekatan asosiatif. Populasi dalam penelitian ini adalah seluruh nasabah
aktif PT. Bank Mayapada Internasional Cabang Medan Asia sebanyak 200 nasabah. Teknik
pengambilan sampel menggunakan rumus Slovin dengan tingkat kesalahan 5% sehingga
diperoleh jumlah sampel sebanyak 133 responden. Data penelitian dikumpulkan melalui
penyebaran kuesioner dan dianalisis menggunakan analisis regresi linier berganda dengan
bantuan program SPSS versi 25. Hasil penelitian menunjukkan bahwa secara parsial product
knowledge, komunikasi, dan sikap layanan karyawan berpengaruh positif dan signifikan
terhadap penilaian nasabah. Secara simultan, product knowledge, komunikasi, dan sikap
layanan karyawan juga berpengaruh signifikan terhadap penilaian nasabah pada PT. Bank
Mayapada Internasional Cabang Medan Asia. Penilaian nasabah dipengaruhi oleh product
knowledge, komunikasi, dan sikap layanan karyawan, sedangkan sisanya dipengaruhi oleh
faktor lain di luar variabel yang diteliti dalam penelitian ini.

Kata Kunci: Product knowledge, Komunikasi, Sikap Layanan, Penilaian Nasabah
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ABSTRACT

This study aims to examine and analyze the effect of product knowledge, communication, and
employee service attitude on customer evaluation at PT. Bank Mayapada Internasional Medan
Asia Branch. This research employs a quantitative approach with an associative research
design. The population of this study consists of 200 active customers of PT. Bank Mayapada
Internasional Medan Asia Branch. The sample was determined using the Slovin formula with
a 5% margin of error, resulting in 133 respondents. Data were collected through questionnaires
and analyzed using multiple linear regression analysis with the assistance of SPSS version 25.
The results show that product knowledge, communication, and employee service attitude
individually have a positive and significant effect on customer evaluation. Simultaneously,
product knowledge, communication, and employee service attitude also have a significant
effect on customer evaluation at PT. Bank Mayapada Internasional Medan Asia Branch.
Customer evaluation is influenced by product knowledge, communication, and employee
service attitude, while the remaining variance is explained by other factors not examined in this
study.

Keywords: Product knowledge, Communication, Employee Service Attitude, Customer
Evaluation
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