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ABSTRACT 
 
 

 

Firmanda. 302 13 11 032. The Analysis of Service Quality, Facility and Location 

Effect towards Customer Satisfaction on Teras BRI Pasar Lubuk, Central Bangka 

Regency. 
 
 
 

This  research  was  motivated  by  phenomenon  showing  that  there  were  many 

customers complained that they had not obtained maximum satisfaction from what 

they obtained on Teras BRI Pasar Lubuk of Central Bangka Regency, and to know 

whether service quality (X1), facility (X2) and location (X3) influenced the customer 

satisfaction (Y). The purpose of this study was to discover and analyze the influence 

of service quality, facility and location on customer satisfaction on Teras BRI Pasar 

Lubuk Central Bangka Regency. 
 

Thes research was quantitative descriptive research with 85 respondents, the 

technique  of  collecting  samples  used  in  this  research  was  accidental  sampling 

method. In this study, the independent variables were service quality, facility, and 

location and the dependent variable was customer satisfaction. The analysis methods 

applied in this research were multiple linier analysis with t test, f tes, and coefficient 

of determination analysis (R2). 
 

The  results  of  research  on  service  quality  variable  (XI)  were  obtained  tcountr 

(2.072)> ttable (1.66388), facility variable (X2) tcount (4,506 )> t table (1,66388) 

and location variable (X3) tcount (4,842). Thus, the quality of service (X1) had a 

partrial effect on customer satisfaction (Y) and facility (X2) partially influenced on 

customer satisfaction (Y) and location (X3) partially influenced the customer 

satisfaction  (Y). The F test results showed that F count (113.061)> F table (3.11), 

while the significance was 0,000 <0,05, meaning that the quality of service, facility 

and location simultanceously affected customer satisfaction. While the results of the 

coefficient of determinator (R2) showed that thr variable quality of service, facility 

and location affected customer satisfaction variables by 80% and the remaining 20% 

influenced by other variables outside the research variables. 
 

Key words : Service Quality, Facility, Location, and Customer Satisfaction 
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ABSTRAK 

 
Firmanda. 302 13 11 032. Analisis Pengaruh Kualitas Pelayanan, Fasilitas 

dan Lokasi terhadap Kepuasan Nasabah pada Teras BRI Pasar Lubuk 

Kabupaten Bangka Tengah. 
 

Penelitian ini dilatarbelakangi fenomena yang menunjukkan bahwa 

banyak nasabah yang mengeluhkan belum memperoleh kepuasan yang 

maksimal dari apa yang mereka dapatkan pada Teras BRI Pasar Lubuk 

Kabupaten Bangka Tengah, serta mengetahui apakah kualitas pelayanan (X1), 

fasilitas (X2) dan lokasi (X3) mempengaruhi kepuasan nasabah (Y). Tujuan 

dari penelitian ini adalah untuk mengetahui dan menganalisis bagaiman 

pengaruh kualitas pelayanan, fasilitas dan lokasi terhadap kepuasan nasabah 

pada Teras BRI Pasar Lubuk Kabupaten Bangka Tengah. 
Penelitian  ini  merupakan  penelitian  deskriptif  kuantitatif  dengan 

jumlah   sampel   sebanyak   85   responden,   teknik   pengumpulan   sampel 
menggunakan metode accidental sampling. Pada penelitian ini variabel 
bebasnya   yaitu   kualitas   pelayanan,   fasilitas,   dan   lokasi   serta   variabel 
terikatnya  yaitu  kepuasan  nasabah.  Metode  analisis  menggunakan  analisis 

linear berganda dengan uji t, uji F, serta analisis koefisien determinasi (R
2 

. 

Hasil penelitian pada variabel kualitas pelayanan (X1) diperoleh thitung 

(2,072) > ttabel (1,66388), variabel fasilitas (X2) thitung (4,506) > ttabel (1,66388) 
dan variabel lokasi (X3) thitung (4,842). Dengan demikian kualitas pelayanan 

(X1) berpengaruh secara parsial terhadap kepuasan nasabah (Y) dan fasilitas 
(X2) berpengaruh secara parsial terhadap kepuasan nasabah (Y) serta lokasi 
(X3) berpengaruh secara parsial terhadap kepuasan nasabah (Y). Hasil uji F 

menunjukan bahwa Fhitung  (113,061) > Ftable  (3,11), sedangkan signifikansi 
adalah  0,000  <  0,05,  yang  berarti  kualitas  pelayanan,  fasilitas  dan  lokasi 
secara   bersama-sama   atau   simultan   mempengaruhi   kepuasan   nasabah. 

Sementara hasil hasil koefisien determinasi (R
2
 menunjukkan bahwa variabel 

kualitas pelayanan, fasilitas dan lokasi mempengaruhi variabel kepuasan 
nasabah  sebesar  80%  dan  sisanya  20%  dipengaruhi  variabel  lain  diluar 
variabel penelitian. 

 
 
 

Kata   Kunci:   Kualitas   Pelayanan,   Fasilitas,   Lokasi   dan   Kepuasan 

Nasabah 
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