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ABSTRAK 

Viviona Mitha Triana (1920603126) 

Kepuasan merupakan kadar perasaan seseorang, dimana setelah 

membandingkan antara harapan dan keinginan dengan perasaan layanan yang 

dirasakan atau dialami saat bertransaksi atau berhubungan. 

Penelitian ini bertujuan untuk mengetahui Pengaruh Fasilitas, Self Service 

Technology, dan Customer Relationship Marketing Terhadap Kepuasan Nasabah. 

Dalam penelitian ini dilakukan dengan metode kuantitatif dan menggunakan 100 

sampel responden serta menggunakan teknik random sampling melalui penyebaran 

kuesioner kepada nasabah Bank Sumsel Babel Syariah Kantor Cabang Palembang. 

Teknik analisis data yang diperoleh dalam penelitian ini melalui analisis model 

pengukuran (Outer Model) dan structural model (Inner model) yang meliputi  uji 

validitas dan reabilitas, uji korelasi diskriminan, analisis nilai dan signifikan 

koefisien jalur serta koefisien determinasi dengan menggunakan aplikasi SmartPLS 

3.0. 

Hasil penelitian ini menunjukkan  bahwa variable fasilitas dan self service 

technology yang diuji tidak berpengaruh secara positif dan signifikan terhadap 

kepuasan nasabah sedangkan variable customer relationship marketing 

berpengaruh positif dan signifikan terhadap kepuasan nasabah Bank Sumsel Babel 

Syariah Kantor Cabang Palembang. 

 

Kata Kunci : Fasilitas, Self Service Technology, Customer Relationship Marketing, 

Kepuasan Nasabah
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ABSTRACT 

Viviona Mitha Triana (1920603126) 

Satisfaction is the level of one's feelings, which is after comparing between 

expectations and desires with feelings of service that are felt or experienced when 

transacting or relating. 

 This study aims to determine the Effect of Facilities, Self Service 

Technology, and Customer Relationship Marketing on Customer Satisfaction. This 

research was conducted using a quantitative method and using a sample of 100 

respondents and using a random sampling technique by distributing questionnaires 

to customers of the Bank Sumsel Babel Syariah Palembang Branch Office. The data 

analysis technique obtained in this study was through the analysis of the 

measurement model (Outer Model) and structural model (Inner model) which 

included validity and reliability tests, discriminant correlation tests, value analysis 

and significant path coefficients and coefficients of determination using the 

SmartPLS 3.0 application. 

 The results of this study indicate that the facilities and self-service 

technology variables tested have no positive and significant effect on customer 

satisfaction, while the customer relationship marketing variable has a positive and 

significant effect on customer satisfaction at Bank Sumsel Babel Syariah 

Palembang Branch Office. 

 

Keywords: Facilities, Self Service Technology, Customer relationship marketing, 

customer satisfaction 
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