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ABSTRAK

PERAN SERVICE QUALITY DALAM MENINGKATKAN KEPUASAN
NASABAH BUMDes MAJU SEJAHTERA KABUPATEN JOMBANG

SALSA NANDA AFIKA
NPM. 21041010041

Penelitian dilakukan guna mengkaji dampak mutu pelayanan yang mencakup aspek
fasilitas nyata, konsistensi layanan, kecepatan respons, kepastian, serta perhatian
terhadap kepuasan pelanggan BUMDes Maju Sejahtera di Desa Ngampungan
melalui metode kuantitatif berjenis hubungan sebab akibat. Sampel penelitian
sebanyak 90 responden yang merupakan seluruh nasabah aktif BUMDes dengan
teknik total sampling. Informasi penelitian diperoleh menggunakan angket berskala
Likert 1 sampai 4 kemudian dianalisis menggunakan metode regresi linier
multivariat berbantuan SPSS. Temuan penelitian membuktikan bahwa mutu
seluruh aspek pelayanan secara kolektif memberikan dampak signifikan terhadap
kepuasan konsumen0,523. Secara parsial, seluruh dimensi berpengaruh signifikan
terhadap kepuasan nasabah, yaitu tangibles (B = 0,264; p= 0,022), reliability (B =
0,295; p = 0,005), responsiveness (f = 0,360; p < 0,001), assurance (f=0,193;p=
0,035), dan empathy ( = 0,337; p = 0,001). Dimensi responsiveness dan empathy
memiliki pengaruh paling dominan. Kajian ini menyumbangkan bukti empiris
bahwa semua aspek SERVQUAL memberikan dampak nyata, meskipun daya
tanggap dan empati menjadi variabel yang paling dominan dominan, sehingga
memperkaya literatur mengenai kualitas pelayanan pada BUMDes yang masih
terbatas dan menunjukkan pergeseran penting dari aspek fisik menuju aspek
interaksi pelayanan.

Kata Kunci: Service Quality, Kualitas Pelayanan, Kepusan Nasabah, BUMDes.
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ABSTRACT

THE ROLE OF SERVICE QUALITY IN IMPROVING CUSTOMER
SATISFACTION OF BUMDes MAJU SEJAHTERA, JOMBANG REGENCY

SALSA NANDA AFIKA
NPM. 21041010041

This study aims to analyze the influence of multiple dimensions of service
performance dimensions consisting of tangibility, dependability, promptness,
certainty, and concern on consumer satisfaction levels of BUMDes Maju Sejahtera,
Ngampungan Village, Bareng District, Jombang Regency, using a quantitative
methodology employing a causal relationship research design. The study
participants was 90 respondents who were all active BUMDes customers with a
total respondent selection method. Information was obtained using a four-point
Likert questionnaire and processed through multiple regression analysis assisted
by SPSS. The findings indicated that overall service quality collectively influenced
customer satisfaction significantly (F = 18.462; p < 0.001) using the explanatory
power index (R?) of 0.523. Partially, all dimensions have a significant effect on
customer satisfaction, namely tangibles (= 0.264; p = 0.022), reliability (f =
0.295; p = 0.005), responsiveness (f = 0.360; p < 0.001), assurance ( = 0.193; p
= 0.035), and empathy (f = 0.337; p = 0.001). The responsiveness and empathy
dimensions have the most dominant influence. This study provides an empirical
contribution by showing that all SERVQUAL dimensions have a significant effect,
but the responsiveness and empathy dimensions have the most dominant influence,
thus enriching the literature on service quality in BUMDes which is still limited
and indicating an important shift from the physical aspect to the interaction aspect
of service

Keywords: Service Quality, Customer Satisfactions, Village-Owned Enterprise
(BUMDes)
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