DAFTAR ISI

LEMBAR PENGESAHAN. ...t i

LEMBAR PERNYATAAN ORISINALITAS. ... I
KATA PENGANTAR ...t

ABSTRAK ... et
DAFTAR ISH .. a e e e e s s nnnees
DAFTAR TABEL .ottt iiiiibibebbesbeeeeessssssssssssssssesessnssssssssssssssssnns i
DAFTAR GAMBAR . ...t
BAB | PENDAHULUAN
1.1 GambaranUmumObjek Penelitian............ccooiiiiiiiiiiiiee e
1.1.1 Sejarah Singkat Perusahaan PT. Prudential Life Assurance
(Prudential INdONESIA).......ccveiiiiiieiiie e
1.1.2 Visi dan Misi PT. Prudential Life Assurance
(Prudential INdONESIA) .....ccvvviiiiiiieiiie e
1.1.3 Produk Perusahaan .............cccoueiiiieiiiieiiiiie i
1.1.4  L0QO Perusanaan .........ccoccueeiiiieiiiiieiiiiie ittt
1.2 Latar Belakang Penelitian ...........cocuioiiiiiiiiiiiiie e
1.3 Perumusan Masalah ...
1.4 TUJUAN PENEIITIAN ....oiiiiiiiiiie e
1.5 Kegunaan Penelitian .........cc.ooiiiiiiiiiiiiie it
1.6 Sistematika PenuUliSaN ...........coceiiiiiiiiii s
BAB Il TINJAUAN PUSTAKA DAN LINGKUP PENELITIAN
2.1 TINJAUAN PUSTAKA. ... .eeiiiieiiiie et
2.1.1 PeNQErtian JASA .......ceiiuuieiiiieiiieesiie ettt ettt
2.1.2  KaraKteriStik JASA..........coiiuiiiiiiieiiiie et
2.1.3  Kualitas Pelayanan ...........cccooiiiiiieiiii e

2.1.4 Dimensi Kualitas Layanan ........c.ccccoieeiiiieiiieeeiiee e

vi



2.1.5 Persepsi Terhadap Kualitas Jasa .........ccccooeveeiiiieiiieeniiiie e 19

2.1.6  Kepuasan Pelanggan ........ccccoiiiiiiiiiieiiee e 20
2.1.7 Faktor — Faktor yang Mempengaruhi Kepuasan Pelanggan.................. 22
2.1.8 Metode Pengukuran Kepuasa Pelanggan...........cccocoveiiieeiiieniiieeiinnns 23
2.2 Penelitian TerdanUlU ...........coooiiiiiiie e 25
2.3 Kerangka PemiKiran...........ccuiiiiiiiiiie e 36
2.4 HIpOtesiS PENEIILIAN. .........ooiiiiiiiie e 37
2.5 Ruang Lingkup Penelitian...........ccoouiiiiiiiiiie e 38
BAB Il METODE PENELITIAN
3.1 JENIS PENEIHTIAN ...ooiviiiiiiiie et 39
3.2 Variabel Operasional...........ccooiiiiiiiiiiie e 39
3.2.1 Variabel Operasional ............cccceiiiiiiiiiiie e 39
3.2.2  SKala PeNQUKUIAN .........coiiiiiiiieice e 42
3.3 Tahapan Penelitian ..........coccuieiiiiieiiiie e 45
3.4 Populasi dan SAMPel .......oooiiiiiii 46
341 POPUIBST .. 46
4.2 SAMPEL e 46
3.4.3 Tekhnik SAmPliNg .....ccvvviiiiiii e 47
3.5 Tekhnik Pengumpulan Data ...........cccooiiiieiiieiiiiie e 48
3.5.1 DAt PrIMET .oieiiiiiie ettt 48
3.5.2 DAt SEKUNUEE ......eiiiiiieiiiie ettt 48
3.6 Uji Validitas dan Reabilitas ...........ccccoiiiiiiiiiiiiiie e 49
3.6.1 UJIValIdItas ....oooiviiiiiiiiiii e 49
3.6.2  UJIREADIITAS ...ooovvieiiiieiiiie e 51
3.7 Tekhnik ANaliSis DAta ........c.ccovuiiiiiieiiiie e 53
3.7.1  Analisi DesKIIPLiT .....coooiiiiiiic e 53
3.7.2 Metode Succesive Interval (MSI) ......ccccooiiiiiiiiie e 55
3.7.3  UjJi ASUMST KIASTK ....vviiiiiiiiiiieee e 57
3.7.4 Analisis Regresi Linear Berganda ...........cccccovuveiiiiniiiiie e 58

Vii



3.8 Pengujian HIPOTESIS ....c.vvviiiiieiiiie ettt 60
BAB 1V HASIL PENELITIAN DAN PEMBAHASAN
4.1 Karakteristik Responden Nasabah PT. Prudential Life Asssurance Bandung ... 63

4.1.1 Demografi RESPONUEN ......cueviiiiieiiiieiiie e 63
4.2 Tanggapan Responden (Nasabah PT. Prudential Bandung) Terhadap
KUAIIEAS LAYANAN .....iiiiiiiiiiiiie ettt 68
4.2.1 Tanggapan Responden Terhadap Dimensi Tangibles (X1)................... 69
4.2.2 Tanggapan Responden Terhadap Dimensi Emphaty(X2)...........c.......... 70
4.2.3 Tanggapan Responden Terhadap Dimensi Reliability(X3) ................... 72
4.2.4 Tanggapan Responden Terhadap Dimensi Responsiveness(X4) ........... 74
4.2.5 Tanggapan Responden Terhadap Dimensi Assurance(X5) .........ccc....... 75
4.2.6 Tanggapan Responden Terhadap Kepuasan Nasabah (Y) .........cc......... 77
4.3 HaSH PENEIILIAN ...ooiiiiiiiii e 78
4.3.1 Hasil Uji Asumsi KIaSiK .........ccoeiiiiiiiiieiiiee e 79
4.3.2 Hasil Analisis Regresi Linear Berganda ...........ccccoooviiiiiiiieie e, 82
4.3.3  KOefiSien DELermMINASH ......ceceiiieieiiiieeiiieeiiiieeeiee e siiee e 85
4.3.4 Pengujian HIPOTESIS ...cvvveiieieiiiieiiie ettt 86
4.4 Pembahasan Hasil Penelitian ...........cccooiiiiiiiiie e 89

4.4.1 Pengaruh Kualitas Layanan Terhadap Kepuasan Nasabah
Secara SIMUILAN ... 89

4.4.2 Pengaruh Pengaruh Kualitas Layanan Terhadap Kepuasan Nasabah

SeCara Parsial .........oooiiiiiiii 90
BAB V KESIMPULAN DAN SARAN
5.1 KESIMPUIAN .o 91
5.2 SANAN ...t e e e nn et e e anae s 91
5.2.1 Saran Bagi Perusahaan ..........ccccoovuiiiiiiiiiic e 93
5.2.2 Saran Untuk Penelitian Selanjutnya .........c.cccoooeiiiiiiiieniiiie e 94
DAFTAR PUSTAKA
LAMPIRAN

viii



DAFTAR TABEL

TADEI 2.1 SKITPST ittt 25
Tabel 2.2Jurnal NaSioNal ..........ocoviiiiiii e 29
Tabel 2.3 Jurnal International..............ccceiiieiiien e 32
Tabel 3.1 Operasional Variabel ............ccovieiiiiii e 40
Tabel 3.2 Skala Pengukuran Likert dan SKor Nilai ..........cccocveeiviinieiiiiiiiee e, 44
Tabel 3.3 Uji Validitas Kualitas Layanan ...........cccccceeieeeiiieeiiiieee e 50
Tabel 3.4 Uji Validitas Kepuasan Pelanggan ...........cccocceiiiiiieniiiec e 51
Tabel 3.5 Hasil Uji Raeabilitas Variabel Kualitas Layanan .............ccccocceevveennee. 52
Tabel 3.6 Hasil Uji Raeabilitas Variabel Kepuasan Pelanggan .............ccccccve..e. 53
Tabel 3.7  Kriteria Interpretasi SKOI ........coovieiiiiiiiiie e 55
Tabel 4.1 Responden Berdasarkan Jenis Kelamin .............ccoccooviiiiiiinec e, 64
Tabel 4.2 Responden Berdasarkan UsSIa ...........cccceovivieeeiiiiiiiec e 65
Tabel 4.3 Responden Berdasarkan Pekerjaan ............cccocveeviieiiienniiies e 66
Tabel 4.4 Responden Berdasarkan Rata-rata Pendapatan ............cccccceveeeeineennne 67
Tabel 4.5 Tanggapan Responden Mengenai Dimensi Tangibles (X1) ................. 69
Tabel 4.6 Tanggapan Responden Mengenai Dimensi Emphaty (X2) ................... 70
Tabel 4.7 Tanggapan Responden Mengenai Dimensi Reliability (X3) ................ 72
Tabel 4.8 Tanggapan Responden Mengenai Dimensi Responsiveness (X4) ........ 74
Tabel 4.9 Tanggapan Responden Mengenai Dimensi Assurance (X5) ................ 75
Tabel 4.10 Tanggapan Responden Mengenai Kepuasan Nasabah (Y) .........c.cc....... 77
Tabel 4.11 Uji NOrmalitas ........cocoiiiiiiiiiiiie e 80
Tabel 4.12 Uji MUIIKOINEAITLAS ........ceeiiiiiiiieiiiiie e 81
Tabel 4.13AnalisisRegresi Linear Berganda...........cccccevveeeiiieeiiiiee e 82
Tabel 4.14  Uji Koefisien Determinasi .........cccovvvvvieiiiiiee i 85
Tabel 4.15 Hasil Hipotesis Secara Simultan (Uji F).......ccccoooviiiiiiiii e 86
Tabel 4.16 Pengujian Hipotesis Secara Parsial (Ujit) ......ccoocevviiiiiiiniiinniiieee 88



DAFTAR GAMBAR

Gambar 1.1LogoPT. Prudential Life ASSUIaNCE .........cccoeeiriiieiiiieeiiiieesiie e 5

Gambar 1.2Grafik Perkembangan Industri Peransuransian ............cccccoveeeeineenne 6

Gambar 1.3 Grafik Evaluasi Keluhan Nasabah.............ccccccoviiii 10
Gambar 2.1 Empat Karakteristik JaSa ..........cccevvueieriiriiiiieeeiiie e 15
Gambar 2.4 Kerangka PEMIKIFAN .........cooviiiiiiiiiie e 37
Gambar 3.1 Tahapan Penelitian.............ccoeiiiiiiiiii e 45
Gambar 3.2 Garis KONTINUM ........ooiiiiiiiie e 55
Gambar 4.1 Data Responden Berdasarkan Jenis Kelamin ...........cc.cccoeviieinnnn. 64
Gambar 4.2 Data Responden Berdasarkan Usia ...........cccovveiiieeiiinieiiiee e 65
Gambar 4.3 Data Responden Berdasarkan Pekerjaan .........c.cccoooeeiviieiiinniiienne 67
Gambar 4.4 Data Responden Berdasarkan Pendapatan ............ccccooeveviieniiinnennne 68
Gambar 4.5 Garis Kontinum Dimensi Tangibles (X1) .......ccccovieiiiiniiieniiiieene 70
Gambar 4.6Garis Kontinum Dimensi Emphaty (X2) ......cccccovvveiiiiniiiieiiiee e 71
Gambar 4.7Garis Kontinum DimensiReliability (X3) .....ccccoooveiiiiiiiieiiie e 73
Gambar 4.8 Garis Kontinum Dimensi Responsiveness (X4) .......ccccccovvveeriveeenne 75
Gambar 4.9  Garis Kontinum Dimensi ASsurance (X5) ......ccccocevvriieiiieesnneennn 77
Gambar 4.10 Garis Kontinum Dimensi Kepuasan Nasabah (Y) ........ccccccceiiennne 78
Gambar 4.11 Uji NOrmMaltas ........ccccoevuiiiiiiiiiiie e 79
Gambar 4.12  Uji HeterokedastiSItas ..........ccccoiveierieiiiiierieiiie i 82



