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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan 

internet banking yang meliputi efficiency, reliability, fulfillment dan privacy 

secara parsial maupun simultan terhadap kepuasan nasabah. Populasi dalam 

penelitian ini tidak diketahui jumlahnya yaitu nasabah BCA Cabang Santa, Jakarta 

Selatan. Sampel yang digunakan dalam penelitian ini adalah 100 sampel. 

Berdasarkan kriteria yang telah ditentukan data sampel yang telah digunakan 

sebanyak 100 dari total 130 kuesioner. Pengumpulan data yang digunakan dalam 

penelitian ini diambil dengan menggunakan random sampling. Metode   

pengumpulan data yang digunakan dalam penelitian ini yaitu kuesioner, serta jenis 

data yang digunakan dalam penelitian ini yaitu data primer. Selain itu terdapat 

beberapa metode analisis   data dalam penelitian ini yaitu uji validitas, uji 

realibilitas, analisis deskriptif, regresi linier berganda, uji asumsi klasik dan 

pengujian hipotesis. Dari hasil pengujian terdapat pengaruh variabel efficiency, 

reliability, fulfillment dan privacy terhadap kepuasan nasabah BCA Cabang Santa, 

Jakarta Selatan baik secara simultan maupun secara parsial. 

Kata Kunci: Efisiensi, Kehandalan, Pemenuhan, Privasi dan Kepuasan 

Nasabah 
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ABSTRACT 

 This study aims to determine the effect of internet banking service quality 

which includes efficiency, reliability, fulfillment and privacy partially and 

simultaneously on customer satisfaction. The population in this study is unknown 

in number, namely BCA customers of Santa Branch, South Jakarta. The sample 

used in this study was 100 samples. Based on predetermined criteria the sample 

data that has been used as many as 100 of a total of 130 questionnaires. Data 

collection used in this study was taken using random sampling. Data collection 

methods used in this study were questionnaires, as well as the type of data used in 

this study were primary data. In addition there are several data analysis methods 

in this study, namely the validity test, reliability test, descriptive analysis, multiple 

linear regression, classic assumption test and hypothesis testing. From the test 

results there is an effect of variable efficiency, reliability, fulfillment and privacy 

on customer satisfaction BCA Branch Santa, South Jakarta, both simultaneously 

and partially. 

 

Keywords: Efficiency, Reliability, Fulfillment, Privacy and Customer 

Satisfaction 
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