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ABSTRAK 

 

Kualitas pelayanan dan kepuasan nasabah berkaitan erat. Kualitas pelayanan 

tercermin dari kepuasan nasabah untuk melakukan penggunaan ulang jasa 

asuransi, kepuasan nasabah dalam menggunakan jasa atau produk yang di 

tawarkan dapat di jadikan masukan oleh pihak manajemen untuk meningkatkan 

dan memperbaiki kualitas pelayanan yang di berikan, untuk itu karyawan bagian 

pelayanan sebaiknya untuk selalu memantau kepuasan yang dirasakan oleh 

nasabah PT Asuransi Bintang Cabang Palembang untuk mencapai kepuasan dari 

nasabah. Permasalahan dalam penelitian ini (1) Apakah bukti fisik (Tangible), 

kehandalan (Reliability), daya tanggap (Responsiveness), jaminan (Assurance), 

dan empati (Empathy) secara parsial berpengaruh terhadap kepuasan pelanggan 

perusahaan PT Asuransi Bintang Cabang Palembang? (2) Apakah kualitas 

pelayanan secara simultan berpengaruh terhadap kepuasan pelanggan perusahaan 

PT Asuransi Bintang Cabang Palembang? Berdasarkan hasil penelitian dapat 

diketahui bahwa (1) bukti fisik (tangible), kehandalan (reliabiltiy), daya tanggap 

(responsiveness), jaminan (assurance), dan empati (empathy) berpengaruh 

signifikan terhadap kepuasan konsumen Asuransi Bintang Tbk (ASBI) 

Palembang. (2) Kualitas pelayanan meliputi dimensi bukti fisik (tangible), 

kehandalan (reliabiltiy), daya tanggap (responsiveness), jaminan (assurance), dan 

empati (empathy) secara bersama-sama berpengaruh positif terhadap kepuasan 

konsumen. 
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ABSTRACT 

 
 

Quality of service and customer satisfaction are closely related. Service quality is 

reflected in customer satisfaction to re-use insurance services, customer satisfaction in 

using services or products offered can be made input by management to improve and 

improve the quality of services provided, for that service employees should always 

monitor satisfaction perceived by customers of PT Asuransi Bintang Palembang Branch 

to achieve customer satisfaction. Problems in this study (1) Does the physical evidence 

(Tangible), reliability (Reliability), responsiveness (Responsiveness), guarantee 

(Assurance), and empathy (Empathy) partially affect the customer satisfaction of PT 

Asuransi Bintang Palembang Palembang branch companies? (2) Does the quality of 

service simultaneously affect the customer satisfaction of PT Asuransi Bintang 

Palembang Branch company? Based on the results of the study it can be seen that (1) 

physical evidence (tangible), reliability (reliability), responsiveness (responsiveness), 

assurance (assurance), and empathy (empathy) significantly influence consumer 

satisfaction Bintang Insurance Tbk (ASBI) Palembang. (2) Service quality includes 

dimensions of physical evidence (tangible), reliability (reliability), responsiveness 

(responsiveness), assurance (assurance), and empathy (empathy) together have a positive 

effect on customer satisfaction.  

 

Keywords: Service Quality, Consumer Satisfaction 
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