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ABSTRAK

LENORA KORWA . 2022. Judul Penelitian “Pengaruh layanan ATM terhadap
Kepuasan dan Loyalitas Nasabah Bank Papua Kcp Abepura pada masa pandemic
Covid-19”. Program Studi Manajemen, Jurusan Manajemen Fakultas Ekonomi dan
Bisnis Universitas Cenderawasi. Pembimbing : Agustinus Numberi,SE.,MM dan
Markus S. Soumokil,SE,M.Ec.Dev

Tujuan penelitian:Untuk mengetahui besarnya pengaruh layanan ATM terhadap
tingkat kepuasan nasabah Bank Papua KCP. Abepura pada masa pandemi covid-
19.Untuk mengetahui besarnya pengaruh layanan ATM terhadap tingkat Loyalitas
nasabah Bank Papua KCP.Abepura pada masa pandemi covid-19.

Metode penelitian: deskriptif kuantitatif dilaksanakan di Bank Papua Kcp Abepura
dengan Total Sampel 70 orang. Data primer dan sekunder. Teknik Pengumpulan data
Kuesioner, Studi Pustaka. Analisa data kuantitatif meliputi analisa deskriptif berbentuk
presentase dan analisa statistik dengan bantuan aplikasi SPSS.

Hasil penelitian menunjukkan bahwa : 1) Pemberian Layanan ATM berpengaruh
positif dan signifikan terhadap Kepuasan Nasabah Bank Papua KCP Abepura pada
masa pandemic Covid-19 Artinya semakin banyak Penggunaan Atm pada nasabah
pada masa pandemic Covid-19, maka semakin meningkatnya kepuasan nasabah dan
sebaliknya juga . 2) Pemberian Layanan ATM berpengaruh positif dan signifikan
terhadap Loyalitas Nasabah Bank Papua KCP Abepura pada masa pandemic Covid-19
Artinya semakin banyak Penggunaan Atm pada nasabah pada masa pandemic Covid-

19, maka semakin meningkatnya Loyalitas Nasabah dan sebaliknya juga.

Kata kunci : Layanan ATM, Kepuasan dan Loyalitas.
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ABSTRACT

LENORA KORWA . 2022. Research Title "The Effect of ATM services on
Customer Satisfaction and Loyalty of Bank Papua Kcp Abepura during the Covid-19
pandemic”. Management Study Program, Department of Management, Faculty of
Economics and Business, University of Cenderawasi. Supervisors : Augustine
Numberi,SE.,MM and Markus S. Soumokil,SE,M.Ec.Dev

Research objectives: To determine the magnitude of the influence of ATM
services on the level of customer satisfaction of Bank Papua KCP. Abepura during the
COVID-19 pandemic. To find out the magnitude of the influence of ATM services on the
level of loyalty of Bank Papua KCP customers. Abepura during the COVID-19

pandemic.

Research method: quantitative descriptive was carried out at Bank Papua Kcp
Abepura with a total sample of 70 people. Primary and secondary data. Questionnaire
Data Collection Techniques, Literature Studies. Quantitative data analysis includes
descriptive analysis in the form of percentages and statistical analysis with the help of

the SPSS application.

The results showed that: 1) The provision of ATM Services had a positive and
significant effect on Customer Satisfaction of Bank Papua KCP Abepura during the
Covid-19 pandemic, meaning that the more ATM use of customers during the Covid-19
pandemic, the increasing customer satisfaction and vice versa as well. 2)The provision
of ATM Services has a positive and significant effect on The Loyalty of Bank Papua
KCP Abepura Customers during the Covid-19 pandemic, which means that the more
ATM usage in customers during the Covid-19 pandemic, the increasing Customer

Loyalty and vice versa as well.

Keywords : ATM Service, Satisfaction and Loyalty.
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