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ABSTRAK

Maria Nofriani Laborne Wege, Nim 2020410305, Fakultas Ekonomi Dan
Bisnis, Program Sarjana, “Pengaruh Kualitas Pelayanan, Kepercayaan Dan
Citra Koperasi Terhadap Kepuasan Anggota Pada Koperasi Kredit (Kopdit)
Ratna Di Ruto”,Pembimbing I: Dr. Rafael Octavianus Byre,SE.,M.Sc,
Pembimbing 2: Maria Helena C. Dua Mea,SS.,MM.

Penelitian ini bertujuan untuk mengetahui (1) pengaruh kualitas pelayan
terhadap kepuasan anggota pada Koperasi Kredit (Kopdit) Ratna di Ruto(2)
pengaruh kepercayaan terhadap kepuasan anggota pada Koperasi Kredit (Kopdit)
Ratna di Ruto(3) pengaruh citra koperasi terhadap kepuasan anggota pada
Koperasi Kredit (Kopdit) Ratna di Ruto.Penelitian ini termasuk penelitian
kausalitas dengan menggunakan pendekatan kuantitatif. Sampel dalam penelitian
ini adalah 97 orang anggota Koperasi Kredit (Kopdit) Ratna di Ruto. Data
dikumpulkan dengan kuesioner yang telah diuji validitas dan reliabilitasnya.
Regresi linier berganda digunakan untuk uji hipotesis penelitian ini. Hasil
penelitian ini menunjukkan bahwa, (1) Ada pengaruh signifikan kualitas
pelayanan terhadap kepuasan anggota pada Koperasi Kredit (Kopdit) Ratna di
Ruto dengan nilai beta (B) sebesar 0,460 (2) Ada pengaruh signifikan
kepercayaan terhadap kepuasan anggota padaKoperasi Kredit (Kopdit) Ratna di
Ruto dengan nilai beta (p) sebesar 0,457(3)Ada pengaruh signifikan citra koperasi
terhadap Kepuasan nasabah di Koperasi Kredit (Kopdit) Ratna di Rutodengan
nilai beta (B) sebesar 0,492.

Kata kunci: Kualitas Palayanan, Kepercayaan, Citra Koperasi, Kepuasan
Nasabah



ABSTRACT

Maria Nofriani Laborne Wege, Nim 2020410305, Faculty of Economics and
Business, Undergraduate Program, ""The Influence of Service Quality, Trust
and Cooperative Image on Member Satisfaction at the Ratna Credit
Cooperative in Ruto™, Advisor I: Dr. Rafael Octavianus Byre, SE., M.Sc,
Advisor 2: Maria Helena C. Dua Mea, SS., MM.

This study aims to determine (1) the effect of service quality on member
satisfaction at the Ratna Credit Cooperative in Ruto (2) the effect of trust on
member satisfaction at the Ratna Credit Cooperative in Ruto (3) the effect of
cooperative image on member satisfaction at the Ratna Credit Cooperative in
Ruto. This study is a causality study using a quantitative approach. The sample in
this study was 97 members of the Ratna Credit Cooperative in Ruto. Data were
collected using a questionnaire that had been tested for validity and reliability.
Multiple linear regression was used to test the hypothesis of this study. The results
of this study indicate that, (1) There is a significant influence of service quality on
member satisfaction at the Ratna Credit Cooperative (Kopdit) in Ruto with a beta
(B) value of 0.460 (2) There is a significant influence of trust on member
satisfaction at the Ratna Credit Cooperative (Kopdit) in Ruto with a beta (B) value
of 0.457 (3) There is a significant influence of cooperative image on customer
satisfaction at the Ratna Credit Cooperative (Kopdit) in Ruto with a beta () value
of 0.492.

Keywords: Service Quality, Trust, Cooperative Image, Customer Satisfaction
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