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PENGARUH ANTRIAN, SERVICE LEVEL AGREEMENT, DAN 

PROMOSI TERHADAP KEPUASAN PELANGGAN PADA BANK 

SYARIAH INDONESIA CABANG BEKASI TAMBUN 

 

ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh antrian, service level agreement, 

dan promosi terhadap kepuasan pelanggan pada Bank Syariah Indonesia Cabang 

Bekasi Tambun. Dalam kondisi persaingan industri perbankan syariah yang semakin 

ketat, keberhasilan bank sangat dipengaruhi oleh kemampuan dalam memberikan 

layanan yang cepat, tepat dan memuaskan nasabah. Antrian yang efisien, penerapan 

service level agreement yang jelas, serta strategi promosi yang efektif dianggap sebagai 

faktor utama yang mempengaruhi tingkat kepuasan pelanggan. Penelitian ini 

menggunakan pendekatan kuantitatif dengan metode simple random sampling terhadap 

100 responden yang diambil dari populasi nasabah Bank Syariah Indonesia Cabang 

Bekasi Tambun sebanyak 13.320 nasabah. Data dikumpulkan melalui kuesioner dan 

dianalisis menggunakan regresi linier berganda. Hasil uji parsial (uji t) menunjukkan 

bahwa variabel antrian berpengaruh signifikan terhadap kepuasan pelanggan dengan 

nilai t hitung sebesar 176,227 dan signifikan <0,001. Variabel service level agreement 

juga signifikan dengan t hitung sebesar 6,011 dan signifikan <0,001. Sedangkan 

variabel promosi memberikan pengaruh signifikan dengan t hitung sebesar 165,360 

dan signifikan <0,001. Secara simultan, ketiga variabel tersebut berpengaruh signifikan 

terhadap kepuasan pelanggan berdasarkan uji F dengan nilai F hitung sebesar 

106104,040 dan signifikan <0,001. Koefisien determinasi (R2) sebesar 0,570 

mengindikasikan bahwa 57% variasi kepuasan pelanggan dapat dijelaskan oleh antrian, 

service level agreement, dan promosi, sedangkan sisanya dipengaruhi oleh faktor lain 

di luar penelitian ini yaitu harga, pengalaman nasabah, brand image, dan kualitas 

produk. 

Kata Kunci: Antrian, Service Level Agreement, Promosi  
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THE EFFECT OF QUEUES, SERVICE LEVEL AGREEMENTS, 

AND PROMOTIONS ON CUSTOMER SATISFACTION OF BANK 

SYARIAH INDONESIA, BEKASI TAMBUN BRANCH 

ABSTRACT 

This study aims to analyze the effect of queues, service level agreements, and 

promotions on customer satisfaction at Bank Syariah Indonesia Bekasi Tambun 

Branch. In conditions of increasingly fierce competition in the Islamic banking 

industry, the success of banks is greatly influenced by the ability to provide services 

that are fast, precise and satisfying to customers. Efficient queues, clear application of 

service level agreements, and effective promotional strategies are considered the main 

factors that influence the level of customer satisfaction. This study uses a quantitative 

approach with a simple random sampling method of 100 respondents taken from a 

population of 13,320 customers of Bank Syariah Indonesia Bekasi Tambun Branch. 

Data were collected through questionnaires and analyzed using multiple linear 

regression. The partial test results (t test) show that the queue variable has a significant 

effect on customer satisfaction with a t value of 176.227 and significant <0.001. The 

service level agreement variable is also significant with a t count of 6.011 and 

significant <0.001. Meanwhile, the promotion variable has a significant effect with t 

count of 165.360 and significant <0.001. Simultaneously, the three variables have a 

significant effect on customer satisfaction based on the F test with a calculated F value 

of 106104.040 and significant <0.001. The coefficient of determination (R2) of 0.570 

indicates that 57% of variations in customer satisfaction can be explained by queues, 

service level agreements, and promotions, while the rest is influenced by other factors 

outside this study, namely price, customer experience, brand image, and product 

quality. 

Keywords: Queue, Service Level Agreement, Promotion 
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