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ABSTRACT

| Service guality represent condition level of service that given by service firm in order to
give the consumer's satisfaction by giving or submilling the service exceeding of consumer
expectation. Dimensions of service guality are tangible, reliability, responsiveness.
assurance, and empathyv, Advertisement is a non-personal form of communication intended
to persuade an andience (viewers, readers or listeners) to purchase or take some action upon
products. 1deals, or services. Service gquality and advertisement 15 independent variable of
this research. The overall purpose of this rescarch is to investipate the impact of service
quality and advertisement on customer saving decision al BTN Padang., The population of
this rescarch comes from customers of BTN Padang on wear 2008-2009. The amounts of
customers on year 2008-2009 are 8300 people. The sample of this research is 100 people. The
result of sample comes from Slovin formulation. This research uses multiple regression
analvsis where validily, rehability and classic assumption are done first. The result of
partial test describes service quality and advertisement has positive impacl on cuslomer
saving decision.
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ABSTRACT

BTN bank is public bank with focusing en defrayal of housing business
without subsidy, BTN Padang also has the same sclivities with the other Bank which
provides some services and product.  The overall purpose of this research is o
investigate the fmpact of service quality and advertisemenl on custamer saving
decision at BTN Padang. The population of this research comes from customers ol
BT Padang on year 2008-2009. The amounts of costomers on year 2008-200Y9 are
00 people, The sample of this research is 100 people, The result of sample comes
from Slowvin [ormulation. This rescarch uses multiple regression analysis where
validity, reliahility and classic assumption are done first,  The result of partial test
describes service guality has positive impact on customer saving decision. It is shown
byt value, The value is egual to 3.670 with its significant value equal 1o 0,000 =< {1,
(15, I means there is significant impact of service qualities on customer saving
decision, The second hyvpothesis test describes the advertisement has positive impact

scustomer saving decision. [t is proved by 1 value, The value is equal 10 3.491 with

5 significant value equal to D001 < 0, 45, [t means there 15 significant impact of
advertisement on customer saving decision. Based on the result of this research
service quality should be improved by BT Padang in other customer saving decision
alse improve. Dspecially for HRM performance. such us holding trainings and
emplovees development. BIN PPadang also improves frequencies of advertising in

television and radio besides improving service quality,

Kev Words: Service OQualinge, Advertisement and Custormer Saving Decivion




CHAFPTER 1
INTRODUCTION

1.1. Background

Emulation or competition of banking business is inlensively right now.
Improving of the emulation or the competition marked with many kind of banks
and varying of it emulation of service or product which provided by the Banks.
One of the Banks is Bank Tabungan Megara (BTN). BTN is as one of the Bank
executing business activity conventionallv, The function of bank as financial
institution is institute assisting to launch transfer of services and goods and
channeling investment save. With high of emulation or competition. company
hanking have to apply the best strategy if client wish to interest o saving their
money at that Bank by fulfilling requircment and desire of client. To be able to
fulfill requirement and desire of client, the company of the banking has to
improve the guality of service. To improve the quality of service. the company
should conduct promotion strategy through advertisement so thal client interests
to setting mind 1o save their money. For the progress of company hence banking
party requires to be careful with requirement of consumers on service or product
that will be given by the bank. Base on the other one that is by improving the
quality of advertisement and seérvice. This matter according to  Swastha ( 2003:
158) that the consumer can decide to buy or using service or product, one of the
way of strategy are by improving the quality of service and promaotion through

adveriisement.
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To assess or measuring the service gquality, Parasuraman, et al. { 1996) in
Tiiptona ( 2001: 70) has raised 5 factors which are used in assessing or measure
the quality of service, they are tangible, reliability. responsiveness, assurance,
and empathy, Evidence physical dimension of tangible emerge appear because in
service industries, consumer is faced on promises which is given by (intangible}
provider of service {Kotler. 2001:602). To reduce the uncertainty situation, buver
will look for the evident of service gualitv. They will draw conclusion or
regarding the service gualily of place. people. equipments, communications,
symbaol, and price which they see. Importantly of dimension of tangibles will
grow up the image of service provider especially to new consumer in evaluating
the service, Reliability represents the ability of company 1o executing service
according to what have been promised on schedule ( Tjiptone, 2001: 70}
Responsiveness can grow up positive perception o service guality that given by
service provider, that include if happened delay or failure in delivering of service,
The service provider will try to improve. repair or minimization less of consumer
immediatelv. While Assurance or guarantee represent knowledge and behavior of
emplovee to develop, build confidence and trust for consumer in consuming
service which is given. { Umar, 2003 : %). Empathy representing ability of
company that conducted by employees to giving atiention 0 consumer
individually, including also sensilivity requirement of consumer. Service firm also
require giving attention individually or factoring of empathy. in other that the
service that given can be told good guality and satisty service user. Advertisement

is all presentation form of non personal ideas promotion.




CHAPTER ¥V
CONCIUSION AND LIMITATION
5.1 Conclusion of the research
Writer can conclude base on result of research:

a, Base on partial test indicates service quality has positive impact on
customer saving decision. Its mean customer saving decision improves if
service quality is improved by BTN Padang,

h. Pase on Pariial test indicates advertisement has positive impact on
customer saving decision. Its mean customer saving decision will
improve if advertisement is improved by BTN Padang.

5.2 Limitation of The Research

This research like any stady has some number of limitations that needs to be
put in perspective. One limitation 15 this research only conduet at BTN Padang.
not il of BTN in Indonesiz. it meant the scope of this research is small, Othee
limitation of this research is the short time in finishing this research and difficulty
o get the data’ information from company, Because of that, may information in
this research is not enough end need additional information of the company, The
last limitation is the limited variable of this research. The research conducts about
the impact of service quality and advertisement on customer saving deciston.
Writer hopes the next rescarcher adds the variable, such us the impact of service
quality and promotion on customer retention or the impact of customer

satisfaction and loval on volume of sale. etc,
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