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Tujuan penelitian ini mengetahui pengaruh sistem informasi dan kualitas pelayanan
terhadap retensi pelanggan di Bank BTPN Karawang. Penelitian ini menggunakan sample
sebanyak 205 responden dan pengambilan samplenya menggunakan metode issac and michael.
Alat analisis yang digunakan path analysis. Hasil analisis uji t yang di peroleh adalah sistem
informasi dan kualitas pelayanan terhadap retensi pelanggan secara individu dan uji F
menunjukan sistem informasi dan kualitas pelayanan terhadap retensi pelanggan. Implikasi
penelitian dih

tikan sistem informasi dan kualitas pelayanan dengan cara
meningkatk mp’ggzehandalan, daya tanggap dan jaminan, begitu juga

meningkat i al kepuasan nasabah dan kepercayaan nasabah.
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ABSTRACT
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Title : The influence of information systems and the quality of service for retention

customers in bank btpn karawang

The purpose of this study is to determine the effect of information systems and service
quality on customer retention at Bank BTPN Karawang . This study used a sample of 205
respondents and the sample collection used the method of issac and michael. The analysis tool

used is path analysis. The results of the t-test analysis obtained are information systems and

service quali indivi er ri'Sntion and the F test shows information systems and
service quality for customer retention. esearch implications are expected to pay attention

to informa systems and service qu

ty by improving the quality of physical evidence,

un ) F” as increasing customer retention in
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