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ABSTRAK

Penelitian ini bertujuan untuk menganalisis kualitas pelayanan, persepsi
risiko, personal selling dan word of mouth terhadap pengambilan keputusan
pengajuan kredit. Penelitian ini dilakukan pada nasabah KSP Primkoveri 19
Bumiayu di seluruh Bumiayu dan sekitarnya. Data yang digunakan dalam
penelitian ini adalah data primer yang diperoleh dengan menyebarkan kuesioner
kepada para responden secara online melalui google form. Sampel dalam
penelitian ini sebanyak 98 responden. Teknik pengambilan sampel menggunakan
non probability sampling dengan metode purposive sampling. Analisis data
menggunakan analisis regresi linier berganda dengan bantuan SPSS v.28.
Berdasarkan hasil penelitian menunjukkan bahwa kualitas pelayanan, persepsi
risiko, personal selling dan word of mouth berpengaruh positif terhadap
pengambilan keputusan dalam pengajuan kredit.

Kata kunci: kualitas pelayanan, persepsi risiko, personal selling, word of mouth,
keputusan pengajuan kredit.
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ABSTRACT

This study aims to analyze service quality, risk perception, personal selling and
word of mouth on credit application decisions. This research was conducted on
customers of KSP Primkoveri 19 Bumiayu throughout Bumiayu and its
surroundings. The data used in this study is primary data obtained by distributing
questionnaires to respondents online via google form. The sample in this study
were 98 respondents. The sampling technique used non-probability sampling with
a purposive sampling method. Data analysis used multiple linear regression
analysis with the help of SPSS v.28. Based on the results of the study, it shows that
service quality, risk perception, personal selling and word of mouth have a
positive effect on decision making in applying for credit.

Keywords: service quality, risk perception, personal selling, word of mouth, credit
application decisions.



8

DAFTAR ISI

HALAMAN JUDUL ................................................................................................i

HALAMAN PENGESAHAN ................................................................................ ii

PERNYATAAN KEASLIAN SKRIPSI................................................................ iii

KATA PENGANTAR ............................................................................................iv

ABSTRAK..............................................................................................................vi

ABSTRACT............................................................................................................ vii

DAFTAR ISI............................................................................................................8

DAFTAR TABEL..................................................................................................10

DAFTAR GAMBAR .............................................................................................11

DAFTAR LAMPIRAN..........................................................................................12

BAB I PENDAHULUAN......................................Error! Bookmark not defined.

A. Latar Belakang ............................................Error! Bookmark not defined.

B. Rumusan Masalah.......................................Error! Bookmark not defined.

C. Tujuan Penelitian ........................................Error! Bookmark not defined.

D. Manfaat Penelitian ......................................Error! Bookmark not defined.

BAB II TELAAH PUSTAKA DAN RUMUSAN MODEL PENELITIANError! Bookmark

not defined.

A. Telaah Pustaka ............................................Error! Bookmark not defined.

B. Perumusan Model Penelitian ......................Error! Bookmark not defined.

C. Perumusan Hipotesis...................................Error! Bookmark not defined.

BAB III METODE PENELITIAN DAN TEKNIK ANALISIS DATAError! Bookmark not

defined.

A. Metode Penelitian .......................................Error! Bookmark not defined.

B. Teknik Analisis Data...................................Error! Bookmark not defined.

BAB IV HASIL DAN PEMBAHASAN ...............Error! Bookmark not defined.

A. Gambaran Umum Objek Peneliti................Error! Bookmark not defined.



9

B. Analisis Data dan Pembahasan ...................Error! Bookmark not defined.

BAB V KESIMPULAN DAN SARAN ................Error! Bookmark not defined.

A. Kesimpulan .................................................Error! Bookmark not defined.

B. Saran ...........................................................Error! Bookmark not defined.

DAFTAR PUSTAKA ............................................Error! Bookmark not defined.



10

DAFTAR TABEL

Tabel 1. Definisi Operasional ................................Error! Bookmark not defined.

Tabel 2. Responden Berdasarkan Jenis Kelamin ...Error! Bookmark not defined.

Tabel 3. Responden berdasarkan Usia ...................Error! Bookmark not defined.

Tabel 4. Responden Berdasarkan Jenjang PendidikanError! Bookmark not defined.

Tabel 5. Hasil Uji Validitas ...................................Error! Bookmark not defined.

Tabel 6. Hasil Uji Reliabilitas................................Error! Bookmark not defined.

Tabel 7. Jawaban Responden Untuk Variabel Keputusan Pengajuan Kredit (Y)Error!

Bookmark not defined.

Tabel 8. Jawaban Responden Untuk Kualitas Pelayanan (X1)Error! Bookmark not defined.

Tabel 9. Jawaban Responden Untuk Persepsi Risiko (X2)Error! Bookmark not defined.

Tabel 10. Jawaban Responden Untuk Personal Selling (X3)Error! Bookmark not defined.

Tabel 11. Jawaban Responden Untuk Word Of Mouth (X4)Error! Bookmark not defined.

Tabel 12. Hasil Regresi Berganda .........................Error! Bookmark not defined.

Tabel 13. Hasil Koefisien Determinasi ..................Error! Bookmark not defined.

Tabel 14. Hasil Uji F..............................................Error! Bookmark not defined.

Tabel 15. Hasil Uji Normalitas Kolmogorov-SmirnovError! Bookmark not defined.

Tabel 16. Hasil Uji Heteroskedastisitas .................Error! Bookmark not defined.

Tabel 17. Hasil Uji Multikolinieritas .....................Error! Bookmark not defined.



11

DAFTAR GAMBAR

Gambar 1. Jumlah Nasabah Per Tahun..................Error! Bookmark not defined.

Gambar 2. Kerangka Pemikiran.............................Error! Bookmark not defined.

Gambar 3. Pola Grafik Scatterplot.........................Error! Bookmark not defined.



12

DAFTAR LAMPIRAN

Lampiran 1. Kuesioner...........................................Error! Bookmark not defined.

Lampiran 2. Tabulasi Variabel Keputusan Pengajuan Kredit (Y)Error! Bookmark not

defined.

Lampiran 3. Tabulasi Variabel Kualitas Pelayanan (X1)Error! Bookmark not defined.

Lampiran 4. Tabulasi Variabel Persepsi Resiko (X2)Error! Bookmark not defined.

Lampiran 5. Tabulasi Variabel Personal Selling (X3)Error! Bookmark not defined.

Lampiran 6. Tabulasi Variabel Word Of Mouth (X4)Error! Bookmark not defined.

Lampiran 7. Hasil validitas variabel Pengambilan Keputusan  (Y)Error! Bookmark not

defined.

Lampiran 8. Hasil validitas variabel Kualitas Pelayanan   (X1)Error! Bookmark not

defined.

Lampiran 9. Hasil validitas variabel Persepsi Resiko   (X2)Error! Bookmark not defined.

Lampiran 10. Hasil validitas variabel Persepsi Resiko   (X3)Error! Bookmark not defined.

Lampiran 11. Hasil validitas variabel personal selling   (X4)Error! Bookmark not defined.

Lampiran 12. Hasil Uji Reliabilitas Variabel Pengambilan Keputusan (Y)Error! Bookmark

not defined.

Lampiran 13. Hasil Uji Reliabilitas Variabel Kualitas Pelayanan (X1).Error! Bookmark not

defined.

Lampiran 14. Hasil Uji Reliabilitas Variabel Persepsi Resiko (X1)Error! Bookmark not

defined.

Lampiran 15. Hasil Uji Reliabilitas Variabel Personal Selling (x3)Error! Bookmark not

defined.

Lampiran 16. Hasil Uji Analisis Deskriptif Pengambilan Keputusan (Y)Error! Bookmark

not defined.

Lampiran 17. Hasil Uji Analisis Deskriptif Kualitas Pelayanan  (X1)Error! Bookmark not

defined.

Lampiran 18. Hasil Uji Analisis Deskriptif Persepsi Resiko (X20)Error! Bookmark not

defined.

Lampiran 19. Hasil Uji Analisis Deskriptif Personal Selling (X3)Error! Bookmark not

defined.

Lampiran 20. Hasil Uji Analisis Deskriptif Word Of Mouth (X4)Error! Bookmark not

defined.



13

Lampiran 21. Hasil Analisis Regresi Linier BergandaError! Bookmark not defined.

Lampiran 22. Hasil Uji Asumsi Klasik..................Error! Bookmark not defined.

Lampiran 23. Hasil Uji Hasil Uji Normalitas Kolmogorov-SmirnovError! Bookmark not

defined.

Lampiran 24. Hasil Uji Normalitas Histogram dan Normal P-PlotError! Bookmark not

defined.

Lampiran 25. Hasil Uji Heteroskedastisitas Metode Glejser dan ScatterplotError! Bookmark

not defined.


