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ABSTRAK

Penelitian bertujuan untuk menganalisis pengaruh kualitas pelayanan, kompetensi,
dan beban kerja terhadap kinerja karyawan Bank Rakyat Indonesia. Penelitian ini
dilakukan di BRI KC Kawi Malang yang beralamatkan di JI. Kawi No.20-22,
Kauman, Kec. Klojen, Kota Malang, Jawa Timur 65119. Jenis penelitian ini
adalah penelitian penjelasan (explanatory research). Populasi dalam penelitian ini
adalah semua karyawan sejumlah 200 orang. Sampel yang digunakan penelitian
ini sebanyak 75 responden karyawan. Teknik pengumpulan data berupa
kuesioner. Alat analsis data menggunakan regresi berganda. Pengujian hipotesis
ini menggunakan uji t dan uji f. Berdasarkan hasil penelitian menunjukkan
kualitas pelayanan, kompetensi dan beban kerja berpengaruh positif dan
signifikan terhadap kinerja karyawan. Sehingga dapat disimpulkan kualitas
pelayanan, kompetensi dan beban kerja berperan penting dalam melaksanakan
setiap pekerjaan yang diberikan supaya menghasilkan kinerja yang baik dan dapat
menyebabkan tujuan dari suatu perusahaan dapat tercapai.

Kata Kunci: Kualitas pelayanan, Kompetensi, Beban Kerja, Kinerja Karyawan



THE INFLUENCE OF SERVICE QUALITY, COMPETENCY AND
EMPLOYEE WORKLOAD ON EMPLOYEE PERFORMANCE OF BANK
PEOPLE INDONESIA
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ABSTRACT

The research aims to analyze the influence of service quality, competency and
workload on the performance of Bank Rakyat Indonesia employees. This research
was conducted at BRI KC Kawi Malang which is located at JI. Kawi No.20-22,
Kauman, Kec. Klojen, Malang City, East Java 65119. This type of research is
explanatory research. The population in this study were all 200 employees. The
sample used in this research was 75 employee respondents. The data collection
technique is in the form of a questionnaire. The data analysis tool uses multiple
regression. Testing this hypothesis uses the t test and f test. Based on the research
results, it shows that service quality, competency and workload have a positive
and significant effect on employee performance. So it can be concluded that
service quality, competence and workload play an important role in carrying out
every job given so that it produces good performance and can cause the goals of a
company to be achieved.

Keywords: Service Quality, Competence, Workload, Employee Performance
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