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$EVWUDN�
 This study aims to determine whether tangible, Reliability, Responsiveness, 
Assurance, Empathy affect the service provided BCA either simultaneously or partially.  
This research using the descriptive nature of the research. The population in this study is 
user BCA ATM in Yogyakarta and sample as many as 50 people. The variables in this study 
consists of tangible (X^1), Reliability (X^2), Responsiveness (X^3), Assurance (X^4), 
Empathy (X^5), and services (Y). Methods of data collection using questionnaires.  
 The results showed:1) There is a positive and significant correlation between BCA 
ATM user satisfaction with the services provided by Bank Central Asia is reflected in the 
regression equation was as follows: There is a positive and significant correlation between 
tangible (X^1 and services (Y), significant can be seen with significant value = 0.000 <0.05. 
3) There is a positive and significant correlation between reliability (X^2) and services (Y), 
significant can be seen with significant value = 0.000 <0.05. 4) There is a positive and 
significant correlation between responsiveness (X^3) and services (Y), significant can be 
seen with significant value = 0.004 <0.05.5) There is a positive and significant correlation 
between assurance (X^4) and services (Y), significant can be seen with significant value = 
0.000 <0.05. 6) There is a positive and significant relationship between empathy (X^5) and 
services (Y), significant can be seen with significant value=0.000<0.05. The amount of 
influence tangible, Reliability, Responsiveness, Assurance, Empathy towards service Bank 
Central Asia indicated by the value of R ² of 0.773, which means the change service 
Solution PT Abacus Cash explained by variable tangible, reliability, responsiveness, 
assurance, empathy amounted to 77.3% and the balance of 22.7% is explained by other 
variables. Dominant influence of the variable service is assurance / confidence. 
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3HUWXPEXKDQ� MDVD� SHOD\DQDQ� SHUEDQNDQ� GDUL� WDKXQ� NH� WDKXQ� VHODOX� PHQXMXNDQ�
SHQLQJNDWDQ��+DO� LQL� VHPDNLQ� WHUOLKDW� SHUVDLQJDQ� EDLN� GDUL� VHJL� NXDOLWDV� GDQ� SURPRVL� MDVD�
SHUEDQNDQ��6DDW�LQL�VHWLGDNQ\D�DGD�EHEHUDSD�EDQN�GDODP�QHJHUL���%801���GDQ�%DQN�6ZDVWD�
\DQJ� PHQ\HGLDNDQ� EHUEDJDL� MHQLV� OD\DQDQ�� 'DODP� PHQJKDGDSL� NRQGLVL� SHUVDLQJDQ�� +DO�
XWDPD� \DQJ� KDUXV� GLSULRULWDVNDQ� SHUXVDKDDQ� DGDODK� PHPSHUWDKDQNDQ� NHSXDVDQ� QDVDEDK�
GDODP� ELGDQJ� OD\DQDQ� XQWXN� GDSDW� EHUVDLQJ� GDQ� PHQJXDVDL� SDQJVD� SDVDU� SHUEDQNDQ��
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3HUEDQNDQ� VHEDJLDQ� EDJLDQ� GDUL� LQGXVWUL� MDVD� GLWXQWXW� XQWXN� GDSDW�PHQLQJNDWNDQ� NXDOLWDV��
WHUXWDPD� NXDOLWDV� SHOD\DQDQ� NHSDGD� QDVDEDK��%DQN� MXJD� GLWXQWXW� XQWXN�PHQFLSWDNDQ� QLODL�
WDPEDK� \DQJ� OHELK� EDLN� GDUL� SHVDLQJ�� .DUHQD� GHQJDQ� FDUD� WHUVHEXW� VHEXDK� EDQN� GDSDW�
PHQDULN� QDVDEDK� EDUX� GDQ�PHPSHUWDKDQNDQ� QDVDEDK� ODPD�� -LND� QDVDEDK� WLGDN� GLSXDVNDQ��
DNDQ�WLGDN�PXQJNLQ�PHUHND�DNDQ�PHQLQJJDONDQ�%DQN�ODQJJDQDQQ\D�GDQ�PHQMDGL�SHODQJJDQ�
%DQN�ODLQ���

Bank Central Asia �� %&$� �� VHEDJDL� VDODK� VDWX� %DQN� 6ZDVWD� \DQJ� PHPSXQ\DL�
MDULQJDQ�\DQJ�FXNXS�NXDW�GDQ�EHVDU�GL� ,QGRQHVLD�KDUXV�PDPSX�PHQMDZDE� WDQWDQJDQ�\DQJ�
PXQFXO� DNLEDW� NHWDWQ\D� SHUVDLQJDQ� GL� VDDW� LQL�� 7LQJNDW� SHUVDLQJDQ� %DQN� ,QGRQHVLD� VXGDK�
VDQJDW� kompetitif�� %&$� PHQFLSWDNDQ� SURGXN�SURGXN� \DQJ� GDSDW� GLVHVXDLNDQ� GHQJDQ�
NHLQJLQDQ� QDVDEDK�+DO� WHUVHEXW� VHODLQ� GDSDW� PHQFLSWDNDQ� NHXQWXQJDQ� \DQJ� RSWLPDO�� MXJD�
GDSDW�PHQLQJNDWNDQ� image � GL� PDV\DUDNDW�� 'DODP� UDQJND�PHQLQJNDWNDQ� SHOD\DQDQ� \DQJ�
WHUEDLN�NHSDGD�QDVDEDK��VDODK�VDWX�SURGXN�\DQJ�VHNDUDQJ�LQL�PHQGDSDW�SHUKDWLDQ�GLNDODQJDQ�
SLKDN� SHUEDQNDQ� ,QGRQHVLD� DGDODK� $70� ( Automatic teller Machine )�� $70� %&$�
PHUXSDNDQ�VDODK�VDWX�SURGXN�MDVD�SHUEDQNDQ�EHUXSD�PHVLQ�RWRPDWLV��\DQJ�GDSDW�PHODNXNDQ�
WUDQVDNVL� online ��� MDP�� .HPDPSXDQ� \DQJ� GLPLOLNL� $70� LQL� WLGDN� KDQ\D� WHUEDWDV� SDGD�
WUDQVDNVL�WXQDL�VDMD��'DODP�$70�%&$�EDQ\DN�IDVLOLWDV�\DQJ�GLVHVXDLNDQ�GHQJDQ�NHEXWXKDQ�
QDVDEDK�6HKLQJJD� PHPEXDW� %DQN� %&$� KDUXV� EHUXVDKD� VHFDUD� PDNVLPDO� XQWXN� GDSDW�
PHQJXSD\DNDQ�IDVLOLWDV�WHUVHEXW��

0HOLKDW� SHUDQ� SRNRN� SHUEDQNDQ� \DQJ� VDQJDW� SHQWLQJ� VHEDJDL� OHPEDJD� SHUDQWDUD�
NHXDQJDQ�VHSHUWL�\DQJ�WHODK�GLMHODVNDQ��PDND�KDO�GDVDU�\DQJ�VDQJDW�GLEXWXKNDQ�ROHK�SLKDN�
EDQN� %&$� VDDW� LQL� XQWXN� GDSDW� PHQMDODQNDQ� SHUDQ� SHQWLQJ� WHUVHEXW� DGDODK� GHQJDQ�
PHQHUDSNDQ�NXDOLWDV�SHOD\DQDQ�\DQJ�WHUGLUL�GDUL����
x� Tangible� �EXNWL� ODQJVXQJ�� \DQJ� PHOLSXWL� IDVLOLWDV� ILVLN�� SHUOHQJNDSDQ� NDU\DZDQ�� GDQ�

VDUDQD�NRPXQLNDVL��
x� Emphaty�\DLWX�PHOLSXWL�NHPXGDKDQ�GDODP�PHODNXNDQ�KXEXQJDQ��NRPXQLNDVL�\DQJ�EDLN��

GDQ�SHUKDWLDQ�GHQJDQ�WXOXV�WHUKDGDS�NHEXWXKDQ�QDVDEDK��
x� Responsiveness� �GD\D� WDQJJDS�� \DLWX� NHLQJLQDQ� SDUD� VWDI� XQWXN� PHPEDQWX� SDUD�

QDVDEDK�GDQ�PHPEHULNDQ�SHOD\DQDQ�GHQJDQ�WDQJJDS��
x� Reability �NHKDQGDODQ��\DLWX�NHPDPSXDQ�GDODP�PHPEHULNDQ�SHOD\DQDQ�GHQJDQ�VHJHUD�

GDQ�PHPXDVNDQ�VHUWD�VHVXDL�GHQJDQ�\DQJ�WHODK�GLMDQMLNDQ��
x� Assurance �MDPLQDQ�� \DLWX� PHQFDNXS� NHPDPSXDQ�� NHVRDSDQDQ�� GDQ� VLIDW� GDSDW�

GLSHUFD\D�\DQJ�GLPLOLNL�SDUD�VWDI��EHEDV�GDUL�EDKD\D��UHVLNR�DWDXSXQ�NHUDJX�UDJXDQ���
6DODK� VDWX� NHOHELKDQ� OD\DQDQ� $70� %&$� \DNQL� OD\DQDQ� WDQSD� WUDQVDNVL� VHFDUD�

ODQJVXQJ� NHSDGD� QDVDEDK�� 7UDQVDNVL� GDSDW� GLODNXNDQ� GLPDQDSXQ� GDQ� NDSDQ� VDMD�� VHVXDL�
GHQJDQ�NHEXWXKDQ�QDVDEDK��1DPXQ�PDVLK�WHUGDSDW�EHEHUDSD�NHNXUDQJDQ��GDODP�PHPHQXKL�
NHEXWXKDQ�QDVDEDK��VHSHUWL�KDOQ\D�PDVDODK�SDGD�PHVLQ�$70�\DNQL�NHNRVRQJDQ�XDQJ�GDODP�
PHVLQ�NHMDQJNDXDQ� ORNDVL� $70� GDQ� ODLQ�ODLQ�� 6HKLQJJD� SDUD� QDVDEDK� EDQ\DN�PHQJDODPL�
KDPEDWDQ�SDGD�VDDW�LQJLQ�EHUWUDQVDNVL�'HQJDQ�NHWHUEDWDVDQ�IDVLOLWDV�NKXVXVQ\D�SDGD�MXPODK�
PHVLQ�$70���

3HUPDVDODKDQ�SHUPDVDODKDQ� \DQJ� DGD� PHQ\HEDENDQ� SHQXOLV� PHQJDPELO� MXGXO�
WHQWDQJ� ³3HQJDUXK� Tangibel, Reliability, Responsiveness, Assurance, Empathy� 7HUKDGDS�
3HOD\DQDQ�Automatic teller Machine %DQN�&HQWUDO�$VLD�'L�<RJ\DNDUWD´��
�

���0(72'$�3(1(/,7,$1�
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6LIDW�3HQHOLWLDQ�
3HQHOLWLDQ� LQL� DGDODK� SHQHOLWLDQ� GHVNULSWLI� NXDQWLWDWLI� \DQJ� EHUPDNVXG��

PHQJJDPEDUNDQ�VXDWX�NHDGDDQ�RE\HN�WHUWHQWX�\DQJ�PHPLOLNL�KXEXDQJDQ�DWDX�GLSHQJDUXKL�
ROHK� IDNWRU� ODLQ� GDQ� SHQDULNDQ� NHVLPSXODQQ\D� GLGDVDUNDQ� SDGD� DQJND� \DQJ� GLRODK� VHFDUD�
VWDWLVWLN��
3RSXODVL�GDQ�6DPSOH�
� 3RSXODVL� PHUXSDNDQ� JDEXQJDQ� GDUL� VHOXUXK� HOHPHQ� \DQJ� EHUEHQWXN� SHULVWLZD�� KDO�
DWDX�RUDQJ�\DQJ�PHPLOLNL�NDUDNWHULVWLN�\DQJ�VHUXSD�\DQJ�PHQMDGL�SXVDW�SHUKDWLDQ�VHRUDQJ�
SHQHOLWL�NDUHQD�LWX�GLSDQGDQJ�VHEDJDL�VHEXDK�VHPHVWD�SHQHOLWLDQ��)HUGLQDQG���������3RSXODVL�
GDUL�SHQHOLWLDQ�LQL�DGDODK�QDVDEDK�SHQJJXQD�$QMXQJDQ�7XQDL�0DQGLUL�%DQN�&HQWUDO�$VLD�GL�
:LOD\DK� <RJ\DNDUWD�� -XPODK� VDPSHO� \DQJ� DNDQ� GLDPELO� VHEDQ\DN� ��� UHVSRQGHQ� \DQJ�
WHUGDSDW� GDODP� SRSXODVL� WHUVHEXW�0HQXUXW� �)HUGLQDQG�� ������ MXPODK� VDPSHO� \DQJ� GLDPELO�
DGDODK�OHELK�EHVDU�GDUL�SHUV\DUDWDQ�PLQLPDO�VHEDQ\DN����UHVSRQGHQ�GLPDQD�VHPDNLQ�EHVDU�
VDPSHO�DNDQ�PHPEHULNDQ�KDVLO�\DQJ�OHELK�DNXUDW��
8ML�$QDOLVLV�'DWD�
� 8ML�9DOLGLWDV�GDQ�5HOLDELOLWDV��PHQXQMXNDQ� EDKZD� EXWLU�EXWLU� NXLVLRQHU� GDODP�
SHQHOLWLDQ�LQL�DGDODK�YDOLG�GDQ�UHOLDEOH�VHKLQJJD�SURVHV�DQDOLVLV�GDSDW�GLODQMXWNDQ���

$QDOLVLV�5HJUHVL�/LQHDU�%HUJDQGD�GLJXQDNDQ�XQWXN�PHQJHWDKXL�EHVDUQ\D�SHQJDUXK�
YDULDEHO� LQGHSHQGHQW� \DQJ�GLJXQDNDQ�GDODP�SHQHOLWLDQ� LQL�� \DLWX� NHSXDVDQ�NRQVXPHQ�GDUL�

%XNWL� ILVLN� ��� .HDQGDODQ� � ��� 7DQJJDSDQ� �� .HWHUMDPLQDQ� � ��� (PSDWL� � ����
0RGHO� KXEXQJDQ� QLODL� SHODQJJDQ� GHQJDQ� YDULDEHO�YDULDEHO� WHUVHEXW� GDSDW� GLVXVXQ� GDODP�
IXQJVL�DWDX�SHUVDPDDQ�VHEDJDL�EHULNXW��*KR]DOL�������������<� �E��;����E��;����E��;����
E��;����E��;����H�
�
%HUGDVDUNDQ�SHUKLWXQJDQ�UHJUHVL�OLQLHU�EHUJQGD�GLDWDV�PDND�KDVLO�SHUVDPDDQQ\D�DGDODK���

<� ������� ��������� ��������� ��������� �������� �

%HUGDVDUNDQ�WDEHO�GLDWDV�PHQXQMXNDQ���

x� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD�;��GDQ�<��6LJQLILNDQ�GDSDW�GLOLKDW�
GHQJDQ�QLODL�VLJQLILNDQ���������������

x� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD� �GDQ�<��6LJQLILNDQ�GDSDW�GLOLKDW�
GHQJDQ�QLODL�VLJQLILNDQ���������������

x� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD� �GDQ�<��6LJQLILNDQ�GDSDW�GLOLKDW�
GHQJDQ�QLODL�VLJQLILNDQ���������������

x� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD� �GDQ�<��6LJQLILNDQ�GDSDW�GLOLKDW�
GHQJDQ�QLODL�VLJQLILNDQ���������������

x� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD� �GDQ�<��6LJQLILNDQ�GDSDW�GLOLKDW�
GHQJDQ�QLODL�VLJQLILNDQ�������������� �

�
�

+DVLO�$QDOLVLV�5HJUHVL�/LQLHU�%HUJDQGD�
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8ML�)�XQWXN�PHOLKDW�DSDNDK�YDULDEHO� LQGHSHQGHQ�EHUSHQJDUXK� WHUKDGDS�YDULDEHO�GHSHQGHQ��

PDND�GLJXQDNDQ�XML�±�)���)�7HVW����+DO� LQL�XQWXN�PHQJHWDKXL� �EHVDUQ\D�SHQJDUXK�YDULDEHO�

EHEDV��;��WHUKDGDS�YDULDEHO�WHULNDW��<���

1LODL�)�KLWXQJ�VHEHVDU��������\DQJ�EHUDUWL�)�KLWXQJ����������OHELK�EHVDU�GDUL�SDGD�)�

WDEHO����������PDND�NHSXWXVDQQ\D�PHQRODN�+R�GDQ�PHQHULPD�+D��'HQJDQ�GHPLNLDQ�VHFDUD�

VLPXOWDQ� NHOLPD� YDULDEHO� LQGHSHQGHQ� �Tangibel, Reliability, Responsiveness, Assurance, 

Empathy��VLJQLILNDQ�PHPSHQJDUXKL�SHOD\DQDQ��<���

�

�

9DULDEHO�,QGH�
SHQGHQ 
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'DUL�KDVLO�DQDOLVLV�GHQJDQ�PHQJJXQDNDQ�SURJUDP�6366�GLNHWDKXL�EDKZD�EHVDUQ\D�QLODL�5��
�NRHILVLHQ� GHWHUPLQDVL��  � ������ DWDX� ����� �� EHUDUWL� NHPDPSXDQ� YDULDEHO�YDULDEHO� EHEDV�
VHFDUD� EHUVDPD�VDPD� \DLWX� YDULDEHO� �Tangibel, Reliability, Responsiveness, Assurance, 
Empathy)� PDPSX� PHQMHODVNDQ� ������ GDUL� YDULDVL� SHUXEDKDQ� \DQJ� WHUMDGL� GDODP�
3HOD\DQDQ�� GDQ� VHPHQWDUD� YDULDVL� ODLQQ\D� VHEHVDU� ������ GLMHODVNDQ� ROHK� YDULDEHO� ODLQQ\D�
\DQJ�WLGDN�GLFDNXSNDQ�GDODP�SHQHOLWLDQ�LQL�� 

 

���.(6,038/$1 

0HOLKDW�KDVLO�SHQHOLWLDQ�GDSDW�GLLGHQWLILNDVL�NHVLPSXODQ�VHEDJDL�EHULNXW���
��� 7HUGDSDW� SHQJDUXK� \DQJ� SRVLWLI� GDQ� VLJQLILNDQ� DQWDUD� YDULDEHO� Tangibel, Reliability, 

Responsiveness, Assurance, Empathy� WHUKDGDS� SHOD\DQDQ� Automatic teller Machine 
%DQN�&HQWUDO�$VLD��

��� 6HFDUD� VLPXOWDQ� NHOLPD� YDULDEHO� LQGHSHQGHQ� (Tangibel, Reliability, Responsiveness, 
Assurance, Empathy) VLJQLILNDQ�PHPSHQJDUXKL�3HOD\DQDQ��<���GDSDW�GLOLKDW�GDUL�QLODL�)�
KLWXQJ��������GHQJDQ�WLQJNDW�VLJQLILNDQVL���������������

��� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD�tangibel��;���GDQ�SHOD\DQDQ��<���
VLJQLILNDQ�GDSDW�GLOLKDW�GHQJDQ�QLODL�VLJLILNDQ� ���������������

��� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD�reliability��;���GDQ�SHOD\DQDQ��<���
VLJQLILNDQ�GDSDW�GLOLKDW�GHQJDQ�QLODL�VLJLILNDQ� ���������������

��� 7HUGDSDW� SHQJDUXK� \DQJ� SRVLWLI� GDQ� VLJQLILNDQ� DQWDUD� responsiveness� �;��� GDQ�
SHOD\DQDQ��<���VLJQLILNDQ�GDSDW�GLOLKDW�GHQJDQ�QLODL�VLJLILNDQ� ���������������

��� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD�assurance��;���GDQ�SHOD\DQDQ��<���
VLJQLILNDQ�GDSDW�GLOLKDW�GHQJDQ�QLODL�VLJLILNDQ� ���������������

��� 7HUGDSDW�SHQJDUXK�\DQJ�SRVLWLI�GDQ�VLJQLILNDQ�DQWDUD�empathy��;���GDQ�SHOD\DQDQ��<���
VLJQLILNDQ�GDSDW�GLOLKDW�GHQJDQ�QLODL�VLJLILNDQ� ���������������

��� %HVDUQ\D�SHQJDUXK�YDULDEHO�Tangibel, Reliability, Responsiveness, Assurance, Empathy�
WHUKDGDS� SHOD\DQDQ� NDU\DZDQ� GLWXQMXNDQ� ROHK� EHVDUP\D� QLODL� 5ð� VHEHVDU� ������ \DQJ�
EHUDUWL� EHVDUQ\D� SHUXEDKDDQ� SHOD\DQDQ�$70�%&$� GLMHODVNDQ� ROHK� YDULDEHO�Tangibel, 
Reliability, Responsiveness, Assurance, Empathy� ������ GDQ� VLVDQ\D� VHEHVDU� ������
GLMHODVNDQ�ROHK�YDULDEHO�ODLQ��

��� 3HQJDUXK�GRPLQDQ� WHUKDGDS�YDULDEOH�SHOD\DQDQ�DGDODK�YDULDEHO�Assurance/ NH\DNLQDQ��
+DO� WHUVHEXW� GDSDW� GLOLKDW� GDUL� KDVLO� XML� 6366�QLODL� EHWD�Assurance/ NH\DNLQDQ� ��������
OHELK� EHVDU� GDUL� SDGD� QLODL� EHWD� YDULDEHO� tangibel� ;�� ��������� YDULDEOH� reliability� ;��
���������YDULDEOH�responsiveness�;�����������YDULDEOH�empathy��;�����������
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'$)7$5�3867$.$�

$ULNXQWR�6������ProsedurPenelitian. -DNDUWD�5LQHND&LSWD�
$YLOLDQLGDQ:LOIULGXV������Service Marketing��-DNDUWD��7DWD�0F*UDZ�+LOO��
$VHS� 0�5DPGDQ�� ����� 2NWREHU� ���� Hubungan Kualitas Jasa dan kepuasanKonsumen��
�KWWS���DVHS�P�UDPGDQ�EORJVSRW�FRP���
%DUDWD�$�$������Dasar-dasar Pelayanan Prima�-DNDUWD�37�(OH[�0HGLD�.RPSXWLQGR�
(QJHO��-��������Perilaku Konsumen��-DNDUWD�%LQD�5XSD�$NVDUD�
)HUGLQDQG��$��������Metode Penelitian Manajemen��6HPDUDQJ��%3�8QLYHUVLWDV�
*KR]DOL�,������Analisis Multivariate dengan Program SPSS�� %DGDQ� 3HQHUELW� 8QLYHUVLWDV�

'LSRQHJRUR��6HPDUDQJ�
*KR]DOL�,����� Metode Riset Pemasaran. -DNDUWD��(UODQJJD�
,PDP� *KR]DOL�� ������ Aplikasi Analisis Multivariate dengan Program SPSS�6HPDUDQJ��

%DGDQ�3HQHUELW�8QLYHUVLWDV�'LSRQHJRUR��
.RWOHU��3�GDQ�$PVWURQJ��*��������Prinsip-Prinsip Pemasaran. -DNDUWD��(UODQJJD�
.RWOHU��3��������Marketing Management��1HZ�-HUVH\�3UHQWLFH�+DOO��+��
������������������������������Management Pemasaran��-DNDUWD��6DOHPED�(PSDW�
������������������������������Management Pemasaran��-DNDUWD��3UHQKDULQGR�
3XVSLWR�������Manajemen Pemasaran Jasa Di Indonesia�%XNX�����-DNDUWD��6DOHPED�(PSDW��
5DPEDW� /XSL\RDGL�� ������ Manajemen Pemasaran Jasa : Teori dan Pratek�-DNDUWD�37�

VDOHPED�(PSDW��
����������������������� GDQ� $�� +DPGDQL�� ������Manajemen Pemasaran Jasa�� -DNDUWD�6DOHPED�

(PSDW��
6��$]ZDU��������Metode Penelitian. <RJ\DNDUWD��3XVWDND�3HODMDU��
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