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ABSTRAK

FADILAH A’ENI, NIM: 1808203090, “PENGARUH KUALITAS LAYANAN
DAN PENERAPAN ETIKA BISNIS ISLAM TERHADAP LOYALITAS
NASABAH BANK MUAMALAT KANTOR CABANG CIREBON”, 2023.

Penelitian ini membahas tentang pengaruh kualitas layanan dan penerapan
etika bisnis Islam terhadap loyalitas nasabah Bank Muamalat Kantor Cabang
Cirebon. Kajiannya dilatarbelakangi oleh pentingnya peningkatan loyalitas nasabah
bank melalui faktor-faktor yang mempengaruhinya, di antaranya adalah kualitas
layanan dan penerapan etika bisnis Islam.

Tujuan penelitian ini adalah untuk mengetahui: (1) pengaruh kualitas
layanan Bank Muamalat Kantor Cabang Cirebon terhadap loyalitas nasabah, (2)
pengaruh penerapan etika bisnis Islam Bank Muamalat Kantor Cabang Cirebon
terhadap loyalitas nasabah, dan (3) pengaruh secara simultan kualitas layanan dan
penerapan etika bisnis Islam terhadap loyalitas nasabah Bank Muamalat Kantor
Cabang Cirebon. Penelitian ini adalah penelitian kuantitatif dengan metode survey.
Pengumpulan datanya menggunakan-angket, dan analisis datanya dilakukan dengan
analisis regresi linear berganda.

Hasil penelitian 'menunjukkan bahwa: (1). Pengaruh kualitas layanan
terhadap loyalitas nasabah bank Muamalat KC Cirebon termasuk dalam kategori
“lemah” (0,239) berada pada interval 0,20 — 0,399 dan nilai Sig.F sebesar 0,055
artinya terdapat pengaruh yang “lemah” dan tidak signifikan dari variabel kualitas
layanan terhadap loyalitas nasabah bank Muamalat KC Cirebon sebesar 23,9%; (2)
Pengaruh penerapan etika bisnis Islam terhadap loyalitas nasabah bank Muamalat
KC Cirebon termasuk dalam kategori. “kuat” (0,675) berada pada interval
0,60 - 0,799 dan nillai Sig.F sebesar 0,000 artinya terdapat pengaruh yang “kuat”
dan signifikan dari variabel pencrapan etika bisnis Islam terhadap loyalitas nasabah
bank Muamalat KC Cirebon sebesar 67,5%; dan (3) Pengaruh secara simultan
kualitas layanan dan penerapan ctika bisnis Islam adalah “kuat” (0,768) dan nilai
Sig.F sebesar 0,000 artinya secara simultan kualitas layanan dan penerapan etika
bisnis Islam berpengaruh “kuat” terhadap loyalitas nasabah bank Muamalat KC
Cirebon sebesar 76,8% dan sisanya 23,2% dipengaruhi oleh faktor lain yang tidak
diteliti dalam penelitian ini.

Kata Kunci: Kualitas Layanan, Etika Bisnis Islam, dan Loyalitas Nasabah



ABSTRACT

FADILAH A'ENI, NIM: 1808203090, "THE EFFECT OF SERVICE
QUALITY AND THE APPLICATION OF ISLAMIC BUSINESS ETHICS
ON CUSTOMER LOYALTY AT BANK MUAMALAT, CIREBON
BRANCH OFFICE", 2023.

This study discusses the effect of service quality and the application of Islamic
business ethics on customer loyalty at Bank Muamalat, Cirebon Branch Office. The
background of this study is the importance of increasing bank customer loyalty
through the factors that influence it, including the quality of service and the
application of Islamic business ethics.

The purpose of this study was to determine: (1) the effect of service quality of Bank
Muamalat Cirebon Branch Office on customer loyalty, (2) the effect of applying
Islamic business ethics of Bank Muamalat Cirebon Branch Office on customer
loyalty, and (3) the simultaneous effect of service quality and implementation
Islamic business ethics on customer loyalty at Bank Muamalat Cirebon Branch
Office. This research is a quantitative research with a survey method. The data was
collected using a questionnaire, and the data was analyzed using multiple linear
regression analysis.

The results showed that: (1) The effect of service quality on customer loyalty of
Muamalat KC Cirebon bank is included in the "weak" category (0.239) at the
interval 0.20 - 0.399 and the Sig.F value is 0.055 meaning that there is a "weak"
influence and not significant from the service quality variable to customer loyalty
at Bank Muamalat KC Cirebon by 23.9%:; (2) The effect of implementing Islamic
business ethics on customer loyalty of Bank Muamalat KC Cirebon is included in
the "strong" category (0.675) in'the interval 0:60 - 0.799 and the Sig.F value is 0.000
meaning that there is a "strong" and significant influence of the variable application
of Islamic business ethics to customer loyalty of Muamalat KC Cirebon bank by
67.5%; and (3) The simultaneous influence of service quality and application of
Islamic business ethics is "strong" (0.768) and a Sig.F value of 0.000 means that
simultaneously service quality and application of Islamic business ethics have a
"strong" effect on customer loyalty at Bank Muamalat KC Cirebon 76.8% and the
remaining 23.2% are influenced by other factors not examined in this study.

Keywords: Service Quality, Islamic Business Ethics, and Customer Loyalty
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NOTA DINAS

Kepada Yth.

Dekan Fakultas Ekonomi dan Bisnis Islam
IAIN Syekh Nurjati Cirebon
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Cirebon

Assalamu’alaikum Wr.Wb.

Setelah melakukan bimbingan, arahan, dan koreksi terhadap penyusunan skripsi
saudari Fadilah A’eni, NIM: 1808203090 dengan judul: ”Pengaruh Kualitas
Layanan dan Penerapan Etika Bisnis Islam terhadap Loyalitas Nasabah Bank
Muamalat Kantor Cabang Cirebon”. Kami berpendapat bahwa skripsi tersebut
di atas sudah dapat diajukan pada Jurusan Perbankan Syariah, Fakultas Ekonomi
dan Bisnis Islam Institut Agama Islam Negeri (IAIN) Syekh Nurjati Cirebon.
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e C
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Ectun Jurusan Porbankan Syanah
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