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ABSTRAK

RIKITO, NIM: 1908203107. “Strategi Peningkatan Kualitas Pelayanan
Dalam Meningkatkan Kepuasan Nasabah di BMT Gunungjati Cabang
Kalisapu Cirebon”, 2026.

Ketidakseimbangan perkembangan jumlah nasabah, menjadi kondisi yang
mengindikasikan adanya kesenjangan dalam implementasi strategi peningkatan
kualitas pelayanan yang belum merata di seluruh jenis nasabah. Dengan demikian,
penelitian ini bertujuan untuk mengetahui strategi peningkatan kualitas pelayanan
yang diterapkan BMT Gunungjati Cabang Kalisapu Cirebon, mendeskripsikan
implementasi pelayanan dalam meningkatkan kepuasan nasabah serta menganalisis
efektivitas strategi peningkatan kualitas pelayanan terhadap kepuasan nasabah.

Metode penelitian yang digunakan adalah kualitatif dengan pendekatan
deskriptif. Data dikumpulkan melalui wawancara dengan informan terkait,
observasi, dan dokumentasi. Analisis data dilakukan melalui tahapan reduksi data,
penyajian data dan penarikan kesimpulan. Untuk memastikan keabsahan data maka
verifikasi menggunakan triangulasi sumber, triangulasi teknik dan triangulasi
waktu.

Hasil penelitian menunjukkan bahwa penerapan berbagai strategi peningkatan
kualitas pelayanan sudah dilakukan, antara lain peningkatan sikap dan perilaku
karyawan, penyederhanaan prosedur pelayanan, penerapan layanan jemput bola,
serta penggunaan bahasa komunikasi yang mudah dipahami nasabah; Implementasi
pelayanan secara umum telah berjalan dengan baik, didukung oleh pendekatan yang
bersifat personal dan kekeluargaan, meskipun masih terdapat kendala berupa
gangguan sistem, belum adanya sistem antrian yang tertata, dan belum meratanya
pemahaman nasabah terhadap akad syariah; Strategi peningkatan kualitas
pelayanan yang diterapkan belum seluruhnya efektif dalam meningkatkan kepuasan
nasabah, khususnya dimensi reliability dan tangible menunjukkan efektivitas yang
paling rendah, dimensi assurance dan compliance operasional berjalan cukup
efektif dan dimensi empathy dan responsiveness menunjukkan efektivitas yang
paling tinggi, sehingga diperlukan transformasi dari model pelayanan yang
bertumpu pada keunggulan personal menuju sistem pelayanan yang terstruktur,
terstandar dan konsisten di seluruh lini layanan agar kepuasan nasabah dapat
dirasakan secara merata. Rekomendasi ini diharapkan mampu meningkatkan
pertumbuhan nasabah pembiayaan serta membangun kepuasan nasabah yang lebih
tinggi melalui pendekatan teknis dan relasional.

Kata Kunci: Kualitas Pelayanan, Kepuasan Nasabah, BMT, SERVQUAL,
CARTER



ABSTRACT

RIKITO, NIM: 1908203107. “Service Quality Improvement Strategy in
Enhancing Customer Satisfaction at BMT Gunungjati Kalisapu Cirebon
Branch”, 2026.

The imbalance in the development of the number of customers is a condition
that indicates a gap in the implementation of strategies to improve service quality
that is not evenly distributed across all types of customers. Thus, this research aims
to identify the service quality improvement strategies implemented by BMT
Gunungjati Kalisapu Branch, Cirebon, to describe the implementation of services
in enhancing customer satisfaction, and to analyze the effectiveness of service
quality improvement strategies on customer satisfaction.

The research method used is qualitative with a descriptive approach. Data were
collected through interviews with relevant informants, observation, and
documentation. Data analysis was conducted through stages of data reduction, data
presentation, and conclusion drawing. To ensure data validity, verification was
carried out using source triangulation, technique triangulation, and time
triangulation.

The research findings indicate that various service quality improvement
strategies have been implemented, including improvements in employee attitude
and behavior, simplification of service procedures, adoption of a proactive outreach
service model, and the use of communication language that is easily understood by
customers. Service implementation in general has been running well, supported by
a personal and family-oriented approach, although there are still obstacles in the
form of system disruptions, the absence of an organized queuing system, and
uneven customer understanding of sharia contracts. The service quality
improvement strategies applied have not been fully effective in enhancing customer
satisfaction; in particular, the reliability and dimensions show the lowest
effectiveness, the assurance and compliance dimensions operate quite effectively,
and the empathy and responsiveness dimensions show the highest effectiveness.
Therefore, a transformation is needed from a service model that relies on personal
excellence toward a structured, standardized, and consistent service system across
all service lines so that customer satisfaction can be experienced equitably. These
recommendations are expected to increase the growth of financing customers and
further build customer satisfaction through technical and relational approaches.

Keywords: Service Quality, Customer Satisfaction, SERVQUAL, CARTER, BMT
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