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ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kesesuaian prinsip syariah dan kualitas
pelayanan terhadap loyalitas nasabah dengan kepuasan sebagai variabel intervening (variabel
antara) pada Bank BPD DIY Syariah. Penelitian menggunakan pendekatan kuantitatif dengan
sampel secara purposive sampling dan convenience sampling. Data dikumpulkan dengan
quisioner model skala Likert. Data dianalisis secara uji t, uji F, koefisien deteminasi dan regresi
berganda dengan intervening. Hasilnya, kepuasan nasabah tidak memediasi hubungan antara
kesesuaian prinsip syariah terhadap loyalitas nasabah. Kepuasan nasabaha memediasi hubungan
kualitas pelayanan terhadap loyalitas nasabah. Hasil uji hipotesis menunjukkan : (1) kesesuaian
prinsip syariah berpengaruh langsung namun tidak signifikan terhadap kepuasan nasabah. (2)
kualitas pelayanan secara langsung berpengaruh signifikan terhadap kepuasan nasabah. (3)
kesesuaian prinsip syariah berpengaruh langsung dan tidak signifikan terhadap loyalitas nasabah.
(4) kualitas pelayanan berpengaruh langsung dan tidak signifikan terhadap loyalitas nasabah. (5)
kepuasan nasabah berpengaruh langsung dan tidak signifikan terhadap loyalitas.

Key-words: kesesuaian prinsip syariah, kualitas pelayanan, kepuasan nasabah, loyalitas nasabah



Abstract

The purpose of this research is to discover the affect between sharia principles and serving
quality to the consumer loyalty, which is the satisfaction being the intervening variable on Bank
BPD DIY Syariah. This research used the Quantity Approaches with the purposive sampling and
convenience sampling. The data was collected by quetionary Likert Scale model. It was analized
by T test, F test, determinant coeficient and double regression with intervening variable. The
result shows that consumer satisfaction doesn’t mediate the relation between sharia principles on
consumer loyalty. The result of hypotheses shows: (1) the suitability of sharia principles affected
on consumer satisfaction immediately but it’s not significant (2) Serving quality affected
significantly on customer satisfaction immediately (3) the suitability of sharia principles affected
on customer loyalty immediately but it’s no significant (4) serving quality affected on customer
loyalty immediately but it’s not significant (5) Customer satisfaction affected on customer
loyalty immediately but it’s not significant.

Key-words: Suitability of sharia principles, serving quality, customer satisfaction, customer
loyalty.
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