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PERNYATAAN KEASLIAN




MOTTO

If you come to me walking, i will come to you running.

(Hadits qudsi)

“tidaklah mungkin bagi matahari mengejar bulan dan
malam pun tidak dapat mendahului siang. Masing-masing
beredar pada garis edarnya.

(QS. Yasin — 40)

1t will pass, everything you ve gone through it will pass.
-Rachel Vennya-
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Semoga hasil penelitian ini dapat menajdi bahan rujukan bagi penelian
selanjutnya.

Wassalamu alaikum warahmatullahi wabarakaatuh.

Yogyakarta, 12 Juli 2024

Anisa Fatu Robbani

Vii



DAFTAR ISI

IMIOTTO ..o iii
PERSEMBAHAN ... ..ottt iv
BAB L.t 1
PENDAHULUAN ...ttt snnas 1
A, Latar Belakang ........cccoooiiiiiiiii 1
B.  Rumusan Masalah ..........ccccoiiiiiiiiiniii s 6
C.  Tujuan Penelitian..........cceiiiiiiieiiiieieeese s 7
D.  Manfaat Penelitian ...........ccocviiiiiiiiiiiiiiic e 8
|37 2 1 PP PRR 10
TINJAUAN PUSTAKA ..ottt 10
A.  Penelitian TerdahulU..........coooiiiiiiiiii e 10
B, Landasan TeOTT .......uciuieiuiiiiieiieiie ettt 16
C.  Kerangka BerpiKir........ccoiiiiiiiiiiiiiiiiiii e 26
Dl HIPOTESIS. . ettt 27
BAB ILL.......oo ettt b ettt e bt e be e ne e nae e 31
METODE PENELITTAN ......ooiiiiiiiiii e 31
A. Desain Penelitian ..................ccooiiiiiii 31
B. Populasi dan Sampel..................ccoooiiii 31
C. Instrumen Penelitian.................ccccoiiiiiiiiii e 32
D. Definisi Variabel dan Indikator Penelitian ....................cccccooiiiinnn, 33
E. Prosedur Penelitian................ccccooiiiiiiiiiii 35

viii



BAB IV ..o 39
HASIL DAN PEMBAHASAN ..ottt 39
A, Gambaran UmMUIM ... 39
1. Sejarah Pegadaian Syariah..........ccccccoviiiiiiiiiiiiic 39

2. Visi Misi Pegadaian Syariah ..........cccociiiiiiiiiiii 40
3. Struktur Organisasi Pegadaian Syariah Kusumanegara..............cccoceninnne 41
B. Demografi ReSponden...............cccocioiiiiiiiiiiiiiii e 41
1. Berdasarkan Jenis Kelamin.........ccccooiiiiiiiiiiiiciee 42

2. Berdasarkan Usia ........cccoviiiiiiiiiiiii e 42

3. Berdasarkan Pekerjaan...........ccccooiiiiiiiiii 43

4.  Berdasarkan Penghasilan Perbulan ..............ccccooii 44
5. Berdasarkan Lama Menjadi Nasabah.............cccccoiniiiinnee, 44
C. Evaluasi Model ...............oooooiiiiiii e 45
1. Evaluasi Model Pengukuran (outer model).............cccooovvveniiiniiniiniiennnn. 45

2. Pengujian Model Struktural (inner model) .............ccccoovviiiiiiiniiiiiiienn, 52

3. Pengujian HIPOtesiS......cooviiviiiieiiieiie e 53
D. Pembahasan Hasil Penelitian...................c..ooooii 55
1. Hubungan kualitas pelayanan terhadap keputusan nasabah........................ 56

2. Hubungan Promosi Terhadap Keputusan Nasabah ............c.cccooeviiiininnnns 57
3. Hubungan Minat terhadap Keputusan Nasabah............ccccoveriiiiiiiininnnnnns 59
4.  Hubungan Kualitas Pelayanan terhadap Minat.............cccovvviiiiiiiiinnnnns 60
5. Hubungan Promosi terhadap Minat ...........cccoceviiiiiiiiiiiiece 62



6. Hubungan Kualitas Pelayanan terhadap Keputusan Nasabah Melalui Minat

63

7.  Hubungan Promosi terhadap Keputusan Nasabah Melalui Minat.............. 65
BAB V..o bbb re s 67
PENUTUP ...ttt et be e nn e nne e 67
A, KeSImPulan ... 67
B, SAran ... 69
DAFTAR PUSTAKA ... .ottt 71
LAMPIRAN ...ttt sttt b et e e bt e bt e s bt e s nbe e s beeenbeenneeanee 77



DAFTAR GAMBAR

Gambar 2. 1 Model Penelitian

xi



Tabel 1.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

L 2
1 SKala LIKEIT .. 33
2 Variabel Independen ............cocueiiiiiiiiiiieiiesee e 34
3 Variabel Dependen .........cccviveiiiiiiiiiie i 35
4 Variabel INteTVENING .......ccceiiiiiiiiieiie e 35
1 Jenis Kelamin reSponden..........ccooveiiireiieiinieieesese e 42
2 USia RESPONACI....c.vviiiiiiiiiieiiieie et 42
3 PEKEIJAAN ... s 43
4 Penghasilan Perbulan ..........cccocooiiiiiiiiii 44
5 Lama Menjadi Nasabah...........ccooiiiiiiinc e 44
6 OUter LoAdING ....ooveiiiiiiieii s 46
7 Nilai Average Variance Extraced...........cccooiiiiiiiiiiiiiicicc e, 48
8 Hasil Fornell Larcker ..........cccooeiiiiiiiiiiiiii e 49
9 Hasil Cross Loadings .......c.ccooviiiiiiiiiieecieesec e 50
10 Hasil Cronbach's alpha dan composite reability ...........ccccoovviiciiinieennn. 52
1T Nilai R-SqUare..........ccocooiiiiiiiiiiii e 52
12 hasil Path Coeffecients ...........ccoveiiiiiiiiiic e 53
13 SPESIIC INAITECT ..o 54

xii



DAFTAR LAMPIRAN

Lampiran 1 Kuisioner Penelitian .............cccccccovviiiiiiiiiiiiiniieecee s 77
Lampiran 2 Hasil Pernyataan KuiSIONeT ........ccccceeeerireerieninienieniee et 85
Lampiran 3 output SmartPLS ......c.c.ooiiiiiiiiie e s 101
Lampiran 4 Surat [zin Penelitian ..........ccocvveerinieieninieneneeeseceeeseee e 107
Lampiran 5 Uji STMILATitas. ........ceecererienineeninieeeseeeesie et s 108

Xiii



