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Allah tidak akan membebani seseorang melainkan sesuai dengan kesanggupannya  

(Q.S Al-Baqarah 2: 286) 

“Hidup bukan saling mendahului, bermimpilah sendiri-sendiri”-Hindia 
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ABSTRAK 

 

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh Islamic 

Branding dan Customer Relationship Markerting terhadap Loyalitas Nasabah 

Melalui Kepuasan Sebagai Variabel Mediasi. Objek pada penelitian ini merupakan 

nasabah pengguna bank syariah yang telah menggunakan bank Syariah sekurang-

kurangnya enam bulan. Lokasi pada penelitian ini merupakan nasabah yang 

menggunakan bank syariah berdomili di Magelang. Jenis penelitian yang 

digunakan adalah penelitian kuantitatif dengan sumber data primer dimana 

pengumpulan data dilakukan dengan menyebr kuesioner melalui google formulir. 

Dengan sampel 100 responden nasabah pengguna bank syariah di Magelang dengan 

menggunakan metode purposive sampling. Penelitian ini menggunakan metode 

kuantitatif dengan analisis regresi linier berganda, uji t, uji mediasi (sobel test), dan 

uji koefisien determinasi. Jumlah sampel dihitung dengan menggunakan rumus 

lemshow dengan hasil perhitungan 96 responden. Data yang diperoleh kemudian di 

olah dengan program SPSS versi 24. Hasil penelitian menunjukkan bahwa pada 

variabel Islamic branding dan customer relationship marketing berpengaruh positif 

dan signifikan terhadap kepuasan nasabah. Hasil penelitian variabel Islamic 

branding tidak berpengaruh positif dan signifikan terhadap loyalitas nasabah, 

sedangkan variabel customer relationship marketing berpengaruh positif dan 

signifikan terhadap loyalitas nasabah. Variabel kepuasan nasabah berpengaruh 

positif dan signifikan terhadap loyalitas nasabah. Dan variabel kepuasan dapat 

memediasi variabel Islamic branding dan customer relationship marketing. 

 

Kata kunci: Islamic Branding, Customer Relationship Marketing, Kepuasan 

Nasabah, Loyalitas Nasabah. 
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ABSTRACT 

 

 

This research aims to test and analyze the influence of Islamic Branding and 

Customer Relationship Marketing on Customer Loyalty through Satisfaction as a 

Mediating Variable. The objects of this research are customers who use sharia 

banks who have used sharia banks for at least 6 months. The location for this 

research is customers who use sharia banks domiciled in Magelang. 

The type of research used is quantitative research with primary data sources 

where data collection is carried out by distributing questionnaires via Google 

forms. With a sample of 100 respondents, customers who use sharia banks in 

Magelang using the purposive sampling method. This research uses quantitative 

methods with multiple linear regression analysis, t test, mediation test (sobel test), 

and coefficient of determination test. The number of samples was calculated using 

the lemshow formula with a calculation result of 96 respondents. The data obtained 

was then processed using the SPSS version 24 program. 

The research results show that the Islamic branding and customer relationship 

marketing variables have a positive and significant effect on customer satisfaction. 

The research results of the Islamic branding variable do not have a positive and 

significant effect on customer loyalty, while the customer relationship marketing 

variable has a positive and significant effect on customer loyalty. The customer 

satisfaction variable has a positive and significant effect on customer loyalty. And 

the satisfaction variable can mediate the Islamic branding and customer 

relationship marketing variables. 

 

 

 

Keywords: Islamic Branding, Customer Relationship Marketing, Customer 

Satisfaction, Customer  
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PEDOMAN TRANSLITERASI ARAB-LATIN 

Sumber rujukan untuk transliterasi Arab-Latin berdasarkan Surat Keputusan 

bersama Menteri Agama dan Menteri Pendidikan dan Kebudayaan Republik 

Indonesia tertanggal 22 Januari 1988 No: 158/1987 dan 0543b/U/1987. 

1. Konsonan Tunggal 

Huruf 

Arab 
Nama Huruf Latin Nama 

 Alif Tidak dilambangkan Tidak dilambangkan ا

 ba’ B Be ب

 ta’ T Te ت

 sa’ ṡ es (dengan titik di atas) ث

 Jim J Je ج

 ḥa ḥ ha (dengan titik di bawah) ح

 Kha Kh ka dan ha خ

 Dal D De د

 Żal Ż zet (dengan titik di atas) ذ

 ra’ R Er ر

 Zai Z Zet ز

 Sin S Es س

 Syin Sy es dan ye ش

 ṣad ṣ es (dengan titik di bawah) ص

 ḍad ḍ de (dengan titik di bawah) ض

 ṭa’ ṭ te (dengan titik di bawah) ط

 ẓa’ ẓ zet (dengan titik di bawah) ظ

 ain ‘ koma terbalik‘ ع

 Gain G Ge غ

 fa’ F Ef ف

 Qaf Q Qi ق

 Kaf K Ka ك

 Lam L ‘el ل

 Mim M ‘em م

 Nun N ‘en ن

 Waw W W و

 ha’ H Ha ه

 Hamzah ‘ Apostrof ء

 ya’ Y Ye ي
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2. Konsonan Rangkap karena Syaddah ditulis Rangkap 

 

3. Ta’ marbutah di Akhir Kata ditulis h 

 حكمة

 علة

 كرامة الأولياء

 زكاة الفطر

ditulis 

ditulis 

ditulis 

ditulis 

Ḥikmah 

‘illah 

Karᾱmah al-auliyᾱ’ 

Zakᾱh al-fiṭri 

 

4. Vokal Pendek 
 

 ـَ

 فعل

 ـِ

 

 ذكر

 ـُ

 يذهب

Fatḥah 

 

kasrah 

 

ḍammah 

ditulis 

ditulis 

ditulis 

 

ditulis 

ditulis 

ditulis 

α 

fa’ala 

i 

 

żukira 

u 

yażhabu 

 

5. Vokal Panjang 
 

1 

 

2 

 

3 

 

4 

Fathah + alif 

 جاهلية

Fatḥah + ya’ mati 

 تنسى

Kasrah + ya’ mati 

 كريم

Ḍammah + wawu mati 

 فروض

ditulis 

ditulis 

ditulis 

ditulis 

ditulis 

ditulis 

ditulis 

ditulis 

ᾱ 

jᾱhiliyyah 

ᾱ 

tansᾱ 

i 

karῑm 

ū 

furūḍ 

 

 

 متعددة

 عدّة

ditulis 

ditulis 

Muta’addidah 

‘iddah 
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6. Vokal Rangkap 
 

1 

 

2 

Fatḥah + ya’ mati 

 بينكم

Fatḥah + wawu mati 

 قول

ditulis 

ditulis 

ditulis 

ditulis 

Ai 

bainakum 

au 

Qaul 

 

 

7. Vokal Pendek yang Berurutan dalam Satu Kata dipisahkan dengan 

Apostrof 

 أأنتم

 أعدّت

 لءن شكرتم

ditulis 

ditulis 

ditulis 

a’antum 

u’iddat 

la’in syakartum 

 

8. Kata Sandang Alif + Lam 

 Diikuti huruf Qamariyah ditulis dengan menggunakan huruf “al”. 

Apabila Syamsiyah ditulis dengan menggandakan huruf Syamsiyah yang 

mengikutinya. 

 

9. Penulisan Kata-kata dalam Rangkaian  

 Ditulis menurut penulisannya. 

 ذوى الفروض

 أهل السنة

ditulis 

ditulis 

ẓawi al-furūḍ 

ahl as-sunnah 

 القر آن

 القياس

 السماء

 الشمس

Ditulis 

ditulis 

ditulis 

ditulis 

al-Qur’ᾱn 

al-Qiyᾱs 

al-Samᾱ’ 

al-Syam 



 

xviii 
 

DAFTAR ISI 

 

 

HALAMAN PENYEKAT ..................................................................................... i 

NOTA DINAS ........................................................................................................ ii 

SURAT PERNYATAAN ..................................................................................... iii 

PENGESAHAN TUGAS AKHIR ....................................................................... iv 

PERSETUJUAN TIM PENGUJI UJIAN SKRIPSI .......................................... v 

PERNYATAAN TIDAK PLAGIAT .................................................................. vi 

PERNYATAAN PERSETUJUAN AKSES ...................................................... vii 

MOTTO .............................................................................................................. viii 

HALAMAN PERSEMBAHAN .......................................................................... ix 

KATA PENGANTAR .......................................................................................... xi 

ABSTRAK .......................................................................................................... xiii 

ABSTRACT ........................................................................................................ xiv 

PEDOMAN TRANSLITERASI ARAB-LATIN .............................................. xv 

DAFTAR ISI ..................................................................................................... xviii 

DAFTAR TABEL ............................................................................................. xxii 

DAFTAR GAMBAR ........................................................................................ xxiv 

BAB I PENDAHULUAN ...................................................................................... 1 

A. Latar Belakang Masalah ........................................................................... 1 

B. Rumusan Masalah ...................................................................................... 9 

C. Tujuan Penelitian ....................................................................................... 9 

D. Manfaat Penelitian ................................................................................... 10 

E. Sistematika Penulisan .............................................................................. 11 

BAB II KAJIAN PUSTAKA .............................................................................. 12 

A. Landasan Teori ........................................................................................ 12 

1. Islamic Branding .................................................................................... 12 

2. Customer Relationship Marketing .......................................................... 13 

3. Loyalitas Nasabah .................................................................................. 15 

4. Variabel Mediasi Kepuasan Nasabah ..................................................... 16 

5. Bank Syariah .......................................................................................... 18 



 

xix 
 

B. Penelitian Terdahulu .................................................................................. 19 

C. Kerangka Pemikiran ................................................................................... 24 

D. Hipotesis ..................................................................................................... 26 

BAB III METODE PENELITIAN .................................................................... 30 

A. Jenis Penelitian ........................................................................................... 30 

B. Lokasi Penelitian dan waktu Penelitian ..................................................... 30 

C. Populasi dan Sempel Penelitian ................................................................. 31 

1. Populasi .................................................................................................. 31 

2. Sampel .................................................................................................... 31 

3. Ukuran Sampel ....................................................................................... 32 

D. Variabel Penelitian dan Definisi Operasional ............................................ 32 

E. Teknik dan Instumen Pengumpulan Data .................................................. 34 

1. Teknik Pengumpulan Data ..................................................................... 34 

F. Validitas dan Reabilitas.............................................................................. 36 

1. Uji Validitas ........................................................................................... 36 

2. Uji Reliabilitas ........................................................................................ 37 

G. Teknik Analisis Data .................................................................................. 37 

1. Uji Asumsi Klasik .................................................................................. 37 

2. Analisis Regresi Linier Berganda ........................................................... 38 

H. Pengujian Hipotesis .................................................................................... 39 

1. Uji Hipotesis Parsial T ........................................................................... 39 

2. Uji Mediasi (Sobel test) .......................................................................... 40 

3. Uji Koefisien Determinasi (R2) .............................................................. 40 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN ................................... 42 

A. Hasil Penelitian .......................................................................................... 42 

B. Pembahasan ................................................................................................ 43 

1. Responden Berdasarkan Jenis Kelamin.................................................. 43 

2. Responden Berdasarkan Usia ................................................................. 44 

3. Responden Berdasarkan Pendidikan Terakhir........................................ 46 

4. Responden Berdasarkan Pekerjaan......................................................... 47 

5. Responden Berdasarkan Domisili .......................................................... 49 

6. Responden Berdasarkan Lama Penggunaan ........................................... 52 



 

xx 
 

7. Responden Berdasarkan Bank Syariah Yang Digunakan ...................... 53 

8. Responden Berdasarkan Produk Yang Digunakan................................. 55 

C. Hasil Uji Validitas ...................................................................................... 56 

1. Uji Validitas Variabel Islamic Branding ................................................ 57 

2. Uji Validitas Variabel Customer Relationship Marketing ..................... 58 

3. Uji Validitas Variabel Loyalitas Nasabah .............................................. 58 

4. Uji Validitas Variabel Kepuasan Nasabah ............................................. 59 

D. Uji Reliabilitas ........................................................................................... 60 

1. Uji Reliabilitas Variabel Islamic Branding ............................................ 60 

2. Uji Reliabilitas Variabel Customer Relationship Marketing ................. 61 

3. Uji Reliabilitas Variabel Loyalitas Nasabah .......................................... 62 

4. Uji Reliabilitas Variabel Kepuasan Nasabah ......................................... 62 

E. Uji Asumsi Klasik ...................................................................................... 63 

1. Uji Normalitas ........................................................................................ 63 

2. Uji Multikolineritas ................................................................................ 65 

3. Uji Heteroskedasitas ............................................................................... 67 

F. Hasil Anallisis Regresi Linier Berganda .................................................... 69 

G. Uji Hipotesis .............................................................................................. 73 

1. Uji Hipotesis Persial (uji t) ..................................................................... 73 

2. Uji Mediasi (Sobel Test) ........................................................................ 76 

3. Uji Koefisien Determinasi ...................................................................... 81 

H. Interpretasi.................................................................................................. 82 

1. Pengaruh Islamic Branding terhadap Kepuasan Nasabah ...................... 83 

2. Pengaruh Customer Relationship Marketing terhadap Kepuasan Nasabah

 85 

3. Pengaruh Islamic Branding terhadap Loyalitas Nasabah ....................... 87 

4. Pengaruh Customer Relationship Marketing terhadap Loyalitas Nasabah

 88 

5. Pengaruh Kepuasan Nasabah  terhadap Loyalitas Nasabah ................... 90 

6. Pengaruh Islamic Branding melalui Kepuasan Nasabah terhadap 

Loyalitas Nasabah .......................................................................................... 91 

7. Pengaruh Customer Relationship Marketing melalui Kepuasan Nasabah 

terhadap Loyalitas Nasabah ........................................................................... 93 



 

xxi 
 

BAB V PENUTUP ............................................................................................... 95 

A. Kesimpulan ................................................................................................ 95 

B. Implikasi ..................................................................................................... 97 

C. Saran ........................................................................................................... 98 

DAFTAR PUSTAKA ........................................................................................ 100 

LAMPIRAN ....................................................................................................... 106 

 

  



 

xxii 
 

DAFTAR TABEL 

 

Tabel 1.1 Jumlah Penduduk Berdasarkan Agama .................................................. 4 

Tabel 1.2 Jumlah Pembiayaan yang diberikan Bank Syariah ................................. 5 

Tabel 2.1 Penelitian Terdahulu ............................................................................. 20 

Tabel 3.1 Definisi Oprasinal ................................................................................. 33 

Tabel 3.2 Skala Likert ........................................................................................... 36 

Tabel 4.1 Responden Berdasarkan Jenis Kelamin ................................................ 43 

Tabel 4.2 Responden Berdasarkan Usia................................................................ 45 

Tabel 4.3 Responden Berdasarkan Pendidikan Terakhir ...................................... 46 

Tabel 4.4 Responden Berdasarkan Pekerjaan ....................................................... 48 

Tabel 4.5 Karakteristik Responden Berdasarkan Pekerjaan ................................. 49 

Tabel 4.6 Responden Berdasarkan Lama Penggunaan ......................................... 52 

Tabel 4.7 Responden Berdasarkan Bank Syariah Yang Digunakan ..................... 54 

Tabel 4.8 Karakteristik Responden Berdasarkan Produk Yang Digunakan ......... 55 

Tabel 4.9 Hasil Uji Validitas Islamic Branding .................................................... 57 

Tabel 4.10 Hasil Uji Validitas Customer Relationship Marketing ....................... 58 

Tabel 4.11 Hasil Uji Validitas Loyalitas Nasabah ................................................ 59 

Tabel 4.12 Hasil Uji Validitas Kepuasan Nasabah ............................................... 59 

Tabel 4.13 Hasil Uji Reliabilitas Islamic Branding .............................................. 61 

Tabel 4.14 Hasil Uji Reliabilitas Customer Relationship Marketing ................... 61 

Tabel 4.15 Hasil Uji Reliabilitas Loyalitas Nasabah ............................................ 62 

Tabel 4.16 Hasil Uji Reliabilitas Kepuasan Nasabah ........................................... 62 

Tabel 4.17 Hasill Uji Normalitas persamaan I ...................................................... 64 

Tabel 4.18 Hasil Uji Normalitas persamaan II...................................................... 64 

Tabel 4.19 Hasil Uji Multikolineritas Persamaan I ............................................... 65 

Tabel 4.20 Hasil Uji Multikolineritas Persamaan II ............................................. 66 

Tabel 4.21 Hasil Uji Heteroskedasitas Persamaan I ............................................. 67 

Tabel 4.22 Hasil Uji Heteroskedasitas Persamaan II ............................................ 68 

Tabel 4.23 Hasil Uji Analisis Regresi Linier Berganda ........................................ 69 

Tabel 4.24 Hasil Uji Regresi Linier Berganda ...................................................... 71 



 

xxiii 
 

Tabel 4.25 Hasil UParsial (Uji t) Persamaan 1 ..................................................... 74 

Tabel 4.26 Hasil Uji Parsial (Uji t) persamaan 2 .................................................. 75 

Tabel 4.27 Hasil Uji Mediasi ................................................................................ 76 

Tabel 4.28 Hasil Uji Mediasi ................................................................................ 77 

Tabel 4.29  Uji Koefisien Determinasi Persamaan 1 ............................................ 81 

Tabel 4.30 Hasil Uji Koefisien determinasi Persamaan 2..................................... 82 

  



 

xxiv 
 

DAFTAR GAMBAR 

 

Gambar 1.1 Pembiayaan Bank Syariah ................................................................... 3 

Gambar 2.1 Kerangka Pemikiran .......................................................................... 24 

Gambar 2.2 Model Mediasi................................................................................... 25 

Gambar 2.3 Model Mediasi................................................................................... 25  

Gambar 4.1 Karakteristik Responden Berdasarkan Jenis Kelamin ...................... 44 

Gambar 4.2 Karakteristik Responden Berdasarkan Usia ...................................... 45 

Gambar 4.3 Responden Berdasarkan Pendidikan Terakhir .................................. 47 

Gambar 4 4 Karakteristik Responden Berdasarkan Pekerjaan ............................. 48 

Gambar 4.5 Karakteristik Responden Berdasarkan Domisili ............................... 51 

Gambar 4.6 Responden Berdasarkan Lama Penggunaan ..................................... 53 

Gambar 4.7  Responden Berdasarkan Bank Syariah Yang Digunakan ................ 54 

Gambar 4.8 Karakteristik Responden Berdasarkan Produk Yang Digunakan ..... 56 

Gambar 4.9 Hasil Baca Output SPSS ................................................................... 77 

Gambar 4.10 Hasil Uji Sobel ................................................................................ 79 

Gambar 4.11 Hasil Uji Sobel ................................................................................ 80 

 

 


