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ABSTRAK

PENGARUH KUALITAS JASA DAN NILAI PELANGGAN TERHADAP
PEMBELIAN ULANG MELALUI KEPUASAN NASABAH PENGGUNA
MOBILE BANKING SYARIAH INDONESIA DI SEMARANG. Miftachul
Ulumiah. 14030120410019. Magister Administrasi Bisnis

Revolusi industri 4.0 di Indonesia memiliki dampak pada sektor jasa keuangan agar
beradaptasi dalam perubahan tatanan dalam jasa keuangan. Perubahan yang utama
yakni perubahan strategi digital. Salah satau strategi digital yang dimiliki oleh
perbankan syariah adalah layanan mobile banking. Meski Bank Syariah Indonesia
hasil marger dari BRI Syariah, BNI Syariah dan Mandiri Syariah tetapi pengguna
mobile banking masih jauh dari target yang diharapkan, namun perbankan syariah
tetap meningkatkan sosialisasi dan literasi terkait mobile banking di Bank Syariah
Indonesia. Keinginan Bank Syariah Indonesia terhadap nasabah pengguna mobile
banking yakni melakukan pembelian ulang, ketika pembelian ulang jasa tersebut
dilakukan meunjukan bahwa nasabah sudah mulai membutuhkan layanan mobile
banking. Nasabah melakukan pembelian ulang dipengaruhi oleh kepuasan nasabah
dalam menggunakan aplikasi mobile banking. Nasabah merasakan kepuasan salah
satunya berasal dari kualitas layanan yang diberikan oleh Bank Syariah Indonesia,
ketika sudah digunakan oleh nasabah maka nasabah dapat menilai layanan jasa
mobile banking Bank Syariah Indonesia. Populasi dalam penelitian ini adalah
pengguna layanan mobile banking di Semarang. Sampel tersebut berjumlah 100
orang dan teknik pengambilan sampel yaitu purposive sampling dan teknik analisis
menggunakan Structural Equation Modeling (SEM) Partial Least Square atau PLS.
Penelitian ini bertujuan untuk mengetahui adanya pengaruh kualitas jasa dan nilai
pelanggan terhadap pembelian ulang melalui kepiasan nasabah pengguna mobile
banking Bank Syariah Indonesia, penelitian ini menggunakan 3 hipotesis yaitu
Hipotesis 1 menjelasakan adanya pengaruh positif dan signifikan kualitas jasa
terhadap kepuasan nasabah, Hipotesis 2 menejelaskan adanya pengaruh positif dan
signifikan pembelian ulanh terhadap kepuasan nasabah, dan Hipotesis 3
menjelaskan pengaruh positif dan signifikan kepuasan nasabah terhadap pembelian
ulang, Hipotesis 4 menjelaskan pengaruh positif dan siginifikan kualitas jasa
terhadap pembelian ulang melalui kepuasan nasabah, dan Hipotesis 5 menjelaskan
pengaruh positif dan signifikan nilai pelanggan terhadap pembelian ulang melalui
kepuasan nasabah.

Kata Kunci: Kualitas Jasa, Nilai Pelanggan, Pembelian Ulang, Kepuasan Nasabah



ABSTRACT

THE EFFECT OF SERVICE QUALITY AND CUSTOMER VALUE ON
REPURCHASING THROUGH CUSTOMER  SATISFACTION  USING
INDONESIAN SYARIAH MOBILE BANKIN IN SEMARANG. Miftachul Ulumiah.
14030120410019. Magister Administrasi Bisnis

The industrial revolution 4.0 in Indonesia has an impact on the financial services
sector in order to adapt to changes in the order in financial services. The main
change is a change in digital strategy. One of the digital strategies owned by
Islamic banking is mobile banking services. Although Bank Syariah Indonesia was
merged from BRI Syariah, BNI Syariah and Mandiri Syariah, mobile banking users
are still far from the expected target, but Islamic banking continues to increase
socialization and literacy related to mobile banking at Bank Syariah Indonesia.
Bank Syariah Indonesia's desire for customers who use mobile banking is to make
repeat purchases, when the service repurchase is done, it shows that customers
have started to need mobile banking services. Customers make repeat purchases
are influenced by customer satisfaction in using mobile banking applications.
Customers get satisfaction, one of which comes from the quality of services
provided by Bank Syariah Indonesia, when it has been used by customers,
customers can assess the mobile banking services of Bank Syariah Indonesia. The
populations in this research are users of mobile banking services in Semarang. The
sample amounted to 100 people and the sampling technique used was purposive
sampling and the analysis technique used Structural Equation Modeling (SEM)
Partial Least Square or PLS. This research aims to determine the effect of service
quality and customer value on repurchase through customer satisfaction of Bank
Syariah Indonesia mobile banking users, this study uses 3 hypotheses, they are:
Hypothesis 1 explaining the positive and significant influence of service quality on
customer satisfaction, Hypothesis 2 explaining the influence of positive and
significant repurchase on customer satisfaction, and Hypothesis 3 explains the
positive and significant effect of customer satisfaction on repurchase, Hypothesis 4
explains the positive and significant influence of service quality on repeat purchase
through customer satisfaction, and Hypothesis 5 explains the positive and
significant effect of customer value on repeat purchase through customer
satisfaction

Keywords: Service Quality, Customer Values, Repurchase, Customers Satisfaction
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