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ABSTRAK

IRMADATUS SHOLEKHAH: Pengaruh Literasi Keuangan Syariah, Promosi,
dan Kualitas Layanan Terhadap Kepuasan Nasabah (Studi Kasus Pada Bank
Syariah di Daerah Istimewa Yogyakarta). Tesis. Yogyakarta: Program
Pascasarjana, Universitas Negeri Yogyakarta, 2019.

Penelitian ini bertujuan untuk mengetahui pengaruh literasi keuangan syariah,
promosi, dan kualitas layanan baik secara parsial maupun simultan terhadap
kepuasan nasabah Bank Syariah di Daerah Istimewa Yogyakarta (DIY).

Penelitian ini merupakan penelitian asosiatif kausal dengan pendekatan
kuantitatif. Populasi penelitian merupakan infinite population, sehingga sampel
penelitian diambil menggunakan teknik accidental sampling (convenience
sampling). Adapun jumlah sampel penelitian yaitu 384 nasabah Bank Syariah yang
terdapat di Daerah Istimewa Yogyakarta (DIY). Pengumpulan data dilakukan
dengan metode kuesioner. Uji validitas instrumen penelitian didasarkan pada
perolehan nilai KMO and Bartlett’s Test. Uji reliabilitas instrumen penelitian
dilakukan dengan melihat besarnya nilai Cronbach’s Alpha. Data dianalisis
menggunakan teknik analisis regresi berganda dengan bantuan SPSS 21. Pengujian
hipotesis penelitian secara parsial dilakukan dengan Uji t, sedangkan uji hipotesis
simultan penelitian dilakukan dengan Uji F.

Hasil analisis regresi pada probabilitas o« 0,05 menunjukkan bahwa: (1)
variabel literasi keuangan syariah tidak berpengaruh terhadap kepuasan nasabah
Bank Syariah di DIY, dibuktikan dengan perolehan nilai t = 1,531 dan Sig. =0,127;
(2) variabel promosi berpengaruh positif dan signifikan terhadap kepuasan
nasabah Bank Syariah di DIY, dibuktikan dengan perolehan nilai t = 4,036 dan Sig.
= 0,000; (3) variabel kualitas layanan berpengaruh positif dan signifikan
terhadap kepuasan nasabah Bank Syariah di DIY, dibuktikan dengan perolehan
nilai t = 23,054 dan Sig. = 0,000; dan (4) secara simultan literasi keuangan syariah
(X1), promosi (X2), dan kualitas layanan (X3) berpengaruh positif dan signifikan
terhadap kepuasan nasabah Bank Syariah (Y) di Daerah Istimewa Yogyakarta.
Hasil ini dibuktikan dengan nilai F = 319,597 dan Sig. = 0,000 pada probabilitas
0,05.

Kata Kunci: kepuasan nasabah, literasi keuangan syariah, promosi, kualitas
layanan.



ABSTRACT

IRMADATUS SHOLEKHAH: The Effects of Islamic Financial Literacy,
Promotion, and Service Quality on Customer Satisfaction (Case Study of Islamic
Banking in Special Region of Yogyakarta). Thesis. Yogyakarta: Graduate
School, Universitas Negeri Yogyakarta, 2019.

This study aims to determine the effect of islamic financial literacy,
promotion, and service quality both partially and simultaneously on customer
satisfaction of islamic banking in Special Region of Yogyakarta.

This study is causal assosiative research with a quantitative approach. The
population is an infinite population, so the sample is using accidental sampling
(convenience sampling). The number of samples is 384 customers of islamic
banking in Special Region of Yogyakarta. Data collection is done by a
questionnaire method. The validity of research instrument is based on the
acquisition of KMO and Bartlett's Test scores. The reliability test of research
instrument was carried out at the value of Cronbach's Alpha. The data were
analyzed using multiple regression analysis techniques with SPSS version 21. The
partial testing of the research hypothesis was carried out by the ¢ test, while the
simultaneous hypothesis testing of the study was carried out by the F Test.

The results of the regression analysis on probability o 0.05 indicate that: (1)
islamic financial literacy variables have no effect on customer satisfaction in
islamic banks in DIY, as evidenced by the acquisition of t = 1.531 and Sig. =0.127;
(2) promotion variables have a positive and significant effect on customer
satisfaction in islamic banks in DIY, as evidenced by the acquisition of t = 4.036
and Sig. = 0.000; (3) service quality variables have a positive and significant
effect on customer satisfaction in islamic banks in DIY, as evidenced by the
acquisition of values t = 23.054 and Sig. = 0.000; and (4) the simultaneously of
islamic financial literacy (X1), promotion (X2), and service quality (X3) have a
positive and significant effect on customer satisfaction of islamic banks (Y) in
Special Region of Yogyakarta. This results is proven by the values of F =319.597
and Sig. = 0.000 on probability 0.05.

Keywords: customer satisfaction, islamic financial literacy, promotion, service
quality.
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