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ABSTRAK 

 Penelitian ini bertujuan untuk mengetahui pengaruh kualitas layanan 

Bank Syariah terhadap loyalitas nasabah dan switching intention, dengan 

kepuasan nasabah sebagai variabel mediasi. Penelitian ini dilakukan di 5 Bank 

Syariah di Indonesia. Terdapat 100 kuesioner yang dianalisis dalam penelitian ini, 

terdiri dari pernyataan kualitas layanan, kepuasan nasabah, switching intention 

dan loyalitas nasabah. Data penelitian dianalisis dengan kuantitatif dan untuk 

menguji hipotesis digunakan struktural model dengan menggunakan software 

Partial Least Square (PLS). Setelah melakukan analisis data maka dapat ditarik 

kesimpulan sebagai berikut: Kualitas layanan yang diberikan karyawan Bank 

Syariah tidak berpengaruh terhadap kepuasan nasabah Bank Syariah.,Kepuasan 

Nasabah Bank Syariah tidak berpengaruh terhadap loyalitas nasabah Bank 

Syariah. Kepuasan Nasabah Bank Syariah tidak berpengaruh terhadap switching 

intention nasabah Bank Syariah.Kualitas layanan Bank Syariah berpengaruh 

positif terhadap loyalitas nasabah Bank Syariah. Kualitas layanan Bank Syariah 

tidak berpengaruh terhadap switching intention nasabah Bank Syariah. 

Key-words: switching intention, bank syariah, SEM (PLS) 
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ABSTRACT 

 This study aims to determine the effect of Islamic Bank service quality 

on customer loyalty and switching intention, with customer satisfaction as 

mediation variable. This research was conducted in 5 Islamic Bank in Indonesia. 

There are 100 questionnaires analyzed in this study, consisting of statement of 

service quality, customer satisfaction, switching intention and customer loyalty. 

Research data was analyzed with quantitative and to test hypothesis used 

structural model by using software of Partial Least Square (PLS). After 

performing the data analysis, the conclusion can be drawn as follows: The quality 

of service provided by employees of Sharia Bank does not affect the customer 

satisfaction of Islamic Bank., Customer Satisfaction of Sharia Bank has no effect 

on customer loyalty of Islamic Bank. Islamic Bank Customer Satisfaction has no 

effect on switching intention of Islamic Bank customers. The quality of Islamic 

Bank services has a positive effect on customer loyalty of Islamic Bank. The 

quality of Islamic Bank service does not affect the switching intention of 

customers of Islamic Bank. 

Key-words: switching intention, Islamic banking, SEM (PLS) 


