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ABSTRAK

Pegadaian Syariah dan BSI sama-sama menawarkan gadai emas, kedua
lembaga ini memberikan pelayanan berbeda yang dapat mempengaruhi persepsi
nasabah terhadap kualitas pelayanan dan risiko. Penelitian ini bertujuan untuk (1)
menganalisis persepsi nasabah take over Pegadaian Syariah dan BSI terhadap
Kualitas pelayanan. (2) menganalisis persepsi nasabah take over Pegadaian Syariah
dan BSI terhadap risiko gadai emas. (3) membandingkan persepsi nasabah take over
BSI dan Pegadaian Syariah terkait aspek kualitas pelayanan dan risiko pada
pelayanan gadai emas.

Penelitian ini menggunakan pendekatan kualitatif deskriptif dengan metode
penelitian lapangan (field research). Data diperoleh melalui observasi langsung di
kedua lembaga, wawancara dengan petugas gadai emas, manajer, dan nasabah take
over di BSI dan Pegadaian Syariah, serta dokumen pendukung seperti formulir gadai
emas dan surat bukti gadai emas. Teori yang digunakan dalam analisis persepsi
kualitas pelayanan dilakukan dengan lima dimensi SERVQUAL, sedangkan analisis
persepsi risiko gadai emas menggunakan teori persepsi risiko Nitisusastro dengan
enam indikator risiko. Teknik validasi data dilakukan dengan triangulasi sumber dan
teknik, serta dianalisis dengan tiga tahap yakni reduksi. data, penyajian data, dan
penarikan kesimpulan.

Hasil penelitian menunjukkan (1) Nasabah take over BSI memandang sisi
biaya ujrah yang murah dan danya pelayanan pick up pada pelayanan gadai emas,
sedangkan nasabah take over Pegadaian Syariah merasakan adanya potongan biaya
admin saat gadai emas. Persamaan persepsi kedua nasabah take over tersebut yakni
kedua lembaga memiliki keterbatasan yakni luas area parkir pada Pegadaian Syariah
dan area parkir yang sempit pada BSI. Nasabah take over kedua lembaga juga
memiliki persepsi yang beragam terkait pelayanan yang dirasakan lebih cepat dan
sama dengan lembaga sebelumnya, serta persepsi-nilai taksiran yang dirasa lebih
tinggi dan sama dengan lembaga sebelumnya. (2) Nasabah take over BSI dan
Pegadaian Syariah memiliki persepsi risiko yang rendah terhadap gadai emas. Dua
nasabah take over BSI tidak merasakan  kekhawatiran signifikan terhadap risiko
keuangan, risiko fisik, ‘risiko psikologi, ‘dan“risiko. fungsional, sedangkan satu
nasabah take over memiliki kekhawatiran diseluruh jenis risiko tersebut. Nasabah
take over Pegadaian Syariah terkait risiko keuangan dan risiko fungsional memiliki
kekhawatiran namun tetap percaya dan tetap bertransaksi di Pegadaian Syariah,
sedangkan pada risiko psikologis dan risiko fisik seluruh nasabah take over tidak
merasa khawatir dan merasa aman. (3) Perbedaan persepsi pelayanan gadai emas
antara nasabah take over BSI dan Pegadaian Syariah menunjukkan adanya
perbedaan keunggulan yang ditawarkan dalam pelayanan, BSI unggul dalam inovasi
layanan sedangkan Pegadaian Syariah unggul dalam fleksibilitas pelayanan. Terkait
persepsi risiko nasabah take over BSI lebih tinggi pada risiko psikologi dan fisik,
sedangkan persepsi risiko nasabah take over Pegadaian Syariah lebih tinggi pada
risiko keuangan dan fungsional.

Kata kunci : kualitas pelayanan, persepsi nasabah, persepsi risiko, Gadai emas
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ABSTRACT

Pegadaian Syariah and BSI both offer gold pawnbroking services, but these
two institutions provide different services that can influence customer perceptions of
service quality and risk. This study aims to (1) analyze the perceptions of customers
who have taken over Pegadaian Syariah and BSI regarding service quality. (2)
analyze the perceptions of customers who have taken over Pegadaian Syariah and
BSI regarding the risks of gold pawnbroking. (3) compare the perceptions of
customers who have taken over BSI and Pegadaian Syariah regarding aspects of
service quality and risk in gold pawnbroking services.

This study uses a descriptive qualitative approach with field research
methods. Data was obtained through direct observation at both institutions,
interviews with gold pawnbrokers, managers, and takeover customers at BSI and
Pegadaian Syariah, as well as supporting documents such as gold pawn forms and
gold pawn receipts. The theory used in the analysis of service quality perceptions
was conducted using the five dimensions of SERVQUAL, while the analysis of gold
pawn risk perceptions used Nitisusastro's risk perception theory with six risk
indicators. Data validation techniques were carried out using source and technique
triangulation and analyzed in three stages, namely data reduction, data presentation,
and conclusion drawing.

The results of the study show that (1) BSI take-over customers view the low
ujrah costs and pick-up service for gold pawnbroking, while Pegadaian Syariah take-
over customers feel that there are administrative fee deductions when pawning gold.
The similarity in perception between the two take-over customers is that both
institutions have limitations, namely the large parking area at Pegadaian Syariah and
the narrow parking area at BSI. Customers who switched to both institutions also
had diverse perceptions regarding the service, which they felt was faster and the
same as the previous institution, as well as the estimated value, which they felt was
higher and the same as the previous institution. (2) Customers who switched to BSI
and Pegadaian Syariah had a low perception of risk regarding gold pawnbroking.
Two BSI takeover. customers did not feel significant concerns, about financial risk,
physical risk, psychological risk, and functional risk,.while one' takeover customer
had concerns about all types of, risk. Customers who took -over Pegadaian Syariah
regarding financial and functional risks had ‘concerns but remained confident and
continued to transact with Pegadaian Syariah, while in terms of psychological and
physical risks, all customers who took over did not feel concerned and felt safe. (3)
Differences in perceptions of gold pawn services between BSI and Pegadaian
Syariah takeover customers indicate differences in the advantages offered in
services, with BSI excelling in service innovation and Pegadaian Syariah excelling
in service flexibility. Regarding risk perception, BSI take-over customers have a
higher perception of psychological and physical risks, while Pegadaian Syariah take-
over customers have a higher perception of financial and functional risks.

Keyword: service quality, customer perception, risk perception, gold pawn
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