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ABSTRAK 

Perkembangan industri keuangan syariah yang semakin kompetitif menuntut 

lembaga untuk mampu mempertahankan loyalitas nasabah. Loyalitas dipengaruhi oleh 

kualitas layanan, kepatuhan terhadap prinsip syariah, serta nilai yang dirasakan 

nasabah, dengan kepuasan nasabah sebagai faktor mediasi. Peningkatan jumlah 

nasabah pada Pegadaian Syariah Cabang Blauran menunjukkan perlunya analisis 

empiris mengenai faktor-faktor pembentuk loyalitas tersebut. 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas layanan, kepatuhan 

syariah, dan customer value terhadap loyalitas nasabah dengan kepuasan nasabah 

sebagai variabel mediasi pada Pegadaian Syariah Cabang Blauran. Penelitian 

menggunakan pendekatan kuantitatif dengan desain kausalitas. Populasi berjumlah 

4.358 nasabah dengan sampel sebanyak 160 responden yang diperoleh melalui teknik 

purposive sampling. Data dikumpulkan melalui kuesioner dan dianalisis menggunakan 

SEM-PLS. 

Hasil penelitian menunjukkan bahwa kualitas layanan, kepatuhan syariah, dan 

customer value berpengaruh positif dan signifikan terhadap kepuasan nasabah. 

Kualitas layanan tidak berpengaruh signifikan terhadap loyalitas, sedangkan kepatuhan 

syariah dan customer value berpengaruh positif dan signifikan terhadap loyalitas 

nasabah. Kepuasan nasabah berpengaruh positif dan signifikan terhadap loyalitas serta 

memediasi secara penuh pengaruh kualitas layanan dan secara parsial pengaruh 

kepatuhan syariah serta customer value terhadap loyalitas nasabah. 

Berdasarkan temuan tersebut, Pegadaian Syariah disarankan untuk meningkatkan 

kualitas layanan yang berorientasi pada kepuasan nasabah, menjaga konsistensi 

penerapan prinsip syariah, serta mengoptimalkan customer value sebagai strategi 

utama dalam membangun loyalitas nasabah secara berkelanjutan. 

 

Kata Kunci: Kualitas Layanan, Kepatuhan Syariah, Customer value, Kepuasan 

Nasabah, Loyalitas Nasabah 
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ABSTRACT 

The increasingly competitive development of the Islamic financial industry 

requires institutions to maintain customer loyalty. Customer loyalty is influenced by 

service quality, compliance with Sharia principles, and customer value, with customer 

satisfaction acting as a mediating factor. The increasing number of customers at 

Pegadaian Syariah Blauran Branch indicates the need for empirical analysis of the 

factors influencing customer loyalty. 

This study aims to analyze the effect of service quality, Sharia compliance, and 

customer value on customer loyalty with customer satisfaction as a mediating variable 

at Pegadaian Syariah Blauran Branch. This research employs a quantitative approach 

with a causal research design. The population consists of 4,358 customers, with a 

sample of 160 respondents obtained through purposive sampling technique. Data were 

collected using questionnaires and analyzed using Structural Equation Modeling–

Partial Least Square (SEM-PLS). 

The results show that service quality, Sharia compliance, and customer value 

have a positive and significant effect on customer satisfaction. Service quality does not 

have a significant effect on customer loyalty, while Sharia compliance and customer 

value have a positive and significant effect on customer loyalty. Customer satisfaction 

has a positive and significant effect on customer loyalty and fully mediates the effect of 

service quality, as well as partially mediates the effect of Sharia compliance and 

customer value on customer loyalty. 

Based on these findings, Pegadaian Syariah is recommended to improve service 

quality oriented toward customer satisfaction, maintain consistency in implementing 

Sharia principles, and optimize customer value as the main strategy to build 

sustainable customer loyalty. 

 

Keywords: Service Quality, Sharia Compliance, Customer value, Customer 

Satisfaction, Customer Loyalty 
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