
DAFTAR ISI

LEMBAR PERSETUJUAN..................................... Error! Bookmark not defined.

LEMBAR PENGESAHAN ..................................... Error! Bookmark not defined.

LEMBAR PERNYATAAN ..................................... Error! Bookmark not defined.

ABSTRAK................................................................. Error! Bookmark not defined.

KATA PENGANTAR .............................................. Error! Bookmark not defined.

DAFTAR ISI............................................................................................................i

DAFTAR TABEL..................................................................................................iv

DAFTAR GAMBAR..............................................................................................v

BAB I PENDAHULUAN ........................................ Error! Bookmark not defined.

A. Latar Belakang Penelitian ................................. Error! Bookmark not defined.

B. Identifikasi Masalah .......................................... Error! Bookmark not defined.

C. Rumusan Masalah ............................................. Error! Bookmark not defined.

D. Tujuan Penelitian............................................... Error! Bookmark not defined.

E. Manfaat Penelitian............................................. Error! Bookmark not defined.

F. Hipotesis Masalah ............................................. Error! Bookmark not defined.

G. Penelitian Terdahulu.......................................... Error! Bookmark not defined.

BAB II TINJAUAN PUSTAKA............................. Error! Bookmark not defined.

A. Mobile Banking................................................. Error! Bookmark not defined.

1. Pengertian Mobile Banking (M-Banking) .......Error! Bookmark not defined.

2. Utilitas Penerapan Mobile Banking (M-Banking) ........Error! Bookmark not
defined.

3. Dampak Pengunaan M banking........................Error! Bookmark not defined.

B. Bank Syariah ..................................................... Error! Bookmark not defined.

1. Definisi bank Syariah.........................................Error! Bookmark not defined.

2. Prinsip Bank Syariah..........................................Error! Bookmark not defined.

C. Konsep Pelayanan ............................................. Error! Bookmark not defined.

1. Teori Pelayanan Secara Umum ........................Error! Bookmark not defined.

2. Kualitas Pelayanan .............................................Error! Bookmark not defined.

3. Teori pelayanan dalam Islam ............................Error! Bookmark not defined.



4. Efektivitas layanan M banking di masa covid 19 ........ Error! Bookmark not
defined.

D. Kepuasan Nasabah ............................................ Error! Bookmark not defined.

1. Pengertian Kepuasan Nasabah..........................Error! Bookmark not defined.

2. Strategi Kepuasan Nasabah...............................Error! Bookmark not defined.

3. Pengukuran Kepuasan Nasabah .......................Error! Bookmark not defined.

4. Cara mengevaluasi kepuasan nasabah .............Error! Bookmark not defined.

E. Kerangka Berfikir .............................................. Error! Bookmark not defined.

BAB III METODOLOGI PENELITIAN.............. Error! Bookmark not defined.

A. Jenis dan Pendekatan Pada Penelitian ............... Error! Bookmark not defined.

B. Tempat dan waktu penelitian ............................ Error! Bookmark not defined.

C. Populasi, Sampel dan Teknik Pengambilan Sampel ........Error! Bookmark not
defined.

D. Jenis Sumber Data ............................................. Error! Bookmark not defined.

E. Teknik pengumpulan data ................................. Error! Bookmark not defined.

F. Instrumen Penelitian.......................................... Error! Bookmark not defined.

1. Desain instrumen atau jumlah pertanyaan untuk masing-masing
indikator.......................................................................Error! Bookmark not defined.

2. Pengujian kualitas data ......................................Error! Bookmark not defined.

3. Uji Asumsi Klasik ..............................................Error! Bookmark not defined.

G. Teknik analisis data ........................................... Error! Bookmark not defined.

1. Metode Analisis Regresi Linear Berganda .....Error! Bookmark not defined.

2. Uji Signifikasi Parsial (Uji-t) ............................Error! Bookmark not defined.

3. Uji Signifikasi Simultan (Uji F) .........................Error! Bookmark not defined.

4. Uji koefisien determinan ( R² ) .........................Error! Bookmark not defined.

H. Operasional Variabel Penelitian........................ Error! Bookmark not defined.

BAB IV HASIL PENELITIAN DAN PEMBAHASAN..... Error! Bookmark not
defined.

A. Deskripsi Lokasi Penelitian............................... Error! Bookmark not defined.

1. Gambaran Singkat Bank BJB syariah KCP Cianjur .....Error! Bookmark not
defined.

2. Visi dan Misi Bank BJB Syariah KCP Cianjur .............Error! Bookmark not
defined.



3. Sekilas Tentang Mobile Banking Bank BJB Syariah KCP Cianjur....Error!
Bookmark not defined.

4. Cara Registrasi Mobile Maslahah ....................Error! Bookmark not defined.

B. Deskripsi Karakteristik Responden ................... Error! Bookmark not defined.

C. Distribusi Jawaban Responden dan Analisa Skala Likerts..... Error! Bookmark
not defined.

D. Hasil Uji Instrument Penelitian ......................... Error! Bookmark not defined.

5. Hasil Uji Linearitas ..............................................Error! Bookmark not defined.

E. Hasil Analisis dan Pembahasan......................... Error! Bookmark not defined.

BAB V KESIMPULAN........................................... Error! Bookmark not defined.

A. Kesimpulan........................................................ Error! Bookmark not defined.

B. Saran.................................................................. Error! Bookmark not defined.

DAFTAR PUSTAKA............................................... Error! Bookmark not defined.

Lampiran .................................................................. Error! Bookmark not defined.



DAFTAR TABEL

Tabel 1. 1 Nasabah Pengguna M-Banking Pada BJB Syariah KCP Cianjur pada
bulan Februari 2021- April 2021............................ Error! Bookmark not defined.
Tabel 1. 2 Hasil Survey Awal ................................ Error! Bookmark not defined.
Tabel 1. 3  Penelitian Terdahulu ............................ Error! Bookmark not defined.

Tabel 3. 1 Populasi Nasabah Pengguna M-Banking Pada BJB Syariah KCP Cianjur
pada bulan Februari 2021 - April 2021………………………………….Error! Bookmark
not defined.

Tabel 3. 2 Instrument Variabel jumlah butir pernyataan dari beberapa
Indikator ................................................................. Error! Bookmark not defined.
Tabel 3. 3 Operasional Variabel Penelitian ......... Error! Bookmark not defined.

Tabel 4. 1 Fitur dan Biaya Transaksi Mobile Banking……………………………...Error!
Bookmark not defined.

Tabel 4. 2 Karakteristik Responden ...................... Error! Bookmark not defined.
Tabel 4. 3 Distribusi Jawaban Responden............. Error! Bookmark not defined.
Tabel 4. 4 Uji validitas .......................................... Error! Bookmark not defined.
Tabel 4. 5 Hasil Uji Reabilitas.............................. Error! Bookmark not defined.
Tabel 4. 6 P-P Plot Uji Normalitas........................ Error! Bookmark not defined.
Tabel 4. 7 Uji Normalitas Kolmogorov ................ Error! Bookmark not defined.
Tabel 4. 8 Hasil Uji Multikolinieritas ................... Error! Bookmark not defined.
Tabel 4. 9 Hasil Uji Linearitas .............................. Error! Bookmark not defined.
Tabel 4. 10 Hasil Uji Heteroskedastisitas ............. Error! Bookmark not defined.
Tabel 4. 11 Hasil uji Hipotesis.............................. Error! Bookmark not defined.
Tabel 4. 12 Hasil Parsial (Uji t) ............................ Error! Bookmark not defined.
Tabel 4. 13 Hasil Simultan (Uji F)........................ Error! Bookmark not defined.
Tabel 4. 14 Hasil Uji Koefisien Determinasi (Uji R2)Error! Bookmark not
defined.



DAFTAR GAMBAR

Gambar 2. 1 Tampilan awal mobile banking maslahahError! Bookmark not
defined.
Gambar 2. 2 Menu Fitur Mobile banking MaslahahError! Bookmark not
defined.
Gambar 2. 3 tampilan arah kiblat Maslahah..........Error! Bookmark not defined.
Gambar 2. 4 Kerangka Berpikir .............................Error! Bookmark not defined.
Gambar 4. 1 Struktur Organisasi BJBS KCP Cianjur…………………………..Error!
Bookmark not defined.

Gambar 4. 2 Fitur Maslahah mobile banking BJBSError! Bookmark not
defined.




