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NIM    : 191420000353 

Prodi   : Perbankan Syariah  
Pembimbing I  : Dr. Wahidullah, S.H.I., M.H.  
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Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh faktor 

emosional, rasional, dan layanan terhadap keputusan nasabah menggunakan 
produk murabahah di Bank Syariah Indonesia KCP Jepara Pemuda 1. Metode 

yang digunakan dalam penelitian ini adalah penelitian kuantitatif. Sampel dalam 
penelitian ini adalah 94 nasabah Bank Syariah Indonesia yang menggunakan 
produk murabahah. Pengumpulan data dilakukan dengan menyebar kuesioner. 

Analisis data yang digunakan dalam penelitian ini menggunakan uji validitas, uji 
reliabilitas, uji normalitas, multikolinearitas, heteroskedastisitas, uji t parsial, uji F 

simultan, dan koefesien determinasi. Hasil penelitian ini menunjukkan secara 
parsial 1) faktor emosional berpengaruh signifikan dan positif terhadap keputusan 
nasabah menggunakan produk murabahah, 2) faktor rasional tidak berpengaruh 

signifikan dan negatif terhadap keputusan nasabah menggunakan produk 
murabahah, 3) faktor layanan berpengaruh signifikan dan positif terhadap 

keputusan nasabah menggunakan produk murabahah. Sedangkan secara simultan 
variabel faktor emosional, faktor rasional, dan faktor layanan berpengaruh 
signifikan terhadap keputusan nasabah memilih produk murabahah di Bank 

Syariah Indonesia KCP Jepara Pemuda 1.  
 

Kata kunci : Faktor Emosional; faktor rasional; Layanan; keputusan nasabah; 
produk murabahah.  
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This study aims to determine and analyze the influence of emotional, rational, and 
service factors on customers' decisions to use murabaha products at Bank Syariah 
Indonesia KCP Jepara Pemuda 1. The method used in this research is 

quantitative research. The sample in this research is 81 customers of Bank 
Syariah Indonesia who use murabaha products. Data collection was carried out 

by distributing questionnaires. Data analysis used in this study used validity test, 
reliability test, normality test, multicollinearity, heteroscedasticity, partial t test, 
simultaneous F test, and the coefficient of determination. The results of this study 

partially show 1) emotional factors have a significant and positive effect on 
customers' decisions to use murabaha products, 2) rational factors have no 

significant and negative effect on customers' decisions to use murabaha products, 
3) service factors have a significant and positive effect on customers' decisions to 
use products murabaha. While simultaneously the variables of emotional factors, 

rational factors, and service factors have a significant effect on the customer's 
decision to choose murabahah products at Bank Syariah Indonesia KCP Jepara 

Pemuda 1. 
 
Keywords: Emotional Factors; rational factors; service; customer decisions;  

murabaha products. 
 

 

 

 

 

 

 

 

 

 



 
 

x 
 

DAFTAR ISI 

 

PERNYATAAN KEASLIAN SKRIPSI .................................................................. ii 

NOTA PEMBIMBING SKRIPSI ........................................................................... iii 

PENGESAHAN SKRIPSI ...................................................................................... iv 

KATA PENGANTAR.............................................................................................. v 

MOTO .................................................................................................................... vii 

ABSTRAK .............................................................................................................viii 

ABSTRACT  .............................................................................................................. ix 

DAFTAR ISI ............................................................................................................ x 

DAFTAR TABEL .................................................................................................. xii 

DAFTAR GAMBAR .............................................................................................xiii 

DAFTAR GRAFIK ............................................................................................... xiv 

BAB I PENDAHULUAN ........................................................................................1 

A. Latar Belakang ..............................................................................................1 

B. Rumusan Masalah .......................................................................................10 

C. Tujuan dan Manfaat Penelitian ...................................................................11 

BAB II LANDASAN TEORI ................................................................................13 

A. Kajian Teori.................................................................................................13 

1. Faktor Emosional.....................................................................................13 

2. Faktor Rasional........................................................................................16 

3. Faktor Layanan ........................................................................................18 

4. Keputusan Nasabah .................................................................................20 

5. Murabahah ...............................................................................................21 

B. Kajian Pustaka .............................................................................................23 

C. Rumusan Hipotesis......................................................................................26 

BAB III METODE PENELITIAN.........................................................................30 

A. Jenis dan Pendekatan Penelitian..................................................................30 

B. Tempat dan Waktu Penelitian .....................................................................30 

C. Populasi dan Sampel Penelitian ..................................................................31 



 
 

xi 
 

D. Variabel dan Indikator Penelitian................................................................32 

E. Teknik Pengumpulan Data ..........................................................................33 

F. Teknik Analisis Data ...................................................................................34 

BAB IV DESKRIPSI DAN ANALISIS DATA ....................................................42 

A. Deskripsi Data .............................................................................................42 

1. Deskriptif responden ...............................................................................42 

2. Deskriptif Variabel ..................................................................................46 

B. Analisis Data ...............................................................................................50 

1. Uji Validitas.............................................................................................50 

2. Uji Reliabilitas .........................................................................................52 

3. Uji Asumsi Klasik ...................................................................................53 

4. Analisis Linear Berganda ........................................................................56 

5. Koefisien Determinasi (  ) ....................................................................58 

C. Pembahasan .................................................................................................59 

1. Pengaruh Faktor Emosional terhadap Keputusan Nasabah Memilih 

Produk Murabahah. ........................................................................................59 

2. Pengaruh Faktor Rasional terhadap Keputusan Nasabah Memilih Produk 

Murabahah......................................................................................................60 

3. Pengaruh Faktor Layanan terhadap Keputusan Nasabah Memilih Produk 

Murabahah......................................................................................................61 

4. Pengaruh Faktor Emosional, Rasional dan Layanan terhadap Keputusan 

Nasabah Memilih Produk Murabahah............................................................62 

BAB V PENUTUP.................................................................................................64 

A. Kesimpulan..................................................................................................64 

B. Saran ............................................................................................................65 

DAFTAR PUSTAKA ............................................................................................66 

A.LAMPIRAN 1 : ANGKET.................................................................................69 

B.Data Tabulasi ......................................................................................................75 

C.Data Hasil Uji Statistik .......................................................................................77 

DAFTAR RIWAYAT HIDUP...............................................................................83 

 

 



 
 

xii 
 

 

DAFTAR TABEL 

 

 

 

Tabel 1.1 Produk dan Akad Murabahah di BSI KCP Jepara Pemuda 1 

Tabel 1.2 Prosedur Akad Murabahah PT Bank Syariah Indonesia Tbk.  

Tabel 2.1 Penelitian Terdahulu  

Tabel 3.1 Data Pembiayaan Akad Murabahah BSI KCP Jepara Pemuda 1 

Tabel 3.2 Variabel dan Indikator Penelitian  

Tabel 3.3 Skala Linkert  

Tabel 4.1 Rincian Kuesioner  

Tabel 4.2 Responden Berdasarkan Usia  

Tabel 4.3 Responden Berdasarkan Jenis Kelamin 

Tabel 4.4 Responden Berdasarkan Pekerjaan  

Tabel 4.5 Tanggapan Responden Terhadap Variabel Faktor Emosional  

Tabel 4.6 Tanggapan Responden Terhadap Variabel Faktor Rasional 

Tabel 4.7 Tanggapan Responden Terhadap Variabel Faktor Layanan 

Tabel 4.8 Tanggapan Responden Terhadap Variabel Keputusan Nasabah  

Tabel 4.9 Hasil Uji Validitas  

Tabel 4.10 Hasil Uji Reliabilitas  

Tabel 4.11 Hasil Uji Multikolinearitas 

Tabel 4.12 Regresi Linear Berganda  

Tabel 4.13 Uji Koefisien Determinasi  

Tabel 5.1 Correlation  

Tabel 5.2 Uji Reliability Statistics 

Tabel 5. 3 Uji Koefesien Determinasi (  ) 

Tabel 5.4 Uji F (simultan) 

Tabel 5.5 Uji Multikolinearitas 

Tabel 5.6 Uji Regresi Linear Berganda  

Tabel 5.7 Uji t (parsial) 

 
 

 

 

 

 

 

 

 



 
 

xiii 
 

DAFTAR GAMBAR 

 

 

Gambar 4.1 Hasil Uji Normalitas  

Gambar 4.2 Hasil Uji Heteroskedastisitas  

Gambar 5.1 Uji Statistik Normalitas 

Gambar 5.2 Uji Statistik Heterokedastisitas  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

xiv 
 

DAFTAR GRAFIK 

 
 
 
 

Grafik 1.1 Pembiayaan Produk Akad Murabahah BSI KCP Jepara Pemuda 1 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

15 
 

 


