
ix 

 

DAFTAR ISI 

 

Halaman Sampul Luar.............................................................................................  i 

Halaman Sampul Dalam  ........................................................................................ ii 

Halaman Persetujuan Pembimbing ........................................................................ iii 

Halaman Pengesahan Penguji ................................................................................ iv 

Halaman Motto........................................................................................................ v 

Halaman Persembahan  .......................................................................................... vi 

Kata Pengantar  ..................................................................................................... vii 

Daftar Isi................................................................................................................. ix 

Daftar Tabel ........................................................................................................... xi 

Daftar Gambar ...................................................................................................... xiii 

Daftar Bagan ........................................................................................................ xiv 

Daftar Lampiran ..................................................................................................... xv 

Abstrak  ................................................................................................................ xvi 

Abstract  .............................................................................................................. xvii 

 

BAB I    :   PENDAHULUAN 

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

                  B. Identifikasi Masakah ....................................................................... 11 

                  C. Rumusan Masalah ........................................................................... 11 

                  D. Tujuan Penelitian ............................................................................ 12 

                  E. Kegunaan Penelitian ........................................................................ 12 

                  F. Ruang Lingkup dan Keterbatasan Penelitian ................................... 13 

                  G. Penegasan Istilah ............................................................................. 14 

                  H. Sistematika Pembahasan ................................................................. 17 

 

BAB II   :   LANDASAN TEORI 

                 A. Teori Manajemen Pemasaran ........................................................... 19 

                 B. Satisfaction Theory ........................................................................... 25 

                 C. Emotional Bonding Theory............................................................... 30 

                 D. Trust Theory ..................................................................................... 32 

                 E. Choice Reduction and Habit Theory ................................................ 37 

                 F.  History with Company Theory ......................................................... 39 

                 G. Customer Loyalty Theory ................................................................. 41 

                 H. Teori Koperasi Syariah..................................................................... 45 

                 I. Penelitian Terdahulu .......................................................................... 51 

                 J. Kerangka Berpikir ............................................................................. 58 

                 K. Hipotesis Penelitian .......................................................................... 59 



x 

 

 

BAB III   :   METODE PENELITIAN 

                 A. Pendekatan dan Jenis Penelitian ....................................................... 61 

                 B. Populasi, Sampling, dan Sampel Penelitian ..................................... 62 

                 C. Sumber Data Penelitian .................................................................... 63 

                 D. Variabel Penelitian ........................................................................... 64 

                 E. Instrumen Penelitian ......................................................................... 65 

                 F. Teknik Analisis Data ........................................................................ 66 

 

BAB IV   :   HASIL PENELITIAN 

                 A. Gambaran Umum Objek Penelitian ................................................. 72 

                 B. Karakteristik Responden .................................................................. 83 

                 C. Hasil Penelitian ................................................................................. 90 

 

BAB V     :   PEMBAHASAN 

A. Pengaruh Satisfaction Terhadap Customer Loyalty di Kopontren   

     Al Barkah dan KSPPS BMT PETA Cabang Blitar ........................ 140 

B. Pengaruh Emotional Bonding Terhadap Customer Loyalty  

    di Kopontren Al Barkah dan KSPPS BMT PETA Cabang Blitar ... 143 

C. Pengaruh Trust Terhadap Customer Loyalty di Kopontren  

    Al Barkah dan KSPPS BMT PETA Cabang Blitar ......................... 145 

D. Pengaruh Choice Reduction and Habit Terhadap Customer  

     Loyalty di Kopontren Al Barkah dan KSPPS BMT PETA  

    Cabang Blitar ................................................................................... 148 

E. Pengaruh History with Company Terhadap Customer Loyalty  

    di Kopontren Al Barkah dan KSPPS BMT PETA Cabang Blitar ... 149 

F. Pengaruh secara Simultan (Bersama-sama) antara Satisfaction,  

   Emotional Bonding, Trust, Choice Reduction and Habit, History  

   with Company Terhadap Customer Loyalty di Kopontren Al  

   Barkah dan KSPPS BMT PETA Cabang Blitar ............................... 151 

 

BAB VI   :   PENUTUP 

                 A. Kesimpulan .................................................................................... 154 

                 B. Saran ............................................................................................... 155 

 

 

DAFTAR PUSTAKA 

 

LAMPIRAN-LAMPIRAN 



xi 

 

DAFTAR TABEL 

 

1.1  Perkembangan Jumlah Anggota di Kopontren Al Barkah Wonodadi Blitar ... 3 

1.2  Perkembangan Jumlah Anggota di KSPPS BMT PETA Cabang Blitar .......... 4 

1.3  Perkembangan Data Pembiayaan KSPPS BMT PETA Cabang Blitar ............ 4 

4.1  Variabel Satisfaction (Kepuasan) (X1) Kopontren Al Barkah Wonodadi  

       Blitar ............................................................................................................... 91 

4.2  Variabel Emotional Bonding (Ikatan Emosi) (X2) Kopontren Al Barkah  

Wonodadi Blitar .............................................................................................. 91 

4.3  Variabel Trust (Kepercayaan) (X3) Kopontren Al Barkah Wonodadi Blitar . 91 

4.4  Variabel Choice Reduction and Habit (Kemudahan) (X4) Kopontren Al   

Barkah Wonodadi Blitar ................................................................................. 92 

4.5  Variabel History with Company (Pengalaman dengan Perusahaan) (X5)  

Kopontren Al Barkah Wonodadi Blitar .......................................................... 92 

4.6  Variabel Customer Loyalty (Loyalitas Nasabah/Kesetiaan Nasabah) (Y) 

Kopontren Al Barkah Wonodadi Blitar .......................................................... 93 

4.7  Variabel Satisfaction (Kepuasan) (X1) KSPPS BMT PETA Cabang  

       Blitar ................................................................................................................ 93 

4.8  Variabel Emotional Bonding (Ikatan Emosi) (X2) KSPPS BMT PETA  

       Cabang Blitar  ................................................................................................. 93 

4.9  Variabel Trust (Kepercayaan) (X3) KSPPS BMT PETA Cabang Blitar ........ 94 

4.10 Variabel Choice Reduction and Habit (Kemudahan) (X4) KSPPS BMT  

PETA Cabang Blitar ....................................................................................... 94 

4.11 Variabel History with Company (Pengalaman dengan Perusahaan) (X5)  

KSPPS BMT PETA Cabang Blitar ................................................................. 95 

4.12 Variabel Customer Loyalty (Loyalitas Nasabah/Kesetiaan Nasabah) (Y)   

KSPPS BMT PETA Cabang Blitar ................................................................. 95 

4.13 Hasil Uji Validitas Instrumen Kopontren Al Barkah ..................................... 96 

4.14 Hasil Uji Validitas Instrumen KSPPS BMT PETA  Cabang Blitar ............... 97 

4.15 Hasil Pengujian Reliabilitas Instrumen Kopontren Al Barkah ...................... 99 

4.16 Hasil Pengujian Reliabilitas Instrumen KSPPS BMT PETA Cabang  

        Blitar ............................................................................................................... 99 

4.17 Hasil Uji Normalitas Data Kopontren Al Barkah ........................................ 100 

4.18 Hasil Uji Normalitas Data KSPPS BMT PETA Cabang Blitar ................... 101 

4.19 Uji Multikolinearitas Kopontren Al Barkah ................................................ 102 

4.20 Uji Multikolinearitas KSPPS BMT PETA Cabang Blitar ........................... 104 

4.21 Hasil Uji Heterokedastisitas Kopontren Al Barkah ..................................... 105 

4.22 Hasil Uji Heterokedastisitas KSPPS BMT PETA Cabang Blitar ................ 106 

4.23 Hasil Uji Autokorelasi Kopontren Al Barkah .............................................. 109 

4.24 Hasil Uji Autokorelasi KSPPS BMT PETA Cabang Blitar ......................... 110 

4.25 Analisis Regresi Linier Berganda Kopontren Al Barkah ............................. 111 



xii 

 

4.26 Analisis Regresi Linier Berganda  KSPPS BMT PETA Cabang Blitar....... 113 

4.27  Pengujian Hipotesis Satisfaction  Terahadap Customer Loyalty  

         Kopontren Al Barkah .................................................................................. 116 

4.28  Pengujian Hipotesis Emotional Bonding Terahadap Customer Loyalty 

Kopontren Al Barkah .................................................................................. 118 

4.29  Pengujian Hipotesis Trust Terhadap Customer Loyalty Kopontren  

         Al Barkah .................................................................................................... 119 

4.30  Pengujian Hipotesis Choice Reduction and Habit Terhadap Customer   

Loyalty Kopontren Al Barkah ..................................................................... 121 

4.31  Pengujian Hipotesis History with Company Terhadap Customer  

         Loyalty Kopontren Al Barkah ..................................................................... 122 

4.32  Pengujian Hipotesis Satisfaction Terahadap Customer Loyalty KSPPS  

         BMT PETA Cabang Blitar .......................................................................... 124 

4.33  Pengujian Hipotesis Emotional Bonding Terahadap Customer Loyalty  

KSPPS BMT PETA Cabang Blitar ............................................................ 126 

4.34  Pengujian Hipotesis Trust Terahadap Customer Loyalty KSPPS BMT  

         PETA Cabang Blitar ................................................................................... 127 

4.35  Pengujian Hipotesis Choice Reduction and Habit Terahadap Customer   

Loyalty KSPPS BMT PETA Cabang Blitar ............................................... 129 

4.36  Pengujian Hipotesis History with Company Terahadap Customer  

         Loyalty KSPPS BMT PETA Cabang Blitar ................................................ 131 

4.37  Pengujian Hipotesis Simultan Kopontren Al Barkah ................................. 132 

4.38  Pengujian Hipotesis Simultan KSPPS BMT PETA Cabang Blitar ............ 134 

4.39  Koefesien Determinasi Parsial Kopontren Al Barkah ................................ 136 

4.40  Koefesien Determinasi Parsial KSPPS BMT PETA Cabang Blitar ........... 137 

4.41  Koefesien Determinasi Satisfaction, Emotional Bonding, Trust, Choice   

Reduction and Habit, History with Company terhadap Customer Royalty 

Kopontren Al Barkah .................................................................................. 138 

4.42  Koefesien Determinasi Satisfaction, Emotional Bonding, Trust, Choice  

Reduction and Habit, History with Company terhadap Customer Royalty  

         KSPPS BMT PETA Cabang Blitar ............................................................. 139 

 

 

 

 

 

 

 



xiii 

 

DAFTAR GAMBAR 

 

4.1 Jenis Kelamin Responden Kopontren Al Barkah............................................. 84 

4.2 Usia Responden Kopontren Al Barkah ............................................................ 84 

4.3 Pendidikan Responden Kopontren Al Barkah ................................................. 85 

4.4 Pekerjaan Responden Kopontren Al Barkah ................................................... 86 

4.5 Jenis Kelamin Responden KSPPS BMT PETA Cabang Blitar ....................... 87 

4.6 Usia Responden KSPPS BMT PETA Cabang Blitar ....................................... 88 

4.7 Pendidikan Responden KSPPS BMT PETA Cabang Blitar ............................ 88 

4.8 Pekerjaan Responden KSPPS BMT PETA Cabang Blitar .............................. 89 

4.9 Hasil Uji Heteroskedastisitas Kopontren Al Barkah ...................................... 107 

4.10 Hasil Uji Heteroskedastisitas KSPPS BMT PETA Cabang Blitar .............. 108 

4.11 Uji Hipotesis Parsial X1 Kopontren Al Barkah ............................................ 117 

4.12 Uji Hipotesis Parsial X2 Kopontren Al Barkah ............................................ 118 

4.13 Uji Hipotesis Parsial X3 Kopontren Al Barkah ............................................ 120 

4.14 Uji Hipotesis Parsial X4 Kopontren Al Barkah ............................................ 122 

4.15 Uji Hipotesis Parsial X5 Kopontren Al Barkah ............................................ 123 

4.16 Uji Hipotesis Parsial X1 KSPPS BMT PETA Cabang Blitar ....................... 125 

4.17 Uji Hipotesis Parsial X2 KSPPS BMT PETA Cabang Blitar ....................... 127 

4.18 Uji Hipotesis Parsial X3 KSPPS BMT PETA Cabang Blitar ....................... 128 

4.19 Uji Hipotesis Parsial X4 KSPPS BMT PETA Cabang Blitar ....................... 130 

4.20 Uji Hipotesis Parsial X5 KSPPS BMT PETA Cabang Blitar ....................... 132 

4.21 Kurva Uji Hipotesis Simultan Kopontren Al Barkah .................................. 133 

4.22 Kurva Uji Hipotesis Simultan KSPPS BMT PETA Cabang Blitar ............. 135 

 

 

 

 

 

 

 

 

 

 

 

 



xiv 

 

DAFTAR BAGAN 

 

2.1 Kerangka Berpikir ............................................................................................ 58 

4.1 Struktur Organisasi Kopontren Al Barkah ....................................................... 77 

4.2 Struktur Organisasi KSPPS BMT PETA Cabang Blitar .................................. 82 

4.3 Susunan Pengurus KSPPS BMT PETA Cabang Blitar ................................... 83 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xv 

 

DAFTAR LAMPIRAN 

 

Lampiran 1   : Kuesioner 

Lampiran 2   : Data Nasabah yang Menjadi Responden 

Lampiran 3   : Rekapitulasi Jawaban Responden 

Lampiran 4   : Hasil Output SPSS 

Lampiran 5   : Surat Permohonan Izin Penelitian 

Lampiran 6   : Kartu Bukti Bimbingan 

Lampiran 7   : Surat Pernyataan Keaslian Tulisan 

Lampiran 8   : Daftar Riwayat Hidup 

Lampiran 9   : Dokumentasi 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


