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ABSTRAK 

 

Skripsi  dengan judul “ Pengaruh Penerapan Good Corporate 

Governance dan Sharia Compliance terhadap Kepuasan Nasabah Bank 

Syariah Mandiri Kantor Cabang Pembantu Tulungagung Ngunut” ini 

ditulis oleh Anggy Ferryta Permata Andayani, 2823123012, Fakultas 

Ekonomi dan Bisnis Islam, Jurusan Perbankan Syariah, Institut Agama 

Islam Negeri Tulungagung dibimbing oleh Muhamad Aqim Adlan, M.E.I 

Penelitian dalam skripsi dilatarbelakangi, adanya tuntutan di abad 

21 untuk melaksanakan tata kelola yang baik dalam pengelolaan lembaga 

keuangan konvensional maupun syariah karena adanya krisis di tahun 

1997. Tujuannya untuk mengembalikan kepercayaan terhadap dunia 

perbankan. Karena suatu kepercayan timbul dari kepuasan. Perbedaan 

pelaksanaan Good Corporate Governance di bank konvensional dengan 

perbankan syariah adalah dalam bank syariah harus memenuhi prinsip 

Sharia Compliance/ketaatan penerapan prinsip-prinsip syariah. Tujuannya 

untuk menjaga reputasi dan eksistensi perbankan syariah. 

Rumusan masalah ini dari penelitian ini adalah (1)  Apakah 

penerapan Good Corporate Governance berpengaruh terhadap kepuasan 

nasabah Bank Syariah Mandiri Kantor Cabang Pembantu Tulungagung 

Ngunut? (2) Apakah Sharia Compliance berpengaruh terhadap kepuasan 

nasabah Bank Syariah Mandiri Kantor Cabang Pembantu Tulungagung 

Ngunut? (3) Apakah penerapan Good Corporate Governance dan Sharia 

Compliance secara bersama-sama  berpengaruh terhadap kepuasan 

nasabah Bank Syariah Mandiri Kantor Cabang Pembantu Tulungagung 

Ngunut? Adapun yang menjadi tujuan penelitian ini adalah untuk menguji 

pengaruh penerapan Good Corporate Governance dan Sharia Compliance 

terhadap kepuasan nasabah Bank Syariah Mandiri  Kantor Cabang 

Pembantu Tulungagung Ngunut. 

Dalam penelitian ini menggunakan data primer sebagai sumber 

data yang diperoleh dari hasil kuesioner yang telah diisi nasabah Bank 

Syariah Mandiri Kantor Cabang Pembantu Tulungagung Ngunut yang 

menjadi sampel penelitian. Metode analisis dalam penelitian ini adalah uji 

validitas dan reliabilitas, uji normalitas, uji asumsi klasik yang terdiri dari 

uji multikolinearitas dan uji heterokedastisitas, uji regresi linear berganda, 

serta uji hipotesis.  

Hasil penelitian menunjukkan bahwa (1) variabel Good Corporate 

Governance berpengaruh positif dan signifikan secara statistik pada α 5% 

terhadap  kepuasan nasabah Bank Syariah Mandiri  Kantor Cabang 
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Pembantu Tulungagung Ngunut, (2)selanjutnya variabel Sharia 

Compliance berpengaruh positif dan signifikan secara statistik pada α 5% 

terhadap kepuasan nasabah Bank Syariah Mandiri  Kantor Cabang 

Pembantu Tulungagung Ngunut, (3) variabel Good Corporate 

Governancedan Sharia Compliance secara bersama-sama berpengaruh 

signifikan secara statistik pada α 5% terhadap  kepuasan nasabah Bank 

Syariah Mandiri  Kantor Cabang Pembantu Tulungagung Ngunut. 

Kata Kunci: Good Corporate Governance, Sharia Compliance, Kepuasan 

Nasabah 
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ABSTRACT 

 

Thesis with the title "The Effect of The Application of Good 

Corporate Governance and Sharia Compliance to Customer Satisfaction 

Bank Syariah Mandiri Sub Branch Office Tulungagung Ngunut" was 

written by Anggy Ferryta Permata Andayani, 2823123012, Faculty of 

Economics and Business Islam, Department of Islamic Banking, Islamic 

Institute Tulungagung Muhamad Aqim Adlan, M.E.I as an advisor. 

The background of this research, the demands of the 21
st
 century to 

implement good corporate governance (in the management of 

conventional and Islamic financial institutions because of the crisis in 

1997. The aim is to restore confidence in the banking world. Because a 

belief can lead to customer satisfaction. Differences in the implementation 

of Good Corporate Governance in conventional banks with Islamic 

banking is in Islamic banks must meet the principles of Sharia 

Compliance/adherence to the application of the principles of Sharia. The 

goal is to maintain the reputation and the existence of Islamic banking. 

The problem formulation of this research are (1) Is the application 

of Good Corporate Governance effect on customer satisfaction Bank 

Syariah Mandiri Sub Branch Office Tulungagung Ngunut? (2) Is Sharia 

Compliance effect on customer satisfaction Bank Syariah Mandiri Sub 

Branch Office Tulungagung Ngunut? (3)Are the implementation of Good 

Corporate Governance and Sharia Compliance jointly effect on customer 

satisfaction Bank Syariah Mandiri Sub Branch Office Tulungagung 

Ngunut?The purpose of this research was to examine the effect of the 

implementation  Good Corporate Governance and Sharia Compliance to 

customer satisfaction Bank Syariah Mandiri Sub Branch Office 

Tulungagung Ngunut. 

In this research using primary data as source data obtained from 

the results of the completed questionnaires customers of Bank Syariah 

Mandiri Sub Branch Office Tulungagung Ngunut were selected as sample. 

The method of analysis in this research is to test the validity and 

reliability, normality test, the classical assumption of multicollinearity test 

and test heterokedastisitas, multiple linear regression test, and test 

hypotheses. 
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The results showed that (1)variable Good Corporate Governance 

positive and statistically significant at α 5% to customer satisfaction Bank 

Syariah Mandiri Sub Branch Office Tulungagung Ngunut, (2) variable 

Sharia Compliance positive and statistically significant at α 5% to 

customers satisfaction  Bank Syariah Mandiri Sub Branch Office 

Tulungagung Ngunut, (3) variable of Good Corporate Governance and 

Sharia Compliance together effect are statistically significant at α 5% to 

customer satisfaction Bank Syariah Mandiri Sub Branch Office 

Tulungagung Ngunut. 

Keywords: Good Corporate Governance, Sharia Compliance, Customer 

Satisfaction 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xvi 

 

 

DAFTAR ISI 

 

Halaman Sampul Depan ........................................................................................  

Halaman Sampul Dalam ...................................................................................... i 

Halaman Persetujuan Pembimbing ...................................................................... ii 

Halaman Pengesahan .......................................................................................... iii 

Halaman Keaslian Tulisan .................................................................................. iv 

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

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

Prakata ................................................................................................................. vii 

Daftar Tabel ........................................................................................................ ix 

Daftar Gambar ...................................................................................................... x 

Daftar Lampiran .................................................................................................. xi 

Abstrak ................................................................................................................ xii 

Abstract .............................................................................................................. xiv 

Daftar Isi............................................................................................................. xvi 

BAB I PENDAHULUAN 

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

B. Identifikasi dan Pembatasan Masalah ...................................................... 9 

C. Rumusan Masalah ................................................................................... 10 

D. Tujuan Penelitian .................................................................................... 10 

E. Kegunaan Penelitian................................................................................ 11 

F. Hipotesis Penelitian ................................................................................. 12 

G. Penegasan Istilah ..................................................................................... 13 

H. Sistematika Skripsi .................................................................................. 14 

BAB II LANDASAN TEORI 

A. Deskripsi Teoritis .................................................................................... 16 

1. Good Corporate Governance ............................................................ 16 

a. Definisi Good Corporate Governance .......................................... 16 

b. Prinsip-prinsip Good Corporate Governance ............................... 18 



xvii 

 

c. Tujuan Pelaksanaan Good Corporate Governance ....................... 22 

d. Pelaksanaan Prinsip-prinsip Good Corporate Governance .......... 23 

2. Sharia Compliance ............................................................................ 28 

a. Definisi Sharia Compliance .......................................................... 28 

b. Prinsip-prinsip Syariah dalam Lembaga Keuangan Syariah ......... 29  

3. Kepuasan Nasabah ............................................................................ 36 

a. Definisi Kepuasan Nasabah........................................................... 36 

b. Teori dan Model Kepuasan Pelanggan ......................................... 39 

c. Cara Memantau Kepuasan Nasabah .............................................. 41 

d. Cara Mengevaluasi Kepuasan Nasabah ........................................ 43 

4. Bank Syariah ..................................................................................... 47 

a. Sejarah Bank Syariah .................................................................... 47 

b. Operasional Bank Syariah ............................................................. 50 

B. Penelitian Terdahulu ............................................................................... 53 

C. Kerangka Konseptual .............................................................................. 56 

BAB III METODE PENELITIAN 

A. Rancangan Penelitian .............................................................................. 59 

B. Variabel Penelitian .................................................................................. 59 

C. Populasi, Sampel dan Sampling Penelitian ............................................. 60 

D. Kisi-kisi Instrumen .................................................................................. 62 

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

F. Sumber Data dan Skala Pengukuran ....................................................... 65 

G. Teknik Pengumpulan Data ...................................................................... 67 

H. Teknik Analisis Data ............................................................................... 69 

1. Uji Validitas ...................................................................................... 69 

2. Uji Reliabilitas .................................................................................. 69 

3. Uji Normalitas ................................................................................... 70 

4. Uji Asumsi Klasik ............................................................................. 71 

a. Uji Multikolinieritas ...................................................................... 71 

b. Uji Heterokesdastisitas .................................................................. 72 

5. Uji Regresi Linier Berganda ............................................................. 72 



xviii 

 

6. Uji Hipotesis ..................................................................................... 73 

a. Uji Parsial (t) ................................................................................. 73 

b. Uji Simultan (F) ............................................................................ 74 

7. Uji Koefisien Determinasi ................................................................ 74 

BAB IV HASIL PENELITIAN 

A. Gambaran Objek Penelitian .................................................................... 76 

1. Sejarah Bank Syariah Mandiri ............................................................ 76 

2. Visi dan Misi Bank Syariah Mandiri .................................................. 78 

3. Struktur Organisasi Bank Syariah Mandiri Kantor Cabang Pembantu  

Tulungagung Ngunut .............................................................................. 79 

4. Produk-produk Bank Syariah Mandiri ................................................ 80 

B. Deskripsi Data Responden ...................................................................... 82 

1. Gambaran Umum Responden Berdasarkan Jenis Kelamin .............. 83 

2. Gambaran Umum Responden Berdasarkan Status ........................... 83 

3. Gambaran Umum Responden Berdasarkan Umur ............................ 85 

4. Gambaran Umum Responden Berdasarkan Pendidikan Terakhir .... 86 

5. Gambaran Umum Responden Berdasarkan Pekerjaan ..................... 86 

6. Gambaran Umum Responden Berdasarkan Lama Menjadi Nasabah87 

7. Gambaran Umum Responden Berdasarkan Pendapatan per Bulan .. 89 

C. Deskripsi Variabel Penelitian .................................................................. 89 

1. Variabel Good Corporate Governance (X1) .................................... 90 

2. Variabel Sharia Compliance(X2) ..................................................... 93 

3. Variabel Kepuasan Nasabah (Y) ....................................................... 97 

D. Analisis Data .......................................................................................... 100 

1. Uji Validitas dan Reliabilitas ............................................................. 100 

2. Uji Normalitas .................................................................................... 105 

3. Uji Asumsi Klasik .............................................................................. 108 

a. Uji Multikolinieritas ...................................................................... 108 

b. Uji Heteroskidastisitas ................................................................... 109 

4. Uji Regresi Linier Berganda ............................................................ 110 

5. Uji Hipotesis .................................................................................... 113 



xix 

 

a. Uji secara Parsial (Uji t) .............................................................. 113 

b. Uji secara Simultan (Uji F) ......................................................... 115 

6. Uji Koefisien Determinasi ............................................................... 117 

BAB V PEMBAHASAN 

A. Pengaruh Penerapan Good Corporate Governance terhadap 

Kepuasan Nasabah Bank Syariah Mandiri KCP Tulungagung 

Ngunut .................................................................................................... 118 

B. Pengaruh Sharia Compliance terhadap Kepuasan Nasabah Bank 

Syariah Mandiri KCP Tulungagung Ngunut.......................................... 121 

C. Pengaruh Penerapan Good Corporate Governance dan Sharia 

Compliance terhadap Kepuasan Nasabah Bank Syariah Mandiri 

KCP Tulungagung Ngunut ..................................................................... 123 

BAB VI PENUTUP 

A. Kesimpulan ............................................................................................ 126 

B. Saran ....................................................................................................... 127 

DAFTAR RUJUKAN 

LAMPIRAN-LAMPIRAN 

 

 

 
 


