DAFTAR ISl

HALAMAN JUDUL ....oooiiiiiiiiec et i
HALAMAN SAMPUL ....cooiiiiiii ettt i
LEMBAR PERSETUJIUAN.......coiiiiie ittt se et iii
LEMBAR PENGESAHAN ..ottt iv
SURAT PERNYATAAN KEASLIAN ..ot v
MOTTO et et e e et e e et e e e nees vi
HALAMAN PERSEMBAHAN ..ottt vii
PR A AT A e Viii
DAFTAR TSI ...ttt e et et e e e X
DAFTAR TABEL ....ooiiiie ettt sttt Xiii
DAFTAR BAGAN .....oiiiitieit ettt Xiv
DAFTAR LAMPIRAN. ...ttt XV
ABSTRAK ..o Xvi

BAB1 PENDAHULUAN

A. Latar Belakang Masalah...............ccccoeivviiine e, 1
B. FOKUS Penelitian.........cccooieiieiiiiiie e 10
C. Tujuan Penelitian ..........cccoueeeiiiie e 11
D. Kegunaan Penelitian ...........ccocevviveiiiie e 11
E. Penegasan Istilah............c.cccoooeeiiiiiiic e 12
F. Sistematika Penulisan SKripSi..........ccceeviveiiieeiiiiee e, 14

BAB Il LANDASAN TEORI

A. Pelayanan Prima ........cccccovviiiiiiiii e 16

1. Pengetian Pelayanan Prima ............cccccceeeeiiiinee i, 16



B.

C.

D.

2. Tujuan Pelayanan Prima..........ccccovverineniiiiiennieninns 19

3. Ciri-ciri Pelayanan Prima ..........ccccooeiiieniieninenen, 20
4. Konsep Pelayanan Prima A3 .........cccoooeiiiiieiiienene, 22
5. Strategi Pelayanan Prima.........ccccceviiiiieniienininnenn, 23
6. Pentingnya Pelayanan Prima ...........ccccccoviiiiiininennns 25
7. Proses dan Tahapan Pelayanan Prima............ccc.ccoeeueen. 28
8. Pelayanan Prima dalam Perspektif Islam ................... 29
LOYAITAS ... 30
1. Pengertian LOyalitas.........cccccoeiiuieiiiiiniiiiiie e 30
2. Karakteristik Loyalitas Nasabah.............c.cccooeeniiininnn, 31
3. Tahapan-tahapan Loyalitas..........cccccoeeveeiineiiineeiinnnn 32
4. Loyalitas dalam Perspektif Islam............c.cccceriennenn, 34
NASADAN ... 35
1. Pengertian Nasabah............cccccoooeiviiiiic e, 35
2. Sifat-sifat Nasabah ...........cccoooiiiiiii 39
3. Sikap Melayani Nasaba.............cccoceiviiveiiiie e, 40
4. Sebab-sebab Nasabah Meninggalkan Bank.................. 44
Penelitian Terdahulu ...........ccooviiiiiiiiie 46

BAB Il METODE PENELITIAN

A.

B.

Rancangan Penelitian.............ccccovevvveeeviee e 48
Kehadiran Peneliti.............ccooveiiiiiiiiiiiiciececcce 50
Lokasi Penelitian...........ccoooveiieiiiiiiiiiiesese e 50
SUMDET DALA ... 51
Teknik Pengumpulan Data...........ccccoevveiiiieeiiiec e 51
Teknik Analisis Data...........cccovevieiiiiiieiieseee e 55

Pengecekan Keabsahan Data............ccccccoovvvveeeiiiieee e, 57



H. Tahap-tahap Penelitian...........cccoooveiiiiiiiiii e 61

BAB IV HASIL PENELITIAN

A, Paparan Data..........cccccoviiiiiiiiii 63
B. DesKripsi Data ........ccccoiiiiiieiiiiieieeie e 76
C. Profil Nasabah ..........cccceiiieiiiie e 78
D. Temuan Hasil Penelitian ..........cccccvevivieiiiee e 79
E. ANAlSIS DAA ....c.eoveviieeciiee e 98

BAB V PEMBAHASAN

A. Konsep Pelayanan Prima.........ccccoooeiiieniiniiiiiciiece 126
B. Strategi Pelayanan Prima ...........cccoooeiiiiinnicnic e, 133
C. Loyalitas Nasabah BMT UGT Sidogiri KC Lodoyo............ 135

BABYV PENUTUP

A, KeSIMPUIAN.......oiiiiic e 137
B.  SAraN.... 140
DAFTAR RUJUKAN .....coitiiiiieie ettt 141

LAMPIRAN-LAMPIRAN ..ot 143



