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ABSTRAK

Nishful Lailati Putri.S. 2021, Pengaruh E-Service Quality Dan E-Trust
Terhadap Kepuasan Nasabah Lantabur Mobile Banking Melalui
Citra Bank Di PT. BPRS Lantabur Mojokerto, Skripsi, Progam
Studi Perbankan Syariah, Fakultas Syariah, Insttitut KH. Abdul
Chalim Mojokerto. Pembimbing Skripsi: Lutvi Alamsyah, S.E.,
M.M., CRMP; Moch. Ichiyak Ulumudin, S.Th.l., M.A.

Kata Kunci: E-Service Quality, E-Trust, Citra Bank, Kepuasan Nasabah.

Pada masa pandemi Covid-19 kebutuhan masyarakat akan sistem
digital semakin meningkat, hal tersebut menjadi tantangan tersendiri bagi
dunia perbankan syariah terutama BPRS Lantabur Tebuireng. Agar dapat
bersaing dengan lembaga keuangan lainnya BPRS Lantabur Tebuireng
memulai transformasi digital yaitu dengan adanya Lantabur mobile banking
sebagai salah satu bentuk peningkatan kepuasan nasabah.

Penelitian ini bertujuan untuk mengetahui pengaruh e-service
quality dan e-trust terhadap kepuasan nasabah Lantabur mobile banking
melalui citra bank di PT. BPRS Lantabur Mojokerto. Metode yang
digunakan adalah metode penelitian Kkuantitatif. Data yang digunakan
adalah data primer. Sampel penelitian ini adalah nasabah pengguna
Lantabur mobile banking. Dengan teknik pengambilan sampel
menggunakan non probability sampling jumlah sampel sebanyak 98
responden. Analisis data menggunakan model SEM melalui analisis
smartPLS 2.0.

Hasil penelitian menunjukkan bahwa e-service quality berpengaruh
positif signifikan terhadap kepuasan nasabah. e-service quality berpengaruh
positif signifikan terhadap citra bank. e-trust berpengaruh positif signifikan
terhadap kepuasan nasabah. e-trust berpengaruh positif signifikan terhadap
citra bank dan citra bank berpengaruh signifikan terhadap kepuasan
nasabah. Hasil uji jalur membuktikan bahwa variabel intervening citra bank
mampu memediasi hubungan antara e-service quality dan e-trust.



ABSTRACT

Nishful Lailati Putri.S. 2021, The Effect of E-Service Quality and E-Trust
on Lantabur Mobile Banking Customer Satisfaction Through Bank
Imagea at PT. BPRS Lantabur Mojokerto, Thesis, Sharia Banking
Study Program, Sharia Faculty, KH Institute. Abdul Chalim
Mojokerto. Thesis Supervisor: Lutvi Alamsyah, S.E., M.M., CRMP;
Moch. Ichiyak Ulumudin, S.Th.1., M.A.

Keywords: E-Service Quality, E-Trust, Bank Image, Customer Satisfaction

During the Covid-19 pandemic, the community's need for a digital
system is increasing, this is a challenge for the Islamic banking world,
especially BPRS Lantabur Tebuireng. In order to be able to compete with
other financial institutions, BPRS Lantabur Tebuireng started a digital
transformation, namely with Lantabur mobile banking as a form of
increasing customer satisfaction.

This study aims to determine the effect of e-service quality and e-
trust on customer satisfaction with mobile banking through the image of the
bank at PT. BPRS Lantabur Mojokerto. The method used is a quantitative
research method. The data used is primary data. The sample of this research
is customers who use Lantabur mobile banking. With the sampling
technique using non-probability sampling the number of samples was 98
respondents. Data analysis using SEM model through smartPLS 2.0
analysis.

The results showed that e-service quality had a significant positive

effect on customer satisfaction. e-service quality has a significant positive
effect on the image of the bank. e-trust has a significant positive effect on
customer satisfaction. e-trust has a significant positive effect on bank image
and bank image has a significant effect on customer satisfaction. The results
of the path test prove that the intervening variable of bank image is able to
mediate the relationship between e-service quality and e-trust.
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