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ABSTRAK 

Ulfa Zahraeni (2022). Program Studi Perbankan Syariah Institut 

Agama Islam Negeri (IAIN) Kendari. Pengaruh Marketing Mix Dan 

Self Service Teknologi Terhadap Loyalitas Nasabah di PT Bank 

Muamalat Cabang Kendari. Dibimbing oleh Wahyuddin Magumi dan 

Agus Prio Utomo 

 Tujuan dari Penelitian ini yaitu untuk mengetahui pengaruh 

marketing mix dan self service technology terhadap loyalitas nasabah 

Bank Muamalat Cabang Kota Kendari. Jenis penelitian yang digunakan 

kuantitatif, yang berlokasi di Bank Muamalat cabang Kendari, dengan 

sampel 100 orang nasabah.  Hasil penelitian menunjukkan (1) 

marketing mix berpengaruh signifikan positif terhadap loyalitas 

nasabah Bank Muamalat berdasarkan hasil tersebut menjelaskan bahwa 

loyalitas nasabah Bank Muamalat dipengaruhi oleh bentuk-bentuk 

pemasaran (marketing miix) dari bank Muamalat cabang Kendari, 

dimana bentuk bauran pemasaran itu tediri dari produk, harga, promosi 

dan tempat. (2) self service technology berpengaruh signifikan positif 

terhadap loyalitas nasabah Bank Muamalat,sSelf  service technology 

sendiri merupakan bentuk pelayanan dimana pelanggan dapat 

melakukan semua layanan yang ada pada bank secara mandiri dan 

otomatis tanpa melibatkan pelayan dan layanan diberikan secara 

personal. bentuk layanan tersebut terdiri dari fungsionalitas, kepuasan, 

desain, kemanan/privasi, desain, jaminan, kenyamanan dan 

kustominasi. (3) marketing mix dan self service technology terhadap 

loyalitas nasabah bank Muamalat cabang Kendari berpengaruh 

signifikan positif terhadap loyalitas nasabah Bank Muamalat, bentuk 

loyalitas nasabah tesebut yaitu  nasabah melakukan pembelian ualng, 

retensi, dan refal. 

Kata Kunci :  Marketing mix,  self  service technology, loyalitas 
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ABSTRACT 

Ulfa Zahraeni (2020). Islamic Banking Program Studi State Islamic 

Institut Kendari. Effect of Marketing Mix and Self Service Technology 

on Customer Loyalty at PT Bank Muamalat Kendari Branch. Guided 

by Wahyuddin Magumi and Agus Prio Utomo 

The purpose of this study is to determine the effect of marketing mix 

and self service technology on customer loyalty of Bank Muamalat, 

Kendari City Branch. The type of research used is quantitative, which 

is located at Bank Muamalat Kendari branch, with a sample of 100 

customers. The results showed (1) marketing mix had a significant 

positive effect on customer loyalty of Bank Muamalat. Based on these 

results, it explained that customer loyalty of Bank Muamalat was 

influenced by forms of marketing (marketing mix) from bank 

Muamalat Kendari branch, where the form of the marketing mix 

consisted of products, price, promotion and place. (2) self service 

technology has a significant positive effect on customer loyalty of Bank 

Muamalat, self service technology itself is a form of service where 

customers can perform all services available at the bank independently 

and automatically without involving waiters and services are provided 

personally. The form of the service consists of functionality, 

satisfaction, design, security/privacy, design, guarantee, comfort and 

customization. (3) marketing mix and self service technology on 

customer loyalty of Bank Muamalat Kendari branch have a significant 

positive effect on customer loyalty of Bank Muamalat, the form of 

customer loyalty is that customers make repeat purchases, retention, 

and referrals. 

Keywords: Marketing Mix, Self Service Technology, Loyalty  
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