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ABSTRAK

Hanna Rozzaliya (11152934), Analisa Kepuasan Nasabah Terhadap Teknologi
e-banking dengan menggunakan Metode Fuzzy Servqual

Bank Muamalat merupakan perbankan syariah yang mulai mengembangkan layanan
e-bankingnya, e-banking Muamalat meliputi sistem yang memungkinkan nasabah
bank untuk mengakases rekening, melakukan transaksi, dan mendapatkan informasi
produk dan jasa bank melalui jaringan pribadi atau public, termasuk internet. Namun
penilaian masing-masing nasabah terhadap fitur e-banking berbeda-beda, oleh karena
itu diperlukan adanya analisa mengenai kualitas pelayanan e-banking muamalat,
apakah nasabah merasa puas dengan fitur-fitur didalam layanan e-banking tersebut
atau merasa tidak puas. Pendekatan servqual yang dikombinasikan dengan teori
fuzzy digunakan dalam penelitian. Disamping itu dimensi servqual dimodifikasi agar
sesuai digunakan untuk mengukur kualitas layanan bank syariah dengan mengunakan
dimensi, assurance, reliability, tangibility, empathy, dan rensponsiviness. Dari hasil
penelitian menunjukan kualitas pelayanan yang disuguhkan oleh Bank Muamalat
melalui fitur e-banking dapat diukur dengan menggunakan metode fuzzy service
quality. Pengukuran yang dihasilkan berupa perankingan dari setiap indikator yang
didapat berdasarkan selisinh antara nilai defuzzyfikasi persepsi dan defuzzyfikasi
ekspektasi. Hasil dari perhitungan gap antar indikator menunjukan bahwa gap positif
sama banyak dengan gap negative, yang berarti enam indikator kualitas pelayanan e-
banking Bank Muamalat telah memenuhi harapan nasabah, sedangkan enam
indikator lainnya belum memenuhi harapan nasabah. Lalu terhadap lima dimensi
kualitas pelayanan menunjukan bahwa Tangibles dan Reliabilitas menghasilkan nilai
gap yang positif.

Kata Kunci: e-banking, fuzzy, servqual, Bank Muamalat



ABSTRACT

Hanna Rozzaliya (11152934), Analysis of Customer Satisfaction with e-banking
Technology using the Fuzzy Servqual Method

Bank Muamalat is a sharia banking that began to develop its e-banking services, e-
banking, Muamalat includes a system that enables bank customers to access
accounts, conduct transactions, obtain information on bank products and services
through private or public networks, including the internet. However, each customer's
assessment of e-banking features varies, therefore it is necessary to analyze the
quality of muamalat e-banking services, whether customers are satisfied with the
features in the e-banking service or feel dissatisfied. The servqual approach
combined with fuzzy theory is used in research. Besides that the servqual dimensions
are modified so that they are suitable to be used to measure the quality of Islamic
bank services by using dimensions, assurance, reliability, tangibility, empathy, and
rensponsiviness. The results of the study show that the quality of service presented by
Bank Muamalat through e-banking features can be measured using the fuzzy service
quality method. Measurements produced in the form of rankings of each indicator
obtained based on the difference between the value of defuzzyfication of perceptions
and expectations of expectations. The results of the calculation of the gap between
indicators show that there are many positive gaps with negative gaps, which means
that the six quality indicators of Bank Muamalat e-banking services have met
customer expectations, while the other six-indicators have not met customer
expectations. Then from the gap calculation of the five dimensions of service quality
shows that Tangibles and Reliability is dimension that produces a positive gap.

Keywords: e-banking, fuzzy, servqual, Muamalat Bank
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