DAFTAR ISI

HALAMAN SAMPUL ... i
HALAMAN JUDUL ...ttt i
HALAMAN PERSETUJUAN. ...ttt i
HALAMAN PENGESAHAN. ... iv
ABSTRAK bbb Y
KATA PENGANTAR ... vi
DAFTAR IS .ot viii
DAFTAR TABEL......ooii e IX
DAFTAR GAMBAR..... ..o X
DAFTAR LAMPIRAN. ...t Xi
BAB | PENDAHULUAN.......ooiiii sttt 1
AL Latar Belakang.......ccooviieiieiiieeee s 1
B. RUMUSAN Masalah...........cccooiiiiiiie e 8
C. TUJUAN PENEIITIAN. .......iiiiiiiiieiee e e 9
D. ASUMSE PENEIITIAN. .......cviiiiiiiiieeee s 9
E. Hipotesis Penelitian...........cccooiiiiiiiiiii i 10
F. Kegunaan Penelitian..........ccccoviveiiiiioieeicic e 11
G. Ruang Lingkup Penelitian..........ccoeiiiiiininisissceeee e 12
H. Definisi IStHan.........c.ocooiiiii e 15
1. Kualitas Pelayanan.........ccccccvvieiveieiiieneeseeseeieseese e sie s 15
2. Bagi Hasil........coooiii 15
3. Kepuasan ANQOOta........cocuveiieeiiiieiiieesniiee e siee e snee e 16
I.  Kajian Penelitian Terdahulu............cccooviiieiicic e 17
BAB Il KAJIAN TEORIL.....ooiii e 23



A. Kualitas Pelayanan..........c.ccoiiiiiiiiiieeseee e 23

B. Bagi HaSIl........ooiii s 27
C. Kepuasan anggota/Nasabah............cccccveeiiiriiieiie i 32
BAB 11l METODE PENELITIAN. ..o 41
A. Rancangan Penelitian..........cccooeviiiiiiiiiinseee s 41
B. Populasi dan Sampel..........ccccoiieiiiiiiii s 43
C. SUMDEE DALA.....c..iiieiiieiecieseee e enes 45
D. Instrumen Penelitian.........cccooveiieiieiieie e 45
E. Pengumpulan Data..........cccoveiieiiiiicc e 47
F. ANALISIS DALA.......oouiiiiiiiieie e 48

BAB IV DESKRIPSI DATA PEMBUKTIAN HIPOTESIS, DAN

A, DESKIIPST DALA.......cveieiiiiiieieie e 62
B. Karakteristik reSPONdeN.........cccccuveiieiiieii e 72
C. Deskripsi Hasil Penelitian............cccccoveieiieiieie e 85
D. PemMbDaNASAN.......ciiiiiiiiieier e 98
BAB V KESIMPULAN DAN SARAN ... 101
AL KESIMPUIAN.....ceieiiee et 101
B SAraN.....oo 102
DAFTAR RUJUKAN. ...t 104
LAMPIRAN-LAMPIRAN......ooiiei et 108
RIWAYAT HIDUP. ... 161



