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ABSTRAK 

Pengaruh Purchase Intention, Word-Of- Mounth, Price Sensivity, 

Complaining Behavior Loyalitas Nasabah Dalam Menggunakan 

Produk Bank Syariah Pada Mahasiswa Febi Uin Fas Bengkulu 

Oleh: Septriyani Putri 

 

Tujuan penelitian ini adalah untuk menegtahui pengaruh 

Purchase intention, Word-of-mounth, Price sensivity, and 

Complaining behavior terhadap Loyalitas Nasabah Bank Syariah. 

Penelitian ini menggunakan metode kuantitatif, Metode analisis 

yang di gunakan dalam penelitian ini adalah metode analisis 

regresi berganda. Sedangkan sampel yang diambil sebesar 80 

responden yang pengambilan responden secara kebetulan . Hasil 

penelitian ini menunjukkan bahwa 1) Purchase intention 

berpengaruh positif terhadap loyalitas nasabah, hal ini dilihat dari 

nilai signifikansi sebesar 0,048 < 0,05 sehingga H0 ditolak dan 

H1 diterima. Untuk tingkat signifikansi 0,048< 0,05 sehingga 

diterima, 2) Word-of-mounth berpengaruh positif terhadap 

loyalitas nasabah, hal ini dilihat nilai signifikansi sebesar 0,001< 

0,05 sehingga H0 ditolak dan H1 diterima, 3) Price sensivity 

berpengaruh positif terhadap loyalitas nasabah, hal ini dilihat dari 

nilai signifikansi sebesar 0,002< 0,05 sehingga H0 ditolak dan H1 

diterima, 4) Complaining behavior berpengaruh positif terhadap 

loyalitas nasabah, hal ini dilihat dari Nilai signifikansi sebesar 

0,003 < 0,05 sehingga H0 ditolak dan H1 diterima 5) Purchase 

intention, Word-of-mounth, Price sensivity, and Complaining 

behavior berpengaruh positif terhadap loyalitas nasabah, dilihat 

bahwa F hitung sebesar 28.208dengan tingkat signifikansi 0,002 

Kata Kunci: Purchase Intention, Word-Of- Mounth, Price 

Sensivity, Complaining Behavior, Loyalitas Nasabah  
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ABSTRACT 

The Influence Of Purchase Intention, Word-Of-Mount, Price 

Sensitivity, Complaining Behavior On Customer Loyalty In Using 

Islamic Banking Products On Febi Uin Fas Bengkulu Student 

By:Septriyani Putri 

The aim of this research is to determine the influence of Purchase 

Intention, Word-of-Mount, Price Sensitivity, and Complaining 

Behavior on Sharia Bank Customer Loyalty. This research uses 

quantitative methods. The analytical method used in this research 

is the multiple regression analysis method. Meanwhile, the 

sample taken was 80 respondents who were determined using 

special criteria. The results of this research show that 1) Purchase 

intention has a positive effect on consumer loyalty, this can be 

seen from the significance value of 0.048 < 0.05 so that H0 is 

rejected and H1 is accepted. For a significance level of 0.048< 

0.05 until it is accepted, 2) Word-of-mouth has a positive effect 

on consumer loyalty, this can be seen as a significance value of 

0.001< 0.05 so that H0 is rejected and H1 is accepted, 3) Price 

sensitivity has a positive effect on loyalty customers, this can be 

seen from the significance value of 0.002< 0.05 so that H0 is 

rejected and H1 is accepted, 4) Complaining behavior has a 

positive effect on customer loyalty, this can be seen from the 

significance value of 0.003 < 0.05 so that H0 is rejected and H1 is 

accepted 5) Purchase intention, Word-of-mouth, Price sensitivity, 

and Complaining behavior have a positive effect on customer 

loyalty, it can be seen that the calculated F is 28.208 with a 

significance level of 0.002 

Keywords: Purchase Intention,Word-Of-Mounth, Price Sensivity, 

Complaining Behavior, Customer Loyalty  
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MOTO 

“Allah tidak membebani seseorang melainkan 

sesuai dengan kesanggupannya.” 

Al Baqarah (2) : (286). 

“ Tidak ada kesuksesan tanpa kerja keras. 

Tidak ada keberhasilan tanpa kebersamaan.  

Tidak ada kemudahan tanpa doa.”  

 

“Tujuan tanpa tindakan hanyalah impian.” 

(Septriyani putri) 
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