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ABSTRAK 

Persepsi Nasabah Terhadap Kualitas Pelayanan Produk Giro 

Berkah Wadi’ah di Bank Syariah Nasional Cabang Bengkulu 

(Program Studi Perbankan Syariah Fakultas Ekonomi Bisnis 

Islam Universitas Islam Negeri (Uin) Fatmawati Sukarno 

Bengkulu, oleh Tina Azzani, NIM 2223140050) 

Penelitian ini membahas tentang bagaimaa Kualitas pelayanan 

pada produk giro berkah wadi’ah di bank Syariah nasional 

cabang Bengkulu dan Bagaimana Persepsi nasabah terhadap 

kualitas pelayanan pada produk giro berkah wadi’ah di bank 

Syariah nasional cabang Bengkulu. Penelitian ini menggunakan 

pendekatan kualitatif deskriptif dengan teknik pengumpulan data 

melalui wawancara mendalam, observasi langsung, dan 

dokumentasi. Informan dipilih secara purposive sampling, 

melibatkan 10 nasabah aktif pengguna Giro Berkah Wadi'ah dan 

2 pegawai frontliner BSN Cabang Bengkulu. Hasil penelitian 

menunjukkan bahwa pelayanan BSN Cabang Bengkulu telah 

berjalan sesuai akad wadi'ah yad dhamanah. Berdasarkan analisis 

dimensi SERVQUAL. persepsi nasabah dianalisis menggunakan 

kerangka Triangle Theory (Tri-Component Attitude Model) yang 

mencakup tiga komponen, yakni kognitif, afektif, dan konatif. 

Nasabah memberikan persepsi yang baik pada dimensi reliability, 

responsiveness, assurance, dan empathy, sedangkan dimensi 

tangibles dinilai masih memerlukan peningkatan. Penelitian ini 

menyimpulkan bahwa kualitas pelayanan BSN Cabang Bengkulu 

pada produk Giro Berkah Wadi'ah secara keseluruhan 

dipersepsikan baik oleh nasabah, dengan assurance dan 

reliability sebagai dimensi unggulan yang perlu dipertahankan. 

 

Kata Kunci: Persepsi Nasabah, Kualitas Pelayanan, Giro 

Wadi'ah, SERVQUAL, Perbankan Syariah  
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ABSTRACT 

Customer Perceptions of Service Quality on the Giro Berkah 

Wadi'ah Product at Bank Syariah Nasional Bengkulu Branch 
(Islamic Banking Study Program, Faculty of Islamic Economics 

and Business, Universitas Islam Negeri (UIN) Fatmawati 

Sukarno Bengkulu, by Tina Azzani, Student ID 2223140050) 

This study discusses the quality of service in the Giro Berkah 

Wadi’ah product at Bank Syariah Nasional Bengkulu Branch and 

examines customers’ perceptions of the service quality provided 

for the product. This research employed a descriptive qualitative 

approach, with data collected through in-depth interviews, direct 

observation, and documentation. The informants were selected 

using purposive sampling, consisting of 10 active customers of 

the Giro Berkah Wadi’ah product and 2 frontliner employees of 

BSN Bengkulu Branch. The results of the study indicate that the 

service provided by BSN Bengkulu Branch has been implemented 

in accordance with the wadi’ah yad dhamanah contract. Based 

on the SERVQUAL dimension analysis, customer perceptions 

were examined using the Triangle Theory, also known as the Tri-

Component Attitude Model, which consists of three components: 

cognitive, affective, and conative. Customers showed positive 

perceptions of the reliability, responsiveness, assurance, and 

empathy dimensions, while the tangibles dimension was 

considered to require further improvement. This study concludes 

that the service quality of BSN Bengkulu Branch in the Giro 

Berkah Wadi’ah product is generally perceived positively by 

customers, with assurance and reliability identified as the 

strongest dimensions that need to be maintained. 

Keywords: Customer Perception, Service Quality, Wadi’ah 

Current Account, SERVQUAL, Islamic Banking 
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