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ABSTRAK 

Analisis Peran Frontliner Berdasarkan Islamic Service 

Quality Model dalam Meningkatkan Minat Nasabah 

terhadap KPR Bank Syariah Nasional (BSN) Bengkulu 

Oleh Veni Sri Wahyuni, NIM 2223140148 

Penelitian ini dilatarbelakangi oleh masih rendahnya minat 

masyarakat terhadap produk Kredit Pemilikan Rumah (KPR) 

syariah di tengah meningkatnya kebutuhan pembiayaan 

perumahan. Penelitian ini bertujuan untuk menganalisis peran 

frontliner dalam pelayanan pembiayaan KPR, implementasi 

Islamic Service Quality (ISQ), serta kontribusinya dalam 

meningkatkan minat nasabah terhadap KPR di Bank Syariah 

Nasional (BSN) Bengkulu. Penelitian ini menggunakan metode 

kualitatif dengan pendekatan deskriptif. Data diperoleh melalui 

wawancara semi-terstruktur, observasi, dan dokumentasi dengan 

informan yang terdiri dari satu orang Financing Service Staff 

(Consumer) dan enam orang nasabah KPR BSN Bengkulu. 

Analisis data menggunakan model Miles, Huberman, dan Saldaña 

melalui tahapan reduksi data, penyajian data, serta penarikan 

kesimpulan. Hasil penelitian menunjukkan bahwa frontliner 

berperan dalam memberikan informasi dan edukasi, 

mendampingi proses pengajuan KPR, serta memberikan 

pelayanan kepada nasabah. Implementasi Islamic Service Quality 

tercermin melalui nilai shidiq, amanah, tabligh, dan fathanah 

dalam proses pelayanan. Penerapan nilai-nilai tersebut 

berkontribusi terhadap meningkatnya ketertarikan, kepercayaan, 

dan keyakinan nasabah dalam memilih serta mengajukan 

pembiayaan KPR di BSN Bengkulu. 

Kata Kunci: Frontliner, Kualitas Layanan Syariah, Minat 

Nasabah, Pembiayaan KPR Syariah, Bank Syariah Nasional 

(BSN) 

 



 

vii 

 

ABSTRACT 

 

Analysis of the Role of Frontliners Based on the Islamic Service 

Quality Model in Increasing Customer Interest in Mortgage 

Financing at Bank Syariah Nasional (BSN) Bengkulu 

By Veni Sri wahyuni NIM 2223140148 

This study was motivated by the relatively low public interest in 

Islamic mortgage financing despite the increasing demand for 

housing finance. This study aims to analyze the role of frontliners 

in mortgage financing services, the implementation of Islamic 

Service Quality (ISQ), and its contribution to increasing 

customer interest in Islamic mortgage financing at Bank Syariah 

Nasional (BSN) Bengkulu. This study employed a qualitative 

method with a descriptive approach. Data were collected through 

semi-structured interviews, observations, and documentation 

involving one Financing Service Staff (Consumer) and six 

mortgage financing customers. Data were analyzed using the 

Miles, Huberman, and Saldaña model through data reduction, 

data display, and conclusion drawing. The findings show that 

frontliners provide information and education, assist customers 

in the mortgage application process, and deliver quality services. 

Islamic Service Quality is reflected in the values of shidiq, 

amanah, tabligh, and fathanah. The application of these values 

contributes to increasing customer trust, confidence, and interest 

in applying for Islamic mortgage financing. Thus, Islamic value-

based frontliner services contribute to increasing customer 

interest in Islamic mortgage financing at BSN Bengkulu. 

Keywords: Frontliner, Islamic Service Quality, Customer 

Interest, Islamic Mortgage Financing, Bank Syariah Nasional 

(BSN) 

 

 

 



 

viii 

 

MOTTO 

 

“Allah akan meninggikan orang-orang yang beriman diantaramu 

dan orang-orang yang diberi ilmu pengetahuan beberapa derajat.” 

(QS.Al-Mujadilah:11) 

 

“Tidak Akan Allah Halangi Jika Sesuatu Itu Pantas Untukmu” 

(QS.Asy-Syarh:4) 
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