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MOTTO 

“Long story short, I survived.” 

- Taylor Swift 
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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan, 

brand image, dan keberagaman produk terhadap kepercayaan nasabah Bank 

Syariah Indonesia (BSI) KCP Kebumen. Latar belakang penelitian ini didasari oleh 

pentingnya membangun kepercayaan nasabah melalui pelayanan yang optimal, 

citra merek yang kuat, serta produk yang sesuai dengan kebutuhan masyarakat. 

Penelitian ini menggunakan metode kuantitatif dengan pendekatan asosiatif. 

Sampel penelitian berjumlah 100 responden yang diperoleh melalui teknik 

purposive sampling. Pengumpulan data dilakukan menggunakan kuesioner, 

kemudian dianalisis melalui uji validitas, uji reliabilitas, analisis deskriptif, uji 

asumsi klasik, analisis regresi linier berganda, dan uji hipotesis. Hasil penelitian 

menunjukkan bahwa kualitas pelayanan berpengaruh positif dan signifikan 

terhadap kepercayaan nasabah dengan nilai t hitung 2,964 > t tabel 1,660 dan nilai 

signifikansi 0,004 < 0,05, sehingga kualitas pelayanan menjadi faktor dominan 

yang paling memengaruhi kepercayaan nasabah. Brand image berpengaruh positif 

namun tidak signifikan dengan nilai t hitung 1,779 > t tabel 1,660 dan signifikansi 

0,078 > 0,05, yang menunjukkan bahwa citra merek BSI hasil merger tiga bank 

syariah telah berkontribusi dalam membentuk kepercayaan nasabah. Keberagaman 

produk juga berpengaruh positif namun tidak signifikan dengan nilai t hitung 1,589 

< t tabel 1,660 dan signifikansi 0,115 > 0,05. Secara simultan, ketiga variabel 

berpengaruh signifikan terhadap kepercayaan nasabah dengan nilai F hitung 20,155 

> F tabel 2,70 dan signifikansi 0,000 < 0,05. Nilai koefisien determinasi (R²) 

sebesar 0,622 menunjukkan bahwa 38,6% variasi kepercayaan nasabah dijelaskan 

oleh ketiga variabel tersebut, sementara 61,4% sisanya dipengaruhi faktor lain di 

luar penelitian ini. 

Kata kunci: Kualitas Pelayanan, Brand Image, Keberagaman Produk, 

Kepercayaan Nasabah, Perbankan Syariah 
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ABSTRACK 

This study aims to analyze the effect of service quality, brand image, and 

product diversity on customer trust in Bank Syariah Indonesia (BSI) KCP 

Kebumen. The background of this study is based on the importance of building 

customer trust through optimal service, a strong brand image, and products that 

meet the needs of the community. This study uses a quantitative method with an 

associative approach. The research sample consisted of 100 respondents obtained 

through purposive sampling. Data collection was carried out using a questionnaire, 

then analyzed through validity testing, reliability testing, descriptive analysis, 

classical assumption testing, multiple linear regression analysis, and hypothesis 

testing. The results show that service quality has a positive and significant effect on 

customer trust, with a t-value of 2.964 > t-table 1.660 and a significance value of 

0.004 < 0.05, making service quality the dominant factor that most influences 

customer trust. Brand image has a positive but insignificant effect with a t-value of 

1.779 > t-table 1.660 and a significance of 0.078 > 0.05, indicating that the brand 

image of BSI, which is the result of a merger of three Islamic banks, has contributed 

to shaping customer trust. Product diversity also has a positive but insignificant 

effect with a t-value of 1.589 < t-table 1.660 and a significance of 0.115 > 0.05. 

Simultaneously, the three variables had a significant effect on customer trust with 

a calculated F value of 20.155 > F table 2.70 and significance of 0.000 < 0.05. The 

coefficient of determination (R²) value of 0.622 indicates that 38.6% of the variation 

in customer trust is explained by these three variables, while the remaining 61.4% 

is influenced by other factors outside the scope of this study. 

Keywords: Service Quality, Brand Image, Product Diversity, Customer Trust, 

Islamic Banking  




