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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh transparansi, kualitas
pelayanan, pendekatan humanis, dan akad syariah terhadap keputusan nasabah
dalam memilih jasa di BTPN Syariah Brebes. Penelitian ini menggunakan metode
kuantitatif dengan teknik pengumpulan data melalui penyebaran kuesioner kepada
89 nasabah BTPN Syariah Brebes. Data dianalisis menggunakan metode Partial
Least Squares-Structural Equation Modeling (PLS-SEM) dengan bantuan aplikasi
Smart PLS 4. Hasil penelitian menunjukkan bahwa pendekatan humanis dan akad
syariah berpengaruh positif dan signifikan terhadap keputusan nasabah, dengan nilai
koefisien masing-masing sebesar 0,242 (t = 2,690; p = 0,007) dan 0,310 (t = 2,566;
p = 0,010). Sementara itu, transparansi dan kualitas pelayanan tidak berpengaruh
signifikan terhadap keputusan nasabah, dengan nilai p masing-masing sebesar 0,136
dan 0,165. Nilai koefisien determinasi (R?) sebesar 0,310 menunjukkan bahwa
variabel transparansi, kualitas pelayanan, pendekatan humanis, dan akad syariah
mampu menjelaskan 31,0% variasi keputusan nasabah, sedangkan 69,0%
dipengaruhi oleh faktor lain di luar penelitian. Hasil penelitian ini diharapkan
menjadi masukan bagi BTPN Syariah Brebes dalam meningkatkan keputusan
nasabah melalui penguatan pendekatan humanis dan penerapan akad syariah.

Kata kunci: transparansi, kualitas pelayanan, pendekatan humanis, akad syariah,
keputusan nasabah.

ABSTRACK

This study aims to analyze the influence of transparency, service quality, a
humanistic approach, and Sharia contracts on customer decisions regarding service
selection at BTPN Syariah Brebes. A quantitative method was employed, with data
collected via questionnaires distributed to 89 customers of BTPN Syariah Brebes.
The data were analyzed using the Partial Least Squares-Structural Equation
Modeling (PLS-SEM) method with the SmartPLS 4 software. The results indicate
that the humanistic approach and Sharia contracts have a positive and significant
influence on customer decisions, with coefficients of 0.242 (t = 2.690; p = 0.007)
and 0.310 (t = 2.566; p = 0.010), respectively. Conversely, transparency and service
quality did not significantly influence customer decisions, with p-values of 0.136
and 0.165, respectively. The coefficient of determination (R2) of 0.310 indicates that
the variables of transparency, service quality, humanistic approach, and Sharia
contracts explain 31.0% of the variation in customer decisions, while the remaining
69.0% is influenced by factors outside the scope of this study. These findings are
expected to provide valuable insights for BTPN Syariah Brebes to enhance customer
decision-making by strengthening the humanistic approach and the implementation
of Sharia contracts.

Keywords: transparency, service quality, humanistic approach, Sharia contracts,
customer decisions.
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