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ABSTRACT 
 

Currently the Islamic banking began to grow in Indonesia. However, its 

growth rate has not been as expected. One of the factors that influence is 

customer loyalty. It’s necessary to maintain the customer loyalty through good 

service quality, so that customers satisfaction is high. In addition, customers 

religiosity factors on Islamic principle is also an essential condition in influencing 

customer loyalty in Islamic banks. 

This study aims to investigate the influence of service quality factors on 

customer satisfaction, and the influence of customer satisfaction on customer 

loyalty. Also investigate the direct influence of religiosity on customer loyalty. 

Respondents are 100 customers from 10 Islamic banks located in Surabaya. The 

model analysis use structural model with Partial Least Square (PLS SEM). 

The results showed that all quality service variables consisting of 

tangibility, reliability, responsiveness, assurance, and empathy significant have 

significant effect on customer satisfaction, and customer satisfaction significantly 

influence customer loyalty. In addition, religiosity also has significant effect on 

customer loyalty. 

 

Keywords: service quality, religiosity, customer satisfaction, customer loyalty 
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