
 

 i 

LIST OF FIGURES 
 

Figure 1.1 Logo Bank Muamalat Indonesia  .......................................................     2   
Figure 1.2 Organizational Structure of Bank Muamalat Indonesia .....................     4 
Figure 1.3 Indonesia GDP Annual Growoth Rate ...............................................     6 
Figure 1.4 Credit Penetration in Southeast Asia ..................................................     8 
Figure 1.5 World’s Muslim Population & Sharia Assets as a Proportion of 
Banking System ...................................................................................................     9 
Figure 1.6 Sharia Financing Growth & Sharia Banking Growth Compare to 
Conventional Bank ..............................................................................................     9 
Figure 1.7 Sharia Bank Deposit Growth & Comparison to Conventional Bank .   10 
Figure 1.8 Sharia Bank NPL Ratio & ROE Comparison to Conventional Bank   10 
Figure 1.9 Sharia Bank Market Share in Indonesia .............................................   11 
Figure 1.10 Bank Muamalat Indonesia Market Share in Indonesia Banking 
Industry ................................................................................................................   11 
Figure 2.1 Gap Model (Parasuraman et al. 1985)  .............................................   20 
Figure 2.2 Customer Perception of Quality and Customer Satisfaction (Wilson et 
al,. 2008:79) .........................................................................................................   26 
Figure 2.3 Research Framework ..........................................................................   36 
Figure 3.1 Research Stage ...................................................................................   47 
Figure 4.1 Pie Chart for Descriptive Analysis Base on Gender ..........................   66 
Figure 4.2 Pie Chart for Descriptive Analysis Base on Age ...............................   67 
Figure 4.3 Pie Chart for Descriptive Analysis Base on Monthly Spending ........   69 
Figure 4.4 Pie Chart for Descriptive Analysis Base on Educational Background 70 
Figure 4.5 Continuum Line ..................................................................................   71 
Figure 4.6 Continuum Line for Compliance (X1) Dimension .............................   73 
Figure 4.7 Continuum Line for Assurance (X2) Dimension ......................................   74 
Figure 4.8 Continuum Line for Reliability (X3) Dimension .....................................   75 
Figure 4.9 Continuum Line for Tangibility (X4) Dimension ..............................   77 
Figure 4.10 Continuum Line for Empathy (X5) Dimension ...............................   78 
Figure 4.11 Continuum Line for Responsiveness (X6) Dimension ....................   80 
Figure 4.12 Continuum Line for Customer Satisfaction (Y) Dimension ............   81 
Figure 4.13 Normal P-Plot of Regression ............................................................   82 
Figure 4.14 Scatter Plot .......................................................................................   84 

 


