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ABSTRAK 

Penelitian ini dilatarbelakangi oleh pentingnya membangun kepercayaan 

nasabah dalam mendorong minat dan keputusan nasabah untuk menabung secara 

reguler di BPR Syariah, khususnya melalui penguatan strategi komunikasi 

pemasaran personal selling dan pengalaman layanan yang positif. Teori utama yang 

melandasi penelitian ini adalah Theory Planned Behaviour (TPB). Penelitian ini 

bertujuan untuk menganalisis (1) pengaruh personal selling terhadap keputusan 

menabung, (2) pengaruh customer experience terhadap keputusan menabung, (3) 

mengetahui apakah trust memediasi hubungan antara personal selling terhadap 

keputusan menabung, (4) mengetahui apakah trust memediasi hubungan antara 

customer experience terhadap keputusan menabung  pada BPRS Baiturridha 

Pusaka-Bandung.  

Penelitian ini menggunakan pendekatan kuantitatif melalui metode 

Structural Equation Modeling–Partial Least Squares (SEM–PLS). Sampel terdiri 

dari 120 responden nasabah aktif BPRS Baiturridha Pusaka-Bandung yang dipilih 

dengan teknik probability sampling melalui pendekatan simple random sampling, 

dimana setiap anggota populasi memiliki peluang yang sama untuk terpilih sebagai 

responden. Pengumpulan data dilakukan melalui penyebaran kuesioner terstruktur 

dan dianalisis menggunakan software Smart PLS versi 3.0. 

Hasil penelitian menunjukkan bahwa (1) Personal Selling tidak berpengaruh 

terhadap keputusan menabung (2) Customer Experience memiliki pengaruh positif 

dan signifikan terhadap Keputusan Menabung  (3) Trust tidak terbukti secara 

signifikan memediasi hubungan personal selling terhadap keputusan menabung (4) 

Trust terbukti memediasi secara signifikan hubungan antara customer experience 

dan keputusan menabung.Temuan ini menegaskan bahwa dalam konteks BPR 

Syariah, pengalaman positif nasabah menjadi faktor utama pembentuk kepercayaan 

dan pendorong perilaku menabung.  

 

Kata kunci: personal selling, customer experience, trust, keputusan menabung, 

SEM-PLS 
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ABSTRACT 

This research is motivated by the importance of building customer trust in 

encouraging interest and decisions to save regularly at BPR Syariah, particularly 

through strengthening personal selling marketing communication strategies and 

positive service experiences. The primary theory underlying this research is the 

Theory of Planned Behavior (TPB). This study aims to analyze (1) the influence of 

personal selling on saving decisions, (2) the influence of customer experience on 

saving decisions, (3) to find out whether trust mediates the relationship between 

personal selling and saving decisions, (4) to find out whether trust mediates the 

relationship between customer experience and saving decisions at BPRS 

Baiturridha Pusaka-Bandung. 

 This research applies a quantitative approach using the Structural Equation 

Modeling–Partial Least Squares (SEM–PLS) method. The sample consists of 120 

active customers of BPRS Baiturridha Pusaka-Bandung selected probability 

sampling through a simple random sampling approach, where each member of the 

population has the same opportunity to be selected as a respondent. Data were 

collected using a structured questionnaire and analyzed using SmartPLS software 

Version 3.0. 

The results of the study show that (1) Personal Selling does not influence 

the decision to save (2) Customer Experience has a positive and significant 

influence on the Decision to Save (3) Trust is not proven to significantly mediate 

the relationship between personal selling and the decision to save (4) Trust is proven 

to significantly mediate the relationship between customer experience and the 

decision to save. These findings confirm that in the context of BPR Syariah, positive 

customer experience is the main factor in forming trust and driving savings 

behavior. 
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