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ABSTRACT 

The objective of this study is to examine the main characteristics that impact customer 

satisfaction with pawn products at BPRS Bhakti Sumekar, with a specific focus on its Waru 

Branch. Data for this study were gathered using a qualitative descriptive approach, through 

interviews conducted with the management, employees, and customers of BPRS Bhakti 

Sumekar's Waru Branch. In addition, supplementary data were acquired from papers, journals, 

and internal records of the bank. The research aims to maximize the benefits of gold pawn 

products in order to broaden the consumer base. BPRS Bhakti Sumekar, previously named 

BPR Bhakti Sumekar, is a Regional-Owned Enterprise (BUMD) located in Sumenep Regency. 

It was founded on September 16, 2002, first as a limited liability company (PT) before 

converting to a BUMD status. BPRS Bhakti Sumekar has a notable presence in the local 

financial sector with two Cash Offices and 28 Branch Offices, one of which is the Waru Branch. 

Keywords:  Marketing mix, Islamic Banking, Gold Pawn 

INTRODUCTION 

The banking world in Indonesia has experienced many changes over time. Banking 

development in Indonesia is not only dominated by conventional banks, but sharia banks have 

also experienced significant development. "The development of sharia banking in Indonesia is 

a manifestation of public demand which requires an alternative banking system which, apart 

from providing sound banking or financial services, also fulfills sharia principles" (Rahman & 

Handayati, 2023). 
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The development of Indonesian sharia banks occurs in almost all regions. Pamekasan 

district is no exception. One of them is Bank BPRS Bhakti Sumekar. BPRS Bhakti Sumekar is 

present as a Sharia People's Financing Bank which is capable of continuous expansion. This is 

proven by the increase in the number of branch offices and cash offices. One of them is the 

Waru branch office which is the object of this research. Located on Jl. Raya Tobalang Waru. 

West Waru Village, Pamekasan. The Waru cash office was opened in 2013. Then in 2016 the 

Waru cash office was upgraded to the Pratama Waru branch office. By opening this new branch 

office, it can improve the economy of the people of West Waru, Waru sub-district in particular 

and Pamekasan in general (Kunaifi & Syam, 2021). 

With the increasing number of financial institutions carrying out activities in terms of 

financing, this encourages every bank to provide the best quality service and provide 

information technology that is able to meet customer needs and satisfaction as well as being 

able to provide information on sharia banking products and services to customers correctly and 

clearly, with still comply with sharia principles. Success in providing services to customers is 

determined by the behavior and character of bank officers (Rahman et al., 2023). "Customer 

service is a series of activities and attitudes and behavior of bank officers in accepting the 

presence of or communicating with customers directly or indirectly to meet customer needs 

and desires. 

The reason for choosing BPRS Bhakti Sumekar Waru Branch is that it is close to other 

financial institutions, both banks and non-banks, but can still retain its customers. BPRS Bhakti 

Sumekar Waru Branch is able to provide the best quality service and products that are superior 

to competitors. One of them is that it has advantages in pawn products when compared to other 

institutions, including cheap prices because the costs for custody and maintenance are 

calculated per day, whereas in other institutions some are calculated per week or even per 

month. There are no administration fees, while other institutions have administration fees and 

estimated fees are paid at the time of repayment so that it does not reduce the loan amount 

obtained by the customer (Kunaifi & Rosyid, 2024). 

The superiority of this product can be proven by several interviews the author 

conducted with customers. Most customers said that pawn products at BPRS Bhakti Sumekar 

Waru Branch were cheaper when compared between BPRS Bhakti Sumekar pawn products 

and pawn products in other places. 
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In 2017, BPRS Bhakti Sumekar received The Sharia Info Bank award with a very good 

title for its performance during 2017 from Infobank magazine, more or less giving demands to 

BPRS Bhakti Sumekar to always perform well, excel and excel in terms of service. Apart from 

that, BPRS Bhakti Sumekar in 2018 also received a Golden award with a very good title for its 

2013-2017 performance. The various awards received have proven that BPRS Bhakti Sumekar 

has provided excellent products and services. This award cannot be separated from the 

performance of all BPRS Bhkti Sumekar, both central and branch. BPRS Bhaki Sumekar Waru 

Branch is no exception. 

From the results of the interview the author conducted with Joni Istiawan as admin at 

BPRS Bhakti Sumekar Waru Branch, he said that; "In an effort to provide the best service to 

customers, we are required to provide friendly, polite, painstaking service, serve with sentences 

that are easily understood by customers, neat, moral and ethical, and pleasant so that customers 

feel happy and comfortable so that the service can provide satisfaction to customers. 

In the results of interviews regarding service quality delivered by the admin of BPRS 

Bhakti Sumekar Waru Branch, researchers also interviewed customers who were of the opinion 

that; The quality of service at BPRS Bhakti Sumekar Waru Branch is very good. The officers 

are polite and friendly. If no one understands, the officer patiently explains, and if there is a 

complaint from a customer, the officer will handle it by trying to provide the right solution 

(Matnin et al., 2021). 

Theoretically there is a relationship between service quality and purchasing decisions. 

This conclusion is based on research conducted by Bagja Sumantri, where his research revealed 

that, firstly, there is a positive influence of service quality on interest in becoming a customer 

(Mulyadi, Rahman, & Niode, 2022). Second, there is a positive influence of financing products 

on interest in becoming a customer. This research found that the higher the customer's 

perception of service quality, the higher a person's interest in becoming a customer. 

The product that is in great demand at BPRS Bhakti Sumekar Waru Branch is gold 

products. Gold pawning is a financing service for all individual needs using sharia principles. 

This gold pawn can function to finance short-term needs or working capital for micro and small 

businesses. Based on the results of an interview with Khalidatul. M as a teller at BPRS Bhakti 

Sumekar Waru Branch, revealed that pawn products are in great demand by customers, this is 

because pawn products have the advantage, namely, fast processing so they are very suitable 
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for customers who need fast, cheap funds, free of administration fees, storage and maintenance 

services Rp.600,- per day per Rp. 1,000,000,- and the collateral assessment fee is paid at the 

time of settlement. The maximum estimated service fee is IDR. 150,000,- per transaction. The 

maintenance costs are calculated per day. 

This is reinforced by the results of interviews with several customers who have pawn 

products, namely; “I've been pawning gold here for a long time. because pawn products are 

superior compared to other places. The advantage here is because it is cheaper. So it doesn't 

burden me. Apart from that, the officers were very friendly, polite and patiently explained in 

detail about the pawn. 

Rahn Financing The potential for the pawn business in 2019 is still very bright, because 

public interest in utilizing Rahn (gold pawning) services is still quite large, as evidenced by the 

proliferation of private pawn services and the tighter pricing offered. BPRS Bhakti Sumekar's 

strategy to achieve Rahn's target in 2019 includes creating a door prize program in the form of 

giving beautiful gifts/souvenirs and ujroh discounts to take advantage of moments where there 

is an increase in consumer needs, such as during Ramadan, Eid, new school year and the end 

of the year during school holidays. Apart from that, branches will be encouraged to actively 

carry out promotional programs by distributing brochures and localized promos through local 

media (Kunaifi, 2016b). 

From the results of interviews with several customers, researchers can see a basic 

comparison between BPRS Bhakti Sumekar and other financial institutions in Waru, including 

in terms of excellent service quality, staff knowledge regarding products, custody services and 

maintenance of pawn products which are relatively cheap and free. administration fees, as well 

as frequent promotions. In Waru itself there are many financial institutions, both banks and 

non-banks. Of course, this is quite tough competition for BPRS Bhakti Sumekar Bandaran 

Branch. Therefore, it is necessary to maintain the quality of service and product excellence so 

that satisfied customers do not feel disappointed because this will impact the customer's 

decision in choosing a financial institution and its products. 

METHODS 

The research method used in this research is a descriptive qualitative method with an 

Islamic legal approach, namely viewing Islamic law as a basis that must be implemented in 
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every contract in a sharia cooperative (Fauji et al., 2021). Descriptive is a problem formulation 

that guides research to explore or photograph the social situation that will be studied 

thoroughly, broadly and in depth. According to Bogdan and Taylor quoted by Lexy.J. Moleong, 

a qualitative approach is a research procedure that produces descriptive data in the form of 

written or spoken words from people and observed behavior (Meleong, 2007). 

In this research, the discussion will focus on the model for implementing murabahah 

contracts in sharia cooperative financing products at BANK BPRS Bhakti Sumekar, Waru 

Branch. The research uses a library research approach. The data source in this research uses 

secondary data sources obtained from documents related to Murabahah contracts applied to 

sharia cooperatives, articles, brochures and websites. Also uses primary data sources as 

supporting material such as interviews, observations, surveys and experiments. (Team, 2023) 

which relates to the Murabahah contract model implemented at BANK BPRS Bhakti Sumekar 

Waru Branch. After all the data has been collected, the next step is to analyze the data so that 

a conclusion can be drawn relating to the Murabahah contract implementation model at BANK 

BPRS Bhakti Sumekar Waru Branch (Kunaifi, 2016a). 

RESULTS AND DISCUSSION 

Sharia pawn is a loan program that meets the public's financial needs, using a pawn 

system that is in accordance with Islamic Sharia principles. However, every effort made by 

Pegadaian Syariah to market its products as planned is part of the marketing strategy. One of 

the most basic and very necessary things in a marketing strategy is how and how to attract 

customer interest while retaining these customers so they remain faithful and faithful. 

Discussion of the report on optimizing the advantages of gold pawn products to increase the 

customer base highlights several important points that need to be considered: 

Identify the Advantages of Gold Pawn Products: a) Competitive interest rates: 

Offering lower or more affordable interest rates compared to competitors can be attractive to 

potential customers; b) Fast and easy application process: Speeding up the loan application 

process by providing a simple application form and efficient approval process will increase 

customer convenience; c) Fair loan value: Offering a loan value that matches the value of the 

collateralized gold will give customers confidence; d) Payment flexibility: Providing flexible 

payment options such as loan terms that can be adjusted to the customer's financial capabilities. 

https://issn.brin.go.id/terbit/detail/20240427481170420


MALACCA: Journal of Management and 
Business Development 
Vol. 1, No. 1 (April 2024): 6-14 
E-ISSN: 3047-8782 

 

11 | P a g e  

 

Customers Segmented: a) Based on Demographics: Segmentation based on age, 

income, and geographic location can help in customizing product offerings and marketing 

strategies; b) Behavior Based: Analyzing previous financial service usage behavior can help in 

targeting customers who are more likely to need gold pawn services; c) Based on Financial 

Needs: Identify customers who need fast financial solutions by offering gold pawn loans as an 

attractive alternative. 

In developing a marketing strategy for sharia pawn products (Ar-Rahn), focus is given 

to introducing pawn products to potential customers by providing the best service. This step 

aims to identify the market segments that will be targeted. Next, Pegadaian Syariah selects 

target markets that need pawn services (Ar-Rahn) to meet their needs. Therefore, in planning 

marketing strategies for sharia pawn products, Pegadaian Syariah prioritizes product 

introduction to potential customers as the first step in providing the best service to them. The 

main goal is to identify the market segments that will be targeted. a) Digital Campaigns: Using 

digital platforms such as social media, online advertising, and search engine optimization to 

increase exposure and reach a wider audience; b) Direct Promotions: Sending direct 

promotions to potential customers via mail, email, or phone calls can help in generating 

qualified leads; c) Partnerships with Gold Traders: Partnering with local gold traders to refer 

customers to each other can expand market reach; d) Loyalty Program: Offer incentives to loyal 

customers such as interest discounts or gifts for each new customer referral. 

Product Innovate: a) Insurance Protection: Offering additional insurance protection 

for collateralized gold can provide an extra sense of security to customers; b) Gold Investment 

Program: Developing a gold investment program that allows customers to gradually buy or sell 

gold can attract long-term investors; c) Flexible Payment Options: Provides various payment 

options such as monthly installment payments or lump sum payments at the end of the loan 

term; d) In expanding the customer base, it is important to optimize product advantages and 

implement appropriate marketing strategies. By understanding potential customers' needs and 

preferences, companies can adapt their products and services to meet customer expectations. 

Customer segmentation allows companies to focus marketing efforts on the most potential 

market segments and design product offerings accordingly. An integrated marketing strategy, 

including digital campaigns, direct promotions, strategic partnerships, and loyalty programs, 
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can help in increasing brand awareness and attracting new customers (Kunaifi & Qomariyah, 

2021). 

Product innovation is also a key element in efforts to increase the customer base. By 

continually developing better products and services, companies can differentiate themselves 

from competitors and meet the evolving needs of customers. Continuous evaluation and 

monitoring of implemented strategies will enable companies to identify new opportunities and 

overcome challenges that may arise on the way to sustainable growth (Rahman, Pratikto, 

Murwani, & Handayati, 2024). 

Thus, optimizing the advantages of gold pawn products and implementing the right 

strategy can help companies to expand their customer base, increase revenue, and strengthen 

their position in the gold pawn industry. 

CONCLUSION 

In the financial industry, especially in gold pawn services, optimizing product 

advantages is the main key in efforts to increase the customer base. Through this report, we 

have explored various strategies and approaches to strengthen the position of gold pawn 

companies in the market with a focus on growing the customer base. Here are some of the main 

conclusions that can be drawn: a) The Importance of Product Excellence: Product excellence 

is a strong foundation in winning customer trust and interest. Competitive interest rates, a fast 

and easy application process, fair loan values, and payment flexibility are key elements that 

can differentiate gold pawn products from competitors; b) Effective Customer Segmentation: 

Understanding the needs, preferences and behavior of potential customers is essential in 

designing the right marketing strategy. Segmenting customers based on demographics, 

behavior, and financial needs will allow companies to customize their product offerings and 

marketing communications; c) Integrated Marketing Strategy: Through a combination of 

digital campaigns, direct promotions, partnerships with local gold traders, and loyalty 

programs, companies can increase brand awareness, reach more potential customers, and 

strengthen relationships with existing customers; d) Continuous Product Innovation: 

Developing innovative products and services, such as additional insurance coverage, gold 

investment programs, and flexible payment options, will help companies to remain relevant 

and attractive to customers amidst increasingly fierce competition; e) Continuous Evaluation 
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and Monitoring: Continuous monitoring and evaluation of product performance, customer 

response, and market trends is a key step in ensuring that the strategies implemented are 

successful and can be adjusted as needed. 

By implementing appropriate strategies and continuously adapting to market changes, 

gold pawn companies can successfully increase their customer base, expand market share, and 

achieve sustainable growth in the long term. 

REFERENCES 

Bacon, L.D. (1997). Using Amos for structural equation modeling in marker research. Lynd 

Bacon & Association, SPSS inc.  

Buzzel, Robert D & Frederick Wiersema. (1881). Modeling Changes in Market Share: A 

Cross-Sectional Analysis. Strategic Management Journal, 2 (January-March), 27-42.  

Buzzel, Robert D, Bradley T. Gale & G.M. Sultan, (1975). Market Share a Key to Profitability. 

Harvard Business Review, 53 (January-February), 97-106.  

Cronin, D.R. and Emory, C.W. (1995). Metode Penelitian Bisnis. Jakarta: Penerbit Erlangga.  

Dawes, John. (2000). Market Orientation an Company Profitability: Furthure Evidence 

Incorporating Longitudinal. Australian Journal of Management, 25(2), 174-199.  

Day, G.S & Nedungadi, P. (1994). Managerial Representation of Competitive Adventage. 

Journal of Marketing, 58, April, pp 31-44.  

Day, G.S. & Wensley, R. (1988). Assessing Adventage: A Framework for Diagnosing 

Competitive Superiority. Journal of marketing, 52. April, pp.1-20 

Fauji, D. A. S., PuspasariI, I. D., Aisyah, E. N., Rahadjeng, E. R., Saptaria, L., Rahman, Fadali, 

Nurjannah, D., Mahmud, Subhan, Ega S., Arisman, & Utami, Budi. (2021). Analisis 

Data Penelitian Manajemen: Studi Fokus Analisis Kualitatif. In Fakultas Ekonomi 

Universitas Nusantra PGRI Kediri.  

Ferdinand, A. (2002). Marketing Strategy Making: Proses dan Agenda Penelitian. Jurnal Sains 

Pemasaran Indonesia, 1, (1). 

Ferdinand, A. (2003). Structural Equation Modeling Dalam Penelitian Manajemen. Semarang: 

Badan Penerbit Diponegoro.  

Gupta, Anil. K & V.Govindarajan. (1983). Business Unit Strategy Managerial Characteristic 

and Business Unit Effectiveness at Strategy Implementation. Academy of Management 

Journal, 10, 399-411. 

Kunaifi, A. (2016a). Aktualisasi Pemasaran Syariah. Jurnal Studi Islam MIYAH, 12(1), 1–16. 

http://dx.doi.org/10.33754/Miyah.V12i1.30.G30 

https://issn.brin.go.id/terbit/detail/20240427481170420


MALACCA: Journal of Management and 
Business Development 
Vol. 1, No. 1 (April 2024): 6-14 
E-ISSN: 3047-8782 

 

14 | P a g e  

 

Kunaifi, A. (2016b). Manajemen Pemasaran Syari’ah Pendekatan Human Spirit; Konsep, 

Etika, Strategi, Dan Implementasi (1st Ed., Vol. 1). Maghza Pustaka. 

Kunaifi, A., & Qomariyah, L. (2021). Developing Company Images Through Spiritual Public 

Relations Facing Covid-19 Outbreak. Jurnal Iqtisaduna, 1(1), 13. 

Https://Doi.Org/10.24252/Iqtisaduna.V1i1.15808 

Kunaifi, A., & Rosyid, A. (2024). Pascapandemi, Bagaimana Efektifitas Kebijakan 

Quantitative Easing (QE)?: Konsep Sistem Moneter Islam Dalam Menstabilkan 

Ekonomi. Istithmar, 7(2), 131–141. Https://Doi.Org/10.30762/Istithmar.V7i2.989 

Kunaifi, A., & Syam, N. (2021). Business Communication In Developing The Halal Tourism 

Industry. Indonesian Interdisciplinary Journal Of Sharia Economics (IIJSE), 4(1), 1–

17. Https://Doi.Org/10.31538/Iijse.V4i1.1305 

Matnin, M., Kunaifi, A., & Ubaidillah, A. (2021). Pengaruh Persepsi Teknologi Informasi, 

Risiko Dan Handling Of Complaints Terhadap Minat Nasabah Dalam Menggunakan 

Internet Banking (Studi Kasus Bprs Bakti Sumekar Cabang Pragaan). Jurnal Ekonomi 

Syariah Pelita Bangsa, 6(2), 176–191. 

Mulyadi, Tirta, Rahman, Fadali, & Niode, Idris Yanto. (2022). The Role of Student 

Cooperatives in Improving Entrepreneurship Spirit (Study on Cooperative Students of 

Gorontalo University ). Budapest International Research and Critics Institute-Journal 

(BIRCI-Journal), 5(3), 26839–26845. Retrieved from 

https://doi.org/10.33258/birci.v5i3.6729 

Rahman, Fadali, & Handayati, Puji. (2023). The Effect of Buying and Selling Financing and 

Profit Sharing Financing on Financial Performance at BPRS Bhakti Sumekar. 

Internasional Jurnal of Integrative Science, 1(4), 219–232. https://doi.org/10.55927 

Rahman, Fadali, Mukhlis, Imam, Murwani, F. Danardana, Said, Achmad Ali, Pamekasan, I. 

A. I. Al khairat, & Malang, Universitas Negeri. (2023). Analysis of Micro Small 

Enterprises ( MSEs ) Customer Satisfaction in a Global Context Studies on Shoraya 

Batik Indonesia. International Journal of Scientific Multidisciplinary Research, 1(3), 

167–180. https://doi.org/10.55927 

Rahman, Fadali, Pratikto, Heri, Murwani, F. Danardana, & Handayati, Puji. (2024). The 

Influence of Spirituality on Business Performance is Mediated by Loan Repayment 

Commitments and Moderated by MSE Business Innovation. Kurdish Studies, 12, 

3768–3779. Retrieved from doi: https://doi.org/10.58262/ks.v12i2.280%0AKurdish 

Studies Feb 2024%0AVolume: 12, No: 2, pp.3768-3779%0AISSN: 2051-4883 (Print) 

%7C ISSN 2051-4891 (Online) www.KurdishStudies.net%0AThe 

Zuana, M., Isbahi, M., & Toha, M. (2023). The Impact of Enhancing Religious Moderation on 

the Economic Development of the Modongan Village in the Mojokerto 

Regency. Proceedings of Annual Conference for Muslim Scholars, 7(1), 674-680. 

https://doi.org/10.36835/ancoms.v7i1.539 

 

https://issn.brin.go.id/terbit/detail/20240427481170420
https://doi.org/10.36835/ancoms.v7i1.539

