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TNTRODUCTION

An early and very simple research that maps out who and

how consumers Islamic bank in Indonesia with a case study of
Islamic banks and commercial banks sharia unit. Completion of
research that uses less than 34 months is quite a challenge for

researchers to maximize the results obtained in order to be useful

to the general public, researchers in islamic banks, economists,

bankers and even students who are conducting research in the

fleld of Islamic banks .

The time constraints make the researcher summarizes the

variables and onlyperform data collection through questionnaires,

but this research has been able to identify the "who", "what", "how'
and 'why" Islamic banks and Islamic consumer unit. Researchers

deliberately make the difference between consumer behavior and

islamic islamic bank units for both types ofbanks are very different
despite using the same clothes.

Research is very important to know the perpetrators of the
banking sector being able to demonstrate the characteristics and

needs of the consumer banking. This research could ultimately
oversee decisions Islamic bank management areas, ranging from
the products offered by Islamic banks to the Islamic banking
services.
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CHAPTER 1

TNTRODUCTIONAND
RESEARCH METHOD

Jndonesiaisoneofthebiggestmoslempopulationonthe
Iworld. Moslem in Indonesia nowadays more appreciate

with the development of Islamic Banking and its system'

The increase in current assets of Islamic banking is not

very significant. while Bank Indonesia has made many efforts to

improve the assets of Islamic banking through Islamic Banking

Architecture and regulations that support the Islamic banking

industry. This is still a big question, why the assets of Islamic banks

has not increased in accordance with the goals and expectations of

Bank Indonesia.

Therearemanyfactorsthataffecttheamountofbanking
assets. One of those factors is the customer. tt's important to knour

who the customer, what the customer perception and what the

customer desires the Islamic banking industry

In this research proposal,I intend to make a mapping and

showed the difference on Islamic Bank Consumer Characteristic

between customer in Islamic Commercial Bank and Islamic

Windows using the demand index method'



Orapter 1: Introduction and Research Met'hod

Research question
1. How is the characteristic of Islamic Bank Customer of Islamic

Bank Commercial?
2. How is the characteristic of Islamic Bank Customer of Islamic

Wiqdows Banl0
3. What is the difference between both of them?

A General and specific objectives of the study
The Gbneral objective of the study is to make a mapping in

Islamic Banking Customer.

The Specific objectives ofthe study are:

1. To determine characteristic of Islamic Bank Customer of
Islamic Bank Commercial?

2. To determine characteristic of Islamic Bank Customer of
IslamicWindows Banl0

3. To determine the difference between them

B. Methodolory of Research

Ttris section will consist of two part ie: to capture the
characteristic of Islamic bank and islamic window customer and
to build demand on customer islamic bank and islamic window.
Here will describe about the modeling and data collection.

Characteristic of Customer will cover the demographic
characteristic namely education, occupation, location, income,
age, gender, marital status, religion based positioningl family'?.

Other variables that proposed to this study will be desribed about
entrepreneur sector that reflect from activities productive to
increase income in leisure time, will put score 1 if he have and 0

if don't have.

C. Modelling Demand on Islamic banking service

Most demand models focus on deposit services (current,

1 Wibisono and Purnomo, (2007), ReligXonSased Positioning: Aduontoges

andUmitations of syartahBankPositioningfromthe CustornerPoint ofView, in Islamic
Finance: The Challenges Ahead

2Triyuwono, et.al (2000), customd s Potency, Prefrence atd behavior Twards
shon'ah Bonk in east Jwta, Centre For Business and Islamic economics Studies



MappingFor IslamicBanl{scusbmer 3

savings and time deposit accounts), excluding demand for loans
and other seryices, as they appear to constitute a separate area

of analysis [see, for example, Dick, 2002]. Cardenas and Escobar 3

proposed model about saving determinants in colombia. Harona,

Harons and Kasri and Kassim6 also focus on saving in Islamic
Banking. Due to the problem of low market share on Islamic
Banking In Indonesia, its seems interesting to find out what
factor influencing demand on Islamic Banking. This researach,
will refers to DarT which, combines deposit services, loans and
mortgages because the prohibition of interest in Islam implies a
complete switching from conventional interest-based services to
the Islamic.

Potential demand for Islamic financial services may be
determined by three sets of factors: (a) demand for conventional
financial services ; (b)other concerns ; and (clawareness of Islamic
finance . He construct a demand index based on these factors
to flnd out how income, educational attainment, geographical
location and some other related variables might affect demand for
Islamic financial services.

Thebasic idea behind this model is to find out howwilling
a Muslim was to switch, partially or fully, from their existingbanks
to an Islamic one, if they had a choice. Hence, willingness to switch
should provide a good indicator of demand for Islamic banking
seryices.

Ifso, then Islamic banks' commitrnent to social development
is expected to influence the decision to switch

3Cardenas, M., & Escobar, A. (1998). Saving determinanB in Colombia:
7925-7994.

a Haron, S., & Azmi, W. N. W. (2008). DeterminanB of Islamic and
conventional deposits in the Malaysian banking system.

5 Haron, S., Nursofiza, W., & Azmi, W. (20OS). Marketing Stratery of
Islamic Banks . Aless from Malaysia

6Kasri, R. A., & IGssim, S. H. (2009). Empirical determinants of saving in
the Islamic banks: evidence from Indonesia

7 Dar, H. (2004). Demand for Islamic Financial Services in the LJK:

chasing a mirage?
tDar, H. (2004)
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Chaptcr 1: ltrductionand Research Method

D. Data collection
the data required for conducting this studywere collected

using self-administered questionnaires, specially designed to

achierrc the study goals. A total of 100 questionnaire will consist

of four part ie: characteristic of respondent, demand behavior'

bank selection criteria, and awareness of Islamic banking' These

questionnaire prepared afler reviewing the relevant literature

on the subject, as well as consulting key officials in the selected

banks.

Thequestionnairesweredistributedduringvarious
working hours of the same day (mornings and evenings)' as well

as various daln of the week and the month, to anoid any potential

bias owing to high concentration ofbank customers during certain

hours of the day, or certain days of the week or month'



CHAPTER2

TTTERATURE REVIEW

A A Simple Explanation About Islamic Banking

(-rystem of legal in Islam will facilitates the growth of
Dlslamic finance and to wider the zone of financial

markets.l Sharia law has major objective that is very important to

understand by each moslem. The objective is reach the welfare,

justice, protection of religious life and prosperity of all moslem in
the world. These rule df sharia law make muslims more eager to

lead their lirrcs according to Islamic shariah and law.

In turn, the main sources of Sharia are the Holy Quran,
Hadith, Sunna, Ijma, Qiyas and Ijtihad. The Holy Quran is the

book of revelation given to the Prophet Muhammad; Hadith is the

narrative relating the deeds and utterances of Muhammad; sunna

refers to the habitual practice and behaviour ofMuhammad during

his lifetime; Ijma is the consensus among religion scholars about

speciflc issues not envisaged in either the Holy Quran dr the Sunna;

Qyas is the use of deduction by analory to provide an opinion on

a case not referred to in the Quran or the Sunna in comparison

'Ahmed, H. (2009). Financial crisis, risks and lessons for Islamic

finance. ISI"A lnternottonal loumal of Islamic Firance , 1{'7l,, 7-32 .



Chapter 2: Literature Review

with another case referred to in the euran and the Sunna; and
Ijtihad represents a jurists' independent reasoning relating to the
applicability of certain sharia rules on cases not mentioned in
either the Quran or the Sunna.

All kinds of interest are totally prohibited in Islam as it not
only leads the economy to the path of crisis but also affect the
whole society Islamic finance is deflned as a financial service or
product principally implemented to comply with the main tenets
of Sharia (or Islamic law).

Islamic Banking that is based upon the Islamic economic
system is not limited to Muslims only.

The objective of this system is the welfare of the entire
humanity. Islamic Banking does not confine to ideas or ideas only.
This was a mere concept only till the first harf of the 20th century.
Islamic finance and Banking commenced in 1963 through Mit
Ghambr savings Bankin Eglptwhich offered interestfree banking.
From 1980s different Islamic Banks and financial institutions began
their working in various Islamic states. countries like pakistan
and Iran implemented Islamic Banking throughout the banking
sector while other Muslim countries permitted Islamic Banking
institutions to function with other conventional banks.

Islamic banking is conducted on the basis of Islamic
principles' in particurar the prohibition ofgiving or taking interest.
The argument is that taking the interest before a compreted
economic activityis unfair.Islamic banking is based on the idea of
profit sharing after the economic transaction has been completed.
Thus' the bank could theoreticalry lose money if a business vlnture
fails to yield a proflt. As far as Islamic raw is concerned, it is unfair
if the bank gains a profit while the entrepreneur sufflers a loss.
similarly, Islamic banks are not allowed tdinvest in industries that
are considered unlawful under Islamic law such as gambling, the
selling of alcohol and so forth (Siddiqui, 1992).

Islamic banking is the growing phenomenon world wide
now a day. Islamic banking is offering many product and service
in competition with the conventional banking. Islamic banks
have recognized the importance of service quality to retain the

):
I

i
t

t:



Mapping For Islamic BanlCs Customer

existing customer and to attract the new one in this competitive

environment.2 During last two three decades' it has been seen

that Islamic bankingls growing globally' So' with the growth of

this industry, customer satisfaction is becoming important asPect

and area ofresearch3

Islamic banking is rapidly getting recognition in financial

marketandpeopleareadoptingitbecauseitisaccordingtolslamic
shariah rules and regulations' Manzoor' Aqeel and Abdul Sattar

n investigated motivltional, economic' socio psychological and

religiouJfactors that there are greater opportunities in Pakistan

for development and growth of Islamic banking system' With

an impressing growth of Islamic banking in this contemPorary

worldhowlslamicbankingcomPetewithconventionalbanksin
regard of customer attitudes and products5

Consideringtheabovedeflnitions,Islamicbanksshould
notbeinvolvedinanyprohibitedactivities-thosewhichare
notallowedbythereligionoflslam.Accordingto6lslamicbanks
are organized under and operate upon principles of Islamic law'

which requires risk sharing and prohibits the payment or receipt

of interest. In contrast, conventional banks are gUided mainly by

the proflt maximization principle 7

Further, Naqvis asserts that Islamic banking is a subset

2 Wang, Y.S., Wang' Y'M', tin, H'H" and Tang' T'I' (2003)' Determiuants of

useracceptanceofintern-etbanking:Anempiricalstudy.InternationalJournal
of Service Industry Management 14(5), 501'519'

3 Holliday, K.K. Keeping Close to the Customer // Bank Marketing' 1996'

Vol.28, No.5, PP. 1419.
4Manzoor, M' M.' Aqeel, M', & sattar' A' (2010)' Factors Paving the Way

towards Islamic Banking in Pakistan. world Acodemy of science, Fngtneering ond

Techrclag, 66, 7677'7683.
sAwan,H.M.,Buk.hari,K.S''&Iqbal'A.(2011).servicequalityand

customer satisfaction in the banking sector: a comparative study of conventional

and Islamic banks in Pakistan.Jouraol of Islomic Mar?*ting' 2(3],' 203'224'

6 Olson, D., & zoubi, T. A. (2011). Efficiency and bank profitability in

MENA countri es. Fmerglng Morktts Rwiew' 12121' 9+770'
TOlson, D., & Zoubi, T' A (2011)'

E Naqvi, s. N. H. (2003).Perspectives on morolity andhuman wellbetng: o

contribnttwr to Islwti.c ecotomia (Vol' 24)' Islamic Foundation'
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of the overall Islamic economic system that strives for a just, fair
and a balanced society as envisioned and deeply inscribed in the
objectives of shariah or Maqasid al-shariah. The recent work of
Dusuki'ghighlights that there are two Islamic banking objectives.
The flrst objective, and consicrerabry to be found as important, is
social welfare objectives that cover alleviating poverty, .oot.ib.rtirrg
to social welfare, promoting sustainable deveropment projects and
promoting Islamic values and way of life. The second objective is
commercial objectives, for example offering viable and courpetitive
products, enhancing product ancl service quality, *rJ*irirrg
profits and minimizing costs of operations.

Khir et al- 10 and olson and Zoubi 11 mentioned that Islamic
banks have several distinguishing features. The flrst and most
important feature of Islamic banks is the prohibition of interest,
regardless of its form or source. Holy Quran prohibits the receipt
and pa5rment of interest on all transactions. The reason is that the
credit system that involves interest leads to unfair distribution of
income in society. Arternatively, the concept of interest is repraced
by a profit and loss sharing (pLS), but the mark-up for delayed
payments and trade finance commissions are allowed in the model
of Islamic banking. The second feature, where he is arso relevant
to the Islamic banking business, is the division of risk, which
means that Isramic banks should operate only using pLS setting.
To control the feafures mentioned above, each Israrnic bank in
Malaysia has formed a committee of Sharia in-house to ensure that
the transactions and activities oflslamicbanks, in accordancewith
the teachings oflslam and sharia. shariah committee has different
connotations according to the type of Islamic banking business.
For the full Islamicbanks, the shari'a committee members known
as shariah advisory body. For window Islam, sharia committee
members known as shariah consultant. Regardress of their name,

e Dusuki. A. W. {2003}. What does klam say aboqt corporate social
responsibilitS4. Review of lslamic Economir-s, 12(1), S-2S.

,oKt i., K, Gupta, L, Shanmugam B. (2008).
tl,lson, D.' & zoubi' T. a {2008). using accounting ratios to disringuish

between Islamic and conventional banks in the GCC regiou. The rntentationar
Journal of Accounting,43{1), 4ffiS.



CHAPTER3

DEVELOPMENT OF

TSTAMIC BANKTNG IN
INDONESIA

A Islamic Banking and Its Growth

Tl espons from the customer in Indonesia relate to

KSrrrt Syariah or Islamic Bank are very sensitive' The

terminolory about'sensitive' means that they

Table 3.1. Number of Islamic Bank in Indonesia

i1
,l

*
*
,

ffiffi
Islamic Commercial Bank

Number of Banks

Number of Offices

5 11 11 11 11

771 1275 1401 7745 1998

Islamic Business Unit

CB thathave IBU

Number of Offices

25 23 24 24 23

287 262 336 577 s90

Islamic Rural Bank

Number of Banks

Number of Offices

138 150 1s5 158 153

225 286 364 401 402

Total Number of Offices 7223 7763 2707 2663 2990

Source: lslamic Banking Statistic' December 2013
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Table 3.1. is about number of Islamic Bank in Indonesia
from period 2009 until 2013. They divide into three kinds of islamic
bank which are islamic commercial bank, islamic business unit
3sfl i5l:mic rural bank. Increase on Number of banks is not too
significant, but very high increase on number of offices.

Table 3.2. mention about number of workers/ employee in
islamic banking. The number of employee are increase from 2009
to 2013. Its proved that islamic bank can hire more workers and its
help to pushed the ecovomic development indeed.

Table 3.2. Number of workers in Islamic Banking

Source: Islamic Banking Statistic, December 2013

Table 3.3. Depositor Funds Composition of
Islamic Commercial Bank and Islamic Business Unit

Source: Islamic Banking Statistic, December 2013

Table 3.3 shows the composition of Islamic Commercial
Bank and Islamic Business unit from zaag-zo7g periode. From all
account in Islamic Bank show its increase, except time deposits-

Islamic Rural Bank

iB Demand Deposits
Wadia

iB Saving Deposits

Wadia

Mudharaba
iB Time Deposits
Mudharaba

l month
3 rnonths

6 months
12 months
>12 months

29.s95

19.794

4.544

7.V58

3.497

1

4.072
31.873

6.16s

2.294

3.738

3

70.806

s0.336

10.529

4.186

s.609

45

84.732

53.7

17.653

6.427

6.9s3

5

107.812

74.752

79.352

6.645

7.0s8

5

115.41s
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Mapping For Islamic Bank's Customer

mudharaba uP to 12 months, its shows a significant movement

from 2010 to 2011 (3 to a5)and its decrease to only 5 in 2012'

Meanwhile, in Table 3'4 arrange the Islamic Banking

indicator in Indonesia in quarterly from 200Q1 in june until

20llQ4indecember.Ttregreaterincreaseintotaldepositand
total ctedit will increase the value of NPF'

55

ricBanking

Tabel 3.4. Indicator of Islamic Bank Indonesia

3s9 15359409 122s8803 12959347 359136

378 77743050 73357524 14270387 s49128

389 78454792 73357973 74753299 69&108

Et 426 20879849 15582329 t5237942 429770

437 20545995 149s5705 1s996948 583529

M8 22700820 16432728 18762726 767537

483 24313155 17975s08 19662542 1007870

574 26722030 20672781 20444907 977276

518 28447352 21882933 20820064 1193858

u08 l 579 29208872 227745s6 22969703 1423361

i; s85 37802773 24580417 2s589806 1601585

t 515 36s37637 28077570 2794377 7737202

t19 38343742 29s5s399 296294s6 t236872

20-E 19 42987776 33048523 34099667 7447528

*qs 706 4s857224 33558573 37680587 1s53870

827 4955s722 35852148 38794974 1508674

,ii ,ti 1096 57678 38040 39308 39308

t 707 55238 42703 42795 42795

t t4 s8034 4s381 44523 44523

260 7223 65090 52277 45886 46885

*s=iF .:i 1499 68543 52811 s0205 s0205

t6 1577 75205 s8079 s5801 55801

,.0.11ffi" 1565 83454 63972 50970 60970

7753 97579 75035 58181 68181

.2 .i1,&'' 7857 101189 79657 74253 742s3
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Source: Islamic Banking Statistic, December 2013

Table 3.5 indicate the financing composition of Islamic

Commercial Bank and Islamic Unit Bank. Along Periode 2009 until
2013 seems that financing in Islamic Banking trend to Murabaha

financing. Salam flnancing or others alternative financing seems

not in favorit financing.

Table 3.5. Financing Composition of
Islamic Commercial Bank and Islamic Business Unit

Source: Islamic Banking Statistic, December 2013

Table 3.6. Some indicator of Islamic Bank in quarterly

B$Iffi: 1940 109750 87025 82676 82616

2011 t23362 97755 92829 92839

?ultg," 2701 74v67 115415 102655 102555

Mudharaba 6.597 8.531 70.229 72.O23 13.625

Musharaka 70.472 74.624 18.950 27.667 39.874

Murabaha 26.321 37.s08 s5.35s 88.004 110.555

Salam 0 0 0 0 0

Istishna 423 347 326 376 582

llara 1.305 2.341 3.839 7.345 10.481

Qardh 1.829 4.737 72.937 t2.o9 8.995

Others 0 0 0 0 0

TOTAL 46.885 58.181 102.555 1,47.505 784.722

200Q1 359 16359409 122s8803 12959341 3s9135

2CI05 426 20879849 75582329 15237942 429770

2-00rc4:, 574 26722030 2067218L 20444907 971.276

2007.Sr,, 615 36537637 28011670 27944377 7137202

2008-Qi l 827 49555722 36852148 38794974 1s08674

2009., 7223 55090 52277 45885 46886

20ro"Ql 1763 97519 76036 58181 68181

,01r 4, 2707 74s467 115415 102655 1026s5

Source: Islamic Banking Statistic
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Graph 3.1. Total Deposit between Conventional and Islamic Bank

Source: Islamic Banking Statistic

Breakdown about Islamic banking fianncing in some sector
show in Figure 3.1.

Figure 3.1. Break Down Islamic Bank Financing
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CHAPTER4

THE "ltr4rqP" OF ISTAMIC
BAI{KCUSTOMER

A Islamic Bank Customer and lheir Characteristic

sing purposive random sample, this research divided

the sample in to two kind which are 50 responden

from Islamic Unit customer and 50 responden from Islamic Bank

customer. Consider characteristics of customer, this research try
to map based on gender, occupation, income rate, ages, marital

status and education rate. The characteristics are desribed on Table

4.1 until Table 4.6.

Table 4.l.Bank Customer Characteristic : Gender

Table 4.1 shows characteristic based on gender. It shows

that either in Islamic Unit or in Islamic Bank composition of Male

Customer more higher than Female customer. Table 4.2. described

the job each responden. In Islamic Unit, most of responden are

lecturer and civil servant. In Islamic Bank, most of responden ara
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teacher and employee of a company.This table shows that between
Islamic Unit and Islamic Bank have different characteristic on
occupation customer.

Table 4.2.Bank Customer Characteristic : Occupation

Lecturer t4 4

Student 10 7

Civil Semant 12 5

Teacher 5 74

Employee 5 12

Entrepreneurs 3 8

Total Sample 50 s0

Table 4.3.Bank Customer Characteristic : Income Rate

1Milln-3 Milln 3 8

3,1Milln-5Milln 5 10

5,1Milln-TMilln 9 4

7,1 Milln -10 Milln 25 10

10,1 Milln - 15 Milln 5 16

15,1 Milln - 18 Milln 1 1

> 18,1Milln 1 7

Total Sample s0 50

About the income rate, age and marital status, shown in
Table 4.3. until 4.5. In Islamic Unit, most of the responden are
middle high class income and in Islamic Bank most of responden
are middle high class 10 Milln up and low income class between 1

Milln until3 Milln only.

Table 4.4.Bank Customer Characteristic : Age
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Meanwhile' Tabre 4.5 shows the charactersitic ofresponden
based on marital status. Both ofbankhave married customer morethan single. This status read the responden have wise consideration
and thought about islamic banking.
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Table 4.6.Bank Customer Characteristic : Education

In the side of education, both of Islamic fant and Islamicunit have responden with degree revel, then in master level. Thiswell educated responden have different awareDess about IslamicBanking.

B. Islamic Bank Customer and Financing Composition
Some produk launched by Islamic Bank in financinggenerally are mudharaba, musharaka, Murabaha, salam, istishna,

iiara, Qardh and others financing product. Mudaraba is: a form

0corpation

4

7

5

t4

12

8 Table 4.S.Bank Customer Characteristic : Marital

belum menikah

8

10

4

10

15

1

1
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of cooperation between two or more Parties in which the owners

of caPital (shahibul charity) entrusted to the management of a

number of caPital (mudharib) with an agreem6nt at the earliest'

This form conflrms collaboration with one hundred percent of

thecapitalcontributionoftheo\rnersofcapitalandexpertiseof
manager.

Musharakaisaformofcooperationoftr'voormorepersons
withaproflt-sharingbasisfortheresults.AccordingtotheNational
ShariaBoardMUI""aSrASNp'106deflnesasaMusharakacontract
of cooperation between two or more parties to a particular business'

where each - each party contributes funds to the provisions divided

by agreementwhile losses by contributing funds

Understanding Murabaha: a contract that sells goods at

a price (capital) it is Lown to both parties that the ffansaction

lsetter and buyer)with the known advantages of both'

salamtransactionisatransactionthatcausestherecipient
transksiresponsibletodelivergoodstothebuyercertaincriteria.In
regards transactions are not required to be a Process ofproducing

or creating

Istina transaction 'is a transaction that causes the

transactionreceiverisresponsibletomakeobjectswithcertain
criteria.Sothattheprocessofproducingormakinggoodsisan
,*,,,,"requirementinthistransaction.Therefore,notransaction
Istina except for items that have to be made or produced by

humans.

Ijara is selling the benefits or one form of activity between

thetwosidesthatberakadtorelieveoneofthepartiesorrelieve
eachother,aswellasincludingaformofmutualassistance
recommended religion'

Qardh is a treasure given to anyone else from the mall

mitslitothenbepaidorrefunded'Orinotherterms'qardhisa
special agreement to hand over the property (mal mitsli)to others

and then returned exactly as received'

4.7. Map for Contract in Islamic Unit based on Gender
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CHAPTERS

CONCLUSION

[Uts research study divided respondents into two parts,
I namely the customer in islamic islamic bank and the

customer on the unit. Both banks have different characteristics so
that they are also different customer characteristics. characteristik
customer views of gender, occupation, income rate, ages, marital
status and education rate.

Mapped that customer in islamic unit are lecturer and civil
servant 4G50 years old; degree and master; while in islamic bank
are employee and teacher; 3G45 years old; degree and master.

contract in Islamic unit and islamic bank most in product
murabaha, mudharaba and musharaka. Third-party Funding
composition most in IB Time deposit 1 month. Most of customer
in Islamic unit have no understanding about riba, but in Islamic
Bank most of themunderstand about riba clearly.

customer's perception about credibility in Islamic unit and
Islamic Bank seems different. In Islamic unit customer feel that
credibility is important whereas in Islamic Bank this credibility is
most important.
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In Islamic Unit, based on customer's education the most

important variables in servqual namely fast and efficient serices,

PtS, usefull prodcut and loan.In Islamic Bank, based on customer,s

education the most importanvariables in servqud namelybank's

name and image, PLS and promotion.
' On average, customer in islamic unit act and assume

. that this kind of bank quite similar to other conventional bank.

This condition is different when we found that in islamic bank,

customer tend to be loyal customer which is understand and care

alot about riba and religion is very important for therr among

others economic variables.
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