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ABSTRACT: One way to increase Customers Satisfaction is by applying the "Living Sunnah Dagang" concept, which prioritizes sunnah practices in every aspect of business, including retail businesses. Basmalah Malang Store prioritizes Customers Satisfaction by providing friendly, responsive, and professional service. Every sales team member in this store is trained to understand customer needs and preferences and provide appropriate and satisfactory solutions. They are also encouraged always to respect customers and communicate politely and honestly. So this study will examine the direct influence of Living Sunnah Dagang on Service Quality and Customers Satisfaction and the influence of Living Sunnah Dagang on Customers Satisfaction through Service Quality. This study uses the descriptive, explanatory method using path analysis in its testing and SPSS 22 calculations. The results of this study show that there is a positive and significant direct influence of Living Sunnah Dagang variables on Service Quality of 0.304 or 30.4% and a positive and significant indirect influence of Living Sunnah Dagang on Customers Satisfaction through Service Quality of 0.101 or 10.1%. So this study will examine the direct influence of Living Sunnah Dagang on Service Quality and Customers Satisfaction and the influence of Living Sunnah Dagang on Customers Satisfaction through Service Quality. This study uses the descriptive, explanatory method using path analysis in its testing and SPSS 22 calculations. The results of this study show that there is a positive and significant direct influence of Living Sunnah Dagang variables on Service Quality of 0.304 or 30.4% and a positive and significant indirect influence of Living Sunnah Dagang on Customers Satisfaction through Service Quality of 0.101 or 10.1%. So this study will examine the direct influence of Living Sunnah Dagang on Service Quality and Customers Satisfaction and the influence of Living Sunnah Dagang on Customers Satisfaction through Service Quality. This study uses the descriptive, explanatory method using path analysis in its testing and SPSS 22 calculations. The results of this study show that there is a positive and significant direct influence of Living Sunnah Dagang variables on Service Quality of 0.304 or 30.4% and a positive and significant indirect influence of Living Sunnah Dagang on Customers Satisfaction through Service Quality of 0.101 or 10.1%.
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Introduction 

In the era of globalization and increasingly fierce business competition, Customers Satisfaction is one of the main factors determining a company's success. Customers Satisfaction is not only about providing quality products or services but also involves positive experiences during the transaction process and interactions with the company. One way to increase Customers Satisfaction is to apply the "Living Sunnah Dagang" concept, which promotes sunnah practices in every aspect of business, including retail business.

In the current retail business, they have also begun to be aware of the enforcement of the elements of Shari'a by starting to implement or live the sunnah trade according to the recommendations of the Prophet Muhammad. Basmalah shop is a modern retail store (mini market) that carries Sharia principles and applies the concept of sunnah life in it.

One of the important aspects of Living Sunnah Dagang is providing high-quality service to customers. Toko Basmalah Malang prioritizes Customers Satisfaction by providing friendly, responsive, and professional service. Every sales team member at this store is trained to understand customer needs and preferences and provide appropriate and satisfactory solutions. They are also encouraged always to respect customers and communicate politely and honestly.

In addition, Toko Basmalah Malang also pays attention to the quality aspects of its products. They provide only high-quality products that meet customer standards and expectations. The products sold in this shop are also carefully selected, considering the halal aspects, reasonable prices, and their impact on the environment and society. This aligns with Islamic values ​​, emphasizing the importance of maintaining quality and ethics in trade.

Living the Sunnah of Commerce is a concept based on the principles and actions of the Prophet Muhammad SAW in conducting business transactions, especially trade. This concept encourages business people to apply ethical and moral values ​​in their operations. These principles include honesty, integrity, fairness, empathy, and kindness. Qudsy (2016) explains that living sunnah in hadith is a study of the phenomena of practices, traditions, rituals, and behaviors that live in a society based on the hadith of the Prophet. In increasing Customers Satisfaction, Living Sunnah Dagang can act as a basis for implementing good service quality.

Service quality refers to the extent to which the product or service provided by the company meets or even exceeds customer expectations. According to Lupiyoadi (2014: 212), service quality results from distribution and logistics activities, where services are provided to consumers to achieve satisfaction. Good service quality involves various aspects, such as speed, responsiveness to customer requests, product or service reliability, effective communication, adequate complaint handling, and a friendly and understanding attitude toward customers. Maintaining service quality is very necessary because service quality has a major impact on the sustainability of a business. (Zafar, 2012).

In his research, Rajat Gera (2011) states that service quality is very important in influencing the perception of customer value to lead to Customers Satisfaction and repurchase intent. In addition, shoppers at convenience stores often use self-service technology (SST) during their shopping process. SST, which is currently popular in the retail business, offers advantages for entrepreneurs in reducing operational costs and improving customer experience.

In their research, Orel and Kara (2014) explain that SCS service quality has a positive effect on loyalty through Customers Satisfaction channels, so the application of the Living Sunnah Dagang concept in service quality is needed to increase Customers Satisfaction which will later be able to provide several benefits for retail businesses.

First, companies can build strong customer trust by prioritizing honesty and integrity. Customers will feel safe and confident that the company will provide the product or service as promised. This refers to the character of the Prophet, who was reputed, to be honest. Regarding this, there is a hadith about fair business:

اْلبَيْعَانِ بِالْخِيَارِ مَا لَمْ يَتَفَرَّقَا فَإِنْ صَدَقَ وَبَيَّنَابُوْرِكَ لَهُمَا فِيْ بَيْعِهِمَاوَإِنْ كَذَبَ وَكَتَمَامُحِقَتْ بَرَكَةُ بَيْعِهِمَا
"Persons who transact buying and selling each have the right to khiyar (cancel or continue the transaction) as long as the two of them have not separated. If both are honest and open, then both of them will get blessings in buying and selling, but if both of them are lying and not being open, then the blessing of buying and selling in between the two will disappear" (HR Muslim.)

In addition, it is further explained that service quality can increase Customers Satisfaction and customer trust to gain customer loyalty (Chu et al., 2012). A study shows that service quality variables directly and significantly influence Customers Satisfaction. (Sembiring et al., 2014). Then, Iskandar and Wijaksana (2015), in their research, also stated that Customers Satisfaction is a variable that builds customer loyalty to the Quality Service provided.

Second, by prioritizing fairness and empathy, companies can treat customers well and understand their needs and wants. This enables the company to provide customized solutions and meet customer expectations effectively. At HR. Muslim mentions that:

"Whoever relieves a believer from worldly troubles, Allah will relieve him of one of several problems on the Day of Judgment. Whoever relieves someone's suffering, Allah will relieve his suffering in this world and the hereafter. Whoever covers the disgrace of a Muslim, Allah will cover his disgrace in this world and the hereafter." (HR. Muslim: 2699).

Third, companies can create positive experiences while interacting with customers by developing a friendly and understanding attitude toward customers. This can increase Customers Satisfaction and build stronger long-term relationships. Kotler &; Keller (2016: 138) explain that Customers Satisfaction is a person's feeling of pleasure or disappointment that comes from comparing his impression of a product's performance (outcome) and his expectations.

In addition, it is further explained that service quality can increase Customers Satisfaction and customer trust to gain customer loyalty (Chu et al., 2012). A study shows that service quality variables directly and significantly influence Customers Satisfaction. (Sembiring et al., 2014). Then, Iskandar and Wijaksana (2015), in their research, also stated that Customers Satisfaction is a variable that builds customer loyalty to the Quality Service provided.

Living Sunnah is very important in improving service quality and Customers Satisfaction. By following and implementing the teachings and behavior of the Prophet Muhammad SAW, we can create a positive, empathetic, and high-integrity environment, which will increase Customers Satisfaction and build good relationships with customers, which in turn will influence business progress. Therefore, the researcher raised the title "Influence of Living Sunnah on Customers Satisfaction Basmalah Store Malang with Service Quality as Moderating Variables".

RESEARCH METHOD
This type of research is quantitative research. The research aims to determine the magnitude of the influence between the independent and dependent variables. The variables used in this study consist of Living Sunnah Trade (X), Service Quality (Z), and Customers Satisfaction (Y).

This study uses an infinite population, where the actual population size is uncertain. The population is an area of generalization in the form of objects or subjects with certain characteristics determined by researchers to be studied and concluded. The population is grouped into two parts, namely, limited and unlimited. (Sugiyono, 2014).

The population in this study were all customers of the Malang Basmalah Store. The population is the total of all objects or individuals with certain characteristics. (Hasan., 2013). So in this study, the random sampling method is used to take data samples. The instrument in this study used a closed questionnaire with a Likert scale. The questionnaire itself is a series of questions or statements that are used as a tool to measure something. (Arikunto, 2013). While the closed questionnaire itself is a collection of questions or statements given to respondents in the form of choices so that respondents block one of the appropriate answers in each question or statement. (Komalasari., 2013).

Statistical analysis will be carried out to identify the relationship between the selected variables. Analytical methods commonly include regression analysis, correlation tests, and statistical significance tests (Field., 2018). The analysis results will provide an understanding of the effect of risk management on bank profitability. The research method used is path analysis using the SPSS version 22 program.

RESULTS
A. Normality Test
TThe normality test determines whether the independent and dependent variables are normally distributed. In a study, it is better if the data is normally distributed or close to normal. (Ghozali, 2012). Normality test results in the Normality Test, Kolmogorov-Smirnov Test in the Sig. (2-tailed). Basic Decision Making:

· If the probability value (Asymp. Sig.) < 0.05, then the distribution is not normal

· If the probability value (Asymp. Sig.) > 0.05, then the distribution is normal

Table 3.1 Normality Test Results
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Source: data processed with SPSS 22

From the table above, the variables used are normally distributed because the probability value (Sig.) is 0.200 > 0.05.
B. Linearity Test

The linearity test determines whether this study's independent and dependent variables have a linear relationship so that the model specifications are correct. (Lauvira et al, 2018). The results of the linearity test can be seen in the ANOVA Table section Sig. linearity &; Sig. deviation from linearity.

By criteria:

If the value of Sig. Linearity < α (0.05) and Sig. Deviation from linearity > α (0.05), the relationship between variables is linear.

If the value of Sig. Linearity> α (0.05) and the value of Sig. Deviation from linearity < α (0.05), the relationship between variables is not linear.

Table 3.2 Linearity Test Results
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Source: data processed with SPSS 22

From the table above, it can be seen that the Sig. Linearity (0.000) < α (0.05) and the value of Sig. Deviation from linearity (0.187) > α (0.05), then the relationship between variables can be said to be linear.

C. Path Analysis Test

Path analysis is a statistical analysis technique used to determine causal relationships, which aims to explain direct and indirect relationships, both simultaneously and individually, between the independent variables and the dependent variable. To analyze the data in this study, linear regression analysis was used by looking for the effect of Living Sunnah Dagang (X) on Service Quality (Z), then looking for the influence of Living Sunnah Dagang (X) and Service Quality (Z) on Customers Satisfaction (Y). The steps that must be passed are as follows:

Direct Effect of Living Sunnah Trade Variable (X) on Service Quality (Z)

Based on the statistical tests that have been carried out with the regression equation, the recapitulation of the path coefficient results of the influence of variable X on Z is as follows:

Table 3.3 Recapitulation of the Path Coefficient Results of the X to Z Variables

	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	std. Error
	Betas
	
	

	1
	(Constant)
	16,576
	1,513
	
	10,953
	.000

	
	Living Sunnah Trade
	.211
	.067
	.304
	3.154
	002

	a. Dependent Variable: Service Quality

	b. R : 0.304 or 30.4%

	c. R Square : 0.092


Source: primary data processed using SPSS 22

Based on the results of the analysis in table 3.3, the following values can be obtained:
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So that the path equation can be formulated as follows:
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With an error effect of 0.908, the information in the calculation results can only explain the effect of the independent variable on the dependent variable of 9.2%. In comparison, the remaining 90.8% is influenced by other variables not contained in the model.

Direct Effect of Variables X and Z on Y
Based on the statistical tests carried out, the results of the path coefficients of the variable influence are recapitulated as follows:

Table 3.4 Recapitulation of the results of the path coefficients of the variables X and Z towards Y

	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	std. Error
	Betas
	
	

	1
	(Constant)
	6,433
	2047
	
	3.142
	002

	
	Living Sunnah Trade
	.257
	.064
	.357
	4,034
	.000

	
	Service Quality
	.342
	092
	.331
	3,734
	.000

	a. Dependent Variable: Customers Satisfaction

	b. R : 0.556 or 55.6%

	c. R Square : 0.309


Source: data processed with SPSS 22

The following values are obtained based on the analysis results in Table 3.4 so that the Stage 2 path analysis results can be obtained.
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So that the path equation can be formulated as follows:
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Z = 0.357X + 0.331Z + 0.691

With an error effect of 69.1%, the information in the calculation results can only explain the effect of the independent variable on the dependent variable of 30.9%. In comparison, the remaining 69.1% is influenced by other variables not contained in the model.

Indirect Effect of Variables X and Z on Y

The indirect effect is the effect of the independent variable on the dependent variable due to one or more intermediaries. Based on the results of statistical tests, there is a direct effect of X on Y and indirectly through Z as follows:
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Figure 3.1 The structure of the relationship between X and Y through Z

Based on Figure 3.1, it can be explained that X affects Y (beta 0.357), X affects Z (beta 0.304), and Z affects Y (beta 0.331). The indirect effect of the Service Quality variable (X) on the Customer Loyalty variable (Y) through the Brand Image variable (Z) can be calculated using the following formula:

Indirect effect: (Pzx x Pyz)

Information :

Pzx = the effect of Brand image on Customers Satisfaction

Pyz = effect of Customers Satisfaction on Repurchase intention

Thus, X indirectly affects Y with beta (0.304 x 0.331) = 0.101. Based on these calculations, it can be seen that the indirect effect of the Living Sunnah Dagang variable (X) on the Customers Satisfaction (Y) variable through the Service Quality (Z) variable is 10.1%.

D. Sobel Test
The Sobel test was conducted to test whether the service quality variable used as a mediating variable could mediate between the variables in this study. Sobel test can be done using the following formula:
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z = 1.01

From the results of the Sobel test calculation above, we get a z value of 1.01; because the z value obtained is 1.01 < 1.96, which means z count < z table with a significance level of 5%, this proves that Service Quality, in this case, has not been able to mediate the effect of Living Sunnah Dagang on Customers Satisfaction. So, most likely, other variables outside of research can be more intermediary between the Living Sunnah Trade variables and Customers Satisfaction

DISCUSSION
The Effect of Living Sunnah Trade on Service Quality
This study examines the effect of the Living Sunnah Trade variable on Service Quality. The results of the path analysis show that the Living Sunnah Trade variable has a direct and significant effect on the brand image variable. This is evidenced by the results of the study, which showed a path coefficient (β) of 0.304 with a probability value of 0.002 (p <0.05), so it was declared significant. The error effect is 0.908; It can be interpreted that the information in the calculation results can only explain the effect of the independent variable on the dependent variable of 9.2%. In comparison, the remaining 90.8% is influenced by other variables not yet included in the model. This is to research conducted by Chu et al. (2012), which explains that service quality can increase Customers Satisfaction and trust to obtain customer loyalty. Living Sunnah Dagang in this study has a positive and significant effect on the quality of service provided by Basmalah shops. So, if the Living Sunnah Dagang is more closely applied in every activity at the Basmalah Shop, then the Service Quality of the Basmalah Shop will be judged to be getting better.

The Effect of Living Sunnah Trade on Customers Satisfaction Through Service Quality

There is an influence of Living Sunnah Trade (X) which indirectly has a significant and positive effect on Customers Satisfaction (Y) through Service Quality (Z). This is indicated by the results of the study, which show a path coefficient (β) of 0.331 with a probability value of 0.000 (p <0.05) so that it is declared significant. In addition, from the results of the path analysis calculation, the beta result is (0.304 x 0.331) = 0.101. Based on these calculations, it can be explained that the indirect effect of the Living Sunnah Trade variable (X) on the Customers Satisfaction variable (Y) through the Service Quality variable (Z) is 10.1%. Thus, it can be seen that if the Living Sunnah is properly implemented.

CONCLUSIONS 

From the analysis and discussion above, several conclusions can be drawn that implementing Living Sunnah Dagang at Basmalah Stores, according to customers, can improve service quality. Positive and significant results evidence this. Besides that, the role of Service Quality in increasing Customers Satisfaction at Basmalah Stores can be categorized as positive. This shows that most customers are satisfied if the Quality of Service provided by Basmalah Stores increases.

Although in this study, Service Quality could not mediate between Living Sunnah Dagang and Customers Satisfaction, in this case, Service Quality had a positive and significant influence.

With this research, it is hoped that it can be considered for Basmalah Malang Stores so that they are better at improving service quality and implementing the Living Sunnah Trade concept in each of their activities to increase satisfaction for Basmalah Shop customers. Meanwhile, future researchers are expected to examine more deeply related aspects yet to be in this study. Meanwhile, it is hoped that Tiko Basmalah Malang customers will be able to convey all the aspirations and wishes expected from the Basmalah Store. So that the Basmalah Store can understand and correct everything different from customer expectations.
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