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ABSTRAKSI 

 

Ganjar Muktiaji, 2014, Pengaruh Implementasi Relationship Marketing 

terhadap Customer Satisfaction dan Customer Loyalty pada Bank Rakyat 

Indonesia (BRI) Cabang Jember 

 

Penelitian ini bertujuan untuk mengetahui pengaruh relationship 

marketing yang terdiri dari Understanding Customer Expectation, Building Service 

Partnership, Total Quality Management, dan Empowering Employees terhadap 

Customer Satisfaction dan Customer Loyalty pada Bank Rakyat Indonesia (BRI) 

Cabang Jember. Populasi penelitian adalah nasabah BRI cabang Jember. Sampel 

penelitian berjumlah 100 responden, diperoleh dengan teknik purposive sampling. 

Penelitian menggunakan data primer berupa jawaban dari kuesioner penelitian 

yang diperoleh dari responden yang menjadi sampel penelitian. Analisis data yang 

digunakan adalah analisis jalur. 

Berdasarkan pada perhitungan dengan analisis jalur, variabel independen 

yang mempunyai pengaruh paling kuat terhadap variabel Customer Satisfaction 

(Z) adalah variabel Building Service Partnership (X2) yaitu sebesar 0,470. 

Sedangkan variabel yang mempunyai pengaruh paling kuat terhadap variabel 

Customer Loyalty (Y) adalah variabel Customer Satisfaction (Z) yaitu sebesar 

0,657. Variabel independen yang mempunyai pengaruh paling kuat terhadap 

variabel Customer Loyalty (Y) melalui variabel intervening Customer Satisfaction 

(Z) adalah variabel Building Service Partnership (X2) sebesar 0,6368. Dengan 

demikian variabel Building Service Partnership merupakan variabel yang paling 

berpengaruh terhadap Customer Loyalty baik secara langsung maupun dengan 

melalui perantara Customer Satisfaction. Sedangkan variabel Total Quality 

Management berpengaruh paling kecil terhadap Customer Loyalty baik secara 

langsung maupun dengan melalui perantara Customer Satisfaction. 

Hasil penelitian membuktikan bahwa relationship marketing yang terdiri 

dari Understanding Customer Expectation, Building Service Partnership, Total 

Quality Management, dan Empowering Employees berpengaruh singnifikan 

terhadap Customer Satisfaction dan Customer Loyalty pada Bank Rakyat 

Indonesia (BRI) Cabang Jember.  

 

Kata kunci : Relationship Marketing, Customer Satisfaction, dan Customer Loyalty. 
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ABSTRACT 
 

 

Ganjar Muktiaji, 2014, The Effect of Implementation of Relationship Marketing on 

Customer Satisfaction and Customer Loyalty in Bank Rakyat Indonesia (BRI) 

Jember Branch 

 

This study aims to determine the effect of relationship marketing is 

comprised of Understanding Customer Expectation, Building Service Partnership, 

Total Quality Management, and Empowering Employees to Customer Satisfaction 

and Customer Loyalty in Bank Rakyat Indonesia (BRI) Jember Branch. The study 

population was customers of BRI Jember branch. The research sample of 100 

respondents , obtained by purposive sampling technique . Research using primary 

data in the form of a questionnaire study answers obtained from respondents who 

selected as sample. Analysis of the data used is path analysis. 

Based on the calculation of the path analysis, the independent variables 

that have the strongest influence on Customer Satisfaction variable (Z) is a 

variable Building Service Partnership (X2) is equal to 0,470. While the variables 

that have the strongest influence on Customer Loyalty (Y) is a variable Customer 

Satisfaction (Z) is equal to 0,657. The independent variables that have the 

strongest influence on Customer Loyalty (Y) Customer Satisfaction through an 

intervening variable (Z) is a variable Building Service Partnership (X2) of 0,6368 

. Thus variable Partnership Building Service is the most influential variable on 

Customer Loyalty either directly or through intermediaries Customer Satisfaction. 

While the variable Total Quality Management smallest effect on Customer Loyalty 

either directly or through intermediaries Customer Satisfaction. 

Research shows that relationship marketing is comprised of 

Understanding Customer Expectation, Building Service Partnership, Total 

Quality Management, and Empowering Employees singnifikan influence on 

Customer Satisfaction and Customer Loyalty in Bank Rakyat Indonesia (BRI) 

Jember Branch. 

 

Key words: Relationship Marketing, Customer Satisfaction, and Customer Loyalty. 
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