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ABSTRAK

Awan Komara, Judul Penelitian : “Pengaruh Relationship Marketing Terhadap Tingkat Loyalitas Nasabah Pada Bank BNI Syariah Cabang Bandung” di bawah bimbingan   Dra. Umi Narimawati, SE., M.Si dan Raeny Dwisanti, SE.,M.Si.
Bank BNI Syariah merupakan  salah satu bank yang menggunakan sistem syariah dan selalu berupaya meningkatkan loyalitas kepada nasabahnya. Salah satu upaya dalam meningkatkan loyalitas ini adalah melalui relationship marketing. Relationship marketing merupakan suatu strategi  dalam rangka membina hubungan jangka panjang dengan nasabah.

Tujuan penelitian ini adalah untuk mengetahui: (1) pelaksanaan relationship marketing di Bank BNI Syariah Cabang Bandung; (2) tingkat loyalitas nasabah di Bank BNI Syariah Cabang Bandung; (3) pengaruh relationship marketing terhadap tingkat loyalitas nasabah baik secara simultan maupun parsial pada Bank BNI Syariah Cabang Bandung.

Penelitian ini bersifat deskriptif dan verifikatif, dengan metode penelitian yang digunakan adalah metode descriptive survey dan explanatory survey. Sedangkan teknik penarikan sampelnya adalah sample random sampling dan metode analisisnya menggunakan analisis jalur  (path analysis).


Hasil penelitian ini menunjukan bahwa relationship marketing terbukti mempengaruhi loyalitas nasabah pada bank BNI Syariah Cabang Bandung. Hasil ini ditunjukan oleh uji statistik  bahwa relationship marketing  berpengaruh secara signifikan. Besarnya pengaruh secara simultan variabel relationship marketing yang meliputi sub variabel people, knowledge and insight, process, dan technology pada Bank BNI Syariah Cabang Bandung adalah sebesar 60,85 %. Sedangkan secara parsial People berpengaruh terhadap loyalitas nasabah pada Bank BNI Syariah sebesar  20,61%. Knowledge and insight berpengaruh terhadap loyalitas nasabah pada Bank BNI Syariah sebesar 29,74%. Process berpengaruh terhadap loyalitas nasabah pada Bank BNI Syariah sebesar 30,53% dan technology berpengaruh terhadap loyalitas nasabah pada Bank BNI Syariah sebesar 17,68%.

Kata Kunci : Relationship Marketing, Loyalitas Nasabah

ABSTRACT

Awan Komara, Title Research : The  Influence Of Relationship Marketing To Level of Customer Loyality At Bank of BNI Syariah Branch Bandung  under guidence of Dra. Umi Narimawati, SE., M.Si and of Raeny Dwisanti, SE.,M.SI.
Bank of BNI Syariah is  one of the bank using Syariah system and always effort to improve loyality to its customer. One of the effort in improving this loyality is to pass relationship marketing . Relationship marketing represent an strategy in order to constructing long-range relation with customers.

The objectives of this research is to know: ( 1) execution of marketing relationship in Bank of BNI Syariah Branch Bandung; ( 2) level of loyality customer in Bank of BNI Syariah Branch Bandung; ( 3) the influence of marketing relationship to level of loyality customers either through and also simultan or parsial at Bank of BNI Syariah Branch Bandung.
This research have the character of descriptive and verificative, with research method the used is method of descriptive and survey of explanatory survey. While technique withdrawal it is sampling random sample and its analysis method use  path analysis.

Result of this research show that proven marketing relationship influence customer loyality at bank of BNI Syariah Branch Bandung. This Result of showed by statistical test that marketing relationship have an effect on by significan. Level of influence by simultan variable of relationship marketing covering variable sub of people,   knowledge and insight, process, and technology at Bank of BNI Syariah Branch Bandung is equal to 60,85 %. While by parsial People have an effect on to customer loyality at Bank of BNI Syariah equal to 20,61%. Knowledge And insight  have an effect on to customer loyality at Bank of BNI Syariah equal to 29,74%. Process have an effect on to customer loyality at Bank of BNI Syariah equal to 30,53% and technology have an effect on to customer loyality at Bank of BNI Syariah equal to 17,68%.
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