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ABSTRAK 

PENGARUH RELATIONSHIP MARKETING TERHADAP LOYALITAS 
NASABAH BANK PEMBIAYAAN RAKYAT SYARIAH (BPRS) MITRA 

AMAL MULIA YOGYAKARTA 

 

FENNY UMIATI HUSYEN 
20070730022 

 

Penelitian ini memfokuskan pada relationship marketing di perusahaan 
perbankan. Perbankan merupakan salah satu penyedia jasa yang menerapkan 
adanya keramahtamahan dalam hubungan dengan konsumen. Adanya hubungan 
yang baik dengan nasabah diharapkan dapat membangun dan menjaga loyalitas 
nasabah. Tujuan penelitian ini untuk menguji pengaruh dari relationship 
marketing yang terdiri dari understanding customer expectation, building service 
partnership, total quality management dan empowering employees terhadap 
loyalitas nasabah. 

Subyek penelitian ini adalah nasabah BPRS Mitra Amal Mulia 
Yogyakarta. Teknik pengambilan sampel menggunakan tehnik convenience 
sampling. Data yang digunakan adalah data primer dan jumlah responden 84. 
Pengujian hipotesis dilakukan dengan analisis regresi berganda untuk mengetahui 
pengaruh understanding customer expectation, building service partnership, total 
quality management dan empowering employees terhadap loyalitas nasabah. 

Hasil secara parsial menunjukkan bahwa understanding customer 
expectation, building service partnership, total quality management dan 
empowering employees berpengaruh signifikan terhadap loyalitas nasabah. Secara 
simultan understanding customer expectation, building service partnership, total 
quality management dan empowering employees berpengaruh signifikan terhadap 
loyalitas nasabah. Hal menarik yang didapatkan dalam penelitian ini yaitu bahwa 
sebuah bank yang relatif belum lama berdiri telah mampu menerapkan 
relationship marketing yang sangat berpengaruh terhadap loyalitas nasabah. 

 
Kata kunci: relationship marketing, understanding customer expectation, building 
service partnership, total quality management, empowering employees, loyalitas 
nasabah. 
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ABSTRACT 
 

INFLUENCE RELATIONSHIP MARKETING TOWARD CUSTOMER 
LOYALTY BANK PEMBIAYAAN RAKYAT SYARIAH (BPRS) MITRA 

AMAL MULIA YOGYAKARTA 
 

 
FENNY UMIATI HUSYEN 

20070730022 
 

This research focuses on relationship marketing in banking companies. 
Banking companies is one of the service provider that implements hospitality in 
relationship with the consumers. A good relationship with the customer is 
expected to be able to build and maintain customers loyalty. This research aims to 
study the influence of relationship marketing, which consists of understanding 
customer expectation, building service partnership, total quality management and 
empowering employees toward customers loyalty. 

Subject of the research were customers of BPRS Mitra Amal Mulia 
Yogyakarta. Sampling technique using convenience techniques. The data used 
were the primary data and the number of respondents were 84. Hypothesis testing 
is performed by multiple regression analysis to determine the influence of 
understanding customer expectation, building service partnership, total quality 
management and empowering employees toward customer loyalty. 

The results showed that partially, understanding customer expectation, 
building service partnership, total quality management and empowering 
employees were significantly impact customer loyalty. Simultaneously, 
understanding customer expectation, building service partnership, total quality 
management and empowering employees were significantly impact customer 
loyalty. Interesting thing that is obtained in this study, namely that a bank which is 
relatively not long standing has been able to implement relationship marketing 
that is a very influential towards the customers loyalty. 

Keywords: relationship marketing, understanding customer expectation, building 
service partnership, total quality management, empowering employees, customer 
loyalty. 
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