ABSTRAK

Tantangan dunia bisnis semakin lama semakin berat, dan rumit karena
dinamika yang terjadi di pasar saat ini, kebutuhan dan selera konsumen semakin
lama semakin meningkat dan berubah dari waktu ke waktu dan kepuasan pelanggan
hampir selalu diidentikkan dengan kualitas produk/ jasa, harga, dan layanan. Masalah
utama yang dihadapi perusahaan-perusahaan saat ini adalah bagaimana perusahaan
tersebut menarik pelanggan dan mempertahankannya agar perusahaan tersebut dapat
bertahan dan berkembang. Memberikan pelayanan yang berkualitas dianggap sebagai
strategi penting untuk keberhasilan dan untuk bertahan dalam lingkungan yang
kompetitif saat ini. Terlebih terhadap perusahaan yang bergerak dalam bidang
perbankan yang merupakan sektor jasa yang sangat kompetitif perlu meningkatkan
strategi customer relationship management untuk dapat terus bertahan.

Penelitian ini bertujuan untuk mengetahui dan menganalisa peranan customer
relationship management terhadap loyalitas nasabah perusahaan perbankan OCBC
NISP di Bandung. Jenis penelitian yang dilakukan adalah jenis penelitian kuantitatif
- causal explanatory. Sampel dalam penelitian ini diambil dengan menyebarkan
kuisioner dengan menggunakan metode non-probability sampling, yaitu metode
purposive sampling. Analisis kuantitatif dilakukan dengan metode regresi sederhana.

Hasil penelitian menunjukan bahwa customer relationship management dalam
perbankan memiliki pengaruh langsung positif terhadap loyalitas nasabah.
Berdasarkan hasil perhitungan regresi sederhana diperoleh persamaan ¥ = 1.787 +
0.163X. Dari persamaan regresi sederhana maka dapat disimpulkan bahwa variabel
customer relationship management memiliki pengaruh terhadap loyalitas nasabah
Bank OCBC cabang Universitas Kristen Maranatha, sebesar 10.5%. Dengan Kkata lain
customer relationship management berpengaruh terhadap loyalitas nasabah Bank
OCBC NISP sebesar 10.5% dan sisanya dipengaruhi oleh faktor-faktor lain sebesar
89.5%. Faktor-faktor lain yang berpengaruh dibandingkan dengan Customer
relationship Management adalah banyaknya pilihan jasa dan produk, masalah
keuangan dan ketersediaan informasi.

Kata kunci: customer relationship management, jasa, loyalitas nasabah, perbankan.
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ABSTRACT

Challenges of the business world becomes increasingly heavy, and
cumbersome because of the dynamics that occur in today's market, the needs and
tastes of consumers are increasingly increased and changed from time to time and
customer satisfaction is almost always identified with the quality of the product /
service, price, and service. The main problem facing companies today is how these
companies attract customers and maintain it so that the company can survive and
thrive. Providing quality service is considered as an important strategy for success
and to survive in today's competitive environment. Moreover, the company is
engaged in banking is a highly competitive service sector needs to improve customer
relationship management strategy in order to survive.

This study aims to identify and analyze the role of customer relationship
management on customer loyalty OCBC NISP banking firm in Bandung. Type of
research is the type of quantitative research - causal explanatory. The samples in this
study were taken by spreading the questionnaires by using non-probability sampling
method, the method of purposive sampling. Quantitative analysis was conducted by
simple regression.

The results showed that the customer relationship management in the banking
system has a direct positive impact on customer loyalty. Based on the calculation of a
simple regression equation obtained Y = 1787 +0163 X. From the simple regression
equation it can be concluded that the variable customer relationship management has
an influence on customer loyalty OCBC Bank branch Maranatha Christian
University, at 10.5%. In other words, customer relationship management influence
on customer loyalty OCBC NISP Bank and the remaining 10.5% is influenced by
other factors of 89.5%. Other factors that influence compared to the Customer
Relationship Management is a rich assortment of services and products, financial
problems and the availability of information.

Keywords: customer relationship management, service, customer loyalty, banking.
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