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ABSTRAK 

 

 

Pemasaran Relasional berkembang dalam dunia bisnis tak terkecuali di sektor 

perbankan. Dimana para pelaku perbankan menyadari bahwa untuk 

mengembangkan dan mempertahankan suatu usaha perbankan tidak hanya dengan 

mendapat nasabah yang banyak tetapi juga bagaimana caranya membina dan 

senantiasa mempertahan hubungan yang berkelanjutan dengan nasabah itu sendiri. 

Penelitian ini bertujuan untuk mengetahui ada tidaknya pengaruh orientasi 

pemasaran relasional yang terdiri dari kepercayaan (trust), komitmen 

(commitment), ikatan (bonding), komunikasi (communication), dan kepuasan 

(satisfaction) terhadap loyalitas pelanggan pada suatu bank. Jenis penelitian ini 

adalah penelitian Causal Explanatory. Teknik pengambilan sampel yang digunakan 

adalah nonprobability sampling dengan metode purposive sampling. Sampel 

penelitian yang digunakan adalah nasabah Bank BUMN dan atau Swasta Top 

Brand. Metode analisis data yang digunakan adalah menyebarkan kuesioner dan 

kemudian diolah menggunakan analisis regresj berganda. Hasil penelitian 

menunjukkan bahwa relationship marketing yang terdiri dari Bonding, 

Commitment dan Satisfaction berpengaruh positif terhadap customer loyalty 

sedangkan trust dan communication tidak memiliki pengaruh terhadap customer 

loyalty. 

 

Kata Kunci : Relationship Marketing, Trust, Communication, Bonding, 

Satisfaction, Commitment, Customer Loyalty, Bank Top Brand. 
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ABSTRACT 

 

 

Relational marketing develops in the business world, including in the banking 

sector. Where banking must realize that to develop and maintain a banking business 

not only by getting many customers but also how to build and always maintain 

sustainable relationships with the customers themselves. This study aims to 

determine whether there is an effect of relational marketing orientation consisting 

of trust, commitment, bonding, communication , and satisfaction to customer 

loyalty in a bank. This type of research is Causal Explanatory research. The 

sampling technique used was nonprobability sampling with purposive sampling 

method. The research samples used were customers of State Owned Bank and 

Private Bank which has predicate Top Brand. The data analysis method used was 

distributing questionnaires and then processed using multiple regression analysis. 

The results showed that relationship marketing consisting of  Bonding, 

Commitment and Satisfaction had a positive effect on customer loyalty while trust 

and communication had no effect on customer loyalty. 

 

Keywords: Relationship Marketing, Trust, Communication, Bonding, Satisfaction, 

Commitment, Customer Loyalty,Top Brand Banks. 
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