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PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT (CRM)
TERHADAP LOYALITAS NASABAH PADA BANK CIMB NIAGA
(Studi Kasus Pada Bank CIMB Niaga Cabang Menteng)

Sofa Rachmawati

ABSTRAK

Dalam upaya memenuhi kebutuhan nasabah dan mempertahankan nasabah lama pihak Bank
menerapkan Customer Relationship Management (CRM). Customer Relationship Management
(CRM) menjadi salah satu pendekatan bisnis dengan memperhatikan faktor nasabah, bukan saja
sebelum transaksi, namun tidak kalah penting adalah setelah transaksi. Penelitian ini bertujuan
untuk membuktikan secara empiris pengaruh Customer Relationship Management terhadap
Loyalitas Nasabah. Jumlah responden pada 90 orang nasabah pada Bank CIMB Niaga Cabang
Menteng. Data yang dipergunakan adalah data primer yang didapat dengan menggunakan
kuesioner skala likert (1-5) dan taraf signifikansi 0,1. Kemudian dilakukan statistik deskriptif
untuk menghitung Frequency, percent, valid percent cumulative percent, mean dengan software
SPSS, dan diolah lebih lanjut dengan menggunakan software SPSS untuk menguji hipotesisnya.
Hasil penelitian membuktikan bahwa Customer Relationship Management berpengaruh secara
signifikan terhadap loyalitas nasabah.

Kata kunci : Customer Relationship Management, Loyalitas Nasabah
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THE INFLUENCE OF CUSTOMER RELATIONSHIP MANAGEMENT (CRM)
OF CUSTOMER LOYALTY IN CIMB NIAGA BANK
(Case Study at Bank CIMB Niaga Menteng Branch)

Sofa Rachmawati

ABSTRACT

In an effort to meet customer needs and retain old customers, the Bank implements Customer
Relationship Management (CRM). Customer Relationship Management (CRM) is a business
approach by taking into account customer factors, not only before the transaction, but no less
important is after the transaction. This study aims to empirically prove the influence of Customer
Relationship Management on Customer Loyalty. The number of respondents in 90 customers at
Menteng Branch CIMB Niaga Bank. The data used are primary data obtained using a Likert scale
questionnaire (1-5) and a significance level of 0.1. Then a descriptive statistic is performed to
calculate the Frequency, percent, valid percent cumulative percent, mean with SPSS software, and
further processing using SPSS software to test the hypothesis. The results of the study prove that
Customer Relationship Management significantly influences customer loyalty.

Keywords : Customer Relationship Management, Customer Loyalty
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