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ABSTRAK

LAILATUL IKHSANTI, 21042010219, Pengaruh Relational Bonds (Social
Bond, Structural Bond, dan Financial Bond) Terhadap Loyalitas Pelanggan
Pada Perusahaan Logistik di PT Threelog Kencana Mandiri Batam.

Persaingan ketat di industri logistik menjadikan perusahaan diharuskan bisa
mempertahankan loyalitas pelanggan sebagai kunci keberhasilan jangka panjang.
Penelitian ini bertujuan untuk menganalisis pengaruh relational bonds (social bond,
structural bond, dan financial bond) terhadap loyalitas pelanggan pada PT T, di
Indonesia. Penelitian menggunakan pendekatan kuantitatif dengan desain kausal,
melibatkan seluruh 56 pelanggan sebagai responden melalui teknik saturation
sampling. Data dikumpulkan menggunakan kuesioner berskala likert dan dianalisis
dengan Partial Least Square—Structural Equation Modeling (PLS-SEM). Hasil
penelitian menunjukkan bahwa ketiga variabel berpengaruh positif dan signifikan
terhadap loyalitas pelanggan, baik secara parsial maupun simultan, dengan social
bond sebagai faktor dominan. Secara simultan, ketiga variabel menjelaskan 77%
variasi loyalitas pelanggan, yang termasuk kategori kuat. Temuan ini menegaskan
bahwa loyalitas pelanggan tidak hanya melalui kedekatan emosional dan rasa
kepercayaan tetapi juga melalui sistem pelayanan yang terstruktur sehingga
memberikan kemudahan dan nilai tambah dalam pelayanan, serta memberikan
manfaat ekonomi yang langsung dirasakan oleh pelanggan.

Kata Kunci : Ikatan Sosial, Ikatan Struktural, Ikatan Finansial, Loyalitas
Pelanggan, Logistik
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ABSTRACT

LAILATUL IKHSANTI, 21042010219, The Influence of Relational Bonds
(Social Bond, Structural Bond, and Financial Bond) on Customer Loyalty at
Logistics Companies at PT Threelog Kencana Mandiri Batam.

The logistics industry faces increasing competition, requiring companies to
strengthen customer loyalty as a key factor for long-term success. This study aims to
analyze the influence of relational bonds (social bond, structural bond, and financial
bond) on customer loyalty at PT T, in Indonesia. Using a quantitative approach with
a causal design, the study involved all 56 customers as respondents, selected through
saturation sampling. Data were collected using a likert-scale questionnaire and
analyzed with Partial Least Square—Structural Equation Modeling (PLS-SEM). The
results show that all three variables have a positive and significant effect on customer
loyalty, both partially and simultaneously, with social bond emerging as the most
dominant factor. Together, the three variables explain 77% of the variation in
customer loyalty, indicating a strong category. These findings highlight that loyalty in
logistics services is shaped not only by emotional closeness and sense of trust but also
by structured service systems as providing convenience and added value in services,
as well as providing economic benefits that are directly felt by customers.

Keywords : Social Bond, Structural Bond, Financial Bond, Customer Loyalty,
Logistics



