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ABSTRAK

FADILAH ZALZABILAH, ANALISIS PENGARUH INTEGRASI CUSTOMER
RELATIONSHIP MANAGEMENT (CRM) TERHADAP KEPUASAN DAN
LOYALITAS NASABAH DI BANK BRI KCP UNIT SOROWAKO

Penelitian ini bertujuan untuk menganalisis pengaruh integrasi Sistem Informasi
Customer Relationship Management (CRM) terhadap kepuasan dan loyalitas
nasabah pada Bank BRI KCP Unit Sorowako. Penelitian menggunakan metode
kuantitatif dengan teknik koefisien determinasi, uji t, dan analisis jalur (path
analysis) untuk mengetahui hubungan langsung maupun tidak langsung antar
variabel. Sampel penelitian diperoleh melalui penyebaran kuesioner kepada
nasabah BRI KCP Unit Sorowako. Hasil penelitian menunjukkan bahwa: Sistem
Informasi CRM berpengaruh positif dan signifikan terhadap kepuasan nasabah,
Sistem Informasi CRM berpengaruh positif dan signifikan terhadap loyalitas
nasabah, Kepuasan nasabah berpengaruh positif dan signifikan terhadap loyalitas
nasabah, serta Sistem Informasi CRM juga berpengaruh tidak langsung terhadap
loyalitas nasabah melalui kepuasan sebagai variabel mediasi. Temuan ini
membuktikan bahwa kepuasan nasabah memperkuat hubungan antara penerapan
CRM dengan loyalitas nasabah. Implikasi penelitian ini adalah pentingnya
optimalisasi penggunaan sistem informasi CRM agar pelayanan menjadi lebih
cepat, akurat, dan sesuai kebutuhan nasabah. Dengan demikian, bank dapat
meningkatkan kepuasan sekaligus mendorong loyalitas nasabah dalam jangka
panjang.

Kata kunci: Customer Relationship Management, Kepuasan Nasabah, Loyalitas
Nasabah, BRI
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ABSTRACT

FADILAH ZALZABILAH, ANALYSIS OF THE INFLUENCE OF CUSTOMER
RELATIONSHIP MANAGEMENT (CRM) INTEGRATION ON CUSTOMER
SATISFACTION AND LOYALTY AT BRI BANK KCP UNIT SOROWAKO

This study aims to analyze the effect of the integration of the Customer Relationship
Management (CRM) information system on customer satisfaction and loyalty at
Bank BRI KCP Unit Sorowako. This research employed a quantitative method
using determination, t-test, and path analysis to examine both the direct and
indirect relationships among variables. The sample was obtained by distributing
questionnaires to customers of Bank BRI KCP Unit Sorowako. The results indicate
that: the CRM information system has a positive and significant effect on customer
satisfaction, the CRM information system has a positive and significant effect on
customer loyalty, customer satisfaction has a positive and significant effect on
customer loyalty, and the CRM information system also indirectly affects customer
loyalty through customer satisfaction as a mediating variable. These findings prove
that customer satisfaction strengthens the relationship between CRM
implementation and customer loyalty. The implication of this research is the
importance of optimizing the CRM information system to provide faster, more
accurate, and more personalized services. Thus, banks can enhance customer
satisfaction and foster long-term customer loyalty.

Keywords: Customer Relationship Management, Customer Satisfaction, Customer
Loyalty, BRI
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