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Pengaruh Kepercayaan dan Komitmen terhadap Loyalitas
Nasabah dengan Kepuasan Nasabah sebagai Variabel Mediasi di
BPRS Botani Bina Rahmah

ABSTRAK

Penelitian ini dilatarbelakangi oleh pentingnya loyalitas nasabah dalam
menjaga hubungan jangka panjang antara BPRS Botani Bina Rahmah dan
nasabahnya, di tengah tantangan meningkatnya jumlah penutupan rekening
meskipun pembukaan akun baru terus bertambah. Kepercayaan dan komitmen
merupakan faktor penting dalam membangun hubungan yang saling
menguntungkan antara bank dan nasabah. Namun, loyalitas nasabah tidak hanya
terbentuk dari faktor-faktor tersebut, melainkan juga dari pengalaman yang
memuaskan. Penelitian ini bertujuan untuk menganalisis: (1) pengaruh
kepercayaan terhadap loyalitas nasabah, (2) pengaruh komitmen terhadap loyalitas
nasabah, (3) peran kepuasan nasabah dalam memediasi hubungan kepercayaan
terhadap loyalitas, dan (4) peran kepuasan nasabah dalam memediasi hubungan
komitmen terhadap loyalitas nasabah.

Teori yang digunakan dalam penelitian ini adalah Relationship Marketing
Theory, yang menekankan pentingnya membangun hubungan jangka panjang
dengan nasabah melalui kepercayaan dan komitmen. Social Exchange Theory juga
digunakan untuk menggambarkan hubungan timbal balik antara bank dan nasabah,
di mana keduanya saling memberi manfaat.

Penelitian ini menggunakan pendekatan kuantitatif dengan metode
Structural Equation Modeling—Partial Least Squares (SEM-PLS). Sampel terdiri
dari 100 nasabah aktif BPRS Botani Bina Rahmah yang dipilih menggunakan
teknik simple random sampling. Data dikumpulkan melalui kuesioner terstruktur
dan dianalisis menggunakan SmartPLS.

Hasil penelitian menunjukkan bahwa: (1) kepercayaan berpengaruh
signifikan terhadap loyalitas nasabah, (2) komitmen tidak berpengaruh langsung
terhadap loyalitas nasabah, (3) kepuasan nasabah berperan signifikan dalam
memediasi hubungan antara kepercayaan dan loyalitas, dan (4) kepuasan nasabah
juga memediasi hubungan antara komitmen dan loyalitas. Temuan ini menegaskan
bahwa kepercayaan nasabah merupakan faktor penentu utama dalam loyalitas,
sedangkan komitmen nasabah baru dapat berkontribusi terhadap loyalitas jika
diiringi dengan tingkat kepuasan yang tinggi terhadap layanan bank.

Kata kunci: Kepercayaan, Komitmen, Kepuasan Nasabah, Loyalitas Nasabah,
Relationship Marketing Theory, Social Exchange Theory, SEM-PLS
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The Influence of Trust and Commitment on Customer Loyalty
with Customer Satisfaction as a Mediating Variable at BPRS
Botani Bina Rahmah

ABSTRAK

This study is motivated by the importance of customer loyalty in
maintaining long-term relationships between BPRS Botani Bina Rahmah and its
customers, amid the challenge of increasing account closures despite a continuous
rise in new account openings. Trust and commitment are essential factors in
establishing mutually beneficial relationships between the bank and its customers.
However, customer loyalty is not solely formed by these factors, but also by a
satisfying service experience. This study aims to analyze: (1) the effect of trust on
customer loyalty, (2) the effect of commitment on customer loyalty, (3) the role of
customer satisfaction in mediating the relationship between trust and loyalty, and
(4) the role of customer satisfaction in mediating the relationship between
commitment and loyalty.

The theories used in this study are Relationship Marketing Theory, which
emphasizes the importance of building long-term relationships with customers
through trust and commitment, and Social Exchange Theory, which describes the
reciprocal relationship between the bank and customers, where both parties
mutually benefit.

This study employs a quantitative approach with the Structural Equation
Modeling—Partial Least Squares (SEM-PLS) method. The sample consists of 100
active customers of BPRS Botani Bina Rahmah, selected using simple random
sampling. Data were collected through a structured questionnaire and analyzed
using SmartPLS.

The results of the study show that: (1) trust has a significant effect on
customer loyalty, (2) commitment does not have a direct effect on customer loyalty,
(3) customer satisfaction significantly mediates the relationship between trust and
loyalty, and (4) customer satisfaction also mediates the relationship between
commitment and loyalty. These findings highlight that customer trust is a primary
determinant of loyalty, while customer commitment only contributes to loyalty if
accompanied by a high level of satisfaction with the bank’s services.

Keywords: Trust, Commitment, Customer Satisfaction, Customer Loyalty,
Relationship Marketing Theory, Social Exchange Theory, SEM-PLS
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