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ABSTRAKSI

PENGARUH RELATIONSHIP MARKETING, KUALITAS PELAYANAN
DAN PROMOSI TERHADAP LOYALITAS NASABAH DENGAN
KEPUASAN SEBAGAI VARIABEL INTERVENING (STUDI KASUS
PADA BANK MANDIRI KANTOR UNIT KUDUS)

NUR AFIFAH
NIM. 201711401

Dosen Pembimbing : 1. Drs. H. M. Masruri, MM.
2. Mira Meilia Marka, SE. MM.

UNIVERSITAS MURIA KUDUS
FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN

Penelitian ini. memiliki tujuan untuk menganalisis Pengaruh Relationship
Marketing, Kualitas Pelayanan Dan Promosi Terhadap Loyalitas Nasabah Dengan
Kepuasan Sebagai Variabel Intervening dengan objek penelitian pada Bank
Mandiri Kantor Unit Kudus. Dalam penelitian ini menggunakan sampel yang
terdiri dari 161 responden dengan teknik purposive sampling. Analisis data yang
digunakan (SEM) Structual Equatuion Modeling yang di operasikan melalui
program AMOQOS. Hasil penelitian menunjukkan relationship marketing, kualitas
pelayanan dan promosi berpengaruh positif dan signifikan terhadap loyalitas
melalui kepuasan nasabah.

Kata kunci: relationship marketing, kualitas pelayanan, promosi, kepuasan,
loyalitas.
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ABSTRACTION

THE EFFECT OF RELATIONSHIP MARKETING, QUALITY OF SERVICE

AND PROMOTION ON CUSTOMER LOYALTY WITH SATISFACTION AS

INTERVENING VARIABLES (CASE STUDY ON BANK MANDIRI OFFICE
UNIT KUDUS)

NUR AFIFAH
NIM. 201711401

Dosen Pembimbing : 1. Drs.H. M. Masruri, MM.
2. Mira Meilia Marka, SE. MM.

UNIVERSITAS MURIA KUDUS
FACULTY OF ECONOMICS AND AND BUSINESS STUDY PROGRAM
OF MANAGEMENT

This study aims to analyze the effect of relationship marketing, service
quality and promotion on customer loyalty with satisfaction as an intervening
variable with the object of research at Bank Mandiri Kudus Unit Office. In this
study using a sample consisting of 161 respondents with purposive sampling
technique. Analysis of the data used (SEM) Structural Equatuion Modeling which
is operated through the AMOS program. The results show that relationship
marketing, service quality and promotion have a positive and significant effect on
loyalty through customer satisfaction kepuasan.

Keywords: relationship marketing, service quality, promotion, satisfaction,
loyalty
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