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ABSTRAK 

 

SANITATUL MUKAROMAH : 2015.69.10.00.25. Pengaruh Customer 

Intimacy, Customer Experience, Customer Bonding, terhadap loyalitas 

nasabah di Bank BRI Syariah KPC Pandaan. Program Studi Administrasi 

Bisnis Fakultas Ilmu Sosial Dan Politik Universitas Yudharta Pasuruan. Dosen 

Pembimbing Miftkahul Huda, S.Sos.,M.AB 

Kata Kunci: Customer Intimacy, Customer Experience, Customer bonding  

Pada perkembangan perekonomian diIndonesia yang semakin maju, 

khususnya dibidang perbankan syariah. Dimana Perkembangan perbankan syariah 

diIndonesia ini yang melahirkan begitu banyak para investor dan nasabah dengan 

berbagai penghimpunan dana. Tingginya minat masyarakat terhadap bank syariah 

dalam menabung serta pembiayaan membuat sektor perbankan semakin 

prospektif. Dalam hal ini membuat persaingan dalam perbankan syariah semakin 

kompetitif, terutama bagi bank yang berbasis syariah mempunyai sasaran segmen 

pasarnya sama, Bank syariah mengalami peningkatan yang cukup signifikan dari 

tahun ketahun. 

Dari peluang tersebut membuat banyak bank syariah diIndonesia 

berlomba-lomba bersaing guna untuk memenuhi kebutuhan nasabah. Dalam hal 

ini Bank syariah mempunyai peran penting yaitu untuk selalu memenuhi 

kebutuhan nasabah juga menyediakan produk atau layanan yang beretika sesuai 

dengan prinsip-prinsip syariah, dan menyediakan akses ternyaman melalui 

berbagai sarana kapanpun dan dimanapun. 

Penelitian ini merupakan penelitian explanatory research yang bertujuan 

untuk mengetahui pengaruh Customer Intimacy, Customer experience, Customer 

Bonding, terhadap loyalitas nasabah, dalam hal ini peniliti mengambil sampel di 

Bank BRI Syariah KCP Pandaan. Sampel yang digunakan sejumlah 92 responden 

yaitu nasabah di Bank BRI Syariah KCP Pandaan, teknik pengambilan sampel 

menggunakan metode pursosive random sampling. Jenis Penelitian ini adalah 

penelitian dengan pendekatan kuantitatif. Data yang digunakan adalah data 

primer. Data primer diperoleh berdasarkan jawaban responden terhadap angket 

yang di bagikan kepada nasabah di Bank BRI Syariah KCP Pandaan. Analisis 

data yang digunakan adalah analisis regresi linear berganda. 
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ABSTRACT 

 

MUKAROMAH SANITATUL: 2015.69.10.00.25. The Influence of Customer 

Intimacy, Customer Experience, Customer Bonding, on customer loyalty at BRI 

Syariah KPC Pandaan Bank. Business Administration Study Program, University 

of Yudharta Pasuruan. Advisor Lecturer Miftkahul Huda S.Sos.,M.AB 

Keywords: Customer Intimacy, Customer Experience, Customer Bonding 

In the economic development in Indonesia which is increasingly advanced, 

especially in the field of Islamic banking. Where is the development of Islamic 

banking in Indonesia which gave birth to so many investors and customers with 

various fund raising. High public interest in Islamic banks in saving and financing 

makes the banking sector more prospective. In this case making competition in 

Islamic banking more competitive, especially for sharia-based banks that have the 

same target market segment, Islamic banks have increased significantly from year 

to year. 

From this opportunity, many Islamic banks in Indonesia competed in order to 

meet customer needs. In this case, Islamic banks have an important role, namely 

to always meet the needs of customers, also provide products or services that are 

ethical in accordance with sharia principles, and provide the most comfortable 

access through various means anytime, anywhere. 

This research is an explanatory research that aims to determine the effect of 

Customer Intimacy, Customer Experience, Customer Bonding, on customer 

loyalty, in this case researchers take samples at Bank BRI Syariah KCP Pandaan. 

The sample used was 92 respondents, namely customers at BRI Syariah KCP 

Pandaan, the sampling technique used was a pursosive random sampling method. 

This type of research is research with a quantitative approach. The data used are 

primary data. Primary data were obtained based on respondents' answers to 

questionnaires distributed to customers at BRI Syariah KCP Pandaan Bank. 

Analysis of the data used is multiple linear regression analysis. 
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