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ABSTRAK 

Bank BRI merupakan salah satu perusahaan menggunakan tata kelola 

terhadap hubungan  antara perusahaan dengan nasabah melalui 

program Customer Relationship Management (CRM). CRM yang 

diterapkan oleh Bank BRI berfokus pada kepuasan nasabah dengan cara 

memberikan pelayanan yang bagus dan menjaga hubungan baik antara 

bank dan nasabah yang berujung pada keloyalitasan. Penelitian 

dilakukan untuk mengetahui dampak Customer Relationship Management 

(CRM) terhadap loyalitas nasabah dalam menggunakan Mobile Banking 

(M-Banking). Penelitian menggunakan metode kuantitatif. Selain itu, 

penelitiam menggunakan dua variabel yaitu Customer Relationship 

Management (CRM) dan Loyalitas Nasabah. Pada variabel Customer 

Relationship Management (CRM) memiliki indikator yaitu orang-orang 

profesional, proses yang didesain dengan baik, dan teknologi. Pada 

variabel loyalitas nasabah memiliki indikator yaitu transaksi, 

penggunaan produk, rekomendasi dan menolak produk. Sedangkan 

metode pengumpulan data yang digunakan yaitu data primer dan data 

sekunder. Selanjutnya data yang diperoleh diolah menggunakan SPSS 

versi 24. Data dikumpulkan dalam bentuk kuesioner kepada nasabah 

dengan menggunakan uji validitas dan uji reliabilitas. Populasi dalam 

penelitian ini adalah nasabah Bank BRI KCP Ampera Palembang yang 

menggunakan Mobile Banking (M-Banking). Dari hasil penelitian ini 

bahwa terdapat dampak yang positif Customer Relationship Management 

(CRM) dalam penggunaan Mobile Banking (M-Banking). 

 

Kata Kunci : Customer Relationship Management (CRM), Loyalitas, Mobile 

Banking 
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ABSTRACT 

BRI Bank is one of the coorperation that use governance towards 

retionship between coorporation and customer through Customer 

Relationship Management (CRM) program. CRM that is implemented by 

BRI Bank focuses on customer statification by providing good services and 

maintaining a good relationship between bank and customer which leads 

to customer loyalty. This research was conducted to discover the impact of 

Customer Relationship Management (CRM) on customer loyalty in using 

Mobile Banking (M-Banking). The research used kuantitative methods. 

Furthermore, there are two variables namely Cutomer Relationship 

Management (CRM) and Customer Loyalty. The indicators of Customer 

Relationship Management (CRM) variable are professional people, well-

designed processes, and technology. Meanwhile the customer loyalty 

variable are transactions, product usage, recommendations and rejecting 

product. For the data collection methods that used are primary data and 

secondary data. Furthermore, the data obtained were processed using SPSS 

version 24. Data is collected in questionnare form to customers by using 

validity and reliabillity testing. The population in this study is BRI KCP 

Ampera Palembang customers who use Mobile Banking (M-Banking). From 

the result of this study, there is a positive impact on Customer Relationship 

Management (CRM) in the use of Mobile Banking (M-Banking). 

 Keywords : Customer Relationship Management (CRM), Loyalty, Mobile Banking 
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