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The Influences of CRM Practices Toward the Customer Loyalty
Through Customer Experience and Customer Satisfaction in CIMB
Niaga Syariah Bank Gresik

Stephanie Gunawan I.
Segik01@yahoo.com
Abstract
ABSTRAK

The purpose of this research is to identify the impact of CRM
practices toward customer experience and customer satisfaction, the impact
of customer experience toward customer satisfaction and customer loyalty,
and the impact of customer satisfaction toward customer loyalty at CIMB
Niaga Syariah Bank Gresik. Beside that, the research is identify the
mediation effect of customer experience and customer satisfaction on the
influenced of CRM practices toward customer loyalty. The research design
is causal with one independent variable is: CRM practices, and the
dependent variables are: customer experience, customer satisfaction, and
customer loyalty. The number of samples are 150 samples. Data analysis
technique using structural equation model.

The research showing that CRM practices have impact toward
customer experience and customer satisfaction, customer experience have
impact toward customer satisfaction and customer loyalty, and customer
satisfaction have impact toward customer loyalty at CIMB Niaga Syariah
Bank Gresik. Beside that, the research proved that customer experience and
customer satisfaction is the mediation variables of the influenced of CRM
practices toward customer loyalty.

Kata kunci: CRM Practices, Customer Experience, Customer Satisfaction,
Customer Loyalty.
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Abstrak

Penelitian ini bertujuan untuk menjelaskan pengarun CRM
practices terhadap customer experience dan customer satisfaction, pengaruh
customer experience terhadap customer satisfaction dan customer loyalty,
dan pengaruh customer satisfaction terhadap customer loyalty di bank
CIMB Niaga Syariah di Gresik. Selain itu, penelitian ini juga untuk
menjelaskan pengaruh CRM practices terhadap customer loyalty melalui
customer experience dan customer satisfaction di bank CIMB Niaga
Syariah Gresik. Penelitian ini adalah penelitian kausal, variabel penelitian
meliputi: 1 variabel bebas yaitu CRM practices dan variabel terikat adalah:
customer experience, customer satisfaction, dan customer loyalty. Jumlah
sampel penelitian sebanyak 150 sampel dan teknik analisis data yang
digunakan adalah structural equation model.

Temuan penelitian menunjukkan bahwa CRM practices
berpengaruh terhadap customer experience dan customer satisfaction,
customer experience berpengaruh terhadap customer satisfaction dan
customer loyalty, dan customer satisfaction berpengaruh terhadap customer
loyalty di Bank CIMB Niaga Syariah Gresik. Untuk hubungan tidak
langsung, ditemukan bahwa CRM practices berpengaruh terhadap customer
loyalty melalui customer experience dan customer satisfaction di Bank
CIMB Niaga Syariah Gresik.

Kata kunci: CRM Practices, Customer Experience, Customer Satisfaction,
Customer Loyalty.
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