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Abstract

This study aims to examine the effect of: (1) customer relationship management on customer
satisfaction, (2) customer relationship management on customer loyalty, (3) customer satisfaction on
customer loyalty, and (4) service performance on customer satisfaction (5) service performance on
customer loyalty of Islamic banks in Riau. The research design used in this study is causal
quantitative research. The subjects in this study are savings customers in Islamic banks and the
objects in this study are service performance, customer relationship management, customer
satisfaction, and customer loyalty. The sample in this study amounted to 204 respondents. Data were
collected through a questionnaire method, and analysed with a structural equation model. The results
showed that: (1) customer relationship management affects customer satisfaction (2) customer
relationship management affects customer loyalty, (3) customer satisfaction has no effect on customer
loyalty, (4) service performance affects customer satisfaction customer satisfaction, and (5) service
performance has no effect on customer loyalty.

Keywords: customer relationship management, service performance, satisfaction
and loyalty

A. BACKGROUND

Customer satisfaction is a response from customers caused by the suitability of expectations
obtained from banking performance. If the suitability is obtained in excess of customer expectations
that is the peak of satisfaction. However, on the contrary, if what is obtained is a mismatch or even
very far from expectations then the customer will be disappointed while this satisfaction is very
influential for customer loyalty to banking. The higher the level of satisfaction the customer gets, the
longer he will stay in the bank (Karmelia, 2018). The following are cases that have caught the
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attention of customers and made customers disappointed with Islamic banks, including cases of fraud
committed by marketing managers of private Islamic banks in Pekanbaru in the form of fraud against
3 customers with a customer loss value of Rp.6.7 billion. The perpetrator deceived the victim by
selling fix rate government bond products to 3 priority customers. Victims were promised profits of
up to 9.5 percent per month. To the police, the perpetrator admitted to using the money from the fraud
to meet personal needs. However, the police said that the proceeds of the crime committed by the
perpetrator were partly used to play trading. The perpetrator was charged with multiple articles on
banking and fraud with a maximum threat of 15 years in prison and a fine of Rp 200 billion (Ancely,
2023).

To convince the victim, the suspect submitted a fake trade comfirmation. However, after the
victim asked for the disbursement and profit from the purchase of the product, the perpetrator could
not return it on the grounds that the return process could not be done directly and had to be in stages.
When confirmed directly to the Sharia Bank, it turned out that the bond sale and purchase transaction

carried out by the perpetrator was not recorded in the bank’s system (Adha & Annisa, 2023).

Customer Reltionship Management

Customer relationship management (CRM) is a strategy, activity, and technology used by
companies to help establish good relationships with customers or prospective customers (Jessica,
2022). There are three stages in the CRM system that must be carried out by every corporation, as
follows: First, acquiring new customers (acquired) where to be able to acquire new customers, the
company must ensure to provide comfort in terms of service to customers when buying and using
company products and promoting products by giving a good first impression to customers. Later,
customers will have more trust in the company; second, adding value from customers (enhanced)
where in this case there are two ways to improve relationships with customers, namely by up selling
and cross selling. For up selling itself is to offer the same product, but has a much better quality while
cross selling is a marketing strategy by offering complementary products to goods already owned by
customers; third, retain customers (retain) where to retain customers, companies must provide useful
services and application support and companies must also take the time to listen to opinions or enter
from customers, for example, serving customer dissatisfaction regarding the products offered. That

way, the company can evaluate and improve its service system and application features (Adani, 2020).
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Service Performance

Service performance is a comprehensive assessment of consumers' perceived service results when
receiving services from service recipients (Pambudi, 2008). The best service performance for
customers is how banks serve their customers with financial service standards in order to reach
customers with the maximum possible profit. Of course, every bank wants that the collection of funds
from the public will continue to increase so that it can be channeled back to the community in the
form of credit, the advantages of facilities or services currently offered by banks are quite diverse in
type which is basically to meet customer needs, with many service facilities and easy access offered

(Karnawijaya et al, 2014).

Customer Satisfaction

Customer satisfaction is a measure that determines how well a company's products or services meet
customer expectations. The better the customer's assessment of the company, the more customer
satisfaction increases. From this measure of customer satisfaction, companies can predict future
business growth and revenue. The better the customer satisfaction of the business, the more sales can
be obtained. Businesses need to improve customer satisfaction because it can help prevent churn and
identify customer experience with the company's business. Increased customer satisfaction is an
important step in the process of building customer loyalty and generating a positive business image.
If businesses can achieve this, it is certain that company sales will increase (Barantum, 2022).

In addition, customer satisfaction can also help improve customer retention. Customers who
are happy and satisfied with the service will increase customer retention in the company's business.
Because they will not think of switching to a competitor's product. In addition, customer satisfaction
also helps companies reduce customer churn rates, solve problems and make customers recommend
products (Junaedi, 2022). One of the efforts that can be made to satisfy customers includes creating
a customer-centric culture, which means that every team and department works to drive a positive
customer experience. When everyone performs their job duties with the customer in mind, they will
continuously solve problems for customers and work to fulfill their wishes and satisfy them and do

not forget to ask for customer feed back on the services provided (Priharto, 2022).

Customer Loyalty
Customer loyalty is a deep-seated customer commitment to re-subscribe or consistently repurchase
selected products or services in the future, even though the influence of the situation and marketing

efforts have the potential to cause behavior change. Loyal consumers will generally purchase or use
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the brand even though they are faced with many alternative competing product brands that offer
superior product characteristics viewed from various angles (Riadi, 2022). Customer loyalty can be
obtained from customers who are satisfied with the product or service offered. Therefore, customer
satisfaction is an important thing that needs to be considered so that their loyalty can increase to the

company's business (Sodexo, 2021).

Previous Research

Some previous studies related to customer satisfaction that have been conducted by previous
researchers include: Wahyuningsih and Janah (2018) prove that the efficiency and ease of access and
use of internet banking affect customer satisfaction, while customer trust in internet banking has no
effect on customer satisfaction. Rahmayanti, et al (2021) prove that website quality, product quality,
product price, and safety shopping affect e-commerce customer satisfaction. Nguyen, et.al (2021)
prove that service quality and service performance affect customer satisfaction. Nuraini and
Hendratmi (2021) prove that website quality and brand image affect customer satisfaction. Hudaya,
et al (2021) prove that product quality and price perception affect customer satisfaction. Salsabila, et
al (2022) prove that trust and experience affect customer satisfaction who shop via Facebook while

product, price, and convenience do not affect customer satisfaction.

Hypothesis Development
The Effect Of Customer Relationship Management On Customer Satisfaction

The relationship between customer relationship management and customer satisfaction is
customer relationship management affects customer satisfaction (Haryandika and Santra, 2021);
(Ramadona, et al, 2019); (Maulana, et al, 2020); (Lorenza and Nurohman, 2022); (Nur Aini, et al,
2022)

H1 : Customer relationship management affects customer satisfaction

The Influence Of Customer Relationship Management On Customer Loyalty

The relationship between customer relationship management and customer loyalty is customer
relationship management affects customer loyalty (Fadilah & Ratnasari, 2021). Other findings prove
that customer relationship management does not affect customer loyalty (Putri & Trenggana, 2020).

H2 : Customer relationship management affects customer loyalty
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The Effect Of Customer Satisfaction On Customer Loyalty

The relationship between customer satisfaction and customer loyalty is customer satisfaction
affects customer loyalty Customer satisfaction affects customer loyalty (Sharma.et.al, 2020;
(Haeruddin & Haeruddin, 2020); (Habibi, 2021); (Harzaviona & Syah, 2020); (Darmawan, 2019);
(Panday & Nursal, 2021); (Manyanga, 2022); (Mukhlis & Indriastuti, 2021), meanwhile, there are
also studies that have proven customer satisfaction does not affect customer loyalty (Flores, et.al,
2020); (Dewi, 2020).

H3 : Customer satisfaction affects customer loyalty

The Effect Of Service Performance On Customer Satisfaction

Relationship between service performance and customer satisfaction is service performance
affects customer satisfaction (Kuswibowo, 2022); (Wulandari, 2022); (Sari, 2022); (Sutjahjanti, et.al,
2021); (Rachmawati, et.al, 2020)
H4 : Service performance affects customer satisfaction

The Effect Of Service Performance On Customer Loyalty
Relationship between service performance and customer loyalty is service performance affects
customer loyalty (Sari & Wening, 2022); (Widnyana & Suamanayasa, 2021)

H5 : Service performance affects customer loyalty

Research Framework

Customer
Relationship

Management Customer

Satisfaction

Customer Loyalty

Service Performance
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B. RESEARCH METHODS

The population of this study are all people who are customers of Islamic banks. In this study,
the sample used was 204 respondents. Consideration of the qualitative aspects of respondents is
prioritized as well as aspects of the minimum eligibility criteria in statistical analysis of data. The
sampling technique is purposive sampling with the following criteria: respondents have a deposit
account and always transact at Islamic banks. Respondents have the option to fill out the questionnaire
only once, and respondents are free to accept or reject the survey.

Table 1
Research Instruments

Dimensions | Indicators

Customer Relationship Management (X1)

1. have an adequate customer database information system to determine the

identity of customers

always provide personalized service to customers

give gifts to customers

provide professional services and maintain good relations with customers

maintain good relationship with customers

. provide transaction services through the availability of modern technology

Service Performance (X2)

1. being polite, friendly and smiling in serving customers

2. act quickly in understanding what is needed by customers

3. ask questions to customers in a good way and listen to what customers
want

4. the space facilities at the bank are clean and comfortable

Customer Satisfaction (Y)

1. customers are satisfied using bank products and services

2. customers feel that the bank provides services in accordance with
expectations

3. customers feel a memorable transaction experience when using bank
products and services

Customer Loyalty (Z)

1. customers always conduct financial transactions at the bank

2. customers are willing to recommend or fully refer about Islamic bank
products to people around them

SEORFREN

C. RESEARCH RESULTS AND DISCUSSION
The hypothesis test in this study can be seen in the table below. The direct effect of each variable can

be explained as follows:
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Direct Effect Test Results
Structural Equation Model Approach
Path Coefficients
Mean, STDEV T-Values, P-Values

Sample Mean (M) | Standard Deviation (STDEV) |T Statistics (|0/STDEV]) (P Values
CUSTOMER RELATIONSHIP MANAGEMENT -> CUSTOMER SATISFACTION 0436 0.079 5571 0,000
CUSTOMER RELATIONSHIP MANAGEMENT -> CUSTOMER LOYALTY 0,311 0,106 28550 0,004
CUSTOMER SATISFACTION -> CUSTOMER LOYALTY 0,151 0,094 1,685 0,099
SERVICE PERFOMANCE OF ISLAMIC BANK > CUSTOMER SATISFACTION 0,219 0.0m7 2,735 0,006
SERVICE PERFOMANCE OF ISLAMIC BANK > CUSTOMER LOYALTY 0,133 0,092 1470 0,142

The hypothesis is accepted if the sig (P.Values) < 0.05 and the T-statistic > 1.96.

The Effect of Customer Relationship Management on Customer Satisfaction

The results showed that Customer Relationship Management has an effect on customer satisfaction.
This is based on the sig value (P.Values) of 0.000 (<0.05) and a T-statistic of 5.557 (>1.96). The
results of this study prove that Customer Relationship Management is closely related to customer
satisfaction. Customers see that Customer Relationship Management is needed in increasing customer
satisfaction. The results of this study support research (Haryandika and Santra, 2021); (Ramadona, et
al, 2019); (Maulana, et al, 2020); (Lorenza and Nurohman, 2022); (Nur Aini, et al, 2022) which have

proven that customer relationship management affects customer satisfaction.

The Effect of Customer Relationship Management on Customer Loyalty

The results showed that customer relationship management has an effect on customer loyalty. This is
based on the sig value (P.Values) of 0.004 (<0.05) and the T-statistic of 2.855 (>1.96). The results of
this study prove that Customer Relationship Management is closely related to customer loyalty.
Customers see that Customer Relationship Management is needed in increasing customer loyalty.
The results of this study support research (Fadilah & Ratnasari, 2021) which has proven that customer
relationship management affects customer loyalty. The results of this study do not support research
(Putri & Trenggana, 2020) which has proven that customer relationship management does not affect
customer loyalty.

The Effect of Customer Satisfaction on Customer Loyalty

The results showed that customer satisfaction has no effect on customer loyalty. This is based on the
sig value (P.Values) of 0.099 (> 0.05) and a T-statistic of 1.655 (<1.96). The results of this study

prove that customer satisfaction is not closely related to customer loyalty. Customers view that
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customer satisfaction is not really needed in increasing customer loyalty. The results of this study
support research (Flores, et.al, 2020); (Dewi, 2020) which has proven that customer satisfaction does

not affect customer loyalty.

The Effect of Service Performance on Customer Satisfaction

The results showed that the performance of Islamic bank services had an effect on customer
satisfaction. This is based on the sig value (P.Values) of 0.006 (<0.05) and a T-statistic of 2.735
(>1.96). The results of this study prove that service performance is closely related to customer loyalty.
Customers view that the performance of Islamic bank services is needed to increase customer
satisfaction. The results of this study support research (Kuswibowo, 2022); (Wulandari, 2022); (Sari,
2022); (Sutjahjanti, et.al, 2021); (Rachmawati, et.al, 2020) which has proven that service performance

affects customer satisfaction.

The Effect of Service Performance on Customer Loyalty

The results showed that the performance of Islamic bank services had no effect on customer loyalty.
This is based on the sig value (P.Values) of 0.142 (> 0.05) and a T-statistic of 1.470 (<1.96). The
results of this study prove that service performance is not closely related to customer loyalty.
Customers view that the performance of Islamic bank services is not really needed in increasing
customer loyalty. The results of this study provide a different view from research (Sari & Wening,
2022); (Widnyana & Suamanayasa, 2021) which has proven that service performance affects

customer loyalty.

D. CONCLUSION

Based on the research findings, it can be concluded that (1) customer relationship management
affects customer satisfaction (2) customer relationship management affects customer loyalty, (3)
customer satisfaction has no effect on customer loyalty, (4) service performance affects customer
satisfaction customer satisfaction, and (5) service performance has no effect on customer loyalty. This
study suggests that to get customer loyalty, Islamic banks must continue to improve service
performance and customer satisfaction and maintain customer relationship management. Future
researchers who want to conduct similar research can examine other variables, namely: bank digital

transformation, and digital banking application service quality.

155



' The Influence of Customer Relationsiip
Volume 20 Nomor 1, Juni 2024 Management and Service Performance on Customer

Holaman 148 - 159 Satusfaction and Uy Implicationy for Customer
Loyalty of Ishamic Banks un Riaw

BIBLIOGRAPHY

Adani, M.R. (2020). CRM: Definition, Functions, Components, Stages, and Benefits for Business.
https://www.sekawanmedia.co.id/blog/pengertian-crm/ . Accessed April 15, 2023

Adha, B.A., Annisa, F. (2023). Bank employee fraud in Riau with a value of Rp6.79 billion.
https://sulteng.antaranews.com/berita/260673/penipuan-oknum-pegawai-bank-di-riau-
dengan-nilai-rp679-miliar. Accessed March 5, 2023

Ancely, N. (2023). Former Sharia Private Bank Manager Frauded Customers of Rp 6.7 Billion.
https://www.kompas.tv/article/376616/mantan-manajer-bank-swasta-syariah-tipu-nasabah-
sebesar-rp-6-7-miliar. Accessed March 5, 2023

Barantum  (2022). How to Increase ~ Customer  Satisfaction  in Business.
https://www.barantum.com/blog/cara-meningkatkan-kepuasan-pelanggan/. accessed April
15, 2023

Darmawan, D. (2019). The Effect Of Customer Satisfaction on Trust And Customer Loyalty. Global
Management & Accounting Research Journal. Vol.3 No0.2.2019,1-8.
https://jurnal.ikbis.ac.id/global/article/view/237/125

Dewi, L. (2020). Customer Loyalty, Through Customer Satisfaction in Customers of PT. XYZ.
Journal of Applied Management (JAM) Volume 18 Number 1, March 2020, 189-200.
https://jurnaljam.ub.ac.id/index.php/jam/article/view/1666/1366

Fadilah, A.R., Ratnasari, I. (2021). The effect of customer relationship management and satisfaction
on customer loyalty for go-ride online motorcycle taxi services in Karawang. FORUM
ECONOMICS, Vol.23, No.3, 2021, 367-374.
https://journal.feb.unmul.ac.id/index.php/FORUME KONOMI/article/view/9472/1339

Flores, A.F., Saldanha, E.D.S., Vong, M.F. (2020). The Effect of Customer Satisfaction Mediation
for the Relationship Between Service Quality and Customer Loyalty. Timor-Leste Journal
of Business and Management. Vol.2, Issue 1, 2020, 56-65.
https://tljbm.org/jurnal/index.php/tljbm/article/download/22/20

Habibi, M.S. (2021). Habibi, Muhammad Shyamsi, Effect of Customer Satisfaction on Customer
Loyalty Fabelio.com. Social Science Research Network. April 16, 2021, 1-29.
https://papers.ssrn.com/sol3/papers.cfm?abstract id=3827900

Haeruddin, M.I.W, Haeruddin, M.I.M. (2020). The Effect of Customer Satisfaction on Customer
Loyalty in Kartu As Products in Makassar City. Administrare Journal: Journal of Scientific
Thought and Office Administration Education. VVol. 7, No. 2, July-December 2020, 227-234.
https://ojs.unm.ac.id/administrare/article/view/15443

Haryandika, D.M., Santra, 1.K. The Effect Of Customer Relationship Management On Customer
Satisfaction And Customer Loyalty. Indonesian Journal of Business and Entrepreneurship,
Vol. 7 No. 2, May 2021, 139-149

Harzaviona, Y., Syah, T.Y.R. (2020). Effect of Customer Satisfaction on Customer Loyalty and
Marketing Organization Performance in B2B Market Over Heavy Equipment Company.
Journal of Multidisciplinary Academic. Vol. 4, No. 4, 2020, 242-249.
https://www.kemalapublisher.com/index.php/JoMA/article/view/479

156


https://www.sekawanmedia.co.id/blog/pengertian-crm/
https://sulteng.antaranews.com/berita/260673/penipuan-oknum-pegawai-bank-di-riau-dengan-nilai-rp679-miliar
https://sulteng.antaranews.com/berita/260673/penipuan-oknum-pegawai-bank-di-riau-dengan-nilai-rp679-miliar
https://www.kompas.tv/article/376616/mantan-manajer-bank-swasta-syariah-tipu-nasabah-sebesar-rp-6-7-miliar
https://www.kompas.tv/article/376616/mantan-manajer-bank-swasta-syariah-tipu-nasabah-sebesar-rp-6-7-miliar
https://www.barantum.com/blog/cara-meningkatkan-kepuasan-pelanggan/
https://jurnal.ikbis.ac.id/global/article/view/237/125
https://jurnaljam.ub.ac.id/index.php/jam/article/view/1666/1366
https://journal.feb.unmul.ac.id/index.php/FORUMEKONOMI/article/view/9472/1339
https://tljbm.org/jurnal/index.php/tljbm/article/download/22/20
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3827900
https://ojs.unm.ac.id/administrare/article/view/15443
https://www.kemalapublisher.com/index.php/JoMA/article/view/479

The Influence of Customer Relationsiip
Volume 20 Nowmor 1, Juni 2024 Management and Service Performance on Customer
Halaman 148 - 159 Satusfaction and Uy lmplications for Customer
Loyalty of Ishamic Banks i Riomw

Hudaya, A., Djumarno, D., Djubaedah, S. (2021). Analysis Of Factors Affecting Customer
Satisfaction To Get Customer Loyalty.Dinasti International Journal of Digital Business
Management. Volume 2, Issue 5, August 2021, 783-793.
https://dinastipub.org/DI1JDBM/article/download/964/619/

Jessica, C. (2022). The Importance of Customer Relationship Management for Your Business
Progress. https://glints.com/id/lowongan/crm-customer-relationship-
management/#.ZDpdK8hBzIU. Accessed April 15, 2023

Junaedi, N.L. (2022). 7 Ways to increase customer satisfaction and its measurement.
https://www.ekrut.com/media/mengukur-kepuasan-pelanggan. accessed April 15, 2023

Karmelia, R. (2018). The Importance of Customer Satisfaction as an Assessment of Islamic Banking
Performance Standards.
https://www.kompasiana.com/lindakarmelia/5ac78a6cab12ae2c01280214/pentingnya-
kepuasan-nasabah-sebagai-penilaian-standar-kinerja-perbankan-syari-ah. Accessed March
5, 2023

Karnawijaya, Idris, A., Paranoan, D.B. (2014). Employee Performance in Carrying out Customer
Service at Bank BPD Kaltim Tanjung Redeb Branch Berau Regency. Journal of
Administrative Reform, Vol.2, No.4, December 2014. https://e-
journals.unmul.ac.id/index.php/JAR/article/download/541/493

Kuswibowo, C. (2022). The impact of Service Performance on Customer Satisfaction and Customer
Loyalty During Covid-19 Pandemic: A Case Study of Bank BTN. International Journal of
Business  Studies.  Vol.6, Special Issues 1, January 2022, 14-22.
http://ijbs.ipmi.ac.id/index.php/ijbs/article/view/211

Lorenza, K.N, Nurohman, D. (2022). Analysis Of Customer Relationship Management In Influencing
Customer Satisfaction And Loyalty Of Bank Muamalat Indonesia In Tulungagung.
ISLAMIC BANKING: Journal of Islamic Banking Thought and Development, Volume 8
Number 1 August 2022 Edition, 81-96.
https://ejournal.stebisigm.ac.id/index.php/isbank/article/download/483/272/

Manyanga, W. Makanyeza, C., Muranda, Z. (2022). The effect of customer experience, customer
satisfaction and word of mouth intention on customer loyalty: The moderating role of
consumer demographics. Cogent Business & Management.2022,1-20.
https://www.tandfonline.com/doi/full/10.1080/23311975.2022.2082015

Maulana, Y.S., Hadiani, D., Nurjanah, D.S., Mulyana, A.E, Fajar, A.N. (2020). An Analysis of
Customer Satisfaction and Its Effect on Customer Relationship Management. Proceedings
of the 1st Paris VVan Java International Seminar on Health, Economics, Social Science and
Humanities (PVJ-ISHESSH 2020),16-19. https://www.atlantis-press.com/proceedings/pvj-
ishessh-20/125953789

Mukhlis, M., Indriastuti, H. (2021). Achieving Customer Satisfaction Through Customer Loyalty
And Customer Experience: Survey Of Go-Ride Mulawarman Customers. nternational
Journal of Economics, Business and Accounting Research (IJEBAR).Vol.5 No.2,2021,54-
62. https://jurnal.stie-aas.ac.id/index.php/IJEBAR/article/view/2226/1144

157


https://dinastipub.org/DIJDBM/article/download/964/619/
https://glints.com/id/lowongan/crm-customer-relationship-management/#.ZDpdK8hBzIU
https://glints.com/id/lowongan/crm-customer-relationship-management/#.ZDpdK8hBzIU
https://www.ekrut.com/media/mengukur-kepuasan-pelanggan
https://www.kompasiana.com/lindakarmelia/5ac78a6cab12ae2c01280214/pentingnya-kepuasan-nasabah-sebagai-penilaian-standar-kinerja-perbankan-syari-ah
https://www.kompasiana.com/lindakarmelia/5ac78a6cab12ae2c01280214/pentingnya-kepuasan-nasabah-sebagai-penilaian-standar-kinerja-perbankan-syari-ah
https://e-journals.unmul.ac.id/index.php/JAR/article/download/541/493
https://e-journals.unmul.ac.id/index.php/JAR/article/download/541/493
http://ijbs.ipmi.ac.id/index.php/ijbs/article/view/211
https://ejournal.stebisigm.ac.id/index.php/isbank/article/download/483/272/
https://www.tandfonline.com/doi/full/10.1080/23311975.2022.2082015
https://www.atlantis-press.com/proceedings/pvj-ishessh-20/125953789
https://www.atlantis-press.com/proceedings/pvj-ishessh-20/125953789
https://jurnal.stie-aas.ac.id/index.php/IJEBAR/article/view/2226/1144

The Influence of Customer Relationsiip
Volume 20 Nowmor 1, Juni 2024 Management and Service Performance on Customer
Halaman 148 - 159 Satusfaction and Uy lmplications for Customer
Loyalty of Ishamic Banks i Riomw

Nguyen, T.V.Y, Nguyen, B.C, Cao, T.H, Nguyen, T.N, Nguyen, H.M.H, Dinh, L.H.H, Nguyen, X.H.
(2021). Factors Affecting Customer Satisfaction with the Lastmile Delivery Service of the
Food and Beverage Industry E-Commerce in Hanoi City. Journal of Contemporary Issues in
Business and Government Vol. 217, No. 5, 2021, 83-100.
https://cibgp.com/article 11582 886eb83ba53466e7ee7240253d3fof5f.pdf

Nur Aini, A., Darpito, S., & Warsiki, A. (2022). The Effect of Service Quality and Customer
Relationship Management (CRM) on Customer Loyalty mediated by Customer Satisfaction.
Scientific Journal of Unity Management, 10(3), 577 - 592.
https://jurnal.ibik.ac.id/index.php/jimkes/article/view/1533

Nuraini, D., Hendratmi, A. (2021). Analysis Of Factors Affecting Customer Satisfaction And
Customer Retention On E-Commerce. JEBIS: Journal of Islamic Economics and Business.
Volume 7, No.2, July - December 2021, 163-184.
https://repository.unair.ac.id/119287/1/301-Artikel AchsaniaH_Analysis-Of-Factors.pdf

Pambudi, B.S. (2008). The Effect of Service Performance on Loyalty with Variable Between
Consumer Satisfaction of Bank Jatim Customers. https://journal.trunojoyo.ac.id/neo-
bis/article/viewFile/562/532

Panday, R., Nursal, M.F. (2021). The Effect of Service Quality and Customer Satisfaction on
Customer Loyalty. Journal of Strategic Management and Business Applications, Vol 4, No.
1, 2021, 171 -180.
https://ejournal.imperiuminstitute.org/index.php/JMSAB/article/view/300/186

Priharto, S. (2022). 20 Ways to Increase Customer Satisfaction. https://kledo.com/blog/cara-
meningkatkan-kepuasan-pelanggan/. accessed April 15, 2023

Putri, S.B., Trenggana, A.F.M. (2020). The Effect of Customer Relationship Manaement (Crm) on
Customer Loyalty Through Watsons Customer Satisfaction in Bandung. e-Proceeding of

Management: Vol.7, No.1l April 2020, 1258-1264.
https://openlibrarypublications.telkomuniversity.ac.id/index.php/management/article/view/
13668

Rachmawati, M., Fajarina, S.G.l., Nurjaman, D.A. (2020). The Effect Of Service Quality
Performance And Customer Engagement On Customer Satisfaction And The Impact On
Customer Loyalty In Privilege Bank Danamon In The City Of Bandung--Palarch's Journal
Of Archaeology Of Egypt/Egyptology, 17(10), 2020, 3903-3911. ISSN 1567-214x.
https://archives.palarch.nl/index.php/jae/article/download/6030/5929/11762

Rahmabhanti, D., Wirdianto, E., Arief, I., Zahra, A., F., Ahmad, A. (2021). Factors Affecting Customer
Satisfaction in e-Commerce. Scientific Journal of Industrial Engineering. JITI, Vol.20(2),
Dec 2021, 164-172. https://journals.ums.ac.id/index.php/jiti/article/view/15635/7314

Ramadona, Y., Nasfi, Aziz, Z. (2019). The Effect Of Customer Relationship Management And
Customer Value On Customer Satisfaction Of Services And Its Impact On Customer Loyalty
in PT. BPR RANGKIANG AUR. Menara Ekonomi Journal, Volume V No. 1 - April 2019,
103-115. https://jurnal.umsb.ac.id/index.php/menaraekonomi/article/view/1277

158


https://cibgp.com/article_11582_886eb83ba53466e7ee7240253d3f9f5f.pdf
https://jurnal.ibik.ac.id/index.php/jimkes/article/view/1533
https://repository.unair.ac.id/119287/1/301-Artikel_AchsaniaH_Analysis-Of-Factors.pdf
https://journal.trunojoyo.ac.id/neo-bis/article/viewFile/562/532
https://journal.trunojoyo.ac.id/neo-bis/article/viewFile/562/532
https://ejournal.imperiuminstitute.org/index.php/JMSAB/article/view/300/186
https://kledo.com/blog/cara-meningkatkan-kepuasan-pelanggan/
https://kledo.com/blog/cara-meningkatkan-kepuasan-pelanggan/
https://openlibrarypublications.telkomuniversity.ac.id/index.php/management/article/view/13668
https://openlibrarypublications.telkomuniversity.ac.id/index.php/management/article/view/13668
https://archives.palarch.nl/index.php/jae/article/download/6030/5929/11762
https://journals.ums.ac.id/index.php/jiti/article/view/15635/7314
https://jurnal.umsb.ac.id/index.php/menaraekonomi/article/view/1277

The Influence of Customer Relationsiip
Volume 20 Nowmor 1, Juni 2024 Management and Service Performance on Customer
Halaman 148 - 159 Satusfaction and Uy lmplications for Customer
Loyalty of Ishamic Banks i Riomw

Riadi, M. (2022). Consumer Loyalty (Definition, Characteristics, Types, Levels and Indicators).
https://www.kajianpustaka.com/2021/01/loyalitas-konsumen.html.  accessed April 15,
2023.

Salsabila, A.R., Indriyanti, I.S., Suryawardana, E. (2022). Factors Affecting Customer Satisfaction
Facebook Users In Dki Jakarta. Economics & Business Solutions Journal. Volume 6,
Number 1, 2022, 36-51.
https://journals.usm.ac.id/index.php/ebsj/article/download/5071/2563

Sari, W. (2022). Analysis Of Service Performance, Customer Satisfaction On Customer Loyalty BRI
Kangean. Journal of Socio-Economic Management [Dinamika], Vol 2, No.1, May 2022, 11-
19. http://journal.stiestekom.ac.id/index.php/dinamika/article/view/82/110

Sari, W., Wening, N. (2022). Analysis of Service Performance, Customer Satisfaction with BRI
Kangean Customer Loyalty. Journal of Socio-Economic Management [Dinamika]. VOL 2,
No.1, May 2022, 11 19.
https://journal.stiestekom.ac.id/index. php/dlnamlka/artlcle/downIoad/82/110

Sharma, A., Gupta, J., Gera, L., Sati, M., & Sharma, S. (2020). Relationship between Customer
Satisfaction and Loyalty. Social Science Research Network,1-12.
https://papers.ssrn.com/sol3/papers.cfm?abstract id=3913161

Sodexo (2021). The Importance of Building Customer Loyalty in Today's World.
https://www.sodexo.co.id/loyalitas-konsumen/. accessed April 15, 2023.

Sutjahjanti, A., Kustiani, L., Firdiansjah, A. (2021). Description of the Role of Service Performance
towards Increasing Customer Satisfaction. East African Scholars Journal of Economics,
Business and Management. Vol.4 Issue-6, July-2021, 129-137.
https://www.easpublisher.com/get-articles/2206

Wahyuningsih, N. Janah, N. (2018). Factors Affecting Customer Satisfaction Using Internet Banking
at Bank Muamalat. Al-Amwal Journal, Volume 10, No. 2 2018, 295-314.
https://syekhnurjati.ac.id/jurnal/index.php/amwal/article/download/3596/1953

Widnyana, I.W., Suamanayasa, I.N. (2021). The Effect of Service Quality on Customer Loyalty with
Satisfaction as a Mediating Variable at LPD. Bisma: Journal of Management, VVol. 7 No. 2,
October, 2021.181-191. https://ejournal.undiksha.ac.id/index.php/BISMA-
JM/article/view/31923/19842

Wulandari, A.R. (2022). The Effect Of Service Performance On Customer Satisfaction And The
Impact On The Behavioral Intention Of Pizza Hut Customers In Bandung.Thesis. Telkom
University.
https://www.researchgate.net/publication/360916235 THE EFFECT OF SERVICE PER
FORMANCE ON_CUSTOMER_SATISFACTION_AND THE IMPACT ON THE BE
HAVIORAL INTENTION_OF PI1ZZA HUT CUSTOMERS IN_BANDUNG

159


https://www.kajianpustaka.com/2021/01/loyalitas-konsumen.html
https://journals.usm.ac.id/index.php/ebsj/article/download/5071/2563
http://journal.stiestekom.ac.id/index.php/dinamika/article/view/82/110
https://journal.stiestekom.ac.id/index.php/dinamika/article/download/82/110
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3913161
https://www.sodexo.co.id/loyalitas-konsumen/
https://www.easpublisher.com/get-articles/2206
https://syekhnurjati.ac.id/jurnal/index.php/amwal/article/download/3596/1953
https://ejournal.undiksha.ac.id/index.php/BISMA-JM/article/view/31923/19842
https://ejournal.undiksha.ac.id/index.php/BISMA-JM/article/view/31923/19842
https://www.researchgate.net/publication/360916235_THE_EFFECT_OF_SERVICE_PERFORMANCE_ON_CUSTOMER_SATISFACTION_AND_THE_IMPACT_ON_THE_BEHAVIORAL_INTENTION_OF_PIZZA_HUT_CUSTOMERS_IN_BANDUNG
https://www.researchgate.net/publication/360916235_THE_EFFECT_OF_SERVICE_PERFORMANCE_ON_CUSTOMER_SATISFACTION_AND_THE_IMPACT_ON_THE_BEHAVIORAL_INTENTION_OF_PIZZA_HUT_CUSTOMERS_IN_BANDUNG
https://www.researchgate.net/publication/360916235_THE_EFFECT_OF_SERVICE_PERFORMANCE_ON_CUSTOMER_SATISFACTION_AND_THE_IMPACT_ON_THE_BEHAVIORAL_INTENTION_OF_PIZZA_HUT_CUSTOMERS_IN_BANDUNG

