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ABSTRAK 

Implementasi Relationship  Marketing Dalam  Menjaga Loyalitas 

Nasabah  Tabungan Haji Pada Bank Syariah Indonesia (Studi 

Kasus: Bank Syariah Indonesia KCP Bengkulu Sudirman) Oleh: 

Priska Septiana, NIM 2223140114 

 

Penelitian ini menganalisis implementasi marketing 

relationship pada keputusan nasabah menggunakan produk 

Tabungan Haji di Bank Syariah Indonesia KCP Sudirman Kota 

Bengkulu. Dalam persaingan perbankan syariah, bank tidak 

hanya berfokus pada penawaran produk, tetapi juga membangun 

hubungan jangka panjang dengan nasabah melalui komunikasi, 

pelayanan, kepercayaan, dan komitmen yang baik. Penelitian ini 

bertujuan untuk mengetahui implementasi marketing relationship 

serta kendala dan solusi yang dihadapi dalam pelaksanaannya. 

Penelitian ini menggunakan metode kualitatif deskriptif dengan 

teknik pengumpulan data melalui observasi, wawancara, dan 

dokumentasi. Data diperoleh dari pegawai dan nasabah Tabungan 

Haji BSI KCP Sudirman Kota Bengkulu. Analisis data dilakukan 

melalui reduksi data, penyajian data, dan penarikan kesimpulan. 

Hasil penelitian menunjukkan bahwa implementasi marketing 

relationship dilakukan melalui komunikasi yang aktif, pelayanan 

yang ramah, penanganan keluhan yang cepat, serta pembangunan 

kepercayaan dan komitmen berdasarkan prinsip syariah. Strategi 

tersebut mampu meningkatkan kenyamanan dan keputusan 

nasabah menggunakan Tabungan Haji. Kendala yang dihadapi 

meliputi kurangnya pemahaman nasabah mengenai akad syariah, 

kesulitan administrasi bagi nasabah lanjut usia, serta kendala 

teknis nomor validasi. Solusi yang dilakukan yaitu memberikan 

penjelasan sederhana, pendampingan khusus, serta pelayanan 

yang cepat dan transparan. Dengan demikian, implementasi 

marketing relationship yang baik dapat meningkatkan 

kepercayaan dan keputusan nasabah menggunakan produk 

Tabungan Haji di BSI KCP Sudirman Kota Bengkulu. 

Kata Kunci: Marketing Relationship, Keputusan Nasabah, 

Tabungan Haji, Bank Syariah Indonesia. 
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Implementation of Marketing Relationship in Maintaining The 

Loyalty of Hajj Savings Customers of Bank Syariah Indonesia 

(Case Study: Bank Syariah Indonesia Kcp Sudirman) 

By: Priska Septiana, NIM 2223140114 

ABSTRACT 

 

   This study analyzes the implementation of relationship 

marketing on customer decisions to use the Hajj Savings product 

at Bank Syariah Indonesia KCP Sudirman, Bengkulu City. In the 

competitive Islamic banking market, banks not only focus on 

product offerings but also on building long-term relationships 

with customers through good communication, service, trust, and 

commitment. This study aims to determine the implementation of 

relationship marketing and the obstacles and solutions faced in 

its implementation. This study uses a descriptive qualitative 

method with data collection techniques through observation, 

interviews, and documentation. Data were obtained from 

employees and customers of the BSI Hajj Savings Branch 

Sudirman, Bengkulu City. Data analysis was carried out through 

data reduction, data presentation, and drawing conclusions. The 

results show that the implementation of relationship marketing is 

carried out through active communication, friendly service, fast 

complaint handling, and building trust and commitment based on 

sharia principles. This strategy is able to increase customer 

comfort and decisions to use Hajj Savings. Obstacles faced 

include a lack of customer understanding of sharia contracts, 

administrative difficulties for elderly customers, and technical 

problems with validation numbers. The solutions implemented 

include providing simple explanations, special assistance, and 

fast and transparent service. Thus, the implementation of good 

marketing relationships can increase customer trust and decisions 

to use Hajj Savings products at BSI KCP Sudirman, Bengkulu 

City. 

Keywords: Marketing Relationship, Customer 

Decision, Hajj Savings, Bank Syariah Indonesia. 
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