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ABSTRACT 

 
Medium enterprises in Indonesia possessed second portion in term of number of 

growth in 2011 after small enterprise. Such great opportunities create the 

competition between bank on offering any product include credit or loans. Service 

improvement is done by maintaining relationship quality and intimacy. This study 

examines the impact of interaction on banking services on relationship quality 

(which is conceptualized on customer interaction with interpersonal services and 

customer interaction with the environment) and intimacy (which is conceptualized 

on employee’s hospitality and employee’s credibility). This study also proposing a 

model of conceptual relation between variables relationship quality and intimacy 

and its impact on satisfaction and loyalty to medium enterprises in Surabaya and 

cities surround (Sidoarjo, Gresik, Mojokerto). Hypothesis testing performed by 

using empirical study to 130 samples, using statistical testing named Structural 

Equation Model (SEM). Result of this analysis test, showed interpersonal 

indicator is having greater impact to relationship quality, while employee’s 

credibility is having greater impact to intimacy. Relationship quality is positively 

not significant affect to satisfaction, while intimacy is positively significant affect 

to satisfaction and customer satisfaction is positively significant affecting loyalty. 

It is important for banking industries on marketing their product to probe out on 

relationship quality factors such as employees behavior, credit policy and 

employee expertise. The intimacy factor can be improved on the indicator 

employee hospitality that has low valuation.  

 

Keywords : Relationship Quality, Intimacy, Satisfaction, Loyalty.        


