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ABSTRACT

The Influence of Self-Service Technology, Service Quality, and Relationship
Marketing on Satisfaction and Loyalty of Customer of Bank BNI in
Surabaya

Devi Ayu Azisyah
STIE Perbanas Surabaya
Email ; deviazisyahl6@gmail.com

Devi Ayu Azisyah
Students of faculty economic, banking management
STIE Perbanas Surabaya

The increasing intensity of competition in the banking world, the bank
must be creative and inovative on their service and product. Every bank must be
concern on what customer need and what they want, which makes them better and
more satisfied than the other competitor. The aim of this research is to asses the
influence of self-service technology, service quality, and relationship marketing
on satisfaction and loyalty of customer of bank BNI in Surabaya. 120 respondents
were selected using purposive sampling. The hypotheses were examined using a
analysis by Patrial Least Square (PLS) techniques. The result showed that the
influence of self service technology has no significant effect on customer
satisfaction of Bank BNI in Surabaya, but service quality and relationship
marketing has significant - effect on customer satisfaction, while customer
satisfaction has significant effect on loyalty customer. The conclusion of this
study suggests that Bank BNI Surabaya should pay attentions to self service
technology, service quality, and relationship marketing in order to increase
satisfaction and loyalty of customer.

Key word : self service technology, service quality, relationship marketing,
customer satisfaction and customer loyalty.
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