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ABSTRACT 

 
Almost half of Indonesian PDB is provided by small enterprises. Potencies belong 

to small enterprises creating competition between banks to offer their credit 

services. As some research stated that one of factor that could increase added 

value to bank’s customer of small enterprises owner is good relationship quality 

that expected could increase satisfaction and commitment as well. The aim of this 

research is to explain factors determining relationship quality on banking credit 

services to small enterprises and its impact to customer’s satisfaction and 

commitment. This research using questionnaires by purposive sampling being 

spread to 135 owners of small enterprises in Surabaya. The data gained is being 

analyzed using statistic descriptive methods to figure out factors determining 

relationship quality, and using SEM to analyze relationship between variables 

being researched. Result of this research shows both kinds of interactions with 

service interpersonnel and service environment are shown to have a direct 

positive impact on relationship quality, service environment consist of ambience, 

credit policy and warranty are factors that determined the most relationship 

quality. The study incorporates the important notion of warranty to the construct 

of interaction quality between customers and the service environment. The result 

of this research is also support the hypothesis that factors determining 

relationship quality show its positive significant impact to satisfaction and 

commitment. The study identifies several practical issues of interest to managers 

and contact personnel in the banking industry.  

 

Keywords : relationship quality, small enterprises, satisfaction, commitment  

 

 
 

 

 

 

 

 

 

 


