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ABSTRACT

This study took Bank Jatim in Indonesia as the study object which
emphasize on the mobile banking by analyzing online marketing variable such as
Relationship Marketing, Self-Service Technology, Customer Satisfaction,
Loyalty, and Customer Retention. This study used Partial Least Square (PLS)
analysis method with explanatory research type. This study used primary data
obtained through survey by using questionnaire. The population was the mobile
banking user of Bank Jatim at the Main Branch Offie Surabaya, Branch Office
Malang, Branch Office Kediri, and Branch Office Jember. The 395 customer
became the samle which was obtained through proportional random sampling.

Based on the analysis, this sudy concluded that Relationship Marketing
has a significant positive influence on customer satisfaction, loyalty, and
retention; and Self-Service Technology has a significant positive influence on
customer satisfaction, loyalty, and retention.

The novelty of this study contributes to the mobile banking knowledge
development by proving that Relationship Marketing has a significant positive
influence on customer retention; and self-service technology has a significant
positive influence on customer retention.

Keywords: Bank Jatim, Relationship Marketing, Self-Service Technology,
Customer Satisfaction, Loyalty, and Customer Retention



SUMMARY

The information technology advancement has made the relationship
between customer and loyalty into a crucial factor in marketing, since internet
causes switching-costs for a buyer that they shift to another brand. This study took
Bank Jatim as the study object which emphasize on the mobile banking by
analyzing marketing variables which have been developed from the previous
studies into online marketing context such as Relationship Marketing, Self-
Service Technology, Customer Satisfaction, Loyalty, and Customer Retention.

The objectives of this study are analyzing and discussing: (1) Relationship
Marketing influences customer satisfaction, (2) self-service technology has a
significant influence on customer loyalty, (3) Relationship Marketing has a
significant influence on customer loyalty, (4) self-service technology has a
significant influence on the customer loyalty, (5) Relationship Marketing has a
significant influence on the customer retention, (6) self-service technology has a
significant influence on the customer retention, (7) customer satisfaction has a
significant influence on customer loyalty, (8) customer loyalty has a significant
influence on customer retention.

This is an explanatory study which explains the influence and relationship
among variables. The population is the registered customer of Bank Jatim as
mobile banking user in the main branch of Surabaya, branch office Malang,
branch office Kediri, and branch office Jember with 44.843 respondents. This
study focuses only to the respondents who have been registered as mobile banking
user. Refers to the Slovin formula with 5% tolerance, the sample adequacy is 395

respondents obtained through proportional random sampling.

Vi



Based on the study result by using descriptive analysis and Partial Least
Square Analysis (PLS) on the variables in this study as well as testing the theories
in the study models, this study concluded that (1) relationship marketing has a
significant positive influence on customer satisfaction, (2) self-service technology
has a significant positive influence on customer satisfaction, (3) Relationship
Marketing has a significant positive influence on Customer Loyalty, (4) self-
service technology has a significant positive influence, (5) Relationship Marketing
has a significant positive influence on customer retention, (6) self-service
technology has a significant positive influence on customer retention, (7)
customer satisfaction has a significant positive influence on customer loyalty, (8)
customer loyalty has a significant influence on customer retention.

The novelty of this study contributes to the mobile banking knowledge
development by proving that self-service technology has a significant influence on
the customer retention. This result becomes the information source for the policy
maker in Bank Jatim that: (1) Relationship marketing shall be the main focus to
maintain a good relationship between Bank Jatim and its customer since basically
customer demands more attention and service from the bank which results on
maintaining and improving the customer retention, (2) Increasing the self-service
technology use should pay attention to the cost imposed to the customer for using
the facility to make sure it does not burden them which will decrease the number
of customer and cause customer defections to other bank that will result on

decreased customer retention.
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