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ABSTRAK 

Nama                  : Muhamad Lucky Pratama 

Program Studi   : Ilmu Komunikasi 

Judul                   : Kompetensi Relationship Manager Dalam Menjaga Engagement Dan 

Meningkatkan Loyalitas Nasabah Prioritas Bca Kcp Cimanggis 

Pembimbing : Dr. Drs. Ambia B. Boestam, M.Si. 

 

 

Penelitian ini bertujuan memahami kompetensi Relationship Manager (RM) dalam menjaga 

engagement dan meningkatkan loyalitas nasabah prioritas BCA KCP Cimanggis. Menggunakan 

pendekatan kualitatif deskriptif dengan paradigma konstruktivis, data dikumpulkan melalui 

wawancara mendalam terhadap tiga RM dan tiga nasabah prioritas, serta observasi dan studi 

dokumentasi.Hasil penelitian menunjukkan bahwa kompetensi RM bersifat holistik, meliputi 

komunikasi interpersonal adaptif yang dijalankan melalui kerangka SOLUTION (Simak, Open 

Mind, Lengkap, Utamakan Nasabah, Teliti, Inisiatif, ON time follow up). Loyalitas nasabah 

terbukti bersifat afektif, dibangun melalui pengalaman hubungan personal dan konsisten, bukan 

semata faktor rasional. Penerapan UU PDP justru mendorong personalisasi berbasis kepercayaan 

(trust-driven), bukan eksploitasi data. RM juga bertransformasi menjadi mitra strategis yang 

terintegrasi dalam ekosistem usaha nasabah.Penelitian menyimpulkan bahwa kompetensi 

komunikasi interpersonal dan strategi komunikasi terencana menjadi fondasi utama dalam 

membangun engagement dan loyalitas nasabah prioritas. 

 

Kata Kunci: Kompetensi Relationship Manager, Komunikasi Interpersonal, Engagement, 

Loyalitas Nasabah, Nasabah Prioritas 
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ABSTRACT 

Name                  : Muhamad Lucky Pratama 

Study Program : Communication Studies 

Title : Relationship Manager Competence In Maintaining Engagement And 

Increasing Loyalty Of Priority Customers At Bca Kcp Cimanggis 

Mentor : Dr. Drs. Ambia B. Boestam, M.Si. 

 

 

This study aims to understand the competence of Relationship Managers (RMs) in maintaining 

engagement and increasing the loyalty of priority customers of BCA KCP Cimanggis. Using a 

descriptive qualitative approach with a constructivist paradigm, data were collected through in-

depth interviews with three RMs and three priority customers, as well as observation and 

documentation studies. The results of the study indicate that RM competencies are holistic, 

including adaptive interpersonal communication carried out through the SOLUTION framework 

(Listen, Open Mind, Complete, Prioritize Customers, Thorough, Initiative, ON time follow up). 

Customer loyalty is proven to be affective, built through personal and consistent relationship 

experiences, not merely rational factors. The implementation of the PDP Law actually 

encourages trust-driven personalization, not data exploitation. RMs also transform into strategic 

partners integrated in the customer business ecosystem. The study concludes that interpersonal 

communication competencies and planned communication strategies are the main foundations in 

building engagement and loyalty of priority customers. 

 

Keywords: Relationship Manager Competence, Interpersonal Communication, Engagement, 

Customer Loyalty, Priority Customers 
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