
 
 

 
Building Long-Term Relationships with Customers through Effective Communication 
(Ibnu Agung Hermawan, Saprida, Havis Aravik, Ahmad Tohir, 2026)  

 

 TOMAN: Jurnal Topik Manajemen Vol. 3, No. 2, Mei 2026, (Hal. 255-262) 
 

 
Page 255 of 262 

 

Lisensi : Creative Commons Attribution-ShareAlike 4.0 International (CC BY-SA 4.0) 
Published by : Penerbit dan Percetakan CV. Picmotiv 
Url : https://jurnal.sitasi.id/index.php/toman 

 

Building Long-Term Relationships with Customers through 
Effective Communication 

 

Ibnu Agung Hermawan1, Saprida2, Havis Aravik3, Ahmad Tohir4 
1,3 Prodi Perbankan Syariah Universitas Indo Global Mandiri 

2 Prodi Hukum Ekonomi Syariah Universitas Indo Global Mandiri 
4 Program Pascasarjana Universitas Indo Global Mandiri 

Email: Agungibnu112@gmail.com, saprida@uigm.ac.id, havis_aravik@uigm.ac.id 
ahmadtohir@uigm.ac.id 

 
Abstrak 

Perkembangan teknologi dan perubahan lingkungan bisnis yang semakin cepat menuntut 
perusahaan untuk menjaga hubungan yang berkelanjutan dengan pelanggan. Komunikasi yang 
efektif menjadi salah satu faktor penting dalam membangun kepercayaan, meningkatkan 
kepuasan, serta menciptakan loyalitas pelanggan. Artikel ini bertujuan untuk mengkaji peran 
komunikasi yang efektif dalam membangun hubungan jangka panjang dengan pelanggan. 
Penulisan artikel menggunakan metode studi pustaka dengan memanfaatkan berbagai sumber 
yang relevan mengenai komunikasi bisnis dan manajemen hubungan pelanggan. Hasil 
pembahasan menunjukkan bahwa komunikasi yang dilakukan secara jelas, terbuka, dan responsif 
mampu memperkuat hubungan antara perusahaan dan pelanggan serta mendukung 
keberlangsungan bisnis di tengah persaingan yang semakin dinamis. Oleh karena itu, komunikasi 
yang efektif menjadi strategi penting bagi perusahaan dalam mempertahankan kepercayaan dan 
loyalitas pelanggan. 

Kata Kunci: Komunikasi Efektif, Hubungan Pelanggan, Loyalitas Pelanggan, Kepercayaan 
Pelanggan, Komunikasi Bisnis. 

Abstract  

Rapid technological developments and changes in the business environment require companies to 

maintain sustainable relationships with customers. Effective communication is one of the key factors 

in building trust, increasing customer satisfaction, and fostering customer loyalty. This article aims 

to examine the role of effective communication in building long-term relationships with customers. 
The article employs a literature review method by utilizing various relevant sources related to 

business communication and customer relationship  management.  The  findings  indicate  that  clear,  
open,  and  responsive communication can strengthen the relationship between companies and 

customers and support business sustainability amid increasingly dynamic competition. Therefore, 
effective communication serves as an important strategy for companies in maintaining customer 

trust and loyalty. 
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Introduction 

Rapid technological developments and changes in the business environment 

have driven increased competition in various business sectors. This situation requires 

companies not only to acquire new customers but also to maintain relationships with 

existing customers to ensure business continuity. A company's ability to adapt to change 

and meet customer needs is a crucial factor in increasing competitiveness in the digital 

era (Nur & Setyawan, 2023). 

In the face of increasingly complex business competition, customer retention is 

no less important than attracting new ones. Sustainable relationships can provide 

benefits for companies, such as increased levels of customer satisfaction, trust, and 

loyalty (Aravik, et.al, 2025). Therefore, companies need to implement various strategies 

to maintain good customer relationships to support long-term business success 

(Merapin, Franslie, & Sari, 2023). 

Effective communication is a crucial aspect of building long-term relationships 

with customers. Through clear, open, and responsive communication, companies can 

understand customer needs and provide services that meet their expectations. 

Furthermore, good communication also contributes to increasing customer trust and 

satisfaction, thereby creating profitable loyalty for the company (Salsabila, et.al, 2025). 

Advances in digital technology have brought about changes in communication 

patterns between companies and customers. Various digital platforms make it easier 

for companies to convey information and interact with customers more quickly and 

efficiently. However, these developments also require companies to implement 

appropriate communication strategies to maintain customer relationships and develop 

sustainably amidst increasingly dynamic competition (Nur & Setyawan, 2023). In line 

with this, this article discusses how effective communication can help companies build 

long-term relationships with customers and increase customer trust and loyalty to 

support business sustainability. 
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Research Methods 

This research uses a library research method by utilizing various relevant 

literature sources, such as scientific journals, articles and other references related to 

business communication, customer relations and customer loyalty. Data collection was 

carried out through searching various sources that have been published and are related 

to the research topic. 

The data obtained was then analyzed using a qualitative descriptive approach to 

understand the role of effective communication in building long-term relationships with 

customers. Analysis is carried out by identifying, reviewing and comparing various 

concepts and previous research results related to business communication and 

customer relationships. 

Through this method, this research aims to gain a deeper understanding of the 

importance of effective communication in increasing customer trust and loyalty as an 

effort to support business continuity amidst the development of an increasingly 

dynamic business environment. 

 

Results and Discussion 

1. The Importance of Long-Term Customer Relationships 

Facing increasingly fierce business competition, companies are not only focused 

on acquiring new customers but also striving to retain existing ones. A company's ability 

to maintain ongoing relationships with customers is one of the factors supporting 

business success and sustainability. Customers who are satisfied with the products and 

services they receive tend to make repeat purchases and recommend them to others. 

Therefore, long-term customer relationships are a vital asset for a company (Pereira, 

2025). 
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A sustainable relationship can provide various benefits for a company. In 

addition to increasing customer loyalty, a good relationship can also strengthen trust 

and create a positive company image in the eyes of customers. A good experience while 

using a product or service will make customers prefer to stay with a company rather 

than switch to competitors offering similar products. 

In the digital era, characterized by high competition and easy access to 

information, companies are required to consistently maintain the quality of their 

customer relationships. Satisfactory service and good communication will create a 

positive experience for customers, thus supporting sustainable relationships and 

increasing company competitiveness (Tran, 2025). 

 

2. The Role of Effective Communication in Building Customer Trust 

Effective communication is a crucial element in building a good relationship 

between a company and its customers (Aulia & Aravik, 2025). Through clear, open, and 

easy-to-understand communication, companies can provide customers with the 

information they need regarding the products and services they offer. Furthermore, 

good communication also helps companies understand customer needs and 

expectations, thereby better tailoring the service they provide (Azmi, Ginting, & Thariq, 

2025). 

Customer trust is not built overnight, but rather through a consistent and 

responsible communication process. Companies that provide information 

transparently and respond effectively to customer needs are more likely to gain 

customer trust (Aravik, et.al, 2022). Conversely, ineffective communication can lead to 

misunderstandings, which can lead to a decline in customer trust in the company. 

Furthermore, ongoing communication can strengthen the relationship between a 

company and its customers. Positive interactions can create a sense of comfort and 

increase customer engagement with the company. Therefore, effective communication 

is a factor supporting a company's success in retaining customers in the long term 

(Riyanto, 2026). 

 

3. The Influence of Communication on Customer Satisfaction and Loyalty 

Effective communication not only influences customer trust but also plays a 
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crucial role in increasing customer satisfaction. Customers who receive good service 

and receive prompt responses to questions and complaints will feel more cared for. This 

can increase customer satisfaction with the company (Hasanah, 2025). 

High customer satisfaction will impact the formation of customer loyalty. Loyal 

customers tend to make repeat purchases and recommend products or services to 

others. This loyalty is a factor contributing to increased sales and strengthening the 

company's position in the face of increasingly competitive business conditions. (Fadila 

& Sajili, 2025). 

Furthermore, positive experiences customers have during their interactions 

with the company also influence the formation of customer loyalty. The emotional 

connection created from these experiences will make customers want to continue using 

the product or service offered. Therefore, effective communication can be one strategy 

implemented by companies to increase customer satisfaction and loyalty (Aprilia, et.al, 

2026). 

 

4. Utilizing Digital Media to Build Relationships with Customers 

Advances in digital technology have changed communication patterns between 

companies and customers. Various digital platforms such as social media, email, 

websites, and instant messaging applications are now utilized as communication tools 

that can reach customers more quickly and efficiently. The presence of this technology 

makes it easier for companies to convey information and interact with customers 

(Saputra, Susanto, Mahaputra, & Saputra, 2025). 

Social media also provides an opportunity for customers to submit criticism, 

suggestions, and complaints directly to companies. Active interactions enable 

companies to respond more quickly, thereby increasing customer engagement. This 
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contributes to strengthening long-term relationships between companies and 

customers. 

Digital platforms not only serve as a communication medium, but can also be 

used as an effective promotional tool. Optimal use of digital media allows companies to 

build closer relationships with customers through more interactive communication. 

Therefore, the development of digital technology is a factor supporting the creation of 

long-term relationships between companies and customers. 

 

5. Communication Challenges and Strategies in Maintaining Customer 

Relationships 

Rapid technological developments provide various conveniences for companies 

in communicating with customers. However, this also presents new challenges, 

particularly related to increasingly dynamic changes in customer behavior. Today's 

customers expect fast, responsive service that is tailored to their needs. This requires 

companies to continuously adapt their communication strategies (Febriansyah et al., 

2026). In addition to addressing changes in customer behavior, companies also face 

increasing levels of competition. This situation requires companies to create engaging 

and relevant communications to retain customer attention. Miscommunication can lead 

to a decline in customer trust and impact the company's overall image. 

To address these challenges, companies need to implement flexible, customer-

focused communication strategies. Utilizing digital technology, providing prompt 

service, and open communication are crucial factors in maintaining long-term 

relationships with customers. Therefore, effective communication not only plays a role 

in increasing customer satisfaction and loyalty but also supports a company's 

sustainability and competitiveness amidst the ever-changing business environment 

(Ervanni, et.al, 2025). 

 

Conclusion 

Effective communication is a crucial factor in building and maintaining long-

term relationships with customers. Open, clear, and responsive communication can 

increase customer trust, satisfaction, and loyalty. A well-established relationship 

between a company and its customers not only benefits both parties but also supports 
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business continuity and growth amidst increasingly fierce competition. 

Furthermore, advances in digital technology provide opportunities for 

companies to establish faster and more efficient communication through various digital 

media. Therefore, companies need to implement a customer-focused communication 

strategy to maintain established relationships. Thus, effective communication can be an 

important effort in creating competitive advantage and supporting the company's 

sustainable success. 
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