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ABSTRAK

Nama : Edwin Yudha Pratama NIM : 2014410072 Judul : Analisis Pengaruh Customer
Relationship Management(CRM) Terhadap Kepuasan Pelanggan di PT Indomobil Trada
Nasional Nissan Radin Inten.

Kata Kunci : Customer Relationship Management, CRM, Kepuasan Pelanggan.

Tujuan penelitian ini adalah untuk mengetahui pengaruh customer relationship
management(CRM) terhadap kepuasan pelanggan di PT Indomobil Trada Nasional Nissan
Radin Inten. Penelitian ini dilakukan dengan metode pengumpulan data dengan cara menyebar
kuesioner pada 120 responden yang merupakan pelanggan yang melakukan servis PT
Indomobil Trada Nasional Nissan Radin Inten. Teknik analisis data menggunakan microsoft
exceluntuk analisis deskriptif dan SPSS untuk regresi linear sederhana.

Hasil penelitian menunjukan hubungan antara customer relationship management (CRM)
terhadap kepuasan pelanggan sangat kuat dengan nilai korelasi sebesar 0,932. customer
relationship management (CRM) mempengaruhi kepuasan pelanggan sebesar 86,8%. Dari
hasil regresi nilai konstanta (a) sebesar 0,366, dan nilai koefisien regresi (b) bernilai positif
sebesar 0,916. Hal ini menunjukan bahwa semakin tinggi nilai customer relationship
management maka semakin tinggi pula nilai kepuasan pelanggan, dan sebaliknya semakin
rendah nilai customer relationship management maka semakin rendah pula nilai kepuasan
pelanggan.

Dari hasil penelitian ini perusahaan diharapkan dapat meningkatkan customer relationship
management dengan cara meningkatkan komitmen, komunikasi dan kualitas pelayanan,
sehingga dapat meningkatkan kepuasan pelanggan.



ABSTRACT

Name : Edwin Yudha Pratama NIM :2014410072 Title : Analysis of Influence The Customer
Relationship Management (CRM) to Customer Satisfaction
In PT Indomobil Trada Nasional Radin Inten

Keywords : Customer Relationship Management, CRM, Customer Satisfaction

The purpose of this study is to determine the effect of customer relationship management
(CRM) on customer satisfaction in PT Indomobil Trada National Nissan Radin Inten. This
research was conducted by data collection method by distributing questionnaires to 120
respondents who are customers who perform service in PT Indomobil Trada Nasional Nissan
Radin Inten. Data analysis techniques using microsoft excel for descriptive analysis and SPSS
for simple linear regression.

The results showed the relationship between customer relationship management (CRM)
to customer satisfaction is very strong with a correlation of 0.932. Customer relationship
management (CRM) affects customer satisfaction by 86.8%. From regression result of constant
value (a) equal to 0,366, and value of regression coefficient (b) have positive value equal to
0,916. This shows that the higher value of customer relationship management, the higher value
of customer satisfaction, and the lower value of customer relationship management, the lower
value of customer satisfaction.

From the results of this study the company is expected to improve customer relationship
management by increasing commitment, communication and service quality, so as to increase
customer satisfaction.
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