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PENGARUH CUSTOMERRELATIONSHIP MANAGEMENT
DAYATOYOTABEKASI TERHADAP KEPUASAN
PELANGGAN

Oleh: Anisa Yuliyana

ABSTRAK

Perkembangan industri di kota-kota besar terus mengalami peningkatan. Melihat
kemajuan industri otomotif yang terus berinovasi dengan memberikan produk dan
layanan yang optimal. Perusahaan delaer mobil menjadi salah satu usaha besar yang
menjadi daya tarik serta pelanggan selektif ternadap pilihan produk dan layanan
jasa. Daya Toyota merupakan perusahaan dealer mobil yang telah berdiri selama 12
tahun di kota Bekasi. Cara yang dilakukan Daya Toyota Bekasi adalah dengan
menerapkan Customer RelationshipManagement agar perusahaan bisa tetap kokoh
bertahan ditengah banyaknya persaingan dealer mobil. Judul pada skripsi ini adalah
“Pengaruh Customer Relationship Management Terhadap Kepuasan Pelanggan”.
Tujuan dari penelitian ini adalah untuk mengetahui apakahterdapat pengaruh CRM
terhadap kepuasan pelanggan dan untuk mengetahui seberapa besar pengaruh
Customer Relationship Management terhadap kepuasan pelanggan. Metode dalam
penelitian ini adalah penelitian kuantitatif eksplanatif dengan teknik pengumpulan
data melalui penyebaran kuesioner kepada 108 responden yang memenuhi
karakteristik. Pada hasil yang telah diperoleh pada penelitian ini adalah terdapat
pengaruh antara Customer Relationship Managament 41,4% terhadap kepuasan
pelanggan DayaToyota Bekasi.

Kata Kunci: Customer Relationship Management, Kepuasan Pelanggan, Daya

Toyota
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The Effect of Toyota Power Customer Relationship Management
Bekasi to Customers

By: Anisa Yuliyana

ABSTRACT

Industrial development in big cities continues to increase. Seeing the progress of
the automotive industry which continues to see by providing optimal products and
services. The car dealership company is one of the big businesses that attracts and
attracts customers towards the choice of products and services. Daya Toyota is a
car dealer company that has been established for 12 years in the city of Bekasi. The
way that Daya Toyota Bekasi does is by implementing Customer Relationship
Management so that the company remains strong in the midst of car dealer
competition. The title of this thesis is "The Influence of Customer Relationship
Management on Customers”. The purpose of this study was to determine whether
there is an influence of CRM on customer satisfaction and to find out how much
influence Customer Relationship Management has on customer satisfaction. The
method in this research is an explanatory quantitative research with data collection
through distributing questionnaires to 108 respondents who meet the
characteristics. The results of this study are that there is an influence between
Customer Relationship Management 41.4% on customer satisfaction at Daya
Toyota Bekasi.

Keywords: Customer Relationship Management, Customer Satisfaction, Daya

Toyota

vii
Pengaruh Customer Relationship Management., Anisa Yuliyana, Universitas Multimedia Nusantara



DAFTARIISI

HALAMAN PERYATAAN ... .ottt i
HALAMAN PENGESAHAN......ooiii et iii
HALAMAN PERSEMBAHAN.......cooiiieiiiiieiie et v

KATA PENGANTAR Lottt e et e anta s sneeaneeennee s
ABSTRAK ettt b e b et et e ehe e bt e ba e b be e e nes vii
ABSTRACT ..ttt ettt skt b e s ks e e ab e e e be e san e e beeabneabeesnneeneeeenes viii
DAFTAR IS ..ottt et e e iX
DAFTAR TABEL ...t xiii
DAFTAR BAGAN. ...ttt a e abe et e sne e e nbe e eneeees XV
DAFTAR GAMBAR ...ttt XVi

B A B | e

1.1 Latar Belakang .......cccooeiiiiiee s

1.2 RUMUSAN MASAIAN .......oviiiiiiii e

1.3 Pertanyaan Penelitian ..........cc.ccvoiieiiiieeiec it

1.4 Tujuan PENEIILIAN .....ccveieeiieeieeiie ettt sna e ae e nna s enes

1.5 Kegunaan PeNEIItIAN ...........oiiiiiiiiiieie et

1.5.1. Kegunaan AKademIS ........cceecieeiiiiiiiieiie e

1.5.2. Kegunaan PrakLiS ........ccccceurieiiveiiiiieieeieesssiesrae e seesseeseesnsesneesnens

1.5.3. Kegunaan SOSIal ...........ccoiiiiiiiiiicsse e

1.6 Keterbatasan Penelitian............cooiiiiiiiiiiie e

BABR §..... 8. F.... ... &R TR T

viii
Pengaruh Customer Relationship Management., Anisa Yuliyana, Universitas Multimedia Nusantara



2.1, Penelitian TerdanUlU .....cooooeeeeeeeeeeeeee e, 8

2.2, KKONSEP .ttt ettt R e 14
2.2.1. Customer Relationship Management ..........ccoovvoerenenenienieeieenennn, 14
2.2.2. Tujuan Customer Relationship Management ............cccoceevereennnene. 15
2.2.3. Manfaat Customer Relationship Management ..............c.ccccccveen..e. 15
2.2.4.Dimensi Customer Relationship Management..............cccccevvenee. 16
2.2.5. Faktor-Faktor Yang Mempengaruhi CRM .........ccccooiiiiiieniinenn, 18
2.2.6.CRM Menggunakan IDIC Model............ccooerviiiniiniienene e 19
2.2.7.Kepuasan Pelanggan..........ccccceiveieeieiiesiie e 20
2.2.8. Faktor-Faktor Kepuasan Pelanggan ............ccoceeeieiininiiinicen, 21
2.2.9.Dimensi Kepuasan Pelanggan ..........c.ccoovviiniiiiienenescesceeees 21
2.2.10. Hubungan Antara CRM Terhadap Kepuasan Pelanggan............. 22

2.3. HIPOLESIS TEOTILIS ..evvevieieeie ettt 23

2.4, AIUr PENElITIAN .......oviiiiiiiiiieee s 24

BABEE . ............... 0. ... S SN ... . SN .. U ... . 25

3.1 Jenis dan Sifat PEeNelitian ............ccouiieieiininiicisi e 25

3.2 Metode PENEIITIAN .....ccoovivieiieiiiieic et 25

3.3 Populasi dan SampPel ........ccooeiiiii 26
3.3.1.Populasi Penelitian .........c.ccooeiiiieeiiiiiiie e 26
3.3.2.Sampel Penelitian ..........ccccoveveiieieee e 26

3.4 Operasionalisasi Variabel...........c.cccooviieiiiiii e 27
3.4.1. Variabel INdepPenden...... ..o 28

ix

Pengaruh Customer Relationship Management., Anisa Yuliyana, Universitas Multimedia Nusantara



3.4.2.Variabel DePENTEN ........oiiiiiiiieiiiiee e 31

3.5 Teknik Pengumpulan Data..............cocureriiieiienieninisieieniese e, 33
3.5.1 Data PrIMEN .......oiiiiiiiiiiiie ittt 33
3.5.2 Data SEKUNUET.......ceeuiiiiiieieiisieiee et 34

3.6 Teknik PenguKuran Data...........cccooeiiiiminieienieseseseseesie e, 34
3.6. L. UjJI VAIAITAS. ... 34
3.6.2. Uji RElIaDIlItas. .....cccvveeiiiiiiieiiiecie e 36

3.7 TeKNiK ANALISIS DAL .......eveuiriiiieieiiiieiieiee sttt 37
3.7. 1 UJINOIMAKTAS ..ot s 37
3.7.2 Uji Koefisien KOorelasi ...........cccooveieieniiiiiiieieieie e 38
3.7.3 Uji Regresi Linier Sederhana ............cccccveveeiieeniiiieiciieceece e 38

BAB IV s 40

4.1 Objek dan Subjek Penelitian ..........ccoceeieiiiiniiieeeee e, 40
4.1.1. Subjek Penelitian .........ccccoiviiiiiiiiee e 40
4.1.2. Objek Penelitian ........ccc.ccveieiieeiiiieiie et sae e 40

4.2 HaSil PENEITIAN .......oiiiriiiiiicsese e 41
4.2.1. Karakteristik RESPONTEN ..........oveiieiiiiiiiiirieecee e 41
4.2.2. Variabel Custimer Relationship Management................cccccceeenene. 44
4.2.3. Variabel Kepuasan Pelanggan ...........cccocveveiieiieeie e 54
424, UjJi NOIMAIIEAS ..ot e 61
4.2.5. UjJi KOT@IAST ....eoviiiiiiiiiec ittt 62
4.2.6. UJi Regresi LINIET .......cccveiieiiccie s 63
4.2.7. Uji Regresi Dimensi Variabel X Terhadap Variabel Y .................. 65

X

Pengaruh Customer Relationship Management., Anisa Yuliyana, Universitas Multimedia Nusantara



B A B Ve Rb et e e b nnneas 72

5.1 KESIMPUIAN 1eenieiiieii ettt st st sbe e sre e b seesnee e 72

ST SY: L PP TP P PP RPN 72

5.2.1Saran AKAGEIMIS .........ociriiiiiriiiiiieie ettt 73

5.2.2 Saran PrakiiS ........ooveiieiiiiiiiiiiiseiieie s 73

DAFTAR PUSTAKA Lttt ettt abe e neeneee s 74
Xi

Pengaruh Customer Relationship Management., Anisa Yuliyana, Universitas Multimedia Nusantara



DAFTAR TABEL

Tabel 2.1 Penelitian Terdahulu..............cooiiiiiiiiiiii 9
Tabel 3. 1 Operational Variabel X ...........cccoov i 30
Tabel 3. 2 Operational Variabel Y ..........cccoiviiiiiieiieiiece e 33
Tabel 3.3 Kriteria Jawaban Skala LIKErt...........cccooviiiiiiiiiiiiieine e 37

Tabel 3.4. Hasil Uji Validitas Variabel X..............coooiiiiiiiiiiiin..38
Tabel 3.5. Hasil Uji Validitas Variabel Y.............ccooeiiiiiiiiiiiiiiiennnnnnl39

Tabel 3.6. Hasil Uji Reliabilitas Variabel X...................cooeiiiininnnne... 40

Tabel 3.7. Hasil Uji Reliabilitas Variabel Y.............c.ooooiiii, 40
Tabel 3.8 Kriteria Koefisien Korelasi............cc.coeoeiiiieiiiiccccee, 41
Tabel 4.1 Karakteristik Responden Berdasarkan Usia............cccoceevververiennnnne 43
Tabel 4.2 Karakteristik Responden Bredasarkan Jenis Kelamin...................... 43
Tabel 4.3 Karakteristik DOMISIli...............cooiiiiiiiiccc s 44
Tabel 4.4 Karakteristik Pendaoatan Perbulan.................ccooooiiiiiiinincncine, 44
Tabel 4.5 Karakteristik PEKErfaan..........coouiiiiieiiiiniiieieccc e 45
Tabel 4.6 Karakteristik Pembayaran..........ccoooooveiiiniiniiieie e 45
Tabel 4.7. DIMENST VISION......couiiiiiiiiiieieie st 46
Tabel 4.8. Dimensi Culture of Customer Orientation .............c.ccccooverveenienne. 48
Tabel 4.9. Dimensi Organization 0N PrOCESSES .......ccccuviveiuerreieereesieeseeeeennes 50
Tabel 4.10. DIMensi Database ...........cooeiiiiiieieieieeeee e 52
xiii

Pengaruh Customer Relationship Management, Anisa Yuliyana, Universitas Multimedia Nusantara



Tabel 4.11. Dimensi TEChNOIOGY .........civriiiiieieiiiiie e 54

Tabel 4 12. Dimensi Meet t0 EXPectations...........ccoovvereiveiiiniiencnieieesceeee 55
Tabel 4.13. Dimensi Willing to Recommended..........ccccocevveviiieieeiec e, 57
Tabel 4.14. Dimensi Repurchase INteNtion ...........cccccveveiieeieeneeseeiieseesie e 60
Tabel 4.15 Uji Normalitas. ............cooiiiiii e, 59
Tabel 4.16 Uji Koefisien Korelasi.............c.ovuiiiiiiniiiiiiieiieiiieeannn.. 60
Tabel 4.17 Uji REEIESI. . v vttt e 63
Tabel 4.18 UJI ANOVA. ..ottt 64
Tabel 4.19 Uji Koefisien Regresi..........ooeeiiiiiiiiiiiiiiiiiiiiiiiieanane. 64

Tabel 4.20 Pengaruh Dimensi ViSiON............ooeiiiiiiiniiiiiiiiieeenennen, 64

Tabel 4.21 Pengaruh Dimensi Culture of Customer Orientation................... 65

Tabel 4.22. Pengaruh Dimensi Organization on Processes........................65

Tabel 4.23. Pengaruh Dimensi Database................cooooiiiiiiiiiiiinn.. 66
Tabel 4.24. Pengaruh Dimensi Technology............cocooiiiiiiiiiiiiiinn. .. 66
Xiii

Pengaruh Customer Relationship Management, Anisa Yuliyana, Universitas Multimedia Nusantara






DAFTAR GAMBAR

Gambar 1.1 Penjualan Mobil tahun 2021-2022............ccceieiiieieeie e 2

Gambar 1.2 Jumlah Pelanggan Servis Berkala 2020-2021 ..........ccccoocevieeieainennennen. 5

Gambar 2.1. Model IDIC ... e 21

Gambar 3.1. Ukuran Sampel Malhotra. . .......eeeiueeiiieeeiieeeiieie e siieesieessiees aeneeans 29
XV

Pengaruh Customer Relationship Management, Anisa Yuliyana, Universitas Multimedia Nusantara



