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PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT
TERHADAP KEPUASAN PELANGGAN HAI DI LAO

(Nicholas Evan Angkawibawa)

ABSTRAK

Seiring berkembangnya zaman, bisnis makanan dan minuman saat ini berlomba
untuk bersaing. Berbagai cara dilakukan oleh perusahaan untuk menarik pelanggan
dan mempertahankan pelanggan. Hai Di Lao menjadi salah satu contoh restoran
yang memiliki program customer relationship management menarik. Program
tersebut dilakukan oleh Hai Di Lao untuk mendapatkan dan mempertahankan
pelanggannya. Di tengah banyaknya perusahaan food &beverage yang sedang
bersaing. Hai Di Lao menjadi salah satu contoh yang memiliki program CRM. Oleh
karena itu, penelitian kali ini bertujuan untuk melihat pengaruh dari customer
relationship management terhadap kepuasan dari pelanggan Hai Di Lao. Penelitian
ini merupakan penelitian kuantitatif eksplanatif dengan menggunakan teori CRM
dan kepuasan pelanggan. Teknik pengumpulan datanya dengan melakukan survei
melalui kuesioner yang disebarkan kepada 200 responden serta pemilihan
responden dilakukan dengan teknik purposive sampling. Dari hasil penelitian
menunjukkan bahwa customer relationship management memiliki pengaruh
sebesar 57,8% terhadap kepuasan pelanggan.

Kata kunci: Customer Relationship Management, Hai Di Lao, Kepuasan
Pelanggan
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PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT
TERHADAP KEPUASAN PELANGGAN HAI DI LAO

(Nicholas Evan Angkawibawa)

ABSTRACT

As time goes by, food and beverage businesses are now competing to compete.
Companies use various methods to attract customers and retain customers. Hai Di
Lao is one example of a restaurant that has an attractive customer relationship
management program. This program was carried out by Hai Di Lao to gain and
retain customers. In the midst of many competing food & beverage companies, Hai
Di Lao is one example that has quite a number of uniqgue CRM programs. Therefore,
this research aims to see the influence of customer relationship management on Hai
Di Lao customer satisfaction. This research is explanatory quantitative research
using CRM theory and customer satisfaction. The data collection technique was by
conducting a survey via a questionnaire distributed to 200 respondents and the
selection of respondents was carried out using a purposive sampling technique. The
research results show that customer relationship management has an influence of
57.8% on customer satisfaction.

Keywords: Customer Relationship Management, Hai Di Lao, Customer
Satisfaction.
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