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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Customer Relationship
Management (CRM) terhadap kepuasan dan loyalitas pelanggan pada marketplace
di Indonesia seperti Shopee, Tokopedia, dan Lazada. Penelitian ini menggunakan
pendekatan kuantitatif dengan metode survei yang melibatkan 120 responden aktif
yang berbelanja melalui marketplace tersebut. Data dikumpulkan menggunakan
kuesioner yang dibagikan secara daring dan dianalisis menggunakan teknik
analisis jalur (path analysis) dengan bantuan Structural Equation Modeling
(SEM). Hasil penelitian menunjukkan bahwa CRM memiliki pengaruh positif dan
signifikan terhadap kepuasan pelanggan, namun tidak berpengaruh signifikan
terhadap loyalitas pelanggan secara langsung. Kepuasan pelanggan ditemukan
berperan sebagai variabel intervening yang memediasi pengaruh CRM terhadap
loyalitas pelanggan. Penelitian ini memberikan wawasan penting bagi pelaku
industri untuk merancang strategi CRM yang lebih efektif dalam meningkatkan
pengalaman pelanggan dan loyalitas mereka di dunia e-commerce.

Kata Kunci: Customer Relationship Management, Kepuasan Pelanggan,
Loyalitas Pelanggan
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ANALYSIS OF THE IMPACT OF CUSTOMER RELATIONSHIP
MANAGEMENT (CRM) ON CUSTOMER SATISFACTION AND
LOYALTY IN RETAIL BUSINESS

Ahmad Wahyu Nasrulloh
ABSTRACT

This study aims to analyze the impact of Customer Relationship Management
(CRM) on customer satisfaction and loyalty in Indonesian marketplaces such as
Shopee, Tokopedia, and Lazada. This research employs a quantitative approach
using a survey method involving 120 active respondents who shop through these
marketplaces. Data was collected using an online questionnaire and analyzed
through path analysis using Structural Equation Modeling (SEM). The results
indicate that CRM has a positive and significant impact on customer satisfaction,
but does not directly influence customer loyalty. Customer satisfaction was found
to act as an intervening variable mediating the effect of CRM on customer loyalty.
This study provides valuable insights for industry practitioners to design more
effective CRM strategies to enhance customer experience and loyalty in the e-
commerce sector.

Keywords: Customer Relationship Management, Customer Satisfaction, Customer
Loyalty.
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