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ABSTRAKSI

PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT,
HARGA DAN BRAND IMAGE TERHADAP PEMBELIAN
ULANG (STUDI KASUS PRODUK WINGS DI ALFAMART
UMK KUDUS)

ARVIDIANTO SEPTIANSYAH
NIM. 2015-11-366

Dosen Pembimbing : 1. Dr. Supriyono, SE. MM.
2. lwan Suroso, SE. MM.

UNIVERSITAS MURIA KUDUS
FAKULTAS EKONOMI DAN BISNIS PROGRAM STUDI MANAJEMEN

Penelitian ini bertujuan untuk menguji pengaruh customer relationship
management (CRM), harga dan brand image terhadap pembelian ulang produk
Wings di Alfamart UMK Kudus. Dalam penelitian ini menggunakan tiga variabel
bebas, yaitu customer relationship management (CRM), harga dan brand image
serta satu variabel terikat, yaitu pembelian ulang.

Penelitian ini dilakukan dengan metode deskriptif kuantitatif pada Alfamart
UMK Kudus dan dianalisis dengan regresi. Tahap pertama menguji validitas dan
reliabilitas pertanyaan setiap variabel pada kuesioner. Tahap kedua, meregresi
pengaruh customer relationship management (CRM), harga dan brand image
terhadap pembelian ulang produk Wings di Alfamart UMK Kudus.

Hasil penelitian menunjukkan bahwa customer relationship management
(CRM), harga dan brand image terbukti memiliki pengaruh yang positif dan
signifikan terhadap pembelian ulang produk Wings di Alfamart UMK Kudus.
Brand Image memiliki pengaruh paling dominan terhadap pembelian ulang
produk Wings di Alfamart UMK. Perusahaan diharapkan terus mempertahankan
brand image produk Wings di Alfamart UMK Kudus serta melakukan pengkajian
ulang tentang customer relationship management yang telah dilakukan oleh
Alfamart UMK Kudus dan memperbaikinya jika dirasa penerapannya kurang
menarik pembeli, sehingga mampu meningkatkan pembelian ulang.

Kata kunci: customer relationship management, harga dan brand image

Vi



ABSTRACT

THE EFFECT OF CUSTOMER RELATIONSHIP
MANAGEMENT, PRICE AND BRAND IMAGE TOWARDS
PURCHASE (CASE STUDY OF WINGS PRODUCTS IN
ALFAMART UMK KUDUS)

ARVIDIANTO SEPTIANSYAH
NIM. 2015-11-366

Guidance Lecturer  : 1. Dr. Supriyono, SE. MM.
2. lwan Suroso, SE. MM.

UNIVERSITAS MURIA KUDUS
FACULTY OF ECONOMIC AND AND BUSINESS STUDY PROGRAM
OF MANAGEMENT

This study aims to examine the effect of customer relationship management
(CRM), price and brand image on the repurchase of Wings products at Alfamart
UMK Kudus. In this study using three independent variables, namely customer
relationship management (CRM), price, brand image and one dependent variable,
namely repurchase.

This research was conducted with quantitative descriptive methods on
Alfamart UMK Kudus and analyzed by regression. The first stage tests the
validity and reliability of the questions of each variable on the questionnaire. The
second stage, regressing the influence of customer relationship management
(CRM), price and brand image on the repurchase of Wings products at Alfamart
UMK Kudus.

The results showed that customer relationship management (CRM), price and
brand image were proven to have a positive and significant influence on the
repurchase of Wings products at Alfamart UMK Kudus. Brand Image has the
most dominant influence on the repurchase of Wings products at Alfamart UMK.
The company is expected to continue to maintain the brand image of Wings
products at Alfamart UMK Kudus and conduct a review of customer relationship
management that has been conducted by Alfamart UMK Kudus and improve it if it
is felt that its application is less attractive to buyers, so as to increase
repurchases.

Keywords: customer relationship management, price and brand image

vii



DAFTAR ISI

Halaman

HALAMAN JUDUL ..o i
HALAMAN PERSETUJUAN ...ttt i
MOTTO DAN PERSEMBAHAN .......ooiiiiiiiie e i
KATA PENGANTAR .ottt iv
ABSTRAKSI ... Vi
DAFTAR ISH ..o ittt viii
DAFTAR TABEL ... ..o e e X
DAFTAR GAMBAR ...t Xi
DAFTAR LAMPIRAN ...t Xii
BAB | PENDAHULUAN ... 1
1.1. Latar Belakang ............cccccoooeieereensiieesiecsee e e ene st 1

1.2. RUSHCENIMERKUPAL:. " AN LRRN ... ] DU ... 9

1.3. Perumusan Masalah..............ccoviiiiiinineiiiiesn e 9

1.4, Tujuan Penelitian.........c.ccoiiiimnenieseseese e 10

1.5. Kegunaa Penelitian........cccccvuenuriiiiieiieanesciee e eee s 11

BAB Il TINJAUAN PUSTAKA .. 12
2.1. Customer Relationship Management ...............cccccvcveneee. 12

2.2, HAIQA ..o 21

2.3. Brand Image......ccccoeviiieiieie e 27

2.4. Keputusan Pembelian..........cccccevviiieiieie e 30

2.5. Pembelian Ulang ..........cccoeevieiiiiiicece e, 33

viii



2.6.

2.7.

2.8.

2.9.

Pengaruh Antar Variabel ............ccccccoveveiienicv e
Tinjauan Penelitian Terdahulu ............cccoovevviieiiecice,
Kerangka Pemikiran TeOritis ........cccccveveveevecieiecie e,

HIPOLESIS ...t

BAB Il METODE PENELITIAN.......cooiiiiii e,

3.1

3.2.

3.3.

3.4.

8.5.

3.6.

3.7.

3.8.

3.9.

Rancangan Penelitian ............ccoovoveieiieii e,
Variabel Penelitian ..........cccccooeiieiiiin i,
Definisi Operasional Variabel .............cccooevviiiniiineennnnn,
Jenis Data dan Sumber Data ..........ccoceeiienie e siiniceniciaeian,
Populasi dan Sampel...............cooeeiiiiesiiineeieccce e,
Teknik Pengumpulan Data ..........ccocovvvvniieieiene i
Pengujian Instrumen Penelitian ........c.ccoooveiiiiniiiieiieneen,
Pengolahan Data.............ccccceeiiiiciiiie e

ANALSISID AN .. 1. TR N .. AR o S Y ...

BAB IV HASIL DAN PEMBAHASAN........ccciiiiiiiieiie e,

4.1.

4.2.

4.3.

4.4,

Gambaran Umum Objek Penelitian ..........ccccocevvinnnenn
CIOE LT 97 7 e rrrerrerrrvrrrrrppesmm— N 47 8
ANALISIS DAtA ...oooiiiiiiieieee e

P S B Mt e T — ...

BAB V KESIMPULAN DAN SARAN.....ccccoiiiietiiieneee e

5.1.

5.2.

KeSIMPUIAN ..o

SAFAN-SATAN ....ceeeeeeeeee et et e e e e e e e e e e e eeeeees

DAFTAR PUSTAKA

35

39

40

41

43

43

43

44

47

48

49

50

53

54

58

58

61

67

73

79

79

80



DAFTAR TABEL

Halaman
Tabel 1.1 Daftar Produk Wings Tahun 2019 ..........cccoceviiiviiniieseee e 6
Tabel 1.2. Data Penjualan Alfamart UMK Bulan Januari-Oktober 2019 ..... 7
Tabel 3.1. Hasil Pengujian Validitas ..........ccccovvviiiveiieiiece e 51
Tabel 32. Hasil Pengujian Reliabilitas.............cc.cccoveri i 52
Tabel 4.1. Pengelompokan Responden Berdasarkan Usia............ccccceevennn. 61
Tabel 4.2. Pengelompokan Responden Berdasarkan Pendidikan Terakhir . 62
Tabel 4.3. Pengelompokan Responden Berdasarkan Frekuensi Pembelian . 63
Tabel 4.4. Frekuensi Variabel Customer Relationship Management ........... 64
Tabel 4.5 Frekuensi Variabel Harga ...........cccccoooiiiiieiicie e 65
Tabel 4.6. Frekuensi Variabel Brand Image ..........ccoocevieiieiieiieieeie i 66
Tabel 4.7. Frekuensi Variabel Pembelian Ulang ..........cccccooveveiiieiiiiceiennne 67
Tabel 4.8. Hasil Analisis REQIESI .....ccccevvvveiiiiiieiiiciie e 68
Tabel 4.9. Hasil Pengujian Berganda...........cccooeeivueiiiniiunsieeiineesie e 71
Tabel 4.10. Nilai Adjusted R SQUAKE .........coueiueenemiciiiciiiiiieiiaisiee e ennesseesnens 72



DAFTAR GAMBAR

Halaman
Gambar 2.1. Pengaruh Customer Relationship Management, Harga
Dan Brand Image Terhadap Pembelian Ulang (Studi
Kasus Produk Wings Di Alfamart UMK Kudus .............c........... 40

Xi



Lampiran
Lampiran
Lampiran
Lampiran
Lampiran
Lampiran
Lampiran
Lampiran

Lampiran

DAFTAR LAMPIRAN

Kuesioner Penelitian

Data Hasil Try Out

Hasil Uji Validitas dan Reliabilitas
Data Hasil Kuesioner Responden
Frekuensi Data

Hasil Regresi

Tabel T, F, R

Surat ljin Penelitian

Hasil Turnitin

xii



