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RINGKASAN

Mochamad Zulkifli Lubis, Program Magister Manajemen, Pasca Sarjana Fakultas 
Muria Kudus, 2014.  Penerapan  CRM  Untuk Kepuasan  Pelanggan Ketua 
Pembimbing: Dr. Mohamad Arwani, Anggota Pembimbing: Drs. Moh. Taufiq, MS, 
MM.

Penelitian ini menganalisis Customer Relationship Management (CRM) di 
usaha retail kacamata. Peneliti mengaitkan antara tataran strategis (orientasi 
pasar), tataran operasional (teknologi informasi (TI), tataran analitikal 
(knowledge) dengan  pendekatan customer relationship management dan 
melihat dampak  terhadap kepuasan dan loyalitas pelanggan kacamata.

Tujuan penelitian ini adalah untuk menjelaskan apakah penerapan 
Customer Relationship Management (CRM) di usaha retail kacamata dapat  
menciptakan kepuasan dan loyalitas pada konsumen?.

Penelitian ini mengkaji hubungan antar variabel sehingga termasuk dalam 
explanatoiy research. Lokasi penelitian ini adalah Kota Pati dengan Teknik 
pengambilan sampel dalam penelitian ini menggunakan two stage sampling, 
pertama dengan metode sensus pada area sampel usaha retail kacamata di Kota 
Pati sebanyak 4 karesidenan, masing-masing wilayah karesidenan Pati , Wilayah 
karesidenan Juwana, Wilayah Karesidenan Tayu, dan Wilayah Karesidenan 
Jakenan. Keempat Sub area sampel dalam penelitian ini adalah pelanggan 
kacamata yang berinteraksi langsung dengan perusahaan dan menggunakan 
teknologi informasi dalam mendukung pekerjaannya, maka peneliti 
menggunakan teknik pengambilan sampel proportional random sampling. Jumlah 
sampel yang digunakan dalam penelitian ini sebanyak 137 responden. Analisis 
Statistik yang digunakan untuk menguji hipotesis adalah regresi linier berganda 
dan uji t. Penelitian ini juga melakukan indept interview pada pelanggan 
kacamata untuk melengkapi hasil kuantitatif tentang kepuasan konsumen 
kacamata.

Hasil penelitian menunjukkan bahwa orientasi pasar mempengaruhi 
kepuasan pelanggan usaha retail kacamata. Kedua, teknologi informasi secara 
langsung mempengaruhi kepuasan pelanggan usaha kacamata. Ketiga, 
knowledge mempengaruhi kepuasan pelanggan usaha retail kacamata dan 
Keempat, orientasi pasar, teknologi informasi, dan knowledge berpengaruh 
secara simultan terhadap kepuasan pelanggan kacamata. Secara keseluruhan 
penelitian ini menunjukkan bahwa penerapan Customer relationship Manajemen
berdampak pada kepuasan pelanggan.

Kata kunci: CRM, Orientasi Pasar, Teknologi Informasi, Knowledge, Kepuasan 
pelanggan
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ABSTRACT

Mochamad Zulkifli Lubis, Megister Program of Management Science, 
PostGraduate Faculty of Economics, Muria Kudus University, Kudus, 2013.The 
influence of Customer Relationship Management (CRM) Performance on Optic 
and its impact on Consumer Satisfaction. Supervisor: Dr. Mohamad Arwani, Co. 
Supervisor: Drs. Moh. Taufiq, MS, MM.

This study analyzes the influence of Customer Relationship Management 
(CRM) in Optic. Researcher link the strategic level (market orientation), the 
operational level (information technology (IT)), analytical level (knowledge) in 
customer relationship management approach and see the impact of the optic’s 
performance on customer satisfaction and loyalty. Research background is based 
on the determination of the debate about the impact of CRM on performance, 
particularly on the influence of information technology (IT) on performance.

The purpose of this study was to explain whether the implementation of 
Customer Relationship Management (CRM) can improve performance in Optic 
and at the same time creating satisfaction and loyalty to the customer.

This study examined the relationship between variables that included in an 
explanatory research. Research location is Pati. This study us two stage 
technique sampling, first with the census method on a sample area branch Optik 
at Pati city as many as 4 residency area  branches, each with residency area
Pati, residency area Juwana , residency area Tayu  and residency area Jakenan. 
Both sub-units of the sample in this study is the optic employees who interact 
directly with customers and using information technology in support of his/her 
work, the researcher used a proportional sampling technique. The number of 
samples that is used in this studyas 137 respondents. Statistical analysis that is 
used to test the hypothesis is Multiple Regression Linier and t test. The study 
also did in-depth interview on optic customers to complement the quantitative 
resultsabout the influence of the optic’s performance on customer satisfaction 
and loyalty.

The results showed that the market orientation affects customer 
satisfaction glasses retail business. Second, information technology directly 
affects customer satisfaction efforts glasses. Third, knowledge affects customer 
satisfaction and Fourth glasses retail business, market orientation, information 
technology, and knowledge simultaneously influence on customer satisfaction 
glasses. Overall this study showed that the application of Customer relationship 
management impact on customer satisfaction.

Keywords: CRM, Market Orientation, Information Technology, Knowledge, 
Customer Satisfaction
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