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ABSTRAKSI

Penelitian ini bertujuan untuk menganalisis pengaruh komunikasi
pemasaran, customer relationship management, dan kualitas pelayanan terhadap
loyalitas pelanggan Gojek di Kabupaten Kudus. Populasi dalam penelitian ini yaitu
seluruh pengguna Gojek di Kabupaten Kudus. Sampel penelitian ini yaitu
berjumlah 190 responden yang diambil melalui teknik pengambilan purposive
sampling Metode analisis data menggunakan Structural Equation Modeling
menggunakan alat analisis SmartPLS versi 3. Hasil penelitian menunjukan bahwa
komunikasi pemasaran berpengaruh positif dan signifikan terhadap loyalitas
pelanggan; customer relationship management berpengaruh positif dan signifikan
terhadap loyalitas pelanggan; kualitas pelayanan berpengaruh positif dan signifikan
terhadap loyalitas pelanggan Gojek di Kabupaten Kudus; komunikasi
pemasaran,customer relationship management dan kualitas pelayanan bersama-
sama berpengaruh positif dan signifikan terhadap loyalitas pelanggan Gojek di
Kabupaten Kudus. Implikasi dari penelitian ini menunjukkan bahwa Gojek perlu
terus meningkatkan strategi komunikasi pemasaran, memperkuat pengelolaan
hubungan pelanggan, serta memastikan kualitas layanan yang optimal guna
mempertahankan dan meningkatkan loyalitas pelanggan di Kabupaten Kudus.
Kata kunci : komunikasi pemasaran, customer relationship management, dan

kualitas pelayanan, loyalitas pelanggan
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ABSTRACTION

This study aims to analyze the influence of marketing communication,
customer relationship management, and service quality on customer loyalty of
Gojek in Kudus Regency. The population in this study consists of all Gojek users in
Kudus Regency. The research sample consists of 190 respondents selected using a
purposive sampling technique. The data analysis method employs Structural
Equation Modeling (SEM) using the SmartPLS version 3 analysis tool. The results
indicate that marketing communication has a positive and significant effect on
customer loyalty; customer relationship management has a positive and significant
effect on customer loyalty; and service quality has a positive and significant effect
on customer loyalty of Gojek in Kudus Regency; marketing communications,
customer relationship management, and service quality together have a positive
and significant effect on Gojek customer loyalty in Kudus Regency. The
implications of this study suggest that Gojek should continuously improve its
marketing communication strategies, strengthen customer relationship
management, and ensure optimal service quality to maintain and enhance customer
loyalty in Kudus Regency.

Keywords: marketing communication, customer relationship management, service
quality, customer loyalty.
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