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ABSTRAK

PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT
TERHADAP LOYALITASPELANGGAN PADA BENGKEL AHASS
RANTAU INDAH MOTOR 9100 PATI

Oleh:

NUR KAMDI
NIM. 2009-11-094

Pembimbing | : Dra. Hj. PANCA WINAHYUNINGSIH, MM
Pembimbing Il : RATIH HESTI UTAMI P, SE, MM

Penurunan jumlah unit sepeda motor yang diservis diduga disebabkan
adanya penurunan loyalitas pelanggan. Untuk menanggulangi kondisi persaingan
serta mengembalikan pelanggan, bengkel AHASS Rantau Indah Motor 9100 Peti
harus terus berusaha membina hubungan baik dengan pelanggan. Daam
menciptakan suatu loyalitas pelanggan maka diperlukan customer relationship
marketing yang terdiri dari sumber daya manusia adalah pelayanan karyawan,
dan kemampuan karyawan. Proses melalui kemudahan melakukan transaksi,
pelayanan konsumen, penanganan keluhan. Teknologi melalui kemudahan
pelanggan mendapatkan informasi melalui media elektronik, penggunaan
aplikasi pelanggan.

Tujuan penelitian menguji pengaruh sumber daya manusia (karyawan),
proses, teknologi terhadap Loyalitas Pelanggan Pada Bengkel Ahass Rantau Indah
Motor 9100 Pati baik secara parsial maupun secara berganda. Pendekatan yang
digunakan dalam penelitian ini adalah deskriptif kuantitatif. Pengumpulan data
mengumpulkan data melalui (questionaire) kepada responden. Analisis datanya
menggunakan uji validitas reliabililitas, regresi berganda, uji hipotesis dan uji
koefisien determinasi.

Berdasarkan hasil _penelitian dan pembahasan, pengaruh SDM
(karyawan), proses, teknologi terhadap loyalitas pelanggan dapat diambil
kessmpulan variabel independen SDM (karyawan) pengaruh yang signifikan
dengan loyalitas pelangga. Variabel independen proses pengaruh yang signifikan
dengan loyditas pelanggan. Variabel independen teknologi pengaruh yang
signifikan dengan loyalitas pelanggan. Pengujian secara bersama-sama variabel
SDM (karyawan), proses, teknologi secara simultan atau bersama-sama terhadap
loyalitas pelanggan mempunyai pengaruh positif signifikan.

Kata Kunci : SDM (karyawan), proses, teknologi, loyalitas pelanggan.
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THE INFLUENCE OF CUSTOMER RELATIONSHIP MANAGEMENT
OF CUSTOMER LOYALTY AT AHASS
RANTAU INDAH MOTOR 9100 PATI
By:
NUR KAMDI
NIM. 2009-11-094

Supervisor |: Dra. Hj. PANCA WINAHYUNINGSIH, MM
Supervisor [1: RATIH HESTI UTAMI P, SE, MM

Decrease in the number of unit a motorcycle that allegedly caused the decrease in
servicing customer loyalty. To cope with the conditions of competition as well as
return customers, Beautiful Seacoast AHASS Motor 9100 Pati continue to strive to
build good relations with customers. In creating a customer loyalty customer
relationship marketing is required of human resources is the service employees, and
the ability of employees. Process through the ease of making transactions, customer
service, the handling of complaints. Technology through ease of customers obtain
information through the electronic media, the use of customer applications.

The purpose of the research test the influence of human resources (employees),
processes, technologies of customer loyalty At Ahass Motor Rantau 9100 Pati either
partially or as a double. The approach used in this research is descriptive
quantitative. Collecting data through data collection (questionnaire) to the
respondent. The analysis of the data using the test validity reliabililitas, multiple
regression, hypothesis testing and test the coefficient of determination.

Based on the results of research and discussion, the influence of Human Resources
(employees), processes, technologies of customer loyalty can be taken the conclusions
of independent variables of Human Resources (employees) a significant influence
with pelangga loyalty. The independent variables had significant influence on the
process of with customer loyalty. The independent variable is a significant influence
of technology with customer loyalty. Variables are jointly testing HUMAN
RESOURCES (employees), process, technology simultaneously or together against
customer loyalty has significant positive influence.

Key words. Human Resour ces (employees), process, technology, customer loyalty.
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