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ABSTRAKSI 

 

PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT (CRM) DAN 

KEPUASAN KONSUMEN TERHADAP LOYALITAS PELANGGAN  

(STUDI PADA LARISSA AESTHETIC CENTER KUDUS) 

 

 

KHOZAINUR ROHMAH 

NIM. 2013-11-270 

 

 

Dosen Pembimbing : 1. Dra. Hj. Panca Winahyuningsih, MM. 

  2. Ratih Hesty Utami, SE. MM.. 

 

 

UNIVERSITAS MURIA KUDUS 

FAKULTAS EKONOMI PROGRAM STUDI MANAJEMEN 

 

Penelitian ini bertujuan untuk menganalisa pengaruhCustomer Relationship 

Managementdan kepuasan konsumen terhadap loyalitas pelanggan di Larissa 

Aesthetic Center Kudus.Dimana diajukan empat variabel bebas dan satu variabel 

terikat yaitu orang, proses, tehnologi dan kepuasan konsumensebagai variabel 

bebas dan loyalitas pelanggansebagai variabel terikat. 

Penelitian ini dilakukan dengan metode survei terhadap pelanggan di Larissa 

Aesthetic Center Kudus dan dianalisis dengan regresi.Tahap pertama menguji 

validitas dan reliabilitas pertanyaan setiap variabel. Tahapkedua, meregresi orang, 

proses, tehnologi dan kepuasan konsumenterhadap loyalitas pelanggandi Larissa 

Aesthetic Center Kudus. 

Hasil penelitian menunjukkan bahwa variabel orang, proses, tehnologi dan 

kepuasan konsumenberpengaruh positif signifikan terhadap loyalitas pelanggan di 

Larissa Aesthetic Center Kudus.Larissa Aesthetic Center Kudusdiharapkan 

meningkatkan proses pelayanan yang cepat dan tepat, salah satunya adalah 

membuka pelayanan pembayaran non tunai. 

 

Kata kunci: orang, proses, tehnologi dan kepuasan konsumendan loyalitas 

pelanggan 
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ABSTRACT 

 

 

EFFECT OF CUSTOMER RELATIONSHIP MANAGEMENT (CRM) AND 

CUSTOMER SATISFACTION TO CUSTOMER LOYALTY (STUDY ON THE 

LARISSA AESTHETIC CENTER KUDUS) 

 

 

KHOZAINUR ROHMAH 

NIM. 2013-11-270 

 

 

Guidance Lecturer : 1. Dra. Hj. Panca Winahyuningsih, MM. 

  2. Ratih Hesty Utami, SE. MM.. 

 

 

UNIVERSITAS MURIA KUDUS 

ECONOMIC DEPARTMENT OF MANAGEMENT PROGRAM 

 

 

This study aims to analyze the influence of Customer Relationship Management 

and customer satisfaction on customer loyalty in Larissa Aesthetic Center Kudus. 

Where is proposed four independent variables and one dependent variable that is 

person, process, technology and consumer satisfaction as independent variable 

and customer loyalty as dependent variable.. 

This research was conducted by survey method to customers in Larissa Aesthetic 

Center Kudus and analyzed by regression. The first stage examines the validity 

and reliability of each variable question. The second stage, regressing people, 

processes, technology and customer satisfaction with customer loyalty at Larissa 

Aesthetic Center Kudus.  

The results showed that the variables of people, processes, technology and 

customer satisfaction have a significant positive effect on customer loyalty in 

Larissa Aesthetic Center Kudus. Larissa Aesthetic Kudus is expected to improve 

the service process quickly and precisely, one of which is to open the service of 

non-cash payment. 

 

Keywords: people, processes, technology and customer satisfaction and customer 

loyalty 
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