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ABSTRAK

Moch Aulya Sulthon HM (06010321015), Pengaruh Customer Relationship
Management Terhadap Kepuasan dan Loyalitas Pelanggan Di Ma’arif Candi
Sidoarjo, Program Studi Manajemen Pendidikan Islam, Fakultas Tarbiyah
dan Keguruan, Universitas Islam Negeri Sunan Ampel Surabaya. Dosen
Pembimbing I, Dr. Ali Mustofa, M. Pd dan Dosen Pembimbing Il, Ahmad
Fauzi M.Pd

Penelitian ini bertujuan untuk mengetahui pengaruh customer relationship
management terhadap kepuasan dan loyalitas pelanggan di MI Ma’arif Candi
Sidoarjo. Teori yang digunakan dalam penelitian menggunakan Teori Philip kotler,
Gary Armstrong, dan Francis Buttle yang menyatakan bahwasanya customer
relationship management berpengaruh terhadap kepuasan dan loyalitas pelanggan.
Penelitian ini melibatkan wali murid kelas 6 di MI Ma’arif Candi Sidoarjo. Metode
penelitian menggunakan kuantitatif dengan teknik sampling jenuh. Populasi
penelitian ini adalah wali murid kelas 6 MI Ma’arif Candi Sidoarjo, diambil sampel
sebanyak 75 wali murid. Teknik pengumpulan data melalui angket/kuesioner.
Teknik analisis data menggunakan uji validitas dan reliabilitas, dan teknik analisis
jalur. Hasil penelitian menunjukkan bahwa (1) customer relationship management
berpengaruh positif dan signifikan terhadap kepuasan pelanggan dengan presentase
83,8%. Dengan berdasar pada nilai signifikansi dari tabel coefficient diperoleh nilai
signifikansi sebesar 0,000 < 0,05, dengan ini dapat diambil kesimpulan bahwa H1
diterima, sehingga dapat diartikan Customer Relationship Management (X)
berpengaruh terhadap Kepuasan Pelanggan (Y1) di MI Ma’arif Candi Sidoarjo, (2)
customer relationship management berpengaruh positif dan signifikan terhadap
loyalitas pelanggan. Dengan berdasar pada nilai signifikansi dari tabel coefficient
diperoleh nilai signifikansi sebesar 0,000 < 0,05, dengan ini dapat diambil
kesimpulan bahwa H2 diterima,. sehingga dapat diartikan Customer Relationship
Management (X)' berpengaruh terhadap Loyalitas'Pelanggan (Y2) di MI Ma’arif
Candi Sidoarjo, (3) kepuasan pelanggan tidak terdapat pengaruh terhadap loyalitas
pelanggan. Dengan berdasar pada nilai signifikansi dari tabel coefficient diperoleh
nilai signifikansi sebesar 0,109 > 0,05, dengan ini dapat diambil kesimpulan bahwa
H3 ditolak, sehingga dapat diartikan Kepuasan Pelanggan (Y1) tidak terdapat
pengaruh terhadap Loyalitas Pelanggan (Y2) di MI Ma’arif Candi Sidoarjo. (4)
customer relationship management, kepuasan pelanggan berpengaruh positif dan
signifikan terhadap loyalitas pelanggan dengan presentase 76,1%. Dengan berdasar
pada nilai signifikansi dari tabel coefficient diperoleh nilai signifikansi sebesar
0,000 < 0,05, dengan ini dapat diambil kesimpulan bahwa H4 diterima, sehingga
dapat diartikan Customer Relationship Management (X), Kepuasan Pelanggan (Y1)
berpengaruh terhadap Loyalitas Pelanggan (Y2) di MI Ma’arif Candi Sidoarjo.

Kata Kunci : Customer Relationship Management, Kepuasan Pelanggan,

Loyalitas Pelanggan



Abstract

Moch Aulya Sulthon HM (06010321015), The Effect of Customer Relationship
Management on Customer Satisfaction and Loyalty at Ma'arif Candi Sidoarjo,
Islamic Education Management Study Program, Faculty of Tarbiyah and
Keguruan, Sunan Ampel State Islamic University Surabaya. Supervisor I, Dr. Ali
Mustofa, M. Pd and Supervisor 11, Ahmad Fauzi M.Pd.

This study aims to determine the effect of customer relationship management on
customer satisfaction and loyalty at Ml Ma'arif Candi Sidoarjo. The theory used in
the study uses the theory of Philip Kotler, Gary Armstrong, and Francis Buttle
which states that customer relationship management affects customer satisfaction
and loyalty. This research involved 6th grade student guardians at MI Ma'arif
Candi Sidoarjo. The research method uses quantitative with saturated sampling
technique. The population of this study were 6th grade student guardians of Ml
Ma'arif Candi Sidoarjo, a sample of 75 student guardians was taken. Data
collection techniques through questionnaires. Data analysis techniques using
validity and reliability tests, and path analysis techniques. The results showed that
(1) customer relationship management has a positive and significant effect on
customer satisfaction with a percentage of 83.8%. Based on the significance value
of the coefficient table, a significance value of 0.000 <0.05 is obtained, with this it
can be concluded that H1 is accepted, so it can be interpreted that Customer R1 is
accepted. (2) customer relationship management has a positive and significant
effects on customer loyalty. Based on the significance value of the coefficient table,
a significance value of 0.000 <0.05 is obtained, with this it can be concluded that
H2 is accepted, so it can be interpreted that Customer Relationship Management
(X) has an effect on Customer Loyalty (Y2) at Ml Ma'arif Candi Sidoarjo, (3)
customer satisfaction has no effect on customer loyalty. Based on the significance
value of the coefficient table, the significance value is,0.109> 0.05, with this it can
be concluded that H3 is rejected, so it can be interpreted that Customer Satisfaction
(Y1) has no effect on Customer Loyalty (Y2) at Ml Ma'arif Candi Sidoarjo. (4)
customer relationship management, customer satisfaction has a positive and
significant effect on customer loyalty with a percentage of 76.1%. Based on the
significance value of the coefficient table, the significance value is 0.000 <0.05,
with this it can be concluded that H4 is accepted, so it can be interpreted that
Customer Relationship Management (X), Customer Satisfaction (Y1) has an effect
on Customer Loyalty (Y2) at Ml Ma'arif Candi Sidoarjo.

Keywords: Customer Relationship Management, Customer Satisfaction,
Customer loyalty
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