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ABSTRAK

Menjamurnya perusahaan-perusahaan yang bergerak dibidang internet dan TV kabel
serta sejenisnya tersebut menghasilkan persaingan yang sengit pula. Oleh sebab itu
banysak sekali perusahaan yang menawarkan berbagai jenis pelayanan kepada
masyarakat guna mendapatkan pelanggan serta berusaha untuk mempertahankan
pelanggan tersebut. Dewasa ini, perusahaan tidak bisa hanya fokus dalam hal meraih
pelanggan sebanyak-banyaknya.. Penelitian ini bertujuan untuk mengetahui Pengaruh
Customer Relationship Management Dan Kualitas Pelayanan Terhadap Kepuasan
Pelanggan PT Supraprimatama Nusantara Cabang Batam. Perancangan penelitian ini
menggunakan desain penelitian dan metode penelitian kausalitas kuantitatif. Teknik
pengumpulan data dengan menyebarkan kuesioner kepada 172 Pelanggan PT
Supraprimatama Nusantara Cabang Batam. Hasil penelitian ini menunjukkan bahwa
Customer Relationship Management (X1), Kualitas Pelayanan (X2) secara parsial
dan simultan berpengaruh signifikan terhadap Kepuasan Pelanggan (Y). Hasil uji
koefisien determinasi menunjukkan bahwa Customer Relationship Management (X1),
Kualitas Pelayanan (X2) memengaruhi Kepuasan Pelanggan (Y) sebesar 72,9 persen,
sedangkan sisanya sebesar 27,1 persen dipengaruhi oleh variabel lain yang tidak
diteliti dalam penelitian ini.

Kata Kunci: Customer Relationship Management, Kepuasan Pelanggan, dan Kualitas
Pelayanan



ABSTRACT

This proliferation of companies engaged in the internet and cable TV and the like has
resulted in fierce competition as well. Therefore, there are so many companies that
offer various types of services to the community in order to get customers and try to
retain these customers. Today, companies cannot only focus on reaching as many
customers as possible. That studies aims to determining the effect of customer
relationship management and service quality on customer satisfaction at PT
Supraprimatama Nusantara Branch Batam. These researches designed using
researches designed and quantitatives causality research methods. Data collection
techniques by distributing questionnaires to 172 customers of PT Supraprimatama
Nusantara Batam Branch. The results of this study indicate that Customer
Relationship Management (X1), Service Quality (X2) partially and simultaneously
have a significant effect on Customer Satisfaction (Y). The results of the coefficient of
determination test show that Customer Relationship Management (XI1), Service
Quality (X2) affect Customer Satisfaction (Y) by 72.9 percent, while the remaining
27.1 percent is influenced by other variables not examined in this study.

Keywords: Customer Relationship Management, Customer Satisfaction, and Service

Quality
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