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ABSTRAK 

 

 

 

 
Dalam beberapa tahun belakangan ini, industri beton jadi mulai berkembang sangat 

pesat di Indonesia khususnya di Kota Batam. PT Remicon Widyaprima merupakan 

salah satu perusahaan penyedia beton jadi di Kota Batam. Penyebab rendahnya 

loyalitas pelanggan pada PT Remicon Widyaprima dikarenakan kurangnya hubungan 

baik dan komunikasi antara pihak perusahaan dengan pelanggan dan juga kurangnya 

kepuasan yang diterima oleh pelanggan. Penelitian ini dilakukan untuk mengetahui 

pengaruh customer relationship management dan kepuasan pelanggan terhadap 

loyalitas pelanggan pada PT Remicon Widyaprima. Jenis penelitian ini adalah 

penelitian kausalitas kuantitatif. Metode penentuan sampel dalam penelitian ini 

adalah sampling purposive. Teknik pengumpulan data dengan data primer yaitu 

membagikan kuesioner kepada 112 responden yang dijadikan sampel dalam 

penelitian ini. Responden adalah pelanggan PT Remicon Widyaprima yang 

melakukan pembelian dari bulan April sampai bulan Agustus 2016. Analisis teknis 

data menggunakan analisis regresi linier berganda dengan bantuan software SPSS 

versi 21. Berdasarkan hasil pengujian, diperoleh hasil koefisien determinasi (R
2
) 

sebesar 51.11%. Hasil uji T menunjukkan nilai t hitung variabel customer 

relationship management sebesar 4,592 dan variabel kepuasan pelanggan sebesar 

3,148. Kedua variabel nilainya lebih besar dari t tabel sehingga dinyatakan bahwa 

masing-masing variabel memiliki pengaruh signifikan terhadap loyalitas pelanggan. 

Jadi dapat disimpulkan dari hasil analisis, variabel customer relationship 

management dan kepuasan pelanggan secara simultan berpengaruh positif dan 

signifikan terhadap loyalitas pelanggan pada PT Remicon Widyaprima. 

 

Kata Kunci: Customer Relationship Management, Kepuasan Pelanggan, 

Loyalitas Pelanggan. 

 

 

 

 

 

 

 

 

 

 

 

 



iv 

 

ABSTRACT 

 

 

 

 
In past few years, readymix concrete industry has been growing very rapidly in 

Indonesia especially in Batam City. PT Remicon Widyaprima is a leading provider of 

readymix concrete in Batam City. Cause of low customer loyalty in PT Remicon 

Widyaprima due to lack of good relationships and communication between company 

and customers and also lack of satisfaction received by customers. This study aims to 

determine the effect of customer relationship management and customer satisfaction 

on customer loyalty at PT Remicon Widyaprima. This study is using causality 

quantitative research. Methods used are purposive sampling method. Data collection 

techniques with primary data is distributing questionnaires to 112 respondents that is 

being used as sample in this study. Respondents are customer of PT Remicon 

Widyaprima who made purchases from April to December 2016. Technical analysis 

data is using a multiple regression with the help of software SPSS version 21. Based 

on the test result obtained by the coefficient of determination (R
2
) of 51,11%. T test 

result showed the value of variable t for 4,592 customer relationship management 

while the customer satisfaction t value is 3,148. The second variable is greater than t 

table which stated that each variable has significant influence on customer loyalty. 

So it can be concluded that the result of the analysis of both variable customer 

relationship management and customer satisfaction are positive and significant  

towards on customer loyalty at PT Remicon Widyaprima. 

 

Keywords: Customer Relationship Management, Customer Satisfaction, Customer 

Loyalty. 
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