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ABSTRAK 

A’AM AR ROSYAD. Pengaruh Customer Relationship Management dan 

Service Quality terhadap Customer Loyalty yang Dimediasi oleh Customer 

Satisfaction (Studi pada Pengguna E-Commerce Shopee di Jabodetabek). 

Skripsi. Jakarta. Program Studi Pendidikan Bisnis. Fakultas Ekonomi. Universitas 

Negeri Jakarta. 2023. 

Penelitian ini bertujuan untuk mengetahui pengaruh customer relationship 

management dan service quality terhadap customer loyalty yang dimediasi oleh 

customer satisfaction dengan studi kasus pada pengguna e-commerce Shopee di 

Jabodetabek. Adapun variabel yang diukur pada penelitian ini ada customer 

relationship, service quality, customer loyalty, dan customer satisfaction. Populasi 

pada penelitian ini adalah masyarakat Jabodetabek yang menggunakan e-commerce 

shopee. Penelitian ini menggunakan tipe kuantitatif dengan menggunakan teknik 

probability sampling.  Sampel yang terpilih pada penelitian masyarakat 

Jabodetabek yang aktif menggunakan e-commerce shopee dengan melakukan 

minimal 5 kali pembelian dalam 3 bulan terakhir dengan rentang usia 17-39 tahun. 

Penelitian ini menggunakan model analisis data SEM (Structural Equation 

Modeling) pada AMOS versi 21. Hasil pada penelitian ini menunjukkan adanya 

pengaruh antara customer relationship management dengan customer loyalty. 

Customer relationship management memiliki pengaruh terhadap customer 

satisfaction. Service quality memiliki pengaruh terhadap customer loyalty. Serta 

service quality berpengaruh terhadap customer satisfaction. Begitu pula untuk 

service quality dapat memediasi customer loyalty dan customer satisfaction. Dan 

customer relationship management dapat memediasi customer loyalty dan customer 

satisfaction. 

Kata kunci: customer loyalty, customer management relationship, customer 

satisfaction, service quality, shopee 
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ABSTRACT 

A’AM AR ROSYAD. The Influence of Customer Relationship Management and 

Service Quality on Customer Loyalty Mediated by Customer Satisfaction (Study 

on Shopee E-Commerce Users in Jabodetabek). Thesis. Jakarta. Business 

Education Study Program. Faculty of Economics. Universitas Negeri Jakarta. 

2023. 

 

This study aims to determine the effect of customer relationship management and 

service quality on customer loyalty mediated by customer satisfaction with case 

studies on Shopee e-commerce users in Jabodetabek. The variables measured in 

this study are customer relationships, service quality, customer loyalty, and 

customer satisfaction. The population in this study is Jabodetabek people who use 

e-commerce shopee. This study uses a quantitative type using probability sampling 

technique. The selected sample in the research is Jabodetabek people who actively 

use e-commerce shopee by making at least 5 purchases in the last 3 months with an 

age range of 17-39 years. This study uses the SEM (Structural Equation Modeling) 

data analysis model on AMOS version 21. The results of this study indicate that 

there is an influence between customer relationship management and customer 

loyalty. Customer relationship management has an influence on customer 

satisfaction. Service quality has an influence on customer loyalty. And service 

quality has an effect on customer satisfaction. Likewise for service quality can 

mediate customer loyalty and customer satisfaction. And customer relationship 

management can mediate customer loyalty and customer satisfaction. 

 

Keywords: customer loyalty, customer management relationship, customer 

satisfaction, service quality, shopee 
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