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ABSTRAK 

 

Etika Dwi Yuningtyas, 2019, 8223163692, Pengaruh Customer 

Relationship Management terhadap Loyalitas Konsumen Watsons Indonesia 

(Survei pada Mahasiswa Universitas Negeri Jakarta). Program Studi DIII 

Manajemen Pemasaran. Fakultas Ekonomi. Universitas Negeri Jakarta. 

Penelitian ini bertujuan untuk: 1) Mengetahui gambaran Customer 

Relationship Management yang dilakukan oleh Watsons Indonesia  2) 

Mengetahui gambaran loyalitas konsumen Watsons Indonesia, 3) Mengetahui 

pengaruh Customer Relationship Management terhadap Loyalitas Konsumen 

Watsons Indonesia. Metode yang digunakan untuk pengumpulan data adalah 

survei dengan menggunakan kuesioner dengan sampel yang digunakan sebanyak 

105 responden yang pernah membeli produk di Watsons Indonesia setidaknya 3 

kali pembelian. Subjek dari penelitian ini adalah mahasiswa Universitas Negeri 

Jakarta. Metode analisis data menggunakan Analisis statistika deskriptif dan 

Analisis regresi sederhana. Menggunakan aplikasi SPSS25 untuk mengolah data 

hasil penelitian. Hasil dari penelitian ini menunjukan bahwa variabel Customer 

Relationship Management berpengaruh terhadap Loyalitas Konsumen Watsons 

Indonesia pada mahasiswa Universitas Negeri Jakarta. Berdasarkan nilai koefisien 

determinasi (R2) sebesar loyalitas konsumen 28,6% dipengaruhi oleh Customer 

Relationship Management dan sisa nya sebesar 71,4% dipengaruhi oleh variabel 

lain. 

 

Kata kunci: Customer Relationship Management, Loyalitas Konsumen, Watsons 

Indonesia.
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ABSTRACT 

 

Etika Dwi Yuningtyas, 2019, 8223163692, The Influence Of Customer 

Relationship Management On Watsons Indonesia Consumer Loyalty (Survey 

On Student Of State University Of Jakarta) DIII Marketing Management Study 

Program. Faculty of Economics. State University of Jakarta. 

 

This research aims to: 1) Know the description of Customer Relationship 

Management conducted by Watsons Indonesia, 2)Know the description of 

Watsons Indonesia's consumer loyalty, 3)Know the effect of Customer 

Relationship Management on Watsons Indonesia's Consumer Loyalty. The method 

used for data collection is a survey using a questionnaire with a sample that is 

used as many as 105 respondents who have bought products at Watsons Indonesia 

at least 3 times the purchase. The subjects of this study were students of Jakarta 

State University. The method of data analysis uses descriptive statistical analysis 

and simple regression analysis. Using the SPSS25 application to process research 

data. The results of this study indicate that the variable Customer Relationship 

Management influences the Watsons Indonesia Consumer Loyalty of Jakarta State 

University students. Based on the coefficient of determination (R2) of 28.6% 

customer loyalty is influenced by Customer Relationship Management and the 

remaining 71.4% is influenced by other variables. 

 

Keywords: Customer Relationship Management, Consumer Loyalty, Watsons 

Indonesia.
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