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ABSTRAK

Oleh :
Richo

Penelitian ini dilatar belakangi oleh permasalahan persaingan antar kompetitor
perusahaan sejenis yang perusahaan yang bergerak di bidang produsen plastik.
Agar dapat bersaing dengan perusahaan kompetitor maka diperlukan adanya suatu
perhatian lebih kepada pelanggan sehingga dapat mempertahankan pelanggan
yang ada agar tidak diambil oleh perusahan sejenis. Adanya hal tersebut maka
perlu adanya penelitian sehingga penulis merasa perlu untuk melakukan penelitian
yang berjudul Pengaruh Customer Relationship Marketing dan Kualitas Pelayanan
Terhadap Keputusan Repeat Order Pelanggan Pada PT. Asiaplast Industries Tbhk
di Surabaya. Tujuan dari penelitian adalah untuk mengetahui pengaruh Customer
Relationship Marketing dan Kualitas Pelayanan terhadap keputusan Repeat Order
pada pelanggan PT. Asiaplast Industries Tbk di Surabaya. Teknik Analisis yang
digunakan adalah Regresi Linear Berganda untuk menunjukkan arah hubungan
antar variable. Populasi diambil semua sebagai sampel maka sampelnya adalah
sampel jenuh yang berjumlah 70 responden. Hasil pengolahan data menunjukkan
bahwa semua item pernyataan dinayatakan valid dan semua variabel dinyatakan
reliabel. Hasil pengolahan data dengan menggunakan SPSS ver. 21. Koefisien
determinasi menunjukkan R square sebesar 0,534 atau 53,4% artinya variabel
independent yaitu Customer Relationship Marketing (X1) dan Kualitas Pelayanan
(X2) terhadap variabel dependen Keputusan Repeat Order (Y) memiliki pengaruh
sedang, sedangkan sisanya sebesar 46,6% dipengaruh oleh variabel independent
lainnya. Customer Relationship Marketing berpengaruh signifikan terhadap
Keputusan Repeat Order pelanggan PT Asiaplast Industries Tbk di Surabaya, hal
ini dapat dilihat dari nilai t-hitung > t-tabel (2,546 > 1,99601) dan nilai signifikan
0,027 < 0,05, maka Ho ditolak dan Hi: diterima dan Kualitas Pelayanan
berpengaruh signifikan terhadap Keputusan Repeat Order pelanggan PT Asiaplast
Industries Thk di Surabaya, hal ini dapat dilihat dari nilai t-hitung > t-tabel (3,150
> 1,99601) dan nilai signifikan 0,002 < 0,05, maka Ho ditolak dan H> diterima.
Hasil penelitian menunjukkan bahwa Customer Relationship Marketing dan
Kualitas Pelayanan berpengaruh terhadap Keputusan Repeat Order Pelanggan
Pada PT. Asiaplast Industries Tbk di Surabaya.

Kata Kunci : Customer Relationship Marketing, Kualitas Pelayanan, Keputusan
Repeat Order
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ABSTRACT

By :
Richo

This research is motivated by competition problems between competitors of
similar companies engaged in plastic manufacturers. In order to compete with
competitors, it is necessary to have more attention to customers so as to maintain
existing customers so as not to be taken by similar companies. There is a need for
research so that the author feels the need to conduct research entitled The
Influence of Customer Relationship Marketing and Quality of Service on
Customer Repeat Order Decisions On PT. Asiaplast Industries Tbk in Surabaya.
The purpose of the research is to find out the influence of Customer Relationship
Marketing and Service Quality on Repeat Order decisions on PT customers.
Asiaplast Industries Thk in Surabaya. The Analysis Technique used is Multiple
Linear Regression to indicate the direction of the relationship between variables.
The population was taken all as a sample so the sample was a saturated sample of
70 respondents. The results of data processing show that all statement items are
declared valid and all variables are declared reliabel. Data processing results
using SPSS ver. 21. Coefficient of determination shows R square of 0.534 or
53.4% meaning independent variables namely Customer Relationship Marketing
(X1) and Service Quality (X2) against variable dependents Repeat Order Decision
(Y) has a moderate influence, while the remaining 46.6% is influenced by other
independent variables. Customer Relationship Marketing has a significant effect
on customer Repeat Order Decision of PT Asiaplast Industries Tbk in Surabaya,
this can be seen from the value of t-count > t-table (2.546 > 1.99601) and
significant value of 0.027 < 0.05, then HO is rejected and H1 is received and
Service Quality has a significant effect on the Customer Repeat Order Decision of
PT Asiaplast Industries Tbk in Surabaya, this can be seen from the t-count value
> t-table (3.150 > 1.99601) and the significant value 0.002 < 0.05, then HO is
rejected and H2 is accepted. The results showed that Customer Relationship
Marketing and Service Quality influenced customer repeat order decisions on PT.
Asiaplast Industries Tbk in Surabaya.

Keywords: Customer Relationship Marketing, Service Quality, Repeat Order
Decision
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