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ABSTRACT

Rahmi Triyana (2020), The Correlation of Customer Relationship
Management to Member Satisfaction (A Case Study of LEN Employee
Cooperation Shop Unit), under the guidance of Gijanto Purbo Suseno.

The research tries to find out how big the influence of Customer
Relationship Management to member satisfaction at LEN Employee Cooperation
Shop Unit. Case phenomenon in this research is that the member satisfaction has
not been fulfilled according to member expectation because implementation of
Customer Relationship Management has not been optimal. The Customer
Relationship Management divided into three main elements that are key to the
successful of CRM implementation, those are people, process, and technology.
According to Smith and Chang (2010, p.260) to use four indicators in measuring
member satisfaction, that are product quality, service quality, product innovation
and company image. For the purpose of increasing member satisfaction.

The population in this research is member of LEN Employee Cooperation.
Sampling technique is using non probability method. The sample size of this
research is 42 persons by using Slovin formula. Method of data collection is by
distributing questionnaires. Data analysis that used is Spearman Rank Test along
with SPSS 23. For the conclusion, Customer Relationship Management and
member satisfaction has moderate relationship value about 0.517 by positive
significant score about 0,000. So, if there is an increase in Customer Relationship
Management at Shop Unit it also goes to member satisfaction.

Keywords: customer relationship management, member satisfaction
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RINGKASAN

Rahmi Triyana (2020), Hubungan Customer Relationship Management
terhadap Kepuasan anggota (Studi kasus pada unit toko Koperesi Karyawan
LEN), di bawah bimbingan Gijanto Purbo Suseno.

Penelitian ini bertujuan untuk mengetahui seberapa besar pengaruh
Customer Relationship Management terhadap kepuasan anggota pada unit toko
Koperasi karyawan LEN. Fenomena masalah dalam penelitian ini adalah belum
terpenuhinya kepuasan anggota sesuai dengan harapan anggota kerena penerapan
unsur Customer Relationship Management yang belum optimal. Customer
Relationship Management dalam hal ini terbagi menjadi tiga elemen utama kunci
keberhasilan dari Customer Relationship Management yaitu, people, process, and
technology. Menurut Smith and Chang (2010, p.260) untuk menggunakan empat
indikator dalam mengukur kepuasan pelanggan, yaitu: Kualitas produk, Kualitas
layanan, Inovasi produk, Citra perusahaan. Tujuannya agar koperasi dapat
meningkatkan kepuasan anggota.

Populasi dalam penelitian ini adalah anggota Koperasi karyawan LEN.
Teknik pengambilan sempel menggunakan metode non probability. Ukuran
sampel penelitian berjumlah 42 orang dengan menggunakan rumus Slovin.
Metode pengumpulan data dengan menyebarkan kuesioner. Analisis data yang
digunakan dengan Uji Rank Spearman dengan mengunakan SPSS 23.
Kesimpulannya, Customer Relationship Management dan kepuasan anggota
memiliki nilai hubungan yang sedang sebesar 0,517 dengan nilai signifikansi yang
positif sebesar 0,000. Jadi jika terjadi peningkatan pada Customer Relationship
Management pada unit toko maka kepuasan anggota Koperasi Karyawan LEN
juga akan meningkat.

Kata Kunci : customer relationship management, kepuasan anggota
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