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ABSTRACT

Nuzulul Fazri Qirani 2023, Analysis of Customer Relationship
Management in an Effort to Increase Member Loyalty, (Case Study in the Trading
Business Unit of Employee Consumer Cooperatives and Former Employees of
Current Capital Works), under the guidance of Nanik Risnawati.

The phenomenon found in 2022, the KKMK KAMOLA trading unit
experienced a decrease in the number of member transactions by 9.323%, this
problem is suspected to be due to a lack of member loyalty, to overcome this
problem, a customer relationship management strategy is needed to increase
member loyalty to the Employee and Former Consumer Cooperative Current
Capital Work Employees

The purpose of this research is to find out the customer relationship
management that exists in the minimarket business unit from the perspective of
members, the level of member loyalty in the minimarket business unit, how close
the relationship between customer relationship management is with member loyalty
in the minimarket business unit, and efforts to increase member loyalty by using
customer relationship management method in the minimarket business unit.

The research method was analyzed quantitatively and supported by
qualitative data using the Spearman rank correlation test approach assisted by the
SPSS 26 application as seen from the results of the respondent's questionnaire
regarding the variable customer relationship management with member loyalty.
This study used a sample of 40 respondents from all members of the Employees and
Former Employees of Karya Modal Current Employees Cooperative.

The results of the research that has been carried out state that customer
relationship management from a member's perspective is included in the adequate
criteria, then the level of member loyalty is included in the good criteria. Customer
relationship management and member loyalty have a moderate (fair) relationship
of 0.524. Efforts to increase member loyalty by using customer relationship
management are to improve optimal personal service to cooperative members,
listen more to complaints / provide facilities as a forum for member complaints, use
social media more effectively. easy to reach members as a means of providing the
latest information from the cooperative, and development of the digital side of the
cooperative to make transactions easier for members, such as using gris so they
can make repeated purchases.

Keyword : Customer Relationship Management, Member Loyalty, Marketing



ABSTRAK

Nuzulul Fazri Qirani 2023, Analisis Customer Relationship Management
Dalam Upaya Meningkatkan Loyalitas Anggota, (Studi Kasus Pada Unit Usaha
Perdagangan Koperasi Konsumen Karyawan dan Mantan Karyawan Karya Modal
Lancar), di bawah bimbingan ibu Nanik Risnawati.

Fenomena yang di temukan pada tahun 2022, unit perdagangan KKMK
KAMOLA mengalami penurunan jumlah transaksi anggota sebesar 9,323%,
permasalahan ini diduga akibat kurangnya loyalitas anggota. Untuk mengatasi
permasalahan tersebut, maka diperlukan strategi customer relationship
management agar meningkatkan loyalitas anggota pada koperasi Konsumen
Karyawan dan Mantan Karyawan Karya Modal Lancar.

Tujuan dari penelitian ini adalah untuk mengetahui customer relationship
management yang ada pada unit usaha minimarket dalam perspektif anggota,
tingkat Loyalitas anggota pada unit usaha minimarket, seberapa erat hubungan
antara customer relationship management dengan Loyalitas anggota pada unit
usaha minimarket, dan upaya peningkatan loyalitas anggota dengan menggunakan
metode customer relationship management pada unit usaha minimarket.

Metode penelitian dianalisis secara kuantitatif dan didukung data kualitatif
dengan menggunakan pendekatan uji korelasi rank spearman yang dibantu dengan
aplikasi SPSS 26 dilihat dari hasil kuesioner responden mengenai variabel customer
relationship management dengan loyalitas anggota. Penelitian ini menggunakan
sampel 40 responden dari keseluruhan anggota Koperasi Konsumen Karyawan dan
Mantan Karyawan Karya Modal Lancar.

Hasil penelitian yang telah dilakukan menyatakan customer relationship
management dalam persektif anggota termasuk ke dalam kriteria cukup, lalu tingkat
loyalitas anggota termasuk ke dalam kriteria baik. Customer relationship
management dengan loyalitas anggota memiliki hubungan yang sedang (cukup)
0,524, Upaya dalam meningkatkan loyalitas anggota dengan menggunakan
customer relationship management adalah meningkatkan pelayanan personal
secara optimal kepada anggota koperasi, lebih mendengarkan keluhan /
menyediakan fasilitas sebagai wadah keluhan anggota, penggunaan media sosial
yang mudah dijangkau anggota sebagai sarana pemberian informasi terbaru dari
koperasi, dan pengembangan dari sisi digital koperasi untuk mempermudah
transaksi agar anggota , seperti menggunakan qgris agar bisa melakukan pembelian
secara berulang.

Kata Kunci : Customer Relationship Management, Loyalitas Anggota,
Pemasaran
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