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ABSTRAK 

 

Pemanfaatan teknologi internet dalam  bisnis merupakan salah satu cara yang 

inovatif bagi suatu perusahaan untuk memasuki pasar dalam dunia maya, dengan 

kata lain disebut electronic commerce (e-commerce), Bukalapak adalah toko 

online yang berperan sebagai situs layanan jual beli online dengan model bisnis 

consumer to consumer (C2C), Bukalapak menyediakan sarana penjualan dari 

konsumen ke  konsumen di mana pun. Di sini peneliti akan melihat dampak dari 

Customer Relationship Management (CRM). Dilihat dari variabel (X1) 

information quality, (X2) customer service efficency, (X3) promotion dan (X4) 

ease of navigation. 

Responden dari penelitian ini adalah 100 responden, berusia 15 – 35 tahun 

yang berperan sebagai penjual maupul pembeli di aplikasi bukalapak  

Berdasarkan hasil uji reliabilitas untuk hasil dari keseluruhan variabel dapat 

diketahui untuk variabel mendapatkan nilai Cronbach’s Alpha sebagai berikut X1 

0,911, X2 0,878, X3 0,910, X4 0,759, dan Y 0,718 yang artinya semua nilai 

Cronbach’s Alpha > 0,6. menyatakan bahwa semua pertanyaan kuisioner dalam 

penelitian ini dinyatakan reliabel. Berdasarkan hasil uji multikolineritas, hasil 

dari keseluruhan variabel X1, X2, X3 dan X4 terhadap Y, variabel bebas tersebut 

mendapatkan nilai tolerance 0,381, 0,297, 0,276, dan 0,425 dan nilai VIF 

(Variance Inflation Factor) sebesar 2,623, 3,371, 3,628, dan 2,353. Karena nilai 

tolerance > 0,10 dan nilai VIF (Variance Inflation Factor) > 10, Maka dapat 

disimpulkan bahwa model regresi tidak mengandung multikolinieritas. Secara 

keseluruhan peneliti mendapatkan hasil bahwa (X1), (X2), (X3) dan (X4) 

mempengaruhi Kepuasan (Y)  

Dari hasil pengujian tersebut dapat disimpulkan bahwa hipotesis yang 

menduga faktor Customer Relationship Management (CRM) memiliki pengaruh 

terhadap kepuasan pelanggan pada PT. Bukalapak.com terbukti kebenarannya 

karena variabel Customer Relationship Management (CRM).   

Kata Kunci: Customer Relationship Management (CRM), E-commerce 
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ABSTRACT 

 

Utilization of internet technology in business is an innovative way for a company 

to enter the virtual world market, in other words, called electronic commerce (e-

commerce), Bukalapak is an online store that acts as an online trading service 

site with a consumer business model to consumer (C2C), Bukalapak provides a 

means of selling from consumers to consumers anywhere. Here the researcher 

will see the impact of Customer Relationship Management (CRM). Judging from 

the variables (X1) information quality, (X2) customer service efficiency, (X3) 

promotion and (X4) ease of navigation. 

Respondents from this study were 100 respondents, aged 15 - 35 years who acted 

as sellers and buyers in the Bukalapak application. Based on the reliability test 

results for the results of all the variables can be known for the variables getting 

the value of Cronbach's Alpha as follows X1 0.911, X2 0.9878, X3 0.910, X4 

0,759, and Y 0,718 which means all Cronbach's Alpha values> 0.6. stated that all 

questionnaire questions in this study were declared reliable. Based on the 

multicollinearity test results, the results of the overall variables X1, X2, X3 and 

X4 against Y, the independent variables get a tolerance value of 0.381, 0.297, 

0.276, and 0.425 and the VIF value (Variance Inflation Factor) of 2,623, 3,371, 

3,628 and 2,353. Because the tolerance value> 0.10 and the VIF (Variance 

Inflation Factor)> 10, it can be concluded that the regression model does not 

contain multicollinearity. Overall researchers get the results that (X1), (X2), (X3) 

and (X4) affect Satisfaction (Y) 

From the results of these tests, it can be concluded that the hypothesis that 

suspects the Customer Relationship Management (CRM) factor has an influence 

on customer satisfaction at PT. Bukalapak.com is proven true because of the 

variable Customer Relationship Management (CRM). 

Keywords: Customer Relationship Management (CRM), E-commerce 
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