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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh Customer Relationship 

Management (CRM) dan kualitas pelayanan terhadap loyalitas konsumen, dengan 

kepuasan konsumen sebagai variabel mediasi pada PT Bukit Asam. Objek Penelitian ini 

dilakukan di PT Bukit Asam. Penelitian ini menggunakan pendekatan kuantitatif dengan 

metode survei. Populasi penelitian adalah seluruh konsumen PT Bukit Asam yang 

berjumlah 163 orang, dengan teknik pengambilan sampel jenuh (sensus). Analisis data 

dilakukan menggunakan metode Structural Equation Modeling (SEM-PLS). Berdasarkan 

hasil penelitian, dapat disimpulkan bahwa Customer Relationship Management (CRM) 

berpengaruh positif namun tidak signifikan terhadap loyalitas pelanggan, sedangkan 

kualitas pelayanan juga tidak berpengaruh signifikan terhadap loyalitas. Selain itu, CRM 

terbukti tidak berpengaruh signifikan terhadap kepuasan konsumen. Sebaliknya, kualitas 

pelayanan memiliki pengaruh positif dan signifikan terhadap kepuasan konsumen, dan 

kepuasan konsumen berpengaruh positif serta signifikan terhadap loyalitas. Lebih lanjut, 

kepuasan konsumen tidak terbukti memediasi hubungan CRM terhadap loyalitas, namun 

terbukti memediasi secara parsial hubungan antara kualitas pelayanan dan loyalitas, di 

mana kualitas pelayanan tidak hanya berpengaruh langsung terhadap loyalitas, tetapi juga 

memperkuat pengaruhnya melalui kepuasan konsumen. 

Kata Kunci : Customer Relationship Management (CRM), Kualitas Pelayanan 

Loyalitas Konsumen, Kepuasan Konsumen 

 

 

 

 

 

 

 

 

 

 



ii 
 

ABSTRACT 

This study aims to analyze the influence of Customer Relationship Management (CRM) 

and service quality on customer loyalty, with customer satisfaction as a mediating 

variable at PT Bukit Asam. The research was conducted at PT Bukit Asam. This study 

used a quantitative approach with a survey method. The study population was all 163 

customers of PT Bukit Asam, using a census sampling technique. Data analysis was 

conducted using the Structural Equation Modeling (SEM-PLS) method. Based on the 

results, it can be concluded that Customer Relationship Management (CRM) has a 

positive but insignificant effect on customer loyalty, while service quality also has no 

significant effect on loyalty. Furthermore, CRM has no significant effect on customer 

satisfaction. Conversely, service quality has a positive and significant effect on customer 

satisfaction, and customer satisfaction has a positive and significant effect on loyalty. 

Furthermore, customer satisfaction has not been shown to mediate the relationship 

between CRM and loyalty, but it has been shown to partially mediate the relationship 

between service quality and loyalty, where service quality not only has a direct effect on 

loyalty but also strengthens its influence through customer satisfaction. 

Keywords: Customer Relationship Management (CRM), Service Quality, Customer 

Loyalty, Customer Satisfaction 
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