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ABSTRAK

Pelanggan merupakan salah satu aset yang berharga bagi perusahaan,
terlebih karena pelanggan yang loyal cenderung memiliki komitmen yang cukup
tinggi terhadap tingkat kepuasan pelanggan. Mempertahankan kepuasan pelanggan
sangatlah tidak mudah saat ini karena sudah banyak pesaing dibidang yang sama.
Sehingga, Kondisi seperti ini membuat perusahaan selalu mengevaluasi feedback
dari pelanggan agar perusahaan dapat mempertahankan pelanggan. Maka penulis
tertarik dengan judul penelitian “Pengaruh Customer Relationship Management
(CRM), Desain Produk dan Kualitas Layanan terhadap Kepuasan Pelanggan
Swarovski Galaxy Mall Surabaya.

Tujuan penelitian ini adalah untuk mengetahui pengaruh Customer
Relationship Management (CRM), desain produk, kualitas pelayanan terhadap
kepuasan pelanggan dalam membeli Swarovski di Galaxy Mall Surabaya. Jenis
penelitian ini adalah kuantitatif. Metode yang digunakan dalam pengambilan sampel
adalah purposive sampling yaitu penentuan sampel dengan pertimbangan atau
kriteria-kriteria tertentu. Jumlah sampel yang diambil untuk penelitian ini sebanyak
100 responden. Teknik pengumpulan data menggunakan kuesioner melalui Google
Drive Form agar dapat diisi oleh responden.

Penelitian ini menunjukkan hasil bahwa Customer Relationship
Management (CRM), desain produk, kualitas pelayanan berpengaruh positif dan
signifikan terhadap kepuasan pelanggan.

Kata Kunci: Customer Relationship Management (CRM), desain produk, kualitas
pelayanan, kepuasan pelanggan.



ABSTRACT

Customers are one of the valuable assets for the company, especially
because loyal customers tend to have a fairly high commitment to the level of
customer satisfaction. Maintaining customer satisfaction is not easy nowadays
because there are many competitors in the same field. Thus, conditions like this
make the company always evaluate feedback from customers so that the company
can retain customers. So the author is interested in the research title "The Influence
of Customer Relationship Management (CRM), Product Design and Service Quality
on Customer Satisfaction at Swarovski Galaxy Mall Surabaya.

The purpose of this study to determine the effect of Customer Relationship
Management (CRM), product design, service quality on customer satisfaction in
buying Swarovski in Galaxy Mall Surabaya. This research is quantitative approach.
The sampling method used is a purposive sampling technique that is determine
samples with consideration or certain criteria. The number samples for this
researches are 100 respondent. The data coleccting technique is questionaire by
Google Drive Form in order fielled by respondent.

This research shows the results that Customer Relationship Management
(CRM), product design, service quality have a positive and significant effect on
customer satisfaction.

Keywords: Customer Relationship Management (CRM), design product, and service
quality, customer satisfaction.
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