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ANALISIS PEMANFAATAN SISTEM MANAJEMEN HUBUNGAN
PELANGGAN (CRM) BERBASIS MEDIA SOSIAL UNTUK
MENINGKATKAN LOYALITAS KONSUMEN SMARTPHONE PADA
TOKO RETAIL “BINTANG COM”

Abstrak

Perkembangan media sosial telah mengubah cara Perusahaan membangun hubungan
dengan konsumen sehingga Customer Relationship Management (CRM) berbasis media
sosial menjadi strategi penting untuk meningkatkan lovalitas konsumen. Penelitian ini
bertujuan untuk menganalisis pengaruh persepsi kemudahan penggunaan (Perceived Ease
Of Use), persepsi kemanfaatan (Perceived Usefulness), dan kepercayaan keamanan (Trust
Of Security) terhadap kepuasan konsumen (Customer Satisfaction) serta dampaknva
terhadap Loyalitas Konsumen (Customer Lovalty) pada Toko Retail Bintang Com Medan.
Penelitian menggunakan pendekatan kuantitatif dengan metode survei terhadap 377
responden yang dipilih menggunakan teknik purposive sampling. Data dikumpulkan melalui
kuesioner menggunakan skala Likert dan dianalisis menggunakan perangkat lunak SPSS
melalui uji validitas, reliabilitas, asumsi klasik, regresi linier berganda, uji t, dan koefisien
determinasi. Hasil penelitian menunjukkan balwa persepsi kemudahan penggunaan
berpengaruh positif terhadap persepsi kemanfaatan dan kepuasan konsumen, persepsi
kemanfaatan serta kepercavaan keamanan berpengaruh positif terhadap kepuasan
konsumen, dan kepuasan konsumen berpengaruh positif terhadap lovalitas konsumen.
Temuan ini menunjukkan balhwa penerapan CRM berbasis media sesial vang mudah
digunakan, bermanfaat, dan terpercava mampu meningkatkan kepuasan serta loyalitas
konsumen pada Toko Retail Bintang Com.

Kata kunci: Customer Relationship Management (CRM), Technology Acceptance Model
(TAM), Lovalitas Konsumen, Kepuasan Konsumen, Media Sosial

Abstract

The evolution of social media has transformed how companies build relationships with
consumers, making social media-based Customer Relationship Management (CRM) a
crucial strategy for enhancing consumer lovalty. This study aims to analyze the influence of
perceived ease of use, perceived usefulness, and trust in security on customer satisfaction,
as well as their impact on customer lovalty at the Bintang Com retail store in Medan. A
quantitative approach was emploved, utilizing a survey method with 377 respondents
selected through purposive sampling. Data were collected via Likert-scale questionnaires
and analyzed using SPSS software, covering validity and reliability tests, classical
assumption tests, multiple linear regression, t-tests, and the coefficient of determination. The
results indicate that perceived ease of use positively influences perceived usefulness and
customer satisfaction; perceived usefulness and trust in security positively influence
customer satisfaction;, and customer satisfaction positively influences customer lovalty.
These findings demonstrate that implementing a social media-based CRM system that is
user-friendly, beneficial, and trustworthy can enhance customer satisfaction and loyalty at
the Bintang Com retail store.

Keywords: Customer Relationship Management (CRM), Technology Acceptance Model
(TAM), Consumer Lovalty, Consumer Satisfaction, Social Media
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