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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Pengalaman, Keragaman
Produk, Promosi dan Customer Relationship Management terhadap Loyalitas
Pelanggan Grab dengan Kepuasan Pelanggan sebagai Variabel Intervening (Studi
kasus pada Mahasiswa Universitas Mikroskil) secara parsial. Jenis data yag digunakan
metode Purposive Sampling. Metode pengujian data yang digunakan adalah deskiptif
kuantitatif. Populasi dalam penelitian ini sebanyak 457 Mahasiswa Universitas
Mikroskil, dan sampel berjumlah 213 orang. Hasil analisis menunjukkan secara
parsial,  Pengalaman berpengaruh signifikan terhadap Kepuasan Pelanggan,
Keragaman Produk berpengaruh signifikan terhadap Kepuasan Pelanggan, Promosi
tidak  berpengaruh terhadap Kepuasan Pelanggan, Customer Relationship
Management berpengaruh signifikan terhadap Kepuasan Pelanggan, Pengalaman
berpengaruh signifikan terhadap Loyalitas Pelanggan, Keragaman produk tidak
berpengaruh terhadap Loyalitas Pelanggan, Promosi berpengaruh signifikan terhadap
Loyalitas Pelanggan, Customer Relationship Management tidak berpengaruh terhadap
Loyalitas Pelanggan, Kepuasan pelanggan berpengaruh signifikan terhadap Loyalitas
Pelanggan, Pengalaman, Keragaman Produk dan promosi berpengaruh secara
langsung terhadap Loyalitas Pelanggan melalui Kepuasan Pelanggan, dan Customer
Relationship Management berpengaruh secara tidak langsung terhadap Loyalitas
Pelanggan melalui Kepuasan Pelanggan. Hasil Koefisien determinasi sebesar 47,9%
bahwa variabel Pengalaman, Keragaman Produk, Promosi dan Customer Relationship
Management dapat menjelaskan variabel Kepuasan Pelanggan sedangkan hasil
Koefisien Determinasi sebesar 81,5% bahwa variabel Pengalaman, Keragaman
Produk, Promosi, Customer Relationship Management dan Kepuasan Pelanggan dapat
menjelaskan Loyalitas Pelanggan.

Kata Kunci: Pengalaman, Keragaman Produk, Promosi, Customer Relationship
Management, Kepuasan Pelanggan
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ABSTRACT

This study aims to analyze the effect of Experience, Product Diversity,
Promotion and Customer Relationship Management on Grab Customer Loyalty with
Customer Satisfaction as Intervening Variable (Case Study on Mikroskil University
Students) partially. Type of data used is Purposive Sampling method. Data testing
method used is descriptive quantitative. The population in this study was 457 Mikroskil
University students, and the sample amounted 213 people. The results of the analysis
showed partially, Experience and Product Diversity have significant effect on
Customer Satisfaction, Promotion has no effect on Customer Satisfaction, Customer
Relationship Management has significant effect on Customer Satisfaction, Experience
has significant effect on Customer Loyalty, Product diversity has no effect on customer
lovalty, Promotion has significant effect on customer loyalty, Customer Relationship
Management has no effect on Customer Loyalty, Customer Satisfaction has significant
effect on Customer Lovalty, Experience, Product Diversity and Promotions have direct
effect on Customer Loyalty through Customer Satisfaction, and Customer Relationship
Management has indirect effect towards Customer Loyalty through Customer
Satisfaction. The results of coefficient of determination of 47.9% that the variables of
Experience, Product Diversity, Promotion and Customer Relationship Management
can explain the variable Customer Satisfaction while the results of the Coefficient of
Determination of 81.5% that variables of Experience, Product Diversity, Promotion,
Customer Relationship Management and Customer Satisfaction can explain Customer
Loyalty

Keywords : Experience, Product Diversity, Promotion, Customer Relationship
Management, Customer Satisfaction
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