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ABSTRAK 

 

Peningkatan Customer Loyalty Melalui Strategi Customer Relationship Management 

UMKM Dapoer Mom Alena 

 

Vanya Benita 

Fakultas Ekonomi, Hukum dan Humaniora Universitas Ngudi Waluyo 

benitavanya8@gmail.com 

 

Dosen Pembimbing: 

Setya Indah Isnawati, S.I.Kom., M.M 

 

        Persaingan bisnis pada sektor kuliner menuntut pelaku Usaha Mikro, Kecil, dan 

Menengah (UMKM) untuk membangun hubungan jangka panjang dengan pelanggan guna 

meningkatkan loyalitas. Salah satu strategi yang dapat diterapkan adalah Customer 

Relationship Management (CRM). Penelitian ini bertujuan untuk menganalisis pengaruh 

Customer Orientation, Customer Interaction Management, Customer Retention, dan 

Technology-Based CRM terhadap Customer Loyalty pada UMKM Dapoer Mom Alena. 

Penelitian ini menggunakan metode kuantitatif dengan pendekatan deskriptif. Data diperoleh 

melalui penyebaran kuesioner kepada 80 responden pelanggan dengan teknik Purposive 

Sampling. Pengukuran data menggunakan skala Likert dan dianalisis menggunakan SPSS 

melalui uji validitas, reliabilitas, asumsi klasik, serta analisis regresi linear berganda. Hasil 

penelitian menunjukkan bahwa Customer Orientation dan Customer Retention berpengaruh 

positif dan signifikan terhadap Customer Loyalty. Sementara itu, Customer Interaction 

Management dan Technology-Based CRM berpengaruh positif tetapi tidak signifikan. Temuan 

ini menunjukkan bahwa loyalitas pelanggan lebih dipengaruhi oleh orientasi terhadap 

kebutuhan pelanggan dan upaya mempertahankan pelanggan dibandingkan pengelolaan 

interaksi dan pemanfaatan teknologi. Penelitian ini diharapkan dapat menjadi bahan evaluasi 

bagi UMKM dalam merumuskan strategi CRM yang lebih efektif dan berorientasi pada 

pelanggan. 
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ABSTRACT 

 

 

        Business competition in the culinary sector requires Micro, Small, and Medium 

Enterprises (MSMEs) to build long-term relationships with customers to increase loyalty. One 

strategy that can be applied is Customer Relationship Management (CRM). This study aims to 

analyze the influence of Customer Orientation, Customer Interaction Management, Customer 

Retention, and Technology-Based CRM on Customer Loyalty in Dapoer Mom Alena MSMEs. 

This study uses a quantitative method with a descriptive approach. Data was obtained through 

the distribution of questionnaires to 80 customer respondents with purposive sampling 

techniques. The data was measured using the Likert scale and analyzed using SPSS through 

validity, reliability, classical assumptions, and multiple linear regression analysis. The results 

of the study show that Customer Orientation and Customer Retention have a positive and 

significant effect on Customer Loyalty. Meanwhile, Customer Interaction Management and 

Technology-Based CRM have a positive but insignificant effect. These findings show that 

customer loyalty is more influenced by customer orientation and customer retention efforts 

than by managing interactions and utilizing technology. This research is expected to be an 

evaluation material for MSMEs in formulating a more effective and customer-oriented CRM 

strategy. 
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