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ABSTRAK

Mitra BCM Kreasindo Kebumen terus mengalami peningkatan dari tahun ke tahun,
yang sekaligus mencerminkan tingkat retensi konsumen yang semakin tinggi
karena mitra lama tetap setia menggunakan jasa BCM di samping bertambahnya
mitra baru. Tujuan penelitian ini yaitu untuk menganalisis pengaruh dimensi CRM
dan kepuasan terhadap retensi konsumen, menganalisis pengaruh dimensi CRM
terhadap kepuasan konsumen jasa serta menganalisis peran mediasi kepuasna
konsumen pada pengaruh dimensi CRM terhadap retensi konsumen jasa percetakan
BCM Kreasindo Kabupaten Kebumen. Metode penelitian ini yaitu kuantitatif,
dengan jumlah sampel sebanyak 97 konsumen yang diambil menggunakan teknik
purposive sampling. Variabel terikat penelitian ini adalah retensi konsumen (Y2),
variabel bebas berupa dimensi CRM meliputi Customer Perceived Value (X1),
Corporate Image (X2), Service Quality (X3), Switching Barries (X4) dan variabel
intervening berupa kepuasan konsumen (Y'1). Analisis data menggunakan metode
Structural Equation Modelling (SEM) dengan menggunakan software SmartPLS 3.
Hasil penelitian menunjukkan bahwa (1) Dimensi CRM yang berpengaruh positif
terhadap retensi konsumen yaitu Corporate Image dan Service Quality sedangkan
Customer Perceived Value dan Switching Barrier tidak berpengaruh terhadap
retensi konsumen. (2) Kepuasan berpengaruh positif signifikan terhadap retensi
konsumen. (3) Dimensi CRM yang berpengaruh signifikan terhadap kepuasan
konsumen hanya Corporate Image, sedangkan customer perceived value, Service
Quality, dan Switching Barrier tidak berpengaruh terhadap retensi konsumen. (4)
Kepuasan konsumen memediasi hubungan Corporate Image dengan retensi
konsumen, namun tidak memedisi pada hubungan customer perceived value,
Service Quality, dan Switching Barrier terhadap retensi konsumen.

Kata Kunci: Retensi Konsumen, Kepuasan, CRM, Customer Perceived Value,
Corporate Image, Service Quality, Switching Barries
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ABSTRACT

BCM Kreasindo Kebumen partners continue to increase from year to year, which
also reflects the increasing level of consumer retention because old partners remain
loyal to using BCM services in addition to the addition of new partners. The
purpose of this study is to analyze the influence of CRM dimensions and satisfaction
on consumer retention, analyze the influence of CRM dimensions on consumer
satisfaction and analyze the mediating role of consumer satisfaction on the
influence of CRM dimensions on consumer retention of BCM Kreasindo printing
services in Kebumen Regency. This research method is quantitative, with a sample
of 97 consumers taken using purposive sampling technique. The dependent variable
of this study is consumer retention (Y2), the independent variables are CRM
dimensions including Customer Perceived Value (XI), Corporate Image (X2),
Service Quality (X3), Switching Barries (X4) and the intervening variable is
consumer satisfaction (Y1). Data analysis uses the Structural Equation Modeling
(SEM) method using SmartPLS 3 software. The results of the study indicate that (1)
CRM dimensions that have a positive effect on consumer retention are Corporate
Image and Service Quality while Customer Perceived Value and Switching Barriers
do not affect consumer retention. (2) Satisfaction has a significant positive effect
on customer retention. (3) The only CRM dimension that significantly influences
customer satisfaction is Corporate Image, while customer perceived value, Service
Quality, and Switching Barriers do not. (4) Customer satisfaction mediates the
relationship between Corporate Image and customer retention, but does not
mediate the relationship between customer perceived value, Service Quality, and
Switching Barriers on customer retention.

Keywords: Customer Retention, Satisfaction, CRM, Customer Perceived Value,
Corporate Image, Service Quality, Switching Barriers
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