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ABSTRAK 

Rahmiyati, 1910412220024, 2023. Pengaruh Customer Relationship 

Management (CRM) dan Customer Experience terhadap Loyalitas Pelanggan 

Alfamart di Kecamatan Banjarmasin Tengah. Di bawah bimbingan: Irwansyah. 

Tujuan penelitian ini adalah untuk menguji secara parsial dan simultan 

pengaruh customer relationship management (CRM) dan customer experience 

terhadap loyalitas pelanggan Alfamart di Kecamatan Banjarmasin Tengah. 

Penelitian ini menggunakan pendekatan kuantitatif. Sampel dalam 

penelitian ini adalah pelanggan Alfamart yang memenuhi kriteria yang telah 

ditetapkan dengan jumlah 100 responden dengan teknik pengambilan sampel 

menggunakan non-probability sampling yaitu teknik sampling incidental. Teknik 

pengumpulan data menggunakan kuesioner dan analisa data menggunakan analisis 

regresi linier berganda. 

Hasil penelitian ini menunjukkan customer relationship management 

(CRM) berpengaruh tidak signifikan secara parsial terhadap loyalitas pelanggan, 

customer experience berpengaruh signifikan secara parsial terhadap loyalitas 

pelanggan serta customer relationship management (CRM) dan customer 

experience berpengaruh signifikan secara simultan terhadap loyalitas pelanggan.  

 

Kata kunci: Customer relationship management (CRM), customer experience, 

        loyalitas pelanggan 
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ABSTRACT 

 
Rahmiyati, 1910412220024, 2023. The Influence of Customer Relationship 

Management (CRM) and Customer Experience on Alfamart Customer Loyalty in 

Central Banjarmasin District. Under the guidance of: Irwansyah. 

The purpose of this study was to partially and simultaneously examine the 

effect of customer relationship management (CRM) and customer experience on 

Alfamart customer loyalty in Central Banjarmasin District. 

This study uses a quantitative approach. The sample in this study were 

Alfamart customers who met predetermined criteria with a total of 100 respondents 

using a non-probability sampling technique, namely incidental sampling technique. 

Data collection techniques using questionnaires and data analysis using multiple 

linear regression analysis. 

The results of this study indicate that customer relationship management 

(CRM) has a partially insignificant effect on customer loyalty, customer experience 

has a partially significant effect on customer loyalty and customer relationship 

management (CRM) and customer experience have a significant effect 

simultaneously on customer loyalty. 

 

Keyword: Customer Relationship Management (CRM), Customer Experience, 

Customer Loyalty 
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