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 Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh 

customer relationship management dan kualitas pelayanan terhadap loyalitas 

pelanggan dengan kepuasan pelanggan sebagai mediasi terhadap loyalitas 

pelanggan PT. Matahari Departement Store Mojokerto. Populasi dalam penulisan 

ini adalah pelanggan yang memeiliki member PT. Matahari Departement Store 

Mojokerto. Sampel dalam penulisan ini berjumlah 100 orang. Metode analisis 

data dalam penulisan ini menggunakan analisis SEM (Structural Equation 

Modeling). Hasil penelitian menunjukkan bahwa customer relationship 

management dan kualitas pelayanan berpengaruh positif dan signikifan terhadap 

kepuasan pelanggan, customer relationship ranagement dan kualitas pelayanan 

berpengaruh positif dan signikifan terhadap loyalitas pelanggan, kepuasan 

pelanggan berpengaruh positif dan signikifan terhadap loyalitas pelanggan, 

customer relationship management berpengaruh positif dalam memediasi 

kepuasan pelanggan terhadap loyalitas pelanggan, kualitas layanan berpengaruh 

positif dalam memediasi kepuasan pelanggan terhadap loyalitas pelanggan. 

Kesimpulan dari penulisan ini adalah semakin baik customer relationship 

management dan kualitas pelayanan yang diterapkan, maka akan meningkatkan 

loyalitas pelanggan dan semakin baik customer relationship management dan 

kualitas pelayanan yang dimediasi kepuasan pelanggan akan meningkatkan 

loyalitas pelanggan PT. Matahari Departement Store Mojokerto. 
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This study aims to determine and analyze the effect of customer 

relationship management and service quality on customer loyalty with customer 

satisfaction as a mediation of customer loyalty at PT. Matahari Departement Store 

Mojokerto. The population in this writing are customers who have members of 

PT. Matahari Departement Store Mojokerto. The sample in this writing is 100 

peoples. The data analysis method in this paper uses SEM (Structural Equation 

Modeling) analysis. The results showed that customer relationship management 

and service quality had a positive and significant effect on customer satisfaction, 

customer relationship management and service quality had a positive and 

significant effect on customer loyalty, customer satisfaction had a positive and 

significant effect on customer loyalty, customer relationship management had a 

positive effect on mediating satisfaction customers to customer loyalty, service 

quality has a positive effect in mediating customer satisfaction with customer 

loyalty. The conclusion of this paper is that between the customer relationship 

management and the quality of services implemented, it will increase customer 

loyalty and the better customer relationship management and service quality 

mediated by customer satisfaction will increase customer loyalty PT. Matahari 

Departement Store Mojokerto. 
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