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(B)    THE  EFFECT  OF  CUSTOMER  SATISFACTION,  CUSTOMER 

PERCEIVED VALUE AND CUSTOMER RELATIONSHIP 

MANAGEMENT TOWARD PRODUCT IPHONE CUSTOMER LOYALTY 

IN JAKARTA 

 
(C)       xiv + 68 pages, 2020, 13 tables, 7 pictures, 7 attachments 

 
(D)       MARKETING MANAGEMENT 

 
(E)      Abstract: The purpose of this study was to determine the effect of customer 

satisfaction,   customer   perceived   value,   and   customer   relationship 

management  toward product  iPhone customer loyalty in Jakarta. Data 

collection  techniques  were  carried  out  by  distributing  questionnaires 

using a likert scale of 1-5. Sample was selected using purposive sampling 

method  amounted  to  110  respondents  at  Jakarta.  This  research  uses 

structural equation modeling (SEM) analysis technique and using SMART 

PLS 3 software to process data. The results of this study showed that 

customer satisfaction has a positive effect on customer loyalty, customer 

perceived value has a positive effect on customer loyalty and customer 

relationship management  has a positive effect on customer loyalty. 

 
(F)     Customer Relationship, Customer Perceived Value, Customer Relationship 

Management, Customer Loyalty 

(G)     Reference list: 46 (1975-2019) 

(H)     Dra. Rodhiah, M.M. 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
vi



ABSTRAK  
 

 
 

UNIVERSITAS TARUMANAGARA 

FAKULTAS EKONOMI DAN BISNIS 

JAKARTA 

 
(A)       JOHANES STEVEN 

 
(B)       PENGARUH CUSTOMER SATISFACTION, CUSTOMER PERCEIVED 

VALUE DAN CUSTOMER RELATIONSHIP MANAGEMENT 

TERHADAP CUSTOMER RELATIONSHIP MANAGEMENT PRODUK 

IPHONE DI JAKARTA. 

 
(C)       xiv + 68 Halaman, 2020, 13 tabel, 7 gambar, 7 lampiran 

 
(D)       MANAJEMEN PEMASARAN 

 
(E)      Abstrak: Tujuan dari penelitian ini adalah untuk mengetahui pengaruh 

customer  satisfaction,  customer  perceived  value,  dan  customer 

relationship management   terhadap customer loyalty produk  iPhone di 

Jakarta.   Teknik   pengumpulan   data   dilakukan   dengan   penyebaran 

kuesioner menggunakan skala likert 1 – 5. Sampel dipilih menggunakan 

metode  purposive  sampling  yang berjumlah  110  responden  di  Jakarta. 

Penelitian ini menggunakan teknik analisis structural equation modeling 

(SEM) dengan menggunakan software SMART PLS 3 untuk mengolah data. 

Hasil penelitian ini menunjukkan bahwa customer satisfaction berpengaruh 

positif terhadap customer loyalty, customer perceived value berpengaruh 

positif terhadap customer loyalty dan customer relationship management 

berpengaruh positif terhadap customer loyalty. 
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