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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Digital Marketing (X1) dan
Customer Relationship Marketing (X2) terhadap Kepuasan Konsumen (Y) pada usaha
Roti John di Driyorejo, Gresik. Pendekatan kuantitatif digunakan dalam penelitian ini
dengan metode random sampling yang melibatkan 100 responden konsumen Roti John.
Pengolahan data dilakukan menggunakan software IBM SPSS Statistic versi 20
melalui uji validitas, reliabilitas, analisis regresi linier berganda, serta uji hipotesis.
Hasil penelitian menunjukkan bahwa Digital Marketing dan Customer Relationship
Marketing berpengaruh signifikan terhadap Kepuasan Konsumen. Secara parsial,
kedua variabel tersebut juga memberikan kontribusi positif, dengan Digital Marketing
memengaruhi kemudahan akses informasi dan interaksi online, sementara CRM
memperkuat loyalitas konsumen melalui komunikasi yang personal dan pelayanan
yang responsif. Penelitian ini menegaskan bahwa strategi pemasaran berbasis digital
dan hubungan pelanggan yang kuat menjadi faktor penting dalam meningkatkan
kepuasan dan daya saing UMKM di era digital. Penelitian ini diharapkan dapat
memberikan kontrobusi bagi pengembangan strategi pemasaran UMKM, khususnya

dalam sektor kuliner lokal.

Kata kunci: Digital Marketing, Customer Relationship Marketing, Kepuasan
Konsumen, UMKM, Roti John.



ABSTRACT

This study aims to analyze the influence of Digital Marketing (X1) and Customer
Relationship Marketing (X2) on Consumer Satisfaction (YY) at Roti John, a culinary
business located in Driyorejo, Gresik. A quantitative approach was used in this
research, employing a random sampling method involving 100 respondents who are
customers of Roti John. Data analysis was conducted using IBM SPSS Statistics
version 20 through validity and reliability tests, multiple linear regression analysis, and
hypothesis testing. The results showed that both Digital Marketing and Customer
Relationship Marketing have a significant effect on Consumer Satisfaction. Partially,
both variables also contributed positively, where Digital Marketing influenced the ease
of accessing information and online interaction, while CRM strengthened consumer
loyalty through personalized communication and responsive service. This study
confirms that digital-based marketing strategies and strong customer relationships are
crucial factors in improving consumer satisfaction and the competitiveness of MSMEs
in the digital era. The findings are expected to contribute to the development of
marketing strategies for MSMEs, particularly in the local culinary sector.

Keywords: Digital Marketing, Customer Relationship Marketing, Consumer
Satisfaction, MSMEs, Roti John.



DAFTAR ISI

HALAR AN FERSETLNL AN e L
HALAMAKN FENGESAHAN . =
FERMNYATAAKORISINALITASSERDIFSL ... i
EATA FERGANTAR e _av
AR TRAK e -
B P Vil
I L i
DAFTAR TaBEL .. e -1
DaFTaR GaMBAR T
DAFTAR LaMPIRAK e Hiii
HAR I FER D AH L AN e I
Ll Lty Bel sl |
1.2 Risssiiean Misaabab. .. i

1 i ikers Premel i oo 2
15 MlanfEeil Pemelilion. ..o =
i Spieriaiekn BompeTemts . e [5]
HAR 11 TELAAH PUSTAEA DAk FERGEMEARSGAN HEIROTESIS .. ... Ll
I Lambim Tt oo e Ll
L1 D] Pelarketingg oo 12

L1 1L Penpeatian Digetal Markoing oot 12
L1.1.1 Inchikator Degilal Maskefong oo 13
L1.2 Custemmer Relibsorchip Sadeting (CEMY e 15
L1221 Fenpeatian Custener Belalmrehip Muakeligg ool 15
11.2.3 Ml Custosner Relamaomship Badkeiing .eooe o 1&
L1.24 Indhikitor Crslomer Relalionhig Meonketeg oo 15
113 Kepidsiin FAmSURIEN oo eme e e v rmm s e s o s 1%
L1331 Fenpeatian Eopusaos oneumes oo e 1%

L@



L1.3.2 Indikitor Eepitasis EOrmliimt. ..o oce i ime s s e sma e I
L14 Pentngeyva Kopusras Sonzumen pach Lile Bo Saka Thafpiesgn,

I e Il
12 Permchitian Tendahiilhl .o e 4
I3 Mol perre BT e e e IT
I HipaHesis PORElisgin . oo it st e e s IT

L4 | Pergarch Dimlad Munketim ledhadap Kepuazan Kamsimen.............. I

142 Pergarch Custemner Belatarship Marke i iahadip Kepuasan

T T R i

HAR M METOHE PERELITIAN .o 1l
1] Dizaann Pomellm oo e e e e 1l
12 Lz ckin WalkiTo Pemt el oo 1l
13 Populice dan Simpel Pemliem. ..o 11

L B TS 11

AL Barme] oo e e 11

113 Pereshian UKimmn Saeipel ..o 1]
1A ldentehibees Vimnahel. oo 15

14| Varmisel Eade perden {vVartabe] Bebas). oo 15

342 Varmisel Dependes (Varsoel Terkall. oo 15
15 Definisi Operasimal Variabel, oo 15

1501 Dozl PR a0 e 15

1.5 Customer Feliisomship Sarketmg (CEM 1 EX T 1T

153 Kepasin Komsimien { ¥ e s L
15 Jetis bk Susiher Dl .o e 15
L7 Mtk Pengrampiilan Dal oo 40
1.8 Teknmk Aorebies DR e e e 4L

B R T T S 4L

LR LN U Wi S e e 41

JELIUp RehahiBibas .o e 41

L E2 U Linvcir Bergamdi ... et e 41



LB Kamlseen Detemnirens B e ]

LB U HEppilesan o s s e e H
3 0 H
HAH IV HASIL FENELITIAN DAKN PEMBAHASAN ... 45
4.0 Ciarabaras Clsjek Shbth. oo, 45
411 Cambares Bl Tk, ., 45
42 Dicskripai Hasil Frwvabas Fespondin ..o, 47
411 Kanklerook Resgpomden ..., 47
411 Deskrips Warnsel Fendiliam ..o, &0
A3, ikl Analines DRk oo e EE
B R | T T e T EE
411 Hasil Ui Kearesa Lncir Bewmm oo, bl
4.3  Haml Up Keefvees Deferrmaasi (B2 i, B4
434 Hasil L Himesn e e e e BE
44 Pesihaberss sl Peaelilian .o, ki
441  Feeganiih Dipval MWarkning leckadap Keplissem Kimsanen......... ki
447  Pesganih Cuciomer Sclavosiiy Markeitge kethadap Eopruasan
T T b
HAR W SIMPLULARN DA SARAR e, Tl
LN BT Tl
g2 Kelerhalismn PemhlEin . ..o T2
£3 BRI st s e e £ s K|
DA FTAR PR TAR A e TE



Teked 1. 1 Resasrch Jap Deailal Minkcting tethaday Fepuasan Fomiimes...... i
Teakeed 1. 2 Remamrch Jap Customer Relalioeshig Minketeg terhadas Eoqruasan

B o T IE T e st e e e e e e e et ettt 8§ i s =T
B T i A o e i P 1 e T 4
BT = T R = A
Tkl 4. | Kankieriek Reiporden berdasarkon Joees kelaren ..oooooeoee el 47
Tkl 4. 2 Kankieriiek Resporden Beedisembm Lsia ool 48
Tkl 4. 3 Kankiersek Resposden Beedisemlom Pendalilem Terkhr ... ... 45
Tkl 4. 4 Kankieriisk Reiponden berdssarksn Pekenim Saalln .. 45
Takeed 4. 5 Kaleger: Masmg — Meceng Vanabel ..o £l
Tkl 4. 6 Frdabus resporden tevk Dignlal Mokt (20 .o 5l
Takeed 4. 7 Rrwabue resposaden tevlian Hemad Ambascssdor (X231 ee el £
Tkl 4. B Frdabas resporden tevkol Hrmad Ambascsdor (X2 LT 3
Tebeed 4.0 Hasil Upvalidias ..o £
Tebeed 4. 10 Flaiwal Wi Feliabalibs oo ]
Tebeed 4. 11 Hasil L Regpesi Lirsar Berganla ..ol k1
Tebeed 4. 12 Higal Ui Koeliaem Detersanai (R T B4
Tebeed 4. 13 Hamal WD T oo e e =
Tabeed 4 14 Hamal Wi F oo e, a7

|

12



DAFTAR CAMEAR

Ciasibar 2. | Kerasgplo pemibomn peneiIan ...l



DAFTAR LAMPIEAN

Larspirae | Eussiones Pepebiein ..o Tr

Larsgparaes I, Dt Tabsubasi oo e El
Larsparae 5. Heoed Chlah Dhala SFSS.. e oT



	KATA PENGANTAR
	ABSTRAK
	ABSTRACT

