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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. 
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ABSTRACT 

This study aims to analyze the influence of Digital Marketing (X1) and Customer 

Relationship Marketing (X2) on Consumer Satisfaction (Y) 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. 
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