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ABSTRAK 
 

Skripsiۗ yangۗ berjudulۗ ۗ “PengaruhۗCustomer Identification, Customer Attraction, 

Customer Retention,ۗ danۗ Customer Developmentۗ terhadapۗ Loyalitasۗ Pelangganۗ

Shopeeۗ padaۗ Masyarakatۗ Diۗ Kabupatenۗ Blitar”ۗ yangۗ ditulisۗ olehۗ Mamiekۗ Ekaۗ

Indriani,ۗ NIMۗ 1860402222103.ۗ Jurusanۗ Ekonomi,ۗ Programۗ Studiۗ Ekonomiۗ

Syariah,ۗ Fakultasۗ Ekonomiۗ danۗ Bisnisۗ Islam,ۗ yangۗ dibimbingۗ olehۗ Nurulۗ Fitriۗ

Ismayanti,ۗM.E.I. 

 

Kata Kunci:ۗ Customer Relationship Management, Customer Identification, 

Customer Attraction, Customer Retention, Customer Development,ۗ Loyalitasۗ

Pelanggan,ۗMarketplaceۗShopee 

 

Penelitian ini dilatarbelakangi oleh perkembangan teknologi digital yang 

memberikan perubahan pada cara perusahaan dalam melakukan interaksi dan 

hubungan dengan pelanggan. Perkembangan teknologi memberikan perubahan 

dalam aktivitas ekonomi seperti peralihan pola belanja dari konvensional menuju 

digital melalui marketplace online seperti Shopee. Perkembangan teknologi perlu 

diimbangi dengan penerapan strategi pengelolaan hubungan pelanggan yang efektif 

guna membangun dan mempertahankan hubungan jangka panjang yang 

berkelanjutan melalui proses identifikasi pelanggan (customer identification), daya 

tarik pelanggan (customer attraction), mempertahankan pelanggan (customer 

retention), dan mengembangkan pelanggan (customer development).  

Penelitianۗ iniۗ bertujuanۗ untukۗmengujiۗ pengaruhۗ customer identification, 

customer attraction, customer retention, dan customer developmentۗ terhadapۗ

loyalitasۗ pelangganۗ marketplaceۗ Shopeۗ padaۗ masyarakatۗ diۗ Kabupatenۗ Blitar.ۗ

Pendekatanۗ yangۗdigunakanۗdalamۗpenelitianۗ iniۗ adalahۗ kuantitatifۗ denganۗ jenisۗ

penelitianۗ asosiatifۗ denganۗ teknikۗ non-probabilityۗ sampling.ۗ Populasiۗ padaۗ

penelitianۗ iniۗ tidakۗdiketahuiۗsecaraۗpastiۗsehinggaۗsampelۗdiambilۗmenggunakanۗ

rumusۗ Lameshowۗ yangۗ menghasilkanۗ sampelۗ sebesarۗ 100ۗ respondenۗ yangۗ

merupakanۗmasyarakatۗdiۗKabupatenۗBlitarۗyangۗmenjadiۗpelangganۗmarketplaceۗ

Shopee.ۗDataۗhasilۗkuisionerۗkemudianۗdianalisisۗmenggunakanۗujiۗinstrumenۗdataۗ

berupaۗujiۗvaliditasۗdanۗujiۗreabilitas,ۗujiۗasumsiۗklasik,ۗujiۗanalisisۗlinierۗberganda,ۗ

ujiۗhipotesis,ۗsertaۗujiۗkoefienۗdeterminan.ۗ 

Hasilۗ penelitianۗ menyatakanۗ bahwa:ۗ (1)ۗ customer identificationۗ

memberikanۗpengaruhۗpositifۗdanۗsignifikanۗterhadapۗloyalitasۗpelangganۗShopeeۗ

diۗ Kabupatenۗ Blitarۗ (2)ۗ customer atrractionۗ memberikanۗ pengaruhۗ positifۗ danۗ

signifikanۗterhadapۗ loyalitasۗpelangganۗShopeeۗdiۗKabupatenۗBlitarۗ(3)ۗcustomer 

retentionۗmemberikanۗpengaruhۗpositifۗdanۗsignifikanۗterhadapۗloyalitasۗpelangganۗ

Shopeeۗ diۗ Kabupatenۗ Blitarۗ (4)ۗ customer developmentۗ memberikanۗ pengaruhۗ

positifۗdanۗsignifikanۗۗterhadapۗloyalitasۗpelangganۗShopeeۗdiۗKabupatenۗBlitarۗ(5)ۗ

customer identification, customer attraction, customer retention, dan customer 

developmentۗsecaraۗsimultanۗmemberikanۗpengaruhۗpositifۗdanۗsignifikanۗterhadapۗ

loyalitasۗpelangganۗShopeeۗdiۗKabupatenۗBlitar. 
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ABSTRACT 
 

Thisۗ thesis,ۗ entitledۗ"Theۗ InfluenceۗofۗCustomerۗ Identification,ۗCustomerۗ

Attraction,ۗCustomerۗRetention,ۗandۗCustomerۗDevelopmentۗonۗShopeeۗCustomerۗ

Loyaltyۗin tۗheۗCommunityۗinۗBlitarۗRegency,"ۗwasۗwrittenۗbyۗMamiekۗEka Iۗndriani,ۗ

StudentۗIDۗNumberۗ1860402222103,ۗDepartmentۗofۗEconomics,ۗShariaۗEconomicsۗ

StudyۗProgram,ۗFacultyۗofۗIslamicۗEconomicsۗandۗBusiness,ۗsupervisedۗbyۗNurulۗ

FitriۗIsmayanti,ۗM.E.I. 

Keywords:ۗ Customerۗ Relationshipۗ Management,ۗ Customerۗ Identification,ۗ

Customerۗ Attraction,ۗ Customerۗ Retention,ۗ Customerۗ Development,ۗ Customerۗ

Loyalty,ۗShopeeۗMarketplace 

Thisۗresearchۗisۗmotivatedۗbyۗtheۗdevelopmentۗofۗdigitalۗtechnology,ۗwhichۗ

hasۗ changedۗ theۗwayۗ companiesۗ interactۗ andۗ relateۗ toۗ customers.ۗTechnologicalۗ

developmentsۗhaveۗbroughtۗaboutۗchangesۗ inۗeconomicۗactivity,ۗsuchۗasۗtheۗshiftۗ

fromۗconventionalۗ toۗ digitalۗ shoppingۗpatternsۗ throughۗonlineۗmarketplacesۗ likeۗ

Shopee.ۗTechnologicalۗdevelopmentsۗneedۗtoۗbeۗbalancedۗwithۗtheۗimplementationۗ

ofۗ effectiveۗ customerۗ relationshipۗ managementۗ strategiesۗ inۗ orderۗ toۗ buildۗ andۗ

maintainۗ sustainableۗ long-termۗ relationshipsۗ throughۗ theۗ processesۗ ofۗ customerۗ

identification,ۗcustomerۗattraction,ۗcustomerۗretention,ۗandۗcustomerۗdevelopment. 

Thisۗ studyۗ aimsۗ toۗ examineۗ theۗ influenceۗ ofۗ customerۗ identification,ۗ

customerۗ attraction,ۗ customerۗ retention,ۗ andۗ customerۗ developmentۗonۗ customerۗ

loyaltyۗin tۗheۗShopeeۗmarketplaceۗamong rۗesidentsۗofۗBlitarۗRegency.ۗTheۗapproachۗ

usedۗ inۗ thisۗ studyۗ wasۗ quantitative,ۗ withۗ anۗ associativeۗ approachۗ andۗ aۗ non-

probabilityۗsamplingۗtechnique.ۗTheۗpopulationۗinۗthisۗstudyۗwasۗnotۗknownۗwithۗ

certainty,ۗsoۗtheۗsampleۗwasۗtakenۗusingۗtheۗLameshowۗformulaۗwhichۗproducedۗaۗ

sampleۗ ofۗ 100ۗ respondentsۗ whoۗ wereۗ residentsۗ inۗ Blitarۗ Regencyۗ whoۗ wereۗ

customersۗofۗtheۗShopeeۗmarketplace.ۗTheۗquestionnaireۗdataۗwereۗthenۗanalyzedۗ

usingۗ dataۗ instrumentۗ tests,ۗ includingۗ validityۗ andۗ reliabilityۗ tests,ۗ classicalۗ

assumptionۗ tests,ۗ multipleۗ linearۗ regressionۗ analysis,ۗ hypothesisۗ tests,ۗ andۗ

coefficientۗofۗdeterminationۗtests. 

Theۗresultsۗofۗtheۗstudyۗstated tۗhat: (ۗ1)ۗcustomerۗidentificationۗhasۗaۗpositiveۗ

andۗsignificantۗinfluenceۗonۗcustomerۗloyaltyۗofۗtheۗShopeeۗinۗBlitarۗRegencyۗ(2)ۗ

customerۗattractionۗhasۗaۗpositiveۗandۗsignificantۗinfluenceۗonۗcustomerۗloyaltyۗofۗ

theۗShopeeۗinۗBlitarۗRegencyۗ(3)ۗcustomerۗretentionۗhasۗaۗpositiveۗandۗsignificantۗ

influenceۗ onۗ customerۗ loyaltyۗ ofۗ theۗ Shopeeۗ inۗ Blitarۗ Regencyۗ (4)ۗ customerۗ

developmentۗ hasۗ aۗ positiveۗ andۗ significantۗ influenceۗ onۗ customerۗ loyaltyۗ ofۗ theۗ

ShopeeۗinۗBlitarۗRegencyۗ(5)ۗcustomerۗidentification,ۗcustomerۗattraction,ۗcustomerۗ

retention,ۗandۗcustomerۗdevelopmentۗsimultaneouslyۗhaveۗaۗpositiveۗandۗsignificantۗ

influenceۗonۗcustomerۗloyaltyۗofۗtheۗShopeeۗinۗBlitarۗRegency.
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