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RINGKASAN

Skripsi “Pengaruh Relationship marketing, Customer satisfaction dan Service quality
Terhadap Revisit intention pada Lalika by Mariza Madiun”; Nita Dita Puspitasari, NIM
21415512, Program Studi Manajemen, Fakultas Ekonomi Universitas Muhammadiyah

Ponorogo.

Tujuan dari penelitian ini untuk mengetahui seberapa besar pengaruh relationship
marketing, customer satisfaction dan service quality terhadap revisit intention pada
Lalika by Mariza Madiun. Data yang digunakan adalah data primer, sekunder, serta dari
hasil wawancara. Data primer diolah berdasarkan hasil pengisian kuesioner yang telah
diedarkan kepada pelanggan dari Lalika by Mariza Madiun. Sampel dalam penelitian
ini berjumlah 150 responden yang dapat mewakili pelanggan toko Lalika by Mariza
Madiun. Hasil penelitian ini menunjukkan berdasarkan hipotesis parsial (uji T)
menyatakan bahwa relationship marketing, customer satisfaction dan service quality
secara parsial berpengaruh signifikan dan positif terhadap revisit intention dan
berdasarkan hipotesis simultan (uji F) menyatakan bahwa relationship marketing,
customer satisfaction dan service quality berpengaruh signifikan dan positif terhadap
revisit intention. Tahapan relationship marketing, customer satisfaction dan service
quality yang diterapkan oleh Lalika by Mariza Madiun sudah berjalan sebagaimana
mestinya, sehingga dalam hal ini perlu dipertahankan dan dikembangkan lagi supaya

pelanggan tetap tertarik untuk melakukan revisit intention (kunjungan ulang).

Kata Kunci  : Relationship Marketing, Customer Satisfaction, Service Quality,

Revisit Intention
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ABSTRAK

Thesis “The Influence of Relationship Marketing, Customer Satisfaction and
Service Quality on Revisit Intention on Lalika by Mariza Madiun”; Nita Dita
Puspitasari, NIM 21415512, Management Study Program, Faculty of Economics,

Muhammadiyah University of Ponorogo.

The purpose of this study is to determine the extent of influence of relationship
marketing, customer satisfaction and service quality on revisit intention at Lalika
by Mariza Madiun. The data used are primary data, secondary data, and from
interviews. Primary data is processed based on the results of filling out
questionnaires that have been distributed to customers of Lalika by Mariza
Madiun. The sample in this study amounted to 150 respondents who can represent
customers of Lalika by Mariza Madiun store. The results of this study indicate
based on the partial hypothesis (T test) stating that relationship marketing,
customer satisfaction and service quality partially have a significant and positive
effect on revisit intention and based on the simultaneous hypothesis (F test)
stating that relationship marketing, customer satisfaction and service quality have
a significant and positive effect on revisit intention. The stages of relationship
marketing, customer satisfaction and service quality implemented by Lalika by
Mariza Madiun have been running as they should, so in this case it needs to be
maintained and developed further so that customers remain interested in revisiting

intention (return visits).
Keywords : Relationship Marketing, Customer Satisfaction, Service Quality,

Revisit Intention
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