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ABSTRAK 

PENGARUH KUALITAS PELAYANAN, KEPUASAN PELANGGAN, DAN 

CUSTOMER RELATIONSHIP MANAGEMENT TERHADAP KEPUTUSAN 

PEMBELIAN ULANG JASA MINDO ONLINE TRAINING  

PADA MINDO EDUCATION 

Oleh : 

Aprilia Pujayanti 

NPM : 223402516160 

Tugas Akhir, dibawah bimbingan Dr. Ir Tri Waluyo, M.Agr 

 Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan, 

kepuasan pelanggan, dan customer relationship management terhadap keputusan 

pembelian ulang jasa Mindo Online Training pada Mindo Education. Penelitian ini 

menggunakan. Populasi dalam penelitian ini adalah peserta Mindo Online Training, 

dengan jumlah sampel sebanyak 100 responden yang dipilih menggunakan teknik 

purposive sampling. Pengumpulan data dilakukan melalui penyebaran kuesioner, 

sedangkan analisis data menggunakan regresi linear berganda dengan bantuan 

program SPSS 23. Hasil penelitian menunjukkan bahwa kualitas pelayanan 

berpengaruh positif dan signifikan terhadap keputusan pembelian ulang. Kepuasan 

pelanggan juga terbukti berpengaruh positif dan signifikan terhadap keputusan 

pembelian ulang. Selain itu, customer relationship management memiliki pengaruh 

positif dan signifikan terhadap keputusan pembelian ulang. Dari ketiga variabel 

tersebut, kualitas pelayanan merupakan variabel yang memiliki pengaruh paling 

dominan terhadap keputusan pembelian ulang jasa Mindo Online Training. 

  

 

Kata kunci: Kualitas Pelayanan, Kepuasan Pelanggan, Customer Relationship 

Management, Keputusan Pembelian Ulang.  
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ABSTRACT 

THE EFFECT OF SERVICE QUALITY, CUSTOMER SATISFACTION, AND 

CUSTOMER RELATIONSHIP MANAGEMENT ON REPURCHASE 

DECISIONS OF MINDO ONLINE TRAINING SERVICES  

AT MINDO EDUCATION 

By : 

Aprilia Pujayanti 

NPM : 223402516160 

Thesis, under the guidance Dr. ir. Tri Waluyo, M.Agr  

 This study aims to examine the effect of service quality, customer 

satisfaction, and customer relationship management on repurchase decisions of 

Mindo Online Training services at Mindo Education. This research employs a 

quantitative approach method. The population of this study consists of participants 

of Mindo Online Training, with a sample of 100 respondents selected using 

purposive sampling technique. Data were collected through questionnaires, while 

data analysis was conducted using multiple linear regression with the assistance of 

SPSS software 23. The results indicate that service quality has a positive and 

significant effect on repurchase decisions. Customer satisfaction also shows a 

positive and significant influence on repurchase decisions. In addition, customer 

relationship management has a positive and significant effect on repurchase 

decisions. Among the three independent variables, service quality is the most 

dominant factor influencing repurchase decisions for Mindo Online Training 

services. 

  

 

Keywords: Service Quality, Customer Satisfaction, Customer Relationship 

Management, Repurchase Decision.
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