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INTISARI

Dalam pemasaran modern seperti sekarang ini paradigma pemasaran telah bergeser,
tidak hanya menciptakan transaksi untuk mencapai keberhasilan pemasaran tetapi perusahaan
juga harus menjalin hubungan dengan pelanggan dalam jangka panjang. Paradigma tersebut
disebut relationship marketing dasar pemikiran dalam praktek pemasaran ini adalah,
membina hubungan yang lebih dekat dengan menciptakan komunikasi dua arah dengan
mengelola suatu hubungan yang saling menguntungkan antara pelanggan dan perusahaan

Penelitian ini mengukur persepsi pelanggan terhadap implementasi proses
relationship marketing pada PT. Telkom Yogyakarta. Variabel independen dalam penelitian
adalah relationship marketing inputs berupa Understanding Customer Expectation (UCE),
Building Service Partnership (BSP), Total Quality Management (TQM), dan Empowering
Employees (EE). Sedangkan variabel dependen dalam penelitian ini adalah Customer
Satisfaction (CS), Customer Loyalty (CL), Quality of Product (QP), Increased Profitability
(IP).

Dari uji ANOVA atau F Test didapat bahwa seluruh variabel mempunyai nilai F
signifikan sebesar 0.000. sehingga probabilitas 0.000 lebih kecil dibanding taraf signifikan
sebesar 0.05, maka dapat dikatakan bahwa hasil seluruh variabel independen berpengaruh
signifikan terhadap seluruh variabel dependen.

Kata kunci: persepsi pelanggan, relationship marketing, PT Telkom
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ABSTRACT

In modern marketing, paradigm of marketing has shified, not only to create
transaction for reaching success of marketing but company also should interact to customer
in long term. The paradigm is called relationship marketing, principle thinking in this
practice of marketing is to build closer relationship to create two-way communication in
managing benefit relationship between customer and firm.

This research measured perception of customer on implementation of process in
relationship marketing of PT. Telkom Yogyakarta. Independent variables in this research
were relationship marketing input including Understanding Customer Expectation (UCE),
Building Service Partnership (BSP), Total Quality Management (TOM), and Empowering
Employees (EE). Meanwhile dependent variables in this research were Customer
Satisfaction (CS), Customer Loyalty (CL), Quality of Product (QP), Increased Profitability
(IP).

From Anova test and F test, it could be found that all variables had significant F
value of 0.000, so that probability 0.000 was less than significant level of 0.05. It could be
concluded that result of all independent variables has effected significantly on all dependent
variables.

Keywords: perception of customer, relationship marketing, PT Telkom
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