ABSTRACT

This study aims to analyze the effect of customer relationship management
and trust on customer loyalty through customer satisfaction of Go-Pay users on
the Go-jek application in the city of Semarang. The variables used in this study
are customer relationship management and trust as independent variables,
customer satisfaction as the intervening variable and customer loyalty as the

dependent variable.

The population in this study are users of Go-Pay services on the Go-Jek
application in the city of Semarang. The number of samples used is as many as
130 respondents. This research uses Structural Equation Modeling (SEM)

analysis technique using AMOS analysis tool.

The results of this study indicate that customer relationship management
has a positive and significant effect on customer satisfaction, trust has a positive
and significant effect on customer satisfaction, customer relationship management
has a positive and significant effect on customer loyalty, trust has a positive and
significant effect on customer loyalty, and customer satisfaction has a positive

effect. and significant to customer loyalty
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