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ABSTRAK

Triasmono (211001013) “Pengaruh Moderasi Customer Relationship
Management Pada Word Of Mouth, Kualitas Layanan dan Lokasi Terhadap
Keputusan Pemilihan Sekolah di SMP Islam Terpadu Al Ibrah Gresik”

Penelitian ini dilakukan bertujuan untuk mengetahui pengaruh Word of mouth,
Kuaitas layanan dan lokasi serta Customer:relationship management (CRM) yang
berhubungan dengan keputusan~pemilihan sekolah. Baik pengaruh langsung
maupun tidak langsung.antar variabel. Metode-peneltian,yang digunakan dalam
penelitian ini adalahkuantitatif. Populasi dalam penelitian‘ini wali murid SD IT
Al lbrah kelas 6 dan wali murid SMPIT Al Ibrah kelas.7, dengan sampel
berjumlah 130 responden. Uji analisis data ‘menggunakan..model. SEM-PLS
dengan alat uji SmartPLS versi 3.2.9. Dari‘hipotesis yang dipaparkan, hasil
penelitian 4ni menunjukkan bahwa (1) Word of mouth _tidak memiliki langsung
dan signifikan terhadap Keputusan pemilihan sekolah, (2). Kualitas layanan
memiliki pengaruh“langsung positif dan signifikan terhadap”Keputusan pemilihan
sekolah, (3) Lokasi memiliki pengaruh langsung positif dansignifikan terhadap
Keputusan pemilihan sekolah (4) Customer/ relationship.management (CRM)
memiliki pengaruh langsung-positif:dan signifikan terhadap Keputusan pemilihan
sekalah, (5) Word ‘Of Mouth 'memiliki pengaruh~tidak langsung-dan signifikan
terhadap keputusan ' pemilihan—melalui , Customer.. Relationship Management
sebagai moderasi penuh, (6) Kualitas-layanan memiliki pengaruh-tidak langsung
dan 'signifikan terhadap Keputusan-pemilihan -melalui Customer. Relationship
Management “sebagai- moderasipenuh, (7)..Lokasi. memiliki~tidak memiliki
pengaruh signifikan  ‘terhadap /Keputusan . pemilihan =~ melalui Customer
Relationship Management sebagai moderasi parsial. Penelitian ini berkontribusi
dalam memperkaya wawasan ilmiah dengan memperluas teori yang telah ada
melalui ‘eksplorasi: hubungan antarvariabel .yang -masih jarang dikaji, /seperti
pengembangan sumber daya manusia. Selain itu, penelitian ini juga /menguji
penerapan. teori pada konteks yang berbeda dan: berupaya membangun kerangka
konseptual yang lebih menyeluruh. Dari. sisi-praktis, penelitian ini menghadirkan
solusi yang dapat diterapkan untuk mengatasi permasalahan nyata di bidang
sumber daya manusia;-memberikan panduan bagi praktisi maupun pembuat
kebijakan, serta menyusun strategi-dan rekomendasi yang dapat digunakan untuk
menganalisis faktor-faktor dalampemilihan sekolah terbaik.

Kata kunci : Customer Relationship Management, CRM, Word Of Mouth,
Kualitas Layanan , Lokasi, Keputusan Pemilihan Sekolah.
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ABSTRACT

Triasmono (211001013) “The Moderating Effect of Customer Relationship
Management on Word Of Mouth, Service Quality and Location on School
Selection Decisions at Al Ibrah Gresik Integrated Islamic Junior High School ”

This study was conducted to determine the effect of word of mouth, service quality
and location and customer relationship ‘management (CRM) related to school
selection decisions. Both direet”and.-indirecteffects between variables. The
research method used in-this research is quantitative. Thespopulation in this study
was guardians of 6th.grade Al Ibrah IT Elementary School students and 7th grade
Al Ibrah IT Junior High School students, with a sample of 130 respondents. The
data analysis‘test.uses the SEM-PLS model with the SmartPLS version 3.2.9 test
tool. From the hypothesis. presented, the results of-this study indicate that (1)
Word of mouth does-not have a direct and significant effect on school selection
decisions, (2) Service quality has a positive and significant direct effect'on school
selection decisions, (3) Location has a positive-and.significant direct effect on
school selection decisions(4) Customer: relationship° management (CRM) has a
positive and significant direct effect, on school selection decisions, (5) Word Of
Mouth has ‘an sindirect” and, significant effect’ on- selection, decisions through
Customer Relationship-Management as full moderation, (6) Service quality has
an indirect_and significant effect on. selection—decisions through Customer
Relationship-Management as full moderation, (7) Location has no significant
influence on-selection decisions-through Customer. Relationship Management as
partial moderation. This research contributes.to-enriching scientific insights by
expanding existing theories through/ the exploration ,of ‘relationships: between
variables that“are still\rarely studied, such as human resource development. In
addition, this research also. tests the applicability’ of the theory to  different
contexts and seeks<to-build a‘more-comprehensive conceptual framework. From a
practical perspective, this research«presents.solutions that can be applied to
overcome.real problems in the field of human resources, provides guidance for
practitioners. and policy makers, and develops strategies and recommendations
that can be usedto analyze factors in selecting the best schools.

Keywords: Customer Relationship Management,"CRM, Word Of Mouth, Service
Quality, Location, School Selection Decision.
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