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Torob company

Today with the customer relationship management, businesses understand better the
customers and to meet their needs and wants. This research was conducted with the
aim of investigating the effect of customer relationship management on customer
retention based on the mediating role of service quality in Torb company. This
research is applied in terms of purpose, survey in terms of data collection and
quantitative in terms of nature. In this field research, Sin et al.'s Customer Relationship
Management Questionnaire (2005), Parasuraman Service Quality Questionnaire
(1988) and Gibb's Customer Attraction and Retention Questionnaire (2005) were used
and 384 customers of Torb Company answered the questions. SPSS software was used
for quantitative data analysis, and LISREL software was used for modeling. The
results showed that customer relationship management has an effective and significant
effect on customer retention. Customer relationship management has a significant
impact on service quality and customer retention also has an impact on service quality.
In addition, service quality as a mediating variable has a significant effect on customer
retention. The results also showed that service quality as a mediating variable will
increase the effectiveness of customer relationship management in customer retention.
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