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ABSTRAK 

 

 

 

Penelitian ini bertujuan untuk menganalisis pengaruh Customer Orientation 

Of Service Employess terhadap Customer Retention  Melalui Customer Satisfaction 

dan Commitment Pada Apotek Kimia Farma Raya Darmo Surabaya. Penelitian ini 

menggunakan metode kuantitatif dan data yang digunakan dalam penelitian ini 

adalah data primer. Jumlah sampel yang diperoleh dalam penelitian ini sebanyak 

150 responden dengan teknik penyampelan nonprobability sampling menggunakan 

purposive sampling. Teknik analisis yang digunakan adalah analisis SEM dengan 

bantuan program AMOS 21.  

Hasil penelitian ini menunjukkan bahwa Customer Orientation of Service 

Employees berpengaruh signifikan terhadap Customer Satisfaction, Customer 

Orientation of Service Employees berpengaruh signifikan terhadap Commitment, 

Customer Satisfaction berpengaruh signifikan terhadap Commitment, Customer 

Orientation of Service Employees berpengaruh signifikan terhadap Customer 

Retention, Customer Satisfaction berpengaruh signifikan terhadap Customer 

Retention, dan Commitment berpengaruh signifikan terhadap Customer Retention 

  

 

 

 

Kata Kunci: Customer Orientation of Service Employees, Customer Satisfaction, 

Commitment, Customer Retention 
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THE EFFECT OF CUSTOMER ORIENTATION OF 

SERVICE EMPLOYEES TOWARD CUSTOMER 

RETENTION  THROUGH CUSTOMER SATISFACTION 

AND COMMITMENT AT THE APOTEK KIMIA 

FARMA RAYA DARMO SURABAYA 

 
ABSTRACT 

 

 

 

This research aims to examine the effect of customer orientation of service 

employees toward customer retention through customer satisfaction and 

commitment in Apotek Kimia Farma Raya Darmo Surabaya. This research uses 

quantitative method and the data used in this study is primary data. The number of 

samples used in the study were 150 respondents with nonprobability sampling and 

purposive sampling. The analytical technique used is SEM analysis with the help 

of Amos 21 program.  

The result of this analysis indicate that Customer Satisfaction, Customer 

Orientation of Service Employees has a significant effect on Customer Satisfaction, 

Customer Satisfaction has a significant effect on Commitment, Customer 

Orientation of Service Employees has a significant effect on Customer Retention, 

Customer Satisfaction has a significant effect on Customer Retention and 

Commitment has a significant effect on Customer Retention.   

 

 

 

 

Keywords: Customer Orientation of Service Employees, Customer Satisfaction, 

Commitment, Customer Retention 

 


