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ABSTRAK
Penelitian ini dilatarbelakangi oleh semakin ketatnya persaingan dalam

industri layanan pesan-antar makanan online (online food delivery), sehingga
upaya mempertahankan loyalitas mahasiswa menjadi prioritas penting bagi
ShopeeFood. Loyalitas konsumen dipengaruhi oleh bagaimana perusahaan
membangun hubungan jangka panjang serta memberikan pelayanan yang
sesuai dengan kebutuhan pengguna. Penelitian ini bertujuan untuk
menganalisis pengaruh Strategi Relationship Marketing dan Kualitas
Pelayanan terhadap Loyalitas Mahasiswa pengguna ShopeeFood. Untuk
mencapai tujuan tersebut, penelitian ini menggunakan pendekatan kuantitatif
dengan metode survei melalui penyebaran kuesioner kepada 100 responden
mahasiswa pengguna aktif ShopeeFood. Data yang terkumpul selanjutnya
dianalisis menggunakan teknik regresi linear berganda dengan bantuan
perangkat lunak IBM SPSS Statistics. Hasil penelitian menunjukkan bahwa
Strategi Relationship Marketing dan Kualitas Pelayanan berpengaruh positif
dan signifikan terhadap Loyalitas Mahasiswa, baik secara parsial (uji t)
maupun simultan (uji F). Berdasarkan analisis koefisien determinasi, diperoleh

nilai Rdiperoleh nilai ®

sebesar 0,653, yang menunjukkan bahwa 65,3%
variasi Loyalitas Mahasiswa dapat dijelaskan oleh kedua variabel independen
tersebut, sementara 34,7% sisanya dipengaruhi oleh faktor lain di luar model
penelitian. Temuan ini menegaskan bahwa untuk mempertahankan pelanggan
di sektor digital, ShopeeFood perlu mengintegrasikan pendekatan relationship
marketing yang kuat serta kualitas pelayanan yang andal dan responsif.
Penelitian ini diharapkan dapat menjadi bahan pertimbangan strategis bagi
manajemen ShopeeFood dalam meningkatkan hubungan dengan pelanggan

serta kualitas layanan guna memperkuat loyalitas mahasiswa di tengah

ketatnya persaingan industri digital.

Kata Kunci: Relationship Marketing, Kualitas Pelayanan, Loyalitas

Mahasiswa, ShopeeFood
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ABSTRACT

This research is motivated by the increasingly intense competition within the
online food delivery sector, making the retention of student loyalty a critical
priority for ShopeeFood. Student loyalty is influenced by how a company
builds customer relationships and provides high-quality service aligned with
user needs. This study aims to examine the impact of relationship marketing
strategies and service quality on the loyalty of university students who use
ShopeeFood. To achieve this objective, a quantitative approach was
employed using a survey method, where 100 questionnaires were distributed
to student respondents who utilize ShopeeFood. The collected data were
analyzed using multiple linear regression analysis with the assistance of
SPSS. The results indicate that both relationship marketing strategies and
service quality have a positive and significant effect on student loyalty,

considered both individually through the t-test and collectively through the
F-test. The coefficient of determination @?2) is 0.653, meaning that 65.3% of

the variance in student loyalty can be explained by relationship marketing
and service quality, while the remaining 34.7% is influenced by other factors
outside this research model. These findings confirm that maintaining
customer retention in the digital service industry requires integrating
long-term relationship-building with reliable service delivery. This study
serves as a strategic reference for ShopeeFood to enhance customer
relationship management and service quality to foster student loyalty amidst

a competitive landscape.

Keywords: Relationship Marketing, Service Quality, Student Loyalty,
ShopeeFood
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