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Abstract 

The development of Enterprise Resource Planning or ERP technology provides opportunities for ERP service companies 

in Indonesia especially in the city of Surabaya. This development is also driven by the needs of manufacturing or service 

industry players who want to integrate all their departments, in order to produce a strong analysis so that company leaders 

can easily make decisions. One of the service companies that offer ERP implementation services is PT. Global Industri 

Teknologi Solusi (PT. GITS). The first time PT. Global Industri Teknologi Solusi was founded in 2012 in Surabaya City. 

This study aims to determine how the influence of Ethical Sales, Sales Expertise, Service Performance, Corporate 

Reputation, Corporate Performance, Relationship Quality of Salesperson and Relationship Quality Of Institution on 

Customer Commitment in forming Customer Loyalty to customers of PT. GITS in Surabaya. The benefit expected from 

this research is to contribute to the development of theory and marketing research which is beneficial for PT. Global 

Industri Teknologi Solusi in examining the influence of the variables Ethical Sales, Sales Expertise, Service Performance, 

Corporate Reputation, Corporate Performance, Relationship Quality Of Salesperson and Relationship Quality Of 

Institution on Customer Commitment in forming Customer Loyalty. This research is a research with quantitative methods 

with data processing using SPSS 22.0. Data collection was carried out by distributing questionnaires to 31 respondents 

who had become customers of PT. GITS, and domiciled in Surabaya. The results showed that the variable that had the 

greatest influence was Customer Commitment to the Customer Loyalty variable of 0.680; then the second largest variable 

is the Relationship Quality of Salesperson to the Customer Commitment variable of 0.656; the third largest was the 

Corporate Reputation variable on the Quality Of Institution Relationship, amounting to 0.542; the fourth largest variable 

Service Performance on the Quality Of Salesperson Relationship of 0.411; the fifth largest variable of Relationship 

Quality Of Institution to Customer Commitment amounted to 0.327; the sixth largest Sales Expertise on the Quality Of 

Salesperson Relationship of 0.320; the seventh largest Ethical Salesperson to the Quality Of Salesperson Relationship of 

0.283; the eighth largest is the Relationship Quality Of Salesperson to the Quality Of Institution Relationship of 0.257; the 

ninth largest was Corporate Performance on Relationship Quality Of Institution, amounting to 0.211. 

 
Keywords:  Corporate Reputation; Relationship Quality; Ethics; Loyalty.  

1. Introduction 

Currently, information system technology in the world has been growing from year to year. The 

development of increasingly advanced technology can affect various aspects of human life, especially in the 

business world. The use of information system technology in all lines of business is considered capable of 

increasing efficiency and effectiveness in a company's business processes. Companies that have successfully 

implemented information system technology can easily control, process, and analyze data more accurately so 

that all decisions are made based on original data. Due to the growing development of technology, many 
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companies are competing to use it to improve the performance of their companies. One of the information 

system technologies that companies can apply or use in improving their business performance is the 

Enterprise Resource Planning System or abbreviated as ERP System. 

Seeing that ERP systems that exist throughout the world today have also experienced developments 

since the 1970s. Not a few companies also use this ERP technology to become their business solutions, both 

small to large companies. The Global ERP Software market which is valued at approximately USD 33.7 

billion in 2017 is expected to grow at a healthy growth rate of more than 7.4% over the forecast period 2018-

2025. Such growth rates indicate that ERP systems are increasingly being used by many companies and will 

continue to grow worldwide over the next few years. Conventionally throughout the world this ERP System is 

widely used for back office operations, which include production, accounting, inventory control, order 

management and others (http://www.nxtgenreports.com, downloaded on May 25, 2020). 

Every year the ERP system develops in order to support the business processes of each company that 

implements it. ERP itself originated from the development of the MRP II (Manufacturing Resources Planning 

II) system which was popular in the 1980s. Then in the 1990s one of the well-known companies in Indonesia 

successfully implemented an ERP system using SAP. This company is PT Astra International. SAP itself is 

one of the ERP System vendors which is quite well known not only among domestic businessmen but also 

throughout the world. In the 90s, ERP in Indonesia began to develop rapidly with the appearance of better 

platforms and hardware than ever before (https://aplikasibisnis.net, downloaded on May 26, 2020). 

In East Java, especially in the city of Surabaya, there is a vendor that provides ERP system services. 

The name of this company is PT. Global Industri Teknologi Solusi or abbreviated as GITS. This company 

was founded in 2012 by several professional consultants who are competent and experienced every year with 

the same and strong vision to help their customers generate more value for their business to create a better 

future. GITS (short name) is a Gold Microsoft Certified Partner who specializes in the implementation, 

support and development of Enterprise Resource Planning (ERP) services to help its customers create a 

competitive advantage and deliver effective businesses. (GITS company profile, 2020) 

In the city of Surabaya there are also several ERP System vendors that can offer their services to 

prospective customers. Wahana Cipta Sinatria is an experienced company in IT (Information Technology) and 

is also known as ERP Company, which is located at Graha SA Building, Jalan Raya Gubeng, Surabaya. As 

reported on Wahana Cipta Sinatria's website, this company has been around for a long time since 1995 which 

is also a partner of Microsoft by bringing its flagship ERP product, Microsoft Dynamics 365. 

(https://www.wahanaciptasinatria.co.id, downloaded on July 20, 2020) 

There are also other GITS competitors, namely Kano, a company that is both engaged in IT, 

specifically software engineering, ERP implementation, and company big data analysis. The canoe is centered 

on Jl. Sambas No 1, Wonokromo District, Surabaya has more than 10 years of experience in ERP 

implementation. There are many products offered by Kano to potential customers in order to provide 

maximum service and according to their wishes. For example, there are Microsoft Dynamics 365, Odoo, 

AWS, and many other applications. (https://www.kanosolution.com, downloaded on July 20, 2020) 

The competition that occurs between ERP service companies makes them motivated to carry out 

development in order to create customer loyalty from the services provided. Almost all types of companies, be 

they manufacturing or service companies, compete in order to create customer loyalty in their business. 

Customer loyalty according to Siagian and Cahyono (2014), states that a firmly held commitment to 

repurchasing selected products or services consistently in the future, leading to repeated purchases of products 

or services with the same brand, even though there are situational influences and marketing efforts. the 

potential to cause the behavior to switch to a different brand of products or services. One company which is 

proof that PT. GITS can create customer loyalty to the service products offered, namely PT. Dharma for 

Authority. Previously, DGW (the name of PT. Dharma Guna Wibawa) in 2017 which still used the old 
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version of the ERP system, namely Business Central, but was still based on Microsoft's local data (onprem). 

DGW is upgrading its product, which initially used local data, now it uses the cloud database offered by GITS 

so that they can maximize the system they have built earlier. Not only that, DGW also trusts GITS to create 

and implement several customization modules for DGW demands. The DGW implementation project has also 

gone live and was successful. The system development is still being carried out to create a more integrated 

process. BC on cloud implementation at PT. DGW has produced an integrated system that facilitates 

operational management of PT. DGW thereby increasing cost and time effectiveness. (GITS company profile, 

2020) 

Talking about commitment, GITS has carried out several ERP system implementations into a 

company's business. System implementation also requires a strong commitment from both parties, both from 

the GITS side and from the customer / client side. Why does GITS need to build a commitment to its 

customers? This was built by PT. GITS in order to achieve these customer goals using ERP system services 

from PT. GITS is to integrate their business more efficiently. Commitments are formed before any training 

period or live implementation into the customer's company system. As stated by Pitchard et al., Thorsten et al. 

(2002) revealed that customer commitment has a strong correlation with customer loyalty. 

 
Figure 1.1 Signs of Commitment Handling of Implementation Projects by PT. Dewata Freight International 

Source: Company Profile GITS 2020 

 

Relationship quality is one of the mediations that can create a customer commitment and then also 

affects customer loyalty. In previous studies, there were 2 relationship quality that could affect customer 

commitment, including relationship quality of salespeople, and second, relationship quality of institutions. 

According to Lupiyodi (2012), relationship quality of salesperson is an activity or activity carried out by a 

company in order to increase the usefulness of a product or service offered by a company in order to create 

customer satisfaction and create a harmonious relationship between the two. GITS has a variety of services 

that can be offered to customers. 

The next most important relationship quality is the relationship quality of institutions. Whereas the 

relationship quality of institution, according to Angelova (2011), states that as a measure whether an 

organization has the ability to not only meet customer needs but also exceed customer expectations through 

products or services. There are so many services that GITS offers to customers in order to achieve customer 

goals and desires. These services include; (1) IT Consultation; (2) New Implementation; (3) System Upgrade 

Implementation; (4) Continues Improvement; (5) Training and Education; (6) Dedicate Customer Support. All 

these types of services are offered by GITS sales to their customers so they can choose which service is right 

for them and needed by them. GITS will also provide good input and suggestions before starting the project. 

The importance of a company that is supported by a salesperson or salesperson who is reliable, 

competent and has ethical sales behavior in marketing the products sold by the company. According to 
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Crosby et al., (1990), ethical sales is a relevant competency related to products, and is most often displayed in 

the form of information provided by salespeople. For a service company, ethical sales is an important thing 

that must be in the organization of a company in order to maintain a relationship with customers. The ethics of 

a salesperson in building relationships with his customers, among others; (1) No bribery; (2) Information 

overload of the product; (3) Price discrimination; (4) Forcing to buy each other (https://www.proweb.co.id, 

downloaded on 29 May 2020). 

As is in one of the company values of PT. GITS that "supply the newest updated technology that brings 

businesses to gain more competitive advantage”, which means that the company will provide good offers for 

potential customers and existing customers to be able to develop their business. All the latest information 

provided by GITS salesperson to customers according to their needs in the company. This reflects ethical 

sales who provide product or service information that is needed by customers of PT. GITS. 

It is important that the sales team's ability is built in order to have extensive knowledge about the 

business world, especially the sales team from PT. GITS. Companies like GITS which are engaged in ERP 

system services require that their sales teams have extensive knowledge in the business world, ranging from 

industry, services, retail, and others. Not only that, salespeople must also have good product knowledge which 

will later become the spearhead in marketing the service products offered to customers. This refers to sales 

expertise or the ability of salespeople to market their products. According to Lagace et al., (1991) sales 

expertise is defined as knowledge, experience, or skills that are relevant to certain topics that individuals in an 

organization or company have. The sales team from GITS is equipped with extensive knowledge about the 

products that will be offered to their customers according to their needs and demands. One example of a 

customer of PT. Various Indonesian Tuna who already know ERP before getting to know GITS. They asked 

GITS and believed that GITS could integrate existing systems into one so that the system would run 

efficiently. Therefore the sales team offers Microsoft Business Central which can adopt their old modules into 

the new system, and is able to streamline the business processes of PT. ATI itself. 

 
Figure 1.2 Types of Products of PT. GITS 

Source: Company Profile GITS 2020 

In the component of a salesperson / salesperson, there is a value that is also important in building long-

term relationships or relationships with customers, namely service performance. According to Vroom (2012) 

service performance is a result of work in quality and quantity achieved by an employee in carrying out his 

duties in accordance with the responsibilities assigned to him, especially in service companies, these 

employees must be able to become friends who understand the needs of their customers. . Since 2012 GITS 

has been able to provide good service in order to maintain relationships with its customers. Especially for 

customers who are still in the stage of implementing systems within the company, one of the services of GITS 

is Training and Education. Training and Education is offered to GITS customers with a competent consultant 

to prepare end-users for the implementation of a new ERP system into the company. Therefore, this has made 

an important value for GITS "give the best and trustable consultants to help our customers achieve their 

goals" 
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Figure 1.3 One of the GITS Consultants Providing Training and Education to Clients in Penang - Malaysia 

Source: Company Profile GITS 2020 

 

Service companies such as GITS, which are engaged in technology, especially ERP systems, also 

emphasize their company's reputation in order to establish good relationships with their customers 

(relationship quality). According to Caruana, (1997) corporate reputation is the perception of customers and 

self-confidence in the organization as a result of past organizational interactions both short and long term, 

which includes product impressions, anticipation of consistency in product and service quality, with no 

negative perspective. "Treat our customers personally in order to get their confidence with our services 

including analysis, design, training, and implementation", is an important value for the reputation of GITS 

that has been built since 2012 with the aim of being able to provide the best service, and to provide more trust. 

to its customers. 

Not only through the reputation and important value instilled in the GITS company, but the 

performance of the company itself is also very important in building long and short term relationships. 

Corporate Performance according to Mendra et al ,. (2012) states that the description of the achievement of 

the implementation of an activity or program or policy in realizing the goals, objectives, mission and vision of 

the organization. In starting a project, GITS has several stages that must be mutually agreed upon by both 

parties and committed to achieving goals. This is done so that the running project will be on time and in 

accordance with the wishes of the customer. These stages are like the Business Requirement Study (BRM), 

Training, and finally the Go Live system simultaneously. 

 

 
Figure 1.4 Stages - Stages of GITS Implementation 

Source: Company Profile GITS 2020 

 

There is a research gap in this study, namely the relationship between salesperson variables and 

relationship of quality. Based on the results of previous research conducted by Macintosh & Lockshin (1997) 
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which states that in a service company, a good relationship or a relationship can only be directly established 

between salespeople and their customers. In the sense that a salesperson of a service company dealing directly 

with customers will have a significant impact on customer commitment and customer loyalty. This contradicts 

the results of research conducted by Chen & Mau (2009) which states that the relationship between 

salespeople and customers will always exist, but customers also create a person-to-store level relationship. 

With the intention of the relationship between the customer and the store or company, it will automatically 

establish itself as a result of the corporate reputation that the company itself brings. 

Based on the explanation of the background of the problem that has been stated, this research takes the 

title "Analysis of Factors That Affect Customer Commitment and Customer Loyalty Customer Service ERP 

Systems PT. Global Industrial Technology Solutions (PT. GITS) In Surabaya”. 

 

2. Litterature Review 

2.1 Theories and Hypotheses 

2.1.1 Ethical Salesperson 

Ethical salesperson is a relevant competency related to the product, and is most often displayed in the 

form of information provided by salespeople (Crosby et al., 1990). According to Laith et al., (2012) ethical 

salesperson behavior has a significant impact on customer relationships and commitment through relationship 

quality of salespeople. 

H1: Ethical Salesperson has a significant effect on the Relationship Quality of Salesperson 

2.1.2 Sales Expertise 

Sales expertise is defined as knowledge, experience, or skills that are relevant to certain topics that 

individuals in an organization or company have (Lagace et al., 1991). Bahm (1995) through his research 

proves that sales experts have a positive and significant effect on the relationship quality of salespeople, this is 

proven where sales who have in-depth knowledge of the products or services offered will have an impact on 

better relationships with customers compared to sales who do not have in-depth knowledge. regarding 

services / products. 

H2: Sales Expertise has a significant effect on the Relationship Quality of Salesperson 

2.1.3 Service Performance 

According to Kasmir (2003), service performance in general is any activity that is intended or aimed at 

creating and establishing quality relationships of salespeople, through services that can meet customer wants 

and needs. This is supported by research conducted by Sanistasya (2015), which states that service 

performance has a significant effect on relationship quality of salespeople. 

H3: Service Performance has a significant effect on the Relationship Quality of Salesperson 

2.1.4 Corporate Reputation 

Corporate reputation is the perception of customers and confidence in the organization as a result of 

past interactions of the organization both short and long term, which includes product impressions, 

anticipation of consistency in product and service quality, with no negative perspective (Caruana, 1997). 

According to Dick et al. (1990) The company’s reputation will directly form a strong bond between customers 

and the company concerned so that it will influence customers in making choices. 

H4: Corporate Reputation has a significant effect on the Relationship Quality of Institution 
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2.1.5 Corporate Performance 

According to Mendra and Widanaputra, (2012) corporate performance is a description of the 

achievement of the implementation of an activity or program or policy in realizing the goals, objectives, 

mission and vision of the organization. According to Ichniowski's (2011) research, there is a positive 

influence between the relationship quality of institutions on company performance because the good 

relationships that exist between clients and employees can improve company performance. 

H5: Corporate Performance has a significant effect on the Relationship Quality of Institution 

2.1.6 Relationship Quality of Selesperson 

According to Lupiyodi (2012), relationship quality of salesperson is an activity or activity carried out 

by a company in order to increase the usefulness of a product or service offered by a company in order to 

create customer satisfaction and create a harmonious relationship between the two. Desi (2015) who argues 

that salesperson has an important role in the relationship quality of institutions where human resources are 

needed to determine the success of an institution. Employees or salespeople are very important because they 

can generate additional value for the company. Cronin & Taylor (1992) stated that good quality in the 

relationship quality of salesperson provides a positive relationship in customer commitment. 

H6: Relationship Quality of Salesperson has a significant effect on Relationship Quality of Institution 

H7: Relationship Quality of Salesperson has a significant effect on Customer Commitment 

2.1.7 Relationship Quality of Institution 

According to Angelova (2011) relationship quality of institution is defined as a measure of whether an 

organization has the ability to not only meet customer needs but also exceed customer expectations through 

products or services. The quality of a company's relationship where customer satisfaction and trust can be 

seen as antecedents of commitment (Anderson & Srinivasan, 2003). 

H8: Relationship Quality of Institution has a significant effect on Customer Commitment 

2.1.8 Customer Commitment 

According to Thaicon et al. (2016) customer commitment is defined as customer belief and a lasting 

desire to maintain a relationship that can produce functional and emotional benefits. Customers who are 

classified as loyal tend to have high recommendation intentions, it can be said that loyal customers are 

customers who have committed to higher repurchases in the future and who are reluctant to move (Kim et al., 

2007). 

H9: Customer Commitment has a significant effect on Customer Loyalty 

2.1.9 Customer Loyalty 

According to Siagian and Cahyono (2014), customer loyalty is a firmly held commitment to 

consistently repurchasing selected products or services in the future, causing repeated purchases of products 

or services with the same brand, even though there are situational influences and potential marketing efforts. 

to cause the behavior to switch to a different brand of products or services. Sangadji and Shopiah (2013) 

define customer loyalty in the context of service marketing as a response that is closely related to pledges or 

promises by upholding the commitment that underlies the continuity of relationships, and is usually reflected 

in continuous purchases from the same service provider based on dedication and pragmatic constraints. 
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2.2 Research Model 

 
Figure 2.1: The Framework of Research Model 

 

3. Research Methods 

The research method used in this research is quantitative method, in which this method is a scientific 

approach to managerial and economic decision making. The population in this study were all customers / 

clients of PT. Global Industrial Technology Solutions. In this study, the sampling technique used was 

Probability Sampling with the full sampling method. Probability sampling according to Sugiyono (2017: 82) 

states that the sampling technique provides equal opportunities or opportunities for each element or member 

of the population to be selected as samples, this is because the number of customers / clients of PT. Global 

Industry Technology Solutions that can be identified with certainty and have the same opportunity to be 

sampled. Meanwhile, purposive sampling is a sampling technique by determining certain criteria (Sugiyono, 

2008). In detail, the characteristics of the respondents can be described as follows: (1) Have been a GITS 

customer for about 1 year; (2) Residing in East Java or Jakarta; (3) Customers from medium to large 

companies; (4) Customers who have or have never used ERP services before. Based on data from PT. GITS 

Consulting, the number of customers who meet the specified criteria is 30 companies. based on this, this study 

uses a sample of 30 companies. 
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4. Results and Discussion 

4.1 Assessment of Measurement Model 

Table 4.1: Simple Regression Ethical Salesperson (ES), Sales Expertise (SE), and Service Performance 

(SP) on Relationship Quality of Salesperson (RWS) 

Model / Variabel R Adj R2 Fsig Standardized Coefficients Beta tsig Hypothesis 

ES, SE, SP *RWS 0,978 0,953 0,000    

ES    0,283 0,020 Accepted 

SE    0,320 0,001 Accepted 

SP    0,411 0,001 Accepted 

 

Table 4.2: Multiple Regression Relationship Quality of Salesperson (RWS), Reputation (RE), and Corporate 

Performance (CP) on Relationship Quality of Institution (RWI) 

Model / Variabel R Adj R2 Fsig Standardized Coefficients Beta tsig Hypothesis 

RWS,RE,CP *RWI 0,977 0,950 0,000    

RWS    0,257 0,027 Accepted 

RE    0,542 0,000 Accepted 

CP    0,211 0,027 Accepted 

 

Table 4.3: Multiple Regression Relationship Quality Of Salesperson, Relationship Quality Of Institution to 

Customer Commitment 

Model / Variabel R Adj R2 Fsig Standardized Coefficients Beta tsig Hypothesis 

RWS,RWI *CC 0,969 0,935 0,000    

RWS    0,656 0,000 Accepted 

RWI    0,327 0,022 Accepted 

 

Table 4.4: Simple Regression of Customer Commitment to Customer Loyalty 

Model / Variabel R Adj R2 Fsig Standardized Coefficients Beta tsig Hypothesis 

CC *CL 0,680 0,444 0,000    

CC    0,680 0,000 Accepted 

 

Multiple regression test shows the influence of an independent variable on the dependent variable. The 

condition for a hypothesis is considered significant when the significance level is less than 0.05 (α = 

5%). So that the results in this study are explained as follows: 

4.2 Hypotheses Testing 

Table 4.5: Summary of Testing Results. 

Hypotheses Analysis 

H1: Ethical Sales has a significant effect on the Relationship Quality of Salesperson Accepted 

H2: Sales Expertise has a significant effect on the Relationship Quality of Salesperson Accepted 

H3: Service Performance has a significant effect on the Relationship Quality of 

Salesperson 
Accepted 

H4: Reputation has a significant effect on the Relationship Quality of Institution Accepted 

H5: Corporate Performance has a significant effect on the Relationship Quality of 

Institution 
Accepted 
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H6: Relationship Quality of Salesperson has a significant effect on Relationship Quality of 

Institution 
Accepted 

H7: Relationship Quality of Salesperson has a significant effect on Customer Commitment Accepted 

H8: Relationship Quality of Institution has a significant effect on Customer Commitment Accepted 

H9: Customer Commitment has a significant effect on Customer Loyalty Accepted 

4.3 Discussion  

4.3.1 The effect of Ethical Salesperson on Relationship Quality of Salesperson 

The t test results show a significance value below 0.05 for the first hypothesis which says Ethical 

Salesperson (ES) has a significant effect on the Relationship Quality of Salesperson (RWS) accepted at the sig 

level. 0.020 <t sig. 0.05 with a regression coefficient of 0.283. The results of this study support the research 

conducted by Cronin & Taylor, (1992) which shows that ethical salesperson's behavior is an important aspect 

in terms of increasing the relationship quality of salesperson because salesperson is a representative of the 

company's organizational image in their behavior and interactions with their customers. Research conducted 

by Laith et al., (2012) also states that ethical salesperson behavior has a significant impact on customer 

relationships and commitment through relationship quality of salesperson. 

The results of this study indicate that the hypothesis is accepted. In that sense, the ethical salesperson at 

PT. Global Industri Teknologi Solusi will determine relationship quality of salesperson. The better the sales 

force of PT. Global Industry Technology Ethical solutions, so the quality of the relationship between sales and 

customers will be well established. The quality of the relationship between sales and customers is caused by 

sales communication capabilities, communication without pressure and having an attitude of listening to 

customers. So that this activity can create retail expectations for a long-term relationship. 

4.3.2 The effect of Sales Expertise on Relationship Quality of Salesperson 

The t test results show a significance value below 0.05 for the second hypothesis which says Sales 

Expertise (SE) has a significant effect on the Relationship Quality of Salesperson (RWS) accepted at the sig 

level. 0.001 <t sig. 0.05 with a regression coefficient of 0.320. The results of this study support the research 

conducted by Bahm, (1995) which shows that sales expertise has a positive and significant effect on 

relationship quality of salespeople. This means that salespeople who have in-depth knowledge of the products 

or services offered will have an impact on better relationships with customers compared to sales who do not 

have in-depth knowledge of the services / products. Research conducted by Kotler, (2002) states that sales 

expertise is a guidance on the management of intangible assets which are the pillars of relationship quality of 

salespeople in their relationship to create value (from products / services / solutions) that the company offers 

to its customers. 

The results of this study indicate that the hypothesis is accepted. In a sense, the sales expertise 

possessed by the sales team from PT. Global Industri Teknologi Solusi will determine relationship quality of 

salesperson. Sales expertise determines the sustainability of an effective sales activity. Knowledge and 

information controlled by sales is necessary to build quality relationships with customers. Sales ability is 

evident after successfully influencing customers, which will certainly increase sales performance. 

4.3.3 The effect of Service Performance on Relationship Quality of Salesperson 

The t test results show a significance value below 0.05 for the second hypothesis which says Service 

Performance (SE) has a significant effect on the Relationship Quality of Salesperson (RWS) accepted at the 

sig level. 0.001 <t sig. 0.05 with a regression coefficient of 0.411. The results of this study support the 

research conducted by Sanistasya, (2015) which shows that service performance has a significant effect on 

relationship quality of salespeople. Service performance as referred to by Sanistasya is a tangible or intangible 
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value enhancement activity related to a product or service directly or indirectly to meet customer expectations 

and provide quality relationship of salesperson which will ultimately have a good impact on the company. In 

another sense, according to Kasmir, (2003) service performance is any activity that is intended or aimed at 

creating and establishing quality relationships of salespeople, through services that can meet customer wants 

and needs. 

The results of this study indicate that the hypothesis is accepted. In that sense, the service performance 

carried out by PT. Global Industri Teknologi Solusi will determine relationship quality of salesperson. Service 

quality of PT. Global Technology Industry makes openness for customers. In the end, consumers 

automatically evaluate the services they receive, in contrast to more objective goods because they exist. The 

personality of the service provided to the customer is more abstract, resulting in customer reactions in an 

effort to evaluate the service through what he receives and feels. 

4.3.4 The effect of Reputation on Relationship Quality of Institution 

The t test results show a significance value below 0.05 for the second hypothesis that says reputation 

(RE) has a significant effect on the accepted relationship quality of salesperson (RWI) at the sig level. 0.027 

<t sig. 0.05 with a regression coefficient of 0.257. The results of this study support the research conducted by 

Herbig et al. (1994) who show that the reputation of a company is an award earned by a company because of 

the advantages that exist in the company. From the advantages that exist in the company, there is a good 

relationship with its customers. 

The results of this study indicate that the hypothesis is accepted. In that sense, reputation made by PT. 

The Global Solution Technology Industry will determine the relationship quality of the institutions. 

Reputation of PT. Global Industrial Technology Solutions have a great influence on product purchases. 

Companies form a fundamental trademark rather than a product. Therefore, the company's reputation has a 

consequential effect on the purchasing process that is different from the impact of the brand image on existing 

products. 

4.3.5 The effect of Corporate Performance on Relationship Quality of Institution 

The t test results show a significance value below 0.05 for the second hypothesis which reads 

Corporate Performance (CP) has a significant effect on the relationship quality of salesperson (RWI) accepted 

at the sig level. 0.027 <t sig. 0.05 with a regression coefficient of 0.211. The results of this study support the 

research conducted by Chen (2015) that company performance refers to environmental performance, social 

performance, economic performance, operational performance, and innovation performance. Relationship 

quality of salesperson of PT. Global Industry Technology Solutions are well formed which is an indicator of 

success between collaborative environmental, social and operational performance. 

4.3.6 The effect of Relationship Quality of Salesperson on Relationship Quality of Institution 

The t test results show a significance value below 0.05 for the second hypothesis which reads that the 

Relationship Quality of Salesperson (RWS) has a significant effect on the Relationship Quality of Institution 

(RWI) accepted at the sig level. 0.027 <t sig. 0.05 with a regression coefficient of 0.257. These results 

indicate the existence of consumer confidence in using the company's services / products. Singh & 

Sirdeshmukh (2000) emphasized that trust is an important mediating factor between customer behavior before 

and after buying a service / product. This can lead to long-term loyalty and strengthen relations between the 

two parties. 

The results of this study indicate that the hypothesis is accepted. It means, relationship quality of 

salesperson of PT. The Global Solution Technology Industry will determine the relationship quality of the 

institutions. The quality of communication between the salesperson of PT. Global Industrial Technology 
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Solutions have a great influence on the relationship between companies. The company has succeeded in 

creating a form of cooperation that is futuristic and of course mutually beneficial. Panda (2014) asserts that 

relationship marketing exists as an alternative to building and maintaining customer loyalty. 

4.3.7 The effect of Relationship Quality of Salesperson on Customer Commitment 

The t test results show a significance value below 0.05 for the second hypothesis which reads 

Relationship Quality of Salesperson (RWS) has a significant effect on Customer Commitment (CC) accepted 

at the sig level. 0,000 <t sig. 0.05 with a regression coefficient of 0.969. The results of this study support 

research conducted by Susanta et al (2013) that it is cheaper to retain satisfied customers than to attract new 

ones, marketers focus on attracting and retaining profitable customers, by building long-term relationships for 

the common good. This means that customers will continue to maintain commitments in line with the 

behavior given by the company's salesperson. Salesperson is able to strengthen already strong relationships 

and to convert indifferent customers into loyal customers. 

The results of this study indicate that the hypothesis is accepted. It means, relationship quality of 

salesperson of PT. Global Industry Technology Solutions has a significant effect on customer commitment. 

PT. Global Industrial Technology Solutions is able to build consumer loyalty through quality salesperson 

work. Salesperson is able to build good quality relationships between customers with one another. In the end, 

consumer trust in the company is created. Present trust is influenced by consumers' trust in quality and service 

that is consistent, honest, responsible, and humble. 

4.3.8 The effect of Relationship Quality of Institution on Customer Commitment 

The t test results show a significance value below 0.05 for the second hypothesis which reads 

Relationship Quality of Institution (RWI) has a significant effect on Customer Commitment (CC) accepted at 

the sig level. 0.022 <t sig. 0.05 with a regression coefficient of 0.969. The results of this study support the 

research conducted by Hennig-Thurau (2000) that the initial theory underlying the current study is the quality 

of relationship quality, an important relationship for the marketing phenomenon which refers to the closeness 

or strength of relationships that tends to increase customer loyalty. Hajli (2014) and Sheikh et al (2019) 

further explained that the quality of the relationship generates support for colleagues and companies in 

expanding the network. 

The results of this study indicate that the hypothesis is accepted. This means that the relationship 

quality of the institution of PT. Global Industry Technology Solutions has a significant effect on customer 

commitment. PT. Global Industrial Technology Solutions is here to create the greatest opportunities possible 

in establishing cooperative relationships and supporting each other in marketing. This is based on the quality 

of the relationship that occurs, measured by how much trust, satisfaction and customer commitment. 

4.3.9 The effect of Customer Commitment on Relationship Quality of Salesperson 

The t test results show a significance value below 0.05 for the second hypothesis which says that 

customer commitment has a significant effect on customer loyalty received at the sig level. 0,000 <t sig. 0.05 

with a regression coefficient of 0.680. The results of this study support previous research conducted by 

Sondoh et al (2007) that customer loyalty is the result of the hard work of the company team that makes 

customers commit through meeting customer needs. This means that customer satisfaction is a priority to 

meet the needs, wants, and expectations of customers for products / services or services that have been 

fulfilled or even exceeded, resulting in repeated purchases. Customer satisfaction has several benefits, in 

addition to increasing customer loyalty it also increases reputation and increases employee competence. 

The results of this study indicate that the hypothesis is accepted. This means that customer commitment 

has a significant effect on customer loyalty at PT. Global Industrial Technology Solutions. This incident 
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shows that PT. Global Industri Teknologi Solusi maintains stability of customer satisfaction by fulfilling 

product / service needs. Touzani & Temessek (2009) further explains the most important part is that customer 

loyalty is a partnership that is committed and full of influence between consumers and brands. 

 

5. Conclusion  

Based on the data processing that has been done, the results obtained are eight hypotheses accepted and three 

hypotheses rejected. There is a significant relationship between functions on customer satisfaction, usability 

with customer satisfaction, applications for customer satisfaction, customer support for customer satisfaction, 

unit features on customer satisfaction, corporate factors on customer satisfaction, customer satisfaction with 

customer loyalty, and switching costs for customer loyalty. Meanwhile, an insignificant relationship was 

found between design on customer satisfaction, price on customer satisfaction, and corporate image on 

customer satisfaction. 

5.1 Managerial Implications 

Table 5.1: Managerial Implications 

Current Research Managerial Implications 

Ethical Salesperson is one 

element that is the focus in 

the process to improve the 

Relationship Quality of 

Salesperson. 

• Providing good and unique product sales information, by providing 

detailed information about product descriptions through short videos that 

are shown to clients while selling products. 

• Conduct research or collect any information that the customer needs 

from a meeting between PT. GITS with customers. The information 

obtained can also be in the form of a questionnaire that has been filled in 

by the customer. The sales team can also provide ERP implementation 

best practices for things that are standard / commonly applied in several 

types of companies (factories, etc.). 

• Learn first the type of company from its customers, whether this 

customer is a service company or manufacturing company or even a 

retail company. Because from there the sales team can provide solutions 

and products in accordance with the company's customers. 

Sales Expertise is one 

element that is the focus in 

the process of improving the 

Relationship Quality of 

Salesperson. 

• Provide regular training to all employees, both new employees and those 

who have been at PT. GITS, so that each employee has knowledge about 

the ERP systems that are sold by the company itself. Not only general 

knowledge about technology currently being used in the world is also the 

most important thing so that the sales team and other employees always 

follow the technological trends of the times. PT. Global Industri 

Teknologi Solusi can also recruit employees who have good IT basics so 

that they also have the basics of the products sold by the company. 

• Provide clear information on the flow of complaints or technical requests 

to customers at the time of the agreement. This also makes PT. Global 

Industrial Technology Solutions can quickly solve and prioritize 

technical problems desired by customers. PT. Global Industri Teknologi 

Solusi also makes web-based customer complaint systems. 

• Utilizing various kinds of social media such as Facebook, Instagram, 

company websites to share various information on the products they sell 

to potential buyers and those who are already customers.  
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Service Performance is one 

element that is the focus in 

the process to improve the 

Relationship Quality of 

Salesperson. 

• After each customer / client who has entered the Go Live 

Implementation stage, the 101 sales team should provide them with an 

evaluation form so that their service performance can grow from year to 

year. 

• Organizing employee self-development programs, especially the sales 

team, so that each employee can understand their potential. Providing 

good facilities whether it's facilities in the office or tools that are used 

daily for work such as laptops, etc. Things like this also provide a sense 

of comfort at work and give employees a sense of belonging to the 

company as their second home. Because a happy heart while working 

will increase the productivity of its employees. 

Reputation is one of the 

elements that is the focus in 

the process of improving the 

Relationship Quality of 

Institution. 

• Create a membership loyalty program. This program can provide various 

attractive offers for loyal customers of PT. GITS whether it has been 1 

year or more. The offer can be in the form of free maintenance service, 

free custom modules for the ERP systems they already use, and even free 

events for customers who join this program. 

• Provides a website that can be seen when prospective customers search 

for PT. GITS Consulting via search engine (google). From the website, 

prospective customers can find the history, vision, facilities of PT. GITS, 

customer messages that have been successfully implemented, to 

complete success stories from GITS customers. 

• Opening new branches in potential big cities in Indonesia, for example in 

Bekasi City, which is an industrial area. That way PT. Global Industrial 

Technology Solutions have even greater opportunities to get projects 

from various types of companies. 

Corporate Performance is 

one of the elements that is 

the focus in the process of 

improving Relationship 

Quality Of Institution. 

• Create a friendly corporate environment for all customers. Customers are 

given the right to transfer information, meaning that when customers 

brainstorm, company employees will provide persuasive directions 

according to company regulations. 

• Offers a 24 hour service where employees are also committed to being 

ready to provide customer service via phone / chat. But companies also 

have to provide useful training to build and create employees who love 

their jobs. All of that in order to implement a 24-hour service 

commitment to employees who are able and ready to serve customers 

anytime and anywhere, especially if there is an urgent situation for the 

customer / client. 

• Revitalizing facilities according to the needs and capabilities of the 

company in providing facilities. Facilities are of good quality, that is, 

they can be used for a relatively long period of time. Good facilities are 

an important indicator for company employees to carry out their duties 

and responsibilities. 

Relationship Quality Of 

Salesperson is one element 

that is the focus in the 

process of improving the 

Relationship Quality Of 

• Make small changes to the conversation pattern in order to make the 

customer feel comfortable and happy to hear the conversation the sales 

team is having. Given that PT. GITS Consulting is a service company, so 

details like this must be paid attention to. Another thing the sales team 

can provide examples of real cases that can be resolved during 
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Institution and Customer 

Commitment. 

explaining or during presentation in front of customers. Especially when 

providing solutions to the constraints the customers have. 

• Carry out progress transparency or the latest updates regarding the 

progress of each ongoing project, by providing general information on 

the PT. GITS where customers who have already dealt can monitor their 

respective projects. This is done in order to avoid miscommunication 

between the two parties and to build trust in customers. 

• Give appreciation or awards in the form of employee of the month to 

employees. This award aims to encourage employees to always produce 

the best performance performance so that service to clients is expected to 

produce professional service so that clients are satisfied when consulting 

with PT. GITS Consulting. 

• Offers a variety of payment facilities to its customers. Such as offering 

various price packages, and customers who have contracted with a large 

nominal value can be offered gradual payments so that customers 

experience the variety of transactions offered. 

Relationship Quality Of 

Institution is one of the 

elements that is the focus in 

the process of increasing 

Customer Commitment. 

• Give more attention to customers. The ability to really listen to 

customers is quite important. 

• Provide VIP facilities to clients who use PT. GITS Consulting for more 

than 3 years. The facilities can be in the form of discounted prices, free 

maintenance service, or even free entrance events held by PT. GITS. 

That way the customer company will feel appreciated for their loyalty in 

using the services of PT. GITS Consulting is noticed. 

• Creating a good customer perception of PT. GITS Consulting. 

Perceptions are formed after the customer has had an impressive 

experience with previous services. The company will make every effort 

to build high satisfaction through meeting and adequate customer needs. 

• Maintaining the current method, namely PT. GITS always provides 

direction or some input on the constraints that exist in each phase of 

implementation. 

Customer Commitment is 

one element that is the focus 

in the process of increasing 

Customer Loyalty. 

• Understand customer wants from the customer's point of view the first 

time you consult. From the seller's point of view, the goal is to persuade 

the customer to commit or return after completing the transaction the 

first time. The solution is in three main things, namely providing the best 

product quality, adjusting it to the wishes and needs of customers so that 

customers get value / value that exceeds expectations which make clients 

committed to PT. GITS Consulting. 

• Providing an online platform as a new consulting experience for PT. 

GITS Consulting remembers that during this pandemic, customers are 

reluctant to go to GITS offices or vice versa 

• Hold events or seminars for its customers regarding the introduction of 

the latest products that have the potential to be applied / implemented in 

the customer's company. 
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5.2 Recommendation 

Looking at the results of existing research where there are still many limitations to the research conducted by 

the author, the recommendations that can be submitted by the author are as follows: 

• Seeing the limitations regarding the object of research that only takes respondents, namely customers of 

PT. Global Solution Technology Industry in Surabaya, it is hoped that the next research using the same 

or modified model can be applied to different objects to get more general results on the factors that 

affect Customer Loyalty. 

• Further research is expected to complement the existing variables in this study so that it can further 

enhance the understanding of the factors that affect customer loyalty, for example, such as the addition 

of other variables such as Technical Expertise and Consultant Expertise. 

• In addition, it is hoped that the AMOS 16.0 software can use the Structural Equational Model (SEM) in 

further research 
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Appendix 

Table 6.1: The Items List Used in the study 

Customer Loyalty 

1. I am willing to recommend PT. GITS Consulting to my supervisor. 

2. I am willing to recommend PT. GITS Consulting to other companies. 

3. I always say positively about PT. GITS Consulting to others. 

Customer Commitment 

1. I am committed to having a long term relationship with PT. GITS Consulting. 

2. I am committed to choosing PT. GITS Cosulting in developing company information systems. 

3. I am committed to continuing to consult about the company's ERP system development with PT. GITS 

Consulting. 

Relationship With The Salesperson 

1. I am satisfied with the advice from the sales team from PT. GITS Consulting. 

2. I feel satisfied when transacting with the sales team from PT. GITS Consulting. 

3. I am satisfied with the performance of the sales team of PT. GITS Consulting. 

4. I believe the suggestion of the Sales team of PT. GITS Consulting. 

5. I believe in the transactions I made with the sales team from PT. GITS Consulting. 

6. I believe in the performance of the sales team of PT. GITS Consulting. 

Relationship With The Institution 

1. I am satisfied with PT. GITS Consulting. 

2. I feel satisfied with the way PT. GITS Consulting in handling the needs of our company. 

3. I am satisfied with the decisions made by PT. GITS Consulting. 

4. I believe in PT. GITS Consulting. 

5. I believe in the way PT. GITS Consulting handles the needs of our company. 

6. I believe in the decisions of PT. GITS Consulting. 

Ethical Salesperson Behavior 

1. In my opinion, the sales team from PT. GITS Consulting sells their product with a clear statement / 

explanation to me. 

2. In my opinion, the sales team from PT. GITS Consulting will only sell products that are suitable for my 

company. 

3. In my opinion, the sales team of PT. GITS Consulting always prioritizes the needs of its customers first 

Sales Expertise 

1. In my opinion, the sales team from PT. GITS Consulting has extensive knowledge in the field of 

information technology. 

2. In my opinion, the sales team from PT. GITS Consulting provides a lot of useful information for the 

development of my company business. 

3. In my opinion, the sales team of PT. GITS Consulting is always able to provide maximum service for 

technical requests 

Service Performance 

1. In my opinion, the sales team from PT. GITS Consulting shows the quantity of performance according 

to the needs of our company. 

2. In my opinion, the sales team from PT. GITS Consulting shows the quality of work in accordance with 

the demands of our company. 

3. In my opinion, the sales team from PT. GITS Consulting shows performance improvement according to 

the suggestions given by our company. 
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Corporate Reputation 

1. In my opinion, PT. GITS Consulting has a reputation as an honest (open) company. 

2. In my opinion, PT. GITS Consulting has a reputation as the best project partner. 

3. In my opinion, PT. GITS Consulting has a reputation as a company that always provides the best 

service. 

Corporate Performance 

1. In my opinion, PT. GITS Consulting always provides the quantity of facilities according to its promise. 

2. In my opinion, PT. GITS Consulting shows the best quality of service 

3. In my opinion, PT. GITS Consulting shows its performance as a professional company. 
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