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ABSTRAK

Toko Putra Jaya Sibolga adalah toko suku cadang ritel kendaraan yang menyediakan
berbagai kebutuhan spare part bagi masyarakat dan bengkel di Kota Sibolga. Dalam
menghadapi persaingan usaha ritel suku cadang kendaraan yang semakin ketat,
perusahaan dituntut untuk mampu mempertahankan customer loyalty sebagai faktor
penting dalam keberlangsungan usaha. Customer loyalty dipengaruhi oleh berbagai
faktor, di antaranya trust, service quality, dan customer satisfaction. Penelitian ini
bertujuan untuk menganalisis pengaruh frust, service -quality, dan customer
satisfaction terhadap customer loyalty pada pelanggan Toko Putra Jaya Sibolga.
Penelitian ini menggunakan pendekatan kuantitatif dengan jenis penelitian asosiatif.
Populasi penelitian adalah seluruh pelanggan tetap Toko Putra Jaya Sibolga yang
berjumlah 54 orang. Teknik pengambilan sampel menggunakan sampel jenuh
sehingga seluruh populasi dijadikan sampel penelitian. Data dikumpulkan melalui
penyebaran kuesioner dan dianalisis menggunakan metode regresi linear berganda
dengan bantuan program SPSS. Hasil penelitian menunjukkan bahwa frust, service
quality, dan customer satisfaction berpengaruh positit dan signifikan terhadap
customer loyalty, baik secara parsial maupun simultan. Nilai Adjusted R Square
sebesar 0,644 menunjukkan bahwa variabel rrust, service quality, dan customer
satisfaction mampu menjelaskan customer loyalty sebesar 64,4%, sedangkan sisanya
sebesar 35,6% dijelaskan oleh variabel lain di luar model penelitian. Hasil penelitian
ini menunjukkan bahwa peningkatan trust, service quality, dan customer satisfaction
berperan dalam meningkatkan customer loyalty pelanggan pada Toko Putra Jaya
Sibolga.

Kata Kunci: Trust, Service_Quality, Customer_Satisfaction, Customer_Loyalty.
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ABSTRACT

Putra Jaya Sibolga Store is a retail automotive spare parts store that provides various
spare part needs for the community and repair workshops in Sibolga City. In facing
increasingly intense competition in the automotive spare parts retail industry, the
company is required to maintain customer loyalty as an important faktor for business
sustainability. Customer loyalty is influenced by various faktors, including trust,
service quality, and customer satisfaction. This study aims to analyze the influence of
trust, service quality, and customer satisfaction on customer loyalty among customers
of Putra Jaya Sibolga Store. This study employed a quantitative approach with an
associative research design. The population consisted of all regular customers of
Putra Jaya Sibolga Store, totaling 54 customers. A saturated sampling technique was
applied, whereby the entire population was used as the research sample. Data were
collected through questionnaire distribution and analyzed using multiple linear
regression with the assistance of SPSS software. The results indicate that trust, service
quality, and customer satisfaction have a positive and significant effect on customer
loyalty, both partially and simultaneously. The Adjusted R Square value of 0.644
indicates that trust, service quality, and customer satisfaction explain 64.4% of the
variance in customer loyalty, while the remaining 35.6% is explained by other
variables not included in this research model. These findings demonstrate that
improvements in trust, service quality, and customer satisfaction contribute to
enhancing customer loyalty at Putra Jaya Sibolga Store.

Keywords: Trust, Service_Quality, Customer_Satisfaction, Customer_Loyalty.
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