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ABSTRAK 

ANALISIS PENGARUH CITRA PERUSAHAAN, RESPONSIVITAS 

LAYANAN, DAN KEPUASAN PELANGGAN TERHADAP 

LOYALITAS PELANGGAN JASA MR.WATER TREATMENT DI 

SURAKARTA 

 

 

 

Tyto Ahmad Arifin 

NIM:2021515116 

tytoahmad913@gmail.com 

 

Tujuan penelitian ini untuk mengetahi  pengaruh Citra Perusahaan,  

Responsivitas Layanan  dan Kepuasan Pelanggan  terhadap Loyalitas  Pelanggan 

Jasa Mr.Water Treatment di Surakarta.Penelitian ini menggunakan pendekatan 

kuantitatif. Populasi dalam penelitian ini  sebanyak 35 orang pemilik atau 

pengelola kolam renang di Surakarta dan sekitarnya. Teknik pengambilan sampel 

menggunakan teknik sensus, dimana seluruh populasi dijadikan sampel dalam 

penelitian. Teknik analisis data menggunakan regresi linier berganda, uji t-test, uji 

F dan koefisien determinasi (R
2
)   

Hasil penelitian menunjukkan bahwa semua item pernyataan kuesioner 

dinyatakan valid dan reliabel. Hasil uji asumsi klasik menunjukkan bahwa 

penelitian ini berdistribusi normal dan tidak adanya gangguan heterokedastisitas, 

multikulinieritas dan autokorelasi pada model regresi. Hasil uji t menunjukkan 

terdapat pengaruh Citra Perusahaan terhadap Loyalitas Pelanggan Jasa Mr. Water 

Treatment. Terdapat pengaruh Responsivitas Layanan terhadap Loyalitas 

Pelanggan Jasa Mr. Water Treatment. Tidak terdapat pengaruh Kepuasan 

Pelanggan  terhadap Loyalitas Pelanggan Jasa Mr. Water Treatment. Hasil Uji F 

secara simultan terdapat pengaruh Citra Perusahaan, Responsivitas Layanan dan 

Kepuasan Pelanggan terhadap Loyalitas Pelanggan Jasa Mr. Water Treatment  Uji 

koefisien determinasi (R
2
) diperoleh nilai untuk R

2
 sebesar 0,782 atau 78,2%, 

artinya bahwa secara bersama-sama terdapat pengaruh antara variabel independen 

yaitu Citra Perusahaan, Responsivitas Layanan, Kepuasan Pelanggan terhadap 

Loyalitas Pelanggan Jasa Mr. Water Treatment  sebesar 78,2%, sedangkan yang 

21,8% dipengaruhi oleh faktor lain, yang tidak diteliti seperti harga, lokasi dan 

lain sebagainya. 

 

Kata kunci: Citra Perusahaan,  Responsivitas Layanan,  Kepuasan Pelanggan, 

Loyalitas  Pelanggan . 
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ABSTRACT 

Analysis of the Influence of Corporate Image, Service Responsiveness, and 

Customer Satisfaction on Customer Loyalty of Mr. Water Treatment Services in 

Surakarta 

 

Tyto Ahmad Arifin 
NIM: 2021515116 

tytoahmad913@gmail.com 

The purpose of this research is to examine the influence of Corporate 

Image, Service Responsiveness, and Customer Satisfaction on Customer Loyalty 

of Mr. Water Treatment services in Surakarta. This research employs a 

quantitative approach. The population in this study consists of 35 owners or 

managers of swimming pools in Surakarta and its surroundings. The sampling 

technique uses a census method, where the entire population is used as the sample 

for the study. Data analysis techniques include multiple linear regression, t-test, 

F-test, and the coefficient of determination (R2). 

The research findings indicate that all items in the questionnaire statements 

are valid and reliable. The results of the classical assumption test show that the 

data is normally distributed and there is no issue with heteroscedasticity, 

multicollinearity, and autocorrelation in the regression model. The t-test results 

indicate that Corporate Image has an effect on Customer Loyalty to Mr. Water 

Treatment services. Service Responsiveness also affects Customer Loyalty to Mr. 

Water Treatment services. However, Customer Satisfaction does not have an 

effect on Customer Loyalty to Mr. Water Treatment services (Y). The F-test results 

indicate that, simultaneously, Corporate Image, Service Responsiveness, and 

Customer Satisfaction influence Customer Loyalty to Mr. Water Treatment 

services. The coefficient of determination (R2) test yields an R2 value of 0.782 or 

78.2%, meaning that, collectively, the independent variables—Corporate Image  

Service Responsiveness, and Customer Satisfaction influence Customer Loyalty to 

Mr. Water Treatment services by 78.2%, while the remaining 21.8% is influenced 

by other factors not studied, such as price, location, and so on. 

 

 

 

Keywords: Corporate Image, Service Responsiveness, Customer Satisfaction, 

Customer Loyalty. 
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