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Agus Suryo Nugroho Riyadi 

 
ABSTRAK 

 

Persaingan yang semakin kompetitif dari para perusahaan otomotif di Indonesia 

menjadikan salah satu tujuan perusahaan jasa untuk memenangkan persaingan 

adalah dengan menerapkan Customer Relations. Penerapan Customer Relations 

diharapkan mampu mendapatkan kepuasan pelanggan yang pada akhirnya akan 

menciptakan pelanggan yang loyal. Berdasarkan permasalahan tersebut, maka 

penelitian ini bertujuan untuk mengukur adanya pengaruh Customer Relations 

Loyalitas Pelanggan. Jenis penelitian yang digunakan adalah explanatory 

research dengan metode penelitian kuantitatif. Populasi dalam penelitian ini 

adalah seluruh pelanggan PT Oto Multiartha.Sampel dalam penelitian ini 

berjumlah 100 orang dengan teknik pengambilan sampel menggunakan accidental 

sampling. Penelitian ini menggunakan analisis deskriptif dan path analysis. 

Customer Relations diukur berdasarkan indikator-indikator yang ada pada 

Customer Relations seperti Membangun dan Menjaga Hubungan, Pengantaran 

Nilai (Value), Kepuasan. Loyalitas Pelanggan juga diukur berdasarkan indicator-

indikator dari Loyalitas Pelanggan seperti Kelekatan, Sikap, Tanggapan 

(Responsive). Hasil penelitian ini menunjukkan bahwa terdapat pengaruh yang 

signifikan antara variabel customer relations terhadap loyalitas pelanggan di 

buktikan dengan uji regresi yaitu R square = 0,727. Disarankan agar perusahaan 

dapat memberikan lebih banyak promo yang dapat memudahkan  kepada 

pelanggan atau memberikan lebih banyak promo yang dapat memudahkan atau 

memberikan keuntungan bagi pelanggan. 

 

Kata kunci :  Customer Relations, Loyalitas Pelanggan 
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ABSTRACT 

 

Increasingly competitive competition from the automotive companies in Indonesia 

makes one of the company's service goals to win the competition is to apply 

Customer Relations. Implementation of Customer Relations is expected to get 

customer satisfaction that will ultimately create loyal customers. Based on these 

problems, this study aims to measure the influence of Customer Relations 

Customer Loyalty. The type of research used is explanatory research with 

quantitative research methods. The population in this study is all customers of PT 

Oto Multiartha.Sampel in this study amounted to 100 people with sampling 

technique using accidental sampling. This research uses descriptive analysis and 

path analysis. Customer Relations is measured based on existing indicators on 

Customer Relations such as Building and Maintaining Relationships, Delivery 

Value (Value), Satisfaction. Customer Loyalty is also measured by indicators of 

Customer Loyalty such as Stickiness, Attitude, Response (Responsive). The 

results of this study indicate that there is a significant influence between customer 

relations variable on customer loyalty in the prove by regression test is R square = 

0,727. Writer suggest to make more promotional program in order to gove more 

benefit to the customer since most of them are students. 

 

Keyword: Customer Relations, Customer Loyalty 

 

 

 

 

 

 

 

 

 

 

 

 



vii 
 

KATA PENGANTAR 

 

Puji syukur kepada Allah SWT atas segala nikmat sehat yang telah 

diberikan kepada penulis, sehingga penulis dapat menyelesaikan skripsi ini 

dengan sebaik mungkin. Judul yang penulis pilih adalah “Pengaruh Customer 

relations terhadap loyalitas pelanggan di PT Oto Multiartha Jakarta. 

Terima kasih kepada Bapak Dr. Antar Venus, MA selaku Dekan FISIP 

Universitas Pembangunan Nasional “Veteran” Jakarta, Ibu Damayanti S. Sos, M. 

Si selaku Kepala Program Studi Ilmu Komunikasi, Drs. Rini Riyantini, M. Si 

selaku dosen pembimbing, Bapak dan Ibu dosen, serta staff dan karyawan FISIP 

Universitas Pembangunan Nasional “Veteran” Jakarta yang sudah membantu 

selama masa perkuliahan.  

Disamping itu,penulis ucapkan terimakasih kepada ayah dan ibu serta 

seluruh keluarga yang tak henti-hentinya memberikan semangat dan doa, Penulis 

juga sampaikan terimakasih kepada teman-teman yang telah membantu dalam 

penulisan skripsi. Penulisan skripsi ini tidak akan selesai tanpa bantuan dari 

berbagai pihak. Semoga Allah SWT membalas semua kebaikan yang telah 

diberikan kepada penulis. Penulis menyadari bahwa skripsi ini masih jauh dari 

kesempurnaan. Penulis berharap semoga skripsi ini dapat bermanfaat bagi para 

pembaca dan khususnya bagi mahasiswa/i Public Relations untuk dijadikan 

referensi. 

 

  

                        Jakarta,5 Juli 2017 

                Agus Suryo Nugroho  

 

 

 



viii 
 

DAFTAR ISI 

HALAMAN JUDUL .................................................................................................. i 

LEMBAR PENGESAHAN SKRIPSI ....................................................................... ii 

ABSTRAK ................................................................................................................. iii 

ABSTRACT ............................................................................................................... iv 

KATA PENGANTAR ............................................................................................... v 

DAFTAR ISI  ............................................................................................................. vi 

DAFTAR TABEL  ..................................................................................................... vii 

DAFTAR GAMBAR  ................................................................................................ x 

DAFTAR LAMPIRAN  ............................................................................................. xi 

BAB I : PENDAHULUAN 

I.1. Latar Belakang  ................................................................................................... 1 

I.2. Rumusan Masalah ............................................................................................... 7 

I.3. Tujuan Penelitian  ............................................................................................... 7 

I.4. Manfaat Penelitian  ............................................................................................. 7 

1.4.1 Manfaat Teoritis ................................................................................................ 7 

1.4.2 Manfaat Praktis ................................................................................................. 7 

I.5. Sistematika Penulisan  ........................................................................................ 7 

BAB II : KAJIAN TEORI 

II.1. Pengertian Public Relations ............................................................................... 9 

II.2. Tugas Public Relations ....................................................................................... 10 

II.3. Fungsi Public Relations ...................................................................................... 11 

II.4. Pengertian Customer Relations .......................................................................... 11 

II.5. Pengertian Customer Loyality ............................................................................ 13 

II.6. Pengertian Pelanggan ......................................................................................... 14 

II.7. Kerangka Berpikir .............................................................................................. 15 

II.1.8. Hipotesis .......................................................................................................... 15 

BAB III : METODOLOGI PENELITIAN 

III.1. Pendekatan Penelitian  ...................................................................................... 16 

III.2 . Populasi  ............................................................................................................ 17 

III.3. Sampel  .............................................................................................................. 17 

III.4. Teknik Pengumpulan Data ................................................................................ 18 

III.6. Teknik Pengujian Instrumen ............................................................................. 19 

III.6.1. Uji Validitas  .................................................................................................. 20 

III.6.2. Uji Reliabilitas  .............................................................................................. 22 

III.7.  Tehnik Analisis Data ........................................................................................ 23  

III.8. Uji Regresi  ....................................................................................................... 23 

III.9.  Uji Hipotesis .................................................................................................... 24 

III.10. Operasional Variabel ....................................................................................... 25  

III.7. Waktu dan Tempat Penelitian ........................................................................... 27 

BAB IV : ANALISIS DAN PEMBAHASAN 

IV.1. Sejarah PT Oto Multiartha   .............................................................................. 28 

IV.2. Logo PT Oto MultiArtha Jakarta ...................................................................... 29 

IV.3. Visi .................................................................................................................... 29 

IV.4. Misi ................................................................................................................... 30 

IV.5. Filosofi Bisnis ................................................................................................... 30 

IV.6. Hasil Penelitian  ................................................................................................ 32 



ix 
 

IV.7. Karakteristik Responden  .................................................................................. 33 

IV.8. Analisis Rataan Skor Customer Relations  ....................................................... 35 

IV.9. Analisis Rataan Skor Loyalitas Pelanggan ....................................................... 41 

IV.10.Tabel Tabulasi  ................................................................................................. 46 

IV.11. Analisis Inferensial ......................................................................................... 47 

IV.12. Uji Regresi ...................................................................................................... 50 

IV.13. Uji Hipotesis ................................................................................................... 51 

BAB V : PENUTUP 

V.1 Kesimpulan dan Saran 

V.1.1 Kesimpulan ...................................................................................................... 53 

V.1.2 Saran ................................................................................................................. 54 

DAFTAR PUSTAKA 

LAMPIRAN 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



x 
 

DAFTAR TABEL 

Tabel 1 : Validitas Variabel X ................................................................................... 19 

Tabel 2 : Validitas Variabel Y ................................................................................... 20 

Tabel 3 : Nilai Alpha Cronbach  ................................................................................ 22 

Tabel 4 : Uji Reliabilitas Variabel X ......................................................................... 22 

Tabel 5 : Uji Reliabilitas Variabel Y ......................................................................... 22 

Tabel 6 : Operasional Variabel  ................................................................................. 25 

Tabel 7 : Karakteristik Responden ............................................................................. 33 

Tabel 8 : Rata-Rata Customer Relations .................................................................... 35 

Tabel 9 : Rata—Rata Loyalitas Pelanggan ................................................................ 41 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xi 
 

DAFTAR GAMBAR  

Gambar 1 : .................................................................................................................. 53 

Gambar 2 : .................................................................................................................. 54 

Gambar 3 .................................................................................................................... 55 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



xii 
 

DAFTAR LAMPIRAN 

Lampiran 1  : A2.2. Kegiatan Konsultasi Skripsi 

  A5. Tanda Persetujuan Ujian Skripsi 

Lampiran 2  : Surat Keterangan Permohonan Riset 

Lampiran 3  : Surat Pengantar Riset 

Lampiran 4  : Kartu Hasil Studi 

Lampiran 5  : Hasil Tes TOEFL 

Lampiran 6  : Surat Keterangan Bebas Perpustakaan FISIP  

Lampiran 7  : Sertifikat OutBound  

Lampiran 8  : PrintOut Pembayaran  

Lampiran 9  : Daftar Kehadiran Mengikuti Seminar Ujian Skripsi 

Lampiran 10  : Ijazah SMA  

Lampiran 11 : Kuesioner  

Lampiran 12 : Tabel Karakteristik Responden, Validitas, Reliabilitas, Uji-t 

                           Penelitian  

Lampiran 13    : Dokumentasi 

 

  


