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ABSTRAK 

 

Penelitian ini dilatarbelakangi oleh fenomena unik pada UMKM Toko Ocean Pool 

Tangerang, sebuah usaha informal berskala perorangan yang mampu membangun loyalitas 

pelanggan bernilai tinggi (high-value) di tengah keterbatasan legalitas formal. Karakteristik 

perlengkapan kolam renang sebagai barang tahan lama (durable goods) menciptakan celah 

"kevakuman hubungan" (relationship vacuum) yang berisiko memudarkan loyalitas. 

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh Kepercayaan Pelanggan 

(X1) dan Layanan Purna Jual (X2) terhadap Loyalitas Pelanggan (Y), baik secara parsial 

maupun simultan.   

 

Metode penelitian yang digunakan adalah pendekatan kuantitatif asosiatif dengan 

hubungan kausal. Populasi target difokuskan pada pelanggan kategori strategis (Whales, 

Dolphins, dan Tuna) periode tahun 2025 yang berjumlah 348 pelanggan. Berdasarkan 

perhitungan rumus Slovin, diambil sampel minimal sebanyak 186 responden yang 

ditentukan menggunakan teknik Disproportionate Stratified Random Sampling. Data 

primer dikumpulkan melalui penyebaran kuesioner tertutup berskala Likert dan diolah 

menggunakan bantuan program SPSS melalui uji asumsi klasik serta analisis regresi linear 

berganda.   

 

Hasil penelitian membuktikan secara parsial bahwa Kepercayaan Pelanggan berpengaruh 

positif dan signifikan terhadap Loyalitas Pelanggan (𝑡ℎ𝑖𝑡𝑢𝑛𝑔 = 19,591 > 𝑡𝑡𝑎𝑏𝑒𝑙 =

1,973), begitu pula dengan Layanan Purna Jual (𝑡ℎ𝑖𝑡𝑢𝑛𝑔 = 7,374 > 𝑡𝑡𝑎𝑏𝑒𝑙 = 1,973). 

Secara simultan, kedua variabel berpengaruh signifikan terhadap Loyalitas Pelanggan 

(𝐹ℎ𝑖𝑡𝑢𝑛𝑔 = 551,119 > 𝐹𝑡𝑎𝑏𝑒𝑙 = 3,04; 𝑆𝑖𝑔. < 0,001). Nilai koefisien determinasi 

menunjukkan kontribusi pengaruh sebesar 85,5%, sedangkan 14,5% sisanya dijelaskan 

oleh faktor lain di luar model. Catatan kritis menunjukkan indikator resistensi terhadap 

pesaing memiliki rata-rata terendah (2,99), sehingga manajemen disarankan meningkatkan 

legalitas usaha secara bertahap, mempercepat respons perbaikan unit, dan memperkuat 

program hubungan pelanggan (CRM) untuk mengantisipasi perang harga kompetitor. 

 

Kata Kunci : Kepercayaan Pelanggan, Layanan Purna Jual, Loyalitas Pelanggan, 

Barang Tahan Lama, UMKM Informal. 
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Customer Loyalty at MSME Ocean Pool Shop Tangerang 

 

ABSTRACT 

 

This research is motivated by a unique phenomenon at MSME Ocean Pool Shop 

Tangerang, an informal sole proprietorship that has successfully built high-value customer 

loyalty despite limited formal legality. The characteristics of swimming pool equipment as 

durable goods create a "relationship vacuum" that risks fading customer loyalty over time. 

This study aims to examine and analyze the influence of Customer Trust (X1) and After-

Sales Service (X2) on Customer Loyalty (Y), both partially and simultaneously. 

 

 The research methodology employs a quantitative associative approach with causal 

relationships. The target population focuses on strategic customer segments (Whales, 

Dolphins, and Tuna) from the 2025 transaction period, totaling 348 customers. Based on 

the Slovin formula calculation, a minimum sample of 186 respondents was drawn using the 

Disproportionate Stratified Random Sampling technique. Primary data were collected 

through closed-ended Likert-scale questionnaires and processed using SPSS software, 

utilizing classical assumption tests and multiple linear regression analysis. 

 

The results partially demonstrate that Customer Trust has a positive and significant 

influence on Customer Loyalty (𝑡𝑠𝑡𝑎𝑡𝑖𝑠𝑡𝑖𝑐 =  19.591 >  𝑡𝑡𝑎𝑏𝑙𝑒  =  1.973) , as does After-

Sales Service (𝑡𝑠𝑡𝑎𝑡𝑖𝑠𝑡𝑖𝑐 =  7.374 >  𝑡𝑡𝑎𝑏𝑙𝑒 =  1.973). Simultaneously, both variables 

significantly influence Customer Loyalty (𝐹𝑠𝑡𝑎𝑡𝑖𝑠𝑡𝑖𝑐 =  551.119 >  𝐹𝑡𝑎𝑏𝑙𝑒 =

 3.04;  𝑆𝑖𝑔. <  0.001). The coefficient of determination indicates an impact contribution of 

85.5% , while the remaining 14.5% is explained by other factors outside the model. A 

critical finding shows that the resistance to competitors indicator has the lowest average 

score (2.99). Consequently, the management is advised to gradually improve business 

legality, accelerate unit repair response times, and strengthen customer relationship 

management (CRM) programs to anticipate aggressive price wars from competitors.   

 

Keywords : Customer Trust, After-Sales Service, Customer Loyalty, Durable 

Goods, Informal MSME 
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