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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh Personal Selling, Komitmen, dan 

Kepercayaan Terhadap Loyallitas Pelanggan PT. Nobel Audiology Center Surabaya. 

Dalam penelitian ini menggunakan metode kuantitatif dengan teknik purpose 

sampling dan sampel 96 responden sebagai salah satu sumber data. Penelitian ini 

menggunakan alat analisis deskriptif uji asumsi klasik, analisis regresi berganda dan 

di ikuti dengan uji t, uji f, uji R dan uji 𝑅2. Hasil yang didapat dari penelitian ini adalah 

bahwa Personal Selling berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan. Komitmen berpengaruh positif dan signifikan terhadap loyalitas 

pelanggan. Kepercayaan terbukti berpengaruh positif dan signifikan terhadap 

Loyalitas Pelanggan. Pada akhirnya variabel Personal Selling, Komitmen dan 

Kepercayaan secara bersama-sama memiliki pengaruh yang signifikan terhadap 

Loyalitas Pelanggan PT. Nobel Audiology Center Surabaya.  

 

Kata Kunci : Personal Selling, Komitmen, Kepercayaan, Loyalitas Pelanggan



ABSTRACT 

This study aims to find out the influence of Personal Selling, commitment, and trust 

on the loyalty of PT. Nobel Audiology Center Surabaya. This tipe of research used a 

descriptive quantitative methods, the data collection used in this research purpose 

sampling techniques and a sample of 96 respondents as one of the data sources. This 

study used descriptive analysis tools of classical assumption test, homepage 

regression analysis and followed with t test, f test, R test and R2 test. The results 

obtained from this research are that Personal Selling has a positive and significant 

effect on customer loyalty. Commitment has a positive and significant effect on 

customer loyalty. Trust has proven to have a positive and significant effect on 

customer loyalty. In the end, the variables of Personal Selling, commitment and trust 

together have a significant influence on the loyalty of PT. Nobel Audiology Center 

Surabaya. 

 

Keywords : Personal Selling, commitment, trust, customer loyalty 

 

 

 

 

 

  



DAFTAR ISI 

HALAMAN PERSETUJUAN SKRIPSI .................. Error! Bookmark not defined. 

HALAMAN PENGESAHAN SKRIPSI ................... Error! Bookmark not defined. 

SURAT PERNYATAAN KEASLIAN SKRIPSI ..... Error! Bookmark not defined. 

LEMBAR PERNYATAAN PERSETUJUAN PUBLIKASI .. Error! Bookmark not 

defined. 

HALAMAN PERSEMBAHAN ................................. Error! Bookmark not defined. 

ABSTRAK ............................................................................................................. xii 

ABSTRACT ............................................................................................................ 17 

KATA PENGANTAR .......................................................................................... viii 

DAFTAR ISI .......................................................................................................... 18 

DAFTAR TABEL.................................................................................................. xii 

DAFTAR GAMBAR ............................................................................................ xiv 

DAFTAR LAMPIRAN ......................................................................................... xv 

BAB I PENDAHULUAN ........................................... Error! Bookmark not defined. 

1.1 Latar Belakang ............................................... Error! Bookmark not defined. 
1.2 Rumusan Masalah .......................................... Error! Bookmark not defined. 

1.3 Tujuan Penelitian............................................ Error! Bookmark not defined. 
1.4 Manfaat Penelitian .......................................... Error! Bookmark not defined. 

1.4.1 Manfaat Praktis ....................................... Error! Bookmark not defined. 
1.4.2 Manfaat Teoritis ...................................... Error! Bookmark not defined. 

1.5 Sistematika Penelitian .................................... Error! Bookmark not defined. 

BAB II KAJIAN PUSTAKA ..................................... Error! Bookmark not defined. 

2.1 Penelitian Terdahulu....................................... Error! Bookmark not defined. 
2.2 Landasan Teori ............................................... Error! Bookmark not defined. 

2.2.1 Customer Relationship Marketing ........... Error! Bookmark not defined. 
2.2.2 Personal Selling ...................................... Error! Bookmark not defined. 
2.2.3 Komitmen (commitment) ......................... Error! Bookmark not defined. 
2.2.4 Kepercayaan (Trust) ................................ Error! Bookmark not defined. 

2.2.5 Loyalitas Pelanggan................................. Error! Bookmark not defined. 
2.3 Kerangka berpikir ........................................... Error! Bookmark not defined. 
2.4 Hipotesis......................................................... Error! Bookmark not defined. 



BAB III METODOLOGI PENELITIAN ................. Error! Bookmark not defined. 

3.1 Rancangan Penelitian ..................................... Error! Bookmark not defined. 
3.2 Populasi dan Sampel ...................................... Error! Bookmark not defined. 

3.2.1 Populasi ................................................... Error! Bookmark not defined. 
3.2.2 Sampel ..................................................... Error! Bookmark not defined. 

3.3 Skala Pengukuran dan Instrumen Penelitian ... Error! Bookmark not defined. 
3.3.1 Skala Pengukuran .................................... Error! Bookmark not defined. 
3.3.2 Instrumen Penelitian ................................ Error! Bookmark not defined. 

3.4 Jenis Data dan Sumber Data ........................... Error! Bookmark not defined. 

3.4.1 Jenis Data ................................................ Error! Bookmark not defined. 
3.4.2 Sumber Data ............................................ Error! Bookmark not defined. 

3.5 Teknik Pengumpulan Data ............................. Error! Bookmark not defined. 
3.6 Uji Instrumen ................................................. Error! Bookmark not defined. 

3.6.1 Uji Validitas ............................................ Error! Bookmark not defined. 
3.6.2 Uji Reliabilitas ......................................... Error! Bookmark not defined. 

3.7 Teknik Analisis Data ...................................... Error! Bookmark not defined. 
3.7.1 Analisis Deskriptif ................................... Error! Bookmark not defined. 

3.7.2 Uji Asumsi Klasik ................................... Error! Bookmark not defined. 
3.7.3 Analisis Regresi Berganda ....................... Error! Bookmark not defined. 
3.7.4 Pengujian Hipotesis ................................. Error! Bookmark not defined. 

BAB IV PENYAJIAN, ANALISA DAN PEMBAHASAN .... Error! Bookmark not 

defined. 

4.1 Penyajian Data ............................................... Error! Bookmark not defined. 
4.1.1 Gambaran Obyek Penelitian ........................ Error! Bookmark not defined. 

4.1.2 Karakteristik Responden.......................... Error! Bookmark not defined. 

4.1.3 Uji Instrumen........................................... Error! Bookmark not defined. 
4.2 Tabulasi Data ................................................. Error! Bookmark not defined. 
4.3 Analisis Data .................................................. Error! Bookmark not defined. 

4.3.1 Uji Asumsi Klasik ................................... Error! Bookmark not defined. 

4.3.2 Analsis Regresi Linier Berganda ............. Error! Bookmark not defined. 
4.3.3 Pengujian Hipotesis ................................. Error! Bookmark not defined. 

4.4 Pembahasan .................................................... Error! Bookmark not defined. 
4.4.1 Pengaruh Personal Selling terhadap Loyalitas Pelanggan ............... Error! 

Bookmark not defined. 
4.4.2 Pengaruh Komitmen terhadap Loyalitas Pelanggan Error! Bookmark not 

defined. 
4.4.3 Pengaruh Kepercayaan terhadap Loyalitas Pelanggan .. Error! Bookmark 

not defined. 



4.4.4 Pengaruh Personal Selling, Komitmen dan Kepercayaan Terhadap 

Loyalitas Pelanggan ......................................... Error! Bookmark not defined. 

BAB V PENUTUP ...................................................... Error! Bookmark not defined. 

5.1 Kesimpulan .................................................... Error! Bookmark not defined. 
5.2 Saran .............................................................. Error! Bookmark not defined. 

5.2.1 Bagi Perusahaan ...................................... Error! Bookmark not defined. 
5.2.2 Bagi Peneliti Selanjutnya......................... Error! Bookmark not defined. 

DAFTAR PUSTAKA ................................................. Error! Bookmark not defined. 

LAMPIRAN ................................................................ Error! Bookmark not defined. 

 

 

 


