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ABSTRAK 

Eva Refiana. 2020. Pengaruh Trust dan Communication terhadap Customer 
Retention pada Adikuasa Photography di Taman Cari Purbolinggo 
Lampung Timur. Skripsi. Program Studi manajemen, Fakultas Ekonomi 
dan Bisnis. Universitas Muhammadiyah Metro. Pembimbing                            
(1) H. Suwarto, S.E., M.M. (2) Fitriani, S.E., M.M. 

 
 
Kata kunci: Trust, Communication, Customer Retention. 
 
 Setiap perusahaan tentunya memiliki strateginya masing-masing di dalam 
menarik pelanggan dan mempertahankan pelanggannya agar tidak berpindah ke 
perusahaan pesaing. Untuk mempertahankan para pelanggan tersebut maka 
diperlukan suatu upaya untuk mempertahankan mereka diantaranya yaitu 
dengan membangun kepercayaan dan menjalan komunikasi yang baik dengan 
konsumen. Permasalahan yang ada di Studio AdiKuasa Photography pada tahun 
2019 jumlah pelanggan cenderung mengalami fluktuasi. 

Penelitian ini bertujuan untuk mengetahui pengaruh Trust dan 
Communication terhadap Customer Retention di Adikuasa Photography.  

Desain penelitian adalah penelitian kuantitatif atau penelitian verifikatif. 
Metode yang digunakan dalam penelitian ini adalah metode explanatory survey. 
Objek dalam penelitian ini adalah Trust, Comunnication dan Customer Retention. 
Kegiatan penelitian ini dilakukan di AdiKuasa PhotoGraphy di Taman Cari 
Purbolinggo Lampung Timur. Populasi penelitian adalah konsumen di AdiKuasa 
PhotoGraphy dengan jumlah sampel yang diambil sebanyak 93 responden. 
Teknik pengumpulan data menggunakan kuisioner. Alat analisis yang digunakan 
adalah menggunakan analisa kualitas data dan analisis regresi linier berganda 
dengan program SPSS. 

Hasil penelitian menunjukkan secara partial trust dan communication 

berpengaruh signifikan terhadap Customer Retention. Secara simultan juga 

menunjukkan bahwa trust dan communication secara bersama-sama mempunyai 

pengaruh yang signifikan terhadap Customer Retention. Berdasarkan angka 

coefisiensi dan nilai thitung maka dapat diketahui bahwa faktor yang paling 

berpengaruh terhadap customer retention adalah communication. 
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ABSTRACT 

 

Eva Refiana. 2020. The Influence of Trust and Communication on Customer 

Retention in the Superintendent of Photography at Taman Cari Purbolinggo 

Lampung Timur. Essay. Management Study Program, Faculty of 

Economics and Business. Muhammadiyah Metro University. Advisors (1) 

H. Suwarto, S.E., M.M. (2) Fitriani, S.E., M.M. 

Keywords: Trust, Communication, Customer Retention. 

Each company certainly has its own strategy inside 

attract customers and keep customers from moving to 

competing companies. To maintain these customers, an effort is needed to 

maintain them, including by building trust and maintaining good communication 

with consumers. The problems that exist in AdiKdaya Photography Studio in 

2019, the number of customers tends to fluctuate. 

This study aims to determine the effect of Trust and Communication on 

Customer Retention in Adikuasa Photography. 

The research design is quantitative research or verification research. The 

method used in this research is explanatory survey method. The objects in this 

research are Trust, Communication and Customer Retention. This research 

activity was carried out at AdiKasa PhotoGraphy in Taman Cari Purbolinggo, 

East Lampung. The study population was consumers in AdiKdaya PhotoGraphy 

with a total sample of 93 respondents. The data collection technique used a 

questionnaire. The analytical tool used is to use data quality analysis and multiple 

linear regression analysis with the SPSS program. 

The results showed that partial trust and communication had a significant 

effect on customer retention. Simultaneously it also shows that trust and 

communication together have a significant effect on customer retention. Based 

on the coefficient number and the tcount value, it can be seen that the factor that 

most influences customer retention is communication. 
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(Sufyan bin Uyainah) 
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