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Abstrak

PENGARUH CORPORATE SOCIAL RESPONSIBILITY DAN CITRA
PERUSAHAAN TERHADAP LOYALITAS PELANGGAN
(Studi Kasus Pada Restoran Cepat Saji McDonald's Indonesia di Kota Semarang)

Kegiatan Corporate Sosial Responsibility sudah menjadi suatu kewajiban
bagi perusahaan. Selain itu kegiatan tersebut dapat meningkatkan citra peruahaan
dan loyalitas pelanggan. Dalam beberapa waktu terakhir perkembangan restoran
cepat saji di Indonesia tumbuh semakin pesat, seperti yang terdapat di McDonalds
Kota Semarang yang sudah mengadakan berbagai kegiatan Corporate Sosial
Responsibility. Namun, masih terdapat pelanggan tidak mengetahui kegiatan
Corporate Sosial Responsibility dan citra perusahaan yang ada sehingga
menyebabkan rendahnya loyalitas pelanggan.

Tujuan dari penelitian ini adalah untuk mengetahui pengaruh Corporate
Sosial Responsibility dan citra perusahaan terhadap loyalitas pelanggan. Tipe
penelitian ini adalah explanatory research, dengan teknik pengumpulan data
kuesioner dengan metode accidental sampling. Karena jumlah populasi yang tidak
diketahui maka menurut Cooper dan Emory (1997) sampel dalam penelitian ini
berjumlah 100 responden yang merupakan pelanggan McDonalds di Kota
Semarang. Dengan meggunakan uji validitas, uji reliabilitas, tabulasi silang,
koefisien korelasi, analisis regresi sederhana, koefisien determinasi, uji signifikansi
(uji t), dan uji F.

Hasil penelitian menunjukkan bahwa Corporate Sosial Responsibility
berpengaruh positif dan signifikan terhadap citra perusahaan dengan nilai t tabel
4,459. Corporate Sosial Responsibility berpengaruh positif dan signifikan terhadap
loyalitas pelanggan dengan nilai t tabel 3,161. Citra perusahaan juga berpengaruh
terhadap loyalitas pelanggan dengan nilai t tabel 5,217. Serta Corporate Sosial
Responsibility dan citra perusahaan berpengaruh positif dan signifikan terhadap
loyalitas pelanggan dengan nilai koefisien determinasi sebesar 23,3%.

Kesimpulan dari penelitian ini Corporate Sosial Responsibility berpengaruh
positif dan signifikan terhadap citra perusahaan. Corporate Sosial Responsibility
juga berpengaruh positif dan signifikan terhadap loyalitas pelanggan. Citra
Perusahaan berpengaruh positif terhadap loyalitas pelanggan, serta Corporate
Sosial Responsibility dan citra perusahaan berpengaruh positif loyalitas pelanggan.
Selanjutnya agar perusahaan dapat meningkatkan kegiatan Corporate Social
Responsibility dan meningkatkan pengelolan limbah yang baik agar limbah dari
McDonalds tidak mengganggu lingkungan.

Kata Kunci : Corporate Social Responsibility, citra, loyalitas
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Abstract

The Influences of Corporate Social Responsibility and Corporate Image to
Custumer Loyalty
(Study At McDonald’s Indonesia Fast Food Restaurant in Semarang City)

Corporate Social Responsibility activities have become an obligation for the

company. In addition, these activities can improve the image of the company and
customer loyalty. In recent time the fast food restaurant development in Indonesia
has grown rapidly, as found in McDonalds Semarang City which has held various
Corporate Social Responsibility activities. However, there are still customers who
do not know the Corporate Social Responsibility activities and the image of the
existing company so as to cause low customer loyalty.
The purpose of this research is to know the influence of Corporate Social
Responsibility and corporate image to customer loyalty. This research type is
explanatory research, with technique of collecting questionnaire data with
accidental sampling method. Because the number of unknown population then
according to Cooper and Emory (1997) sample in this study amounted to 100
respondents who are customers McDonalds in Semarang City. By using validity
test, reliability test, cross tabulation, correlation coefficient, simple regression
analysis, determination coefficient, significance test (t test), and F test.

The result showed that Corporate Social Responsibility had positive and
significant effect to company image with value t table 4,459. Corporate Social
Responsibility has a positive and significant impact on customer loyalty with t table
value 3,161. Corporate image also affects customer loyalty with t value table 5,217.
And Corporate Social Responsibility and corporate image have a positive and
significant impact on customer loyalty with the value of determination coefficient
of 23.3%.

The conclusion of this research Corporate Social Responsibility have
positive and significant effect to company image. Corporate Social Responsibility
also has a positive and significant impact on customer loyalty. Corporate image
positively affects customer loyalty, Corporate Social Responsibility and corporate
image positively affects customer loyalty. Furthermore, the company can improve
the activities of Corporate Social Responsibility and improve the management of
good waste so that waste from McDonalds does not disturb the environment.

Keywords: Corporate Social Responsibility, image, loyalty
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