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ABSTRAK 

Persaingan ketat di industri minuman kekinian tuntutan pelaku usaha tidak 

hanya menarik pelanggan baru, tetapi juga mempertahankan pelanggan lama. 

Teh Kota sebagai merek lokal menghadapi tantangan dalam menjaga customer 

retention di Kecamatan Dau Malang. Penelitian ini bertujuan menganalisis 

pengaruh brand image dan kualitas pelayanan terhadap customer retention Teh 

Kota. Penelitian ini menggunakan metode kuantitatif dengan pendekatan 

explanatory research. Sampel penelitian terdiri dari 168 responden yang dipilih 

melalui teknik purposive sampling. Analisis data dilakukan dengan regresi linier 

berganda menggunakan software SPSS versi 25. Hasil penelitian menunjukkan 

bahwa brand image dan kualitas pelayanan berpengaruh positif serta signifikan 

terhadap customer retention Teh Kota di Kecamatan Dau Malang. Nilai 

koefisien determinasi sebesar 0,696 menunjukkan bahwa kedua variabel 

menjelaskan sebagian besar variasi customer retention. Di antara keduanya, 

brand image memiliki pengaruh yang dominan, menandakan bahwa brand 

image yang kuat lebih menentukan customer retention dibandingkan kualitas 

pelayanan semata. Penelitian ini menekankan bahwa penguatan brand image 

dan peningkatan kualitas pelayanan merupakan strategi penting bagi Teh Kota 

untuk mempertahankan customer retention di tengah persaingan industri 

minuman lokal. 

Kata Kunci: Brand Image, Kualitas Pelayanan, Customer Retention. 
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ABSTRACT 

Fierce competition in the beverage industry today demands that business actors 

not only attract new customers, but also retain old ones. Teh Kota as a local 

brand faces challenges in maintaining customer retention in Dau Malang 

District. This study aims to analyze the influence of brand image and service 

quality on  Teh Kota's customer retention. This study uses a quantitative method 

with an explanatory research approach. The research sample consisted of 168 

respondents who were selected through purposive sampling techniques. Data 

analysis was carried out by multiple linear regression using SPSS software 

version 25. The results of the study show that brand image and service quality 

have a positive and significant effect on  Teh Kota customer retention in Dau 

Malang District. A determination coefficient value of 0.696 indicates that both 

variables explain most of the variation in customer retention. Between the two, 

brand image has a dominant influence, indicating that  a strong brand image 

determines customer retention more than service quality alone. This research 

emphasizes that strengthening brand image and improving service quality is an 

important strategy for Teh Kota to maintain customer retention in the midst of 

competition from the local beverage industry. 

Keywords: Brand Image, Service Quality, Customer Retention 
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