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INTISARI

Penelitian ini bertujuan untuk menguji pengaruh kualitas pelayanan,
kepuasan pelanggan, dan kepercayaan pelanggan terhadap word of mouth dan niat
beli ulang.

Penelitian ini dilakukan dengan menggunakan metode survei yang
dibagikan pada 200 orang responden dari dealer mobil, agen asuransi, pembiayaan
kredit kendaraan (leasing), dan bank di Yogyakarta yang bekerja sama dengan
perusahaan asuransi yang ada di Yogyakarta. Metode analisis yang digunakan
seperti statistik deskriptif, dan analisis regresi linier berganda.

Hasil penelitian menunjukkan bahwa hasil pertama terdapat pengaruh
positif dan signifikan kualitas pelayanan terhadap word of mouth. Hasil kedua
terdapat pengaruh positif dan signifikan kepercayaan pelanggan terhadap word of
mouth. Hasil ketiga terdapat pengaruh positif dan signifikan kepuasan pelanggan
terhadap word of mouth. Hasil keempat terdapat pengaruh ppositif dan signifikan
kualitas pelayanan terhadap niat beli ulang. Hasil kelima terdapat pengaruh positif
dan signifikan kepercayaan pelanggan terhadap niat beli ulang. Hasil keenam
terdapat pengaruh positif dan signifikan kepuasan pelanggan terhadap niat beli
ulang.

Kata kunci: kualitas pelayanan, kepercayaan pelanggan, kepuasan pelanggan,
word of mouth, niat beli ulang
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ABSTRACT

This study aimed to examine the effect of service quality, customer
satisfaction, and customer trust on word of mouth and on repurchase.

This research was conducted using survey method that was distributed to
200 respondents from car dealers, insurance agents, leasing and bank loan in
Yogyakarta in collaboration with insurance company in Yogyakarta. Analytical
methods used such as descriptive statistics, and multiple linear regression
analysis.

The results of the research shows that the first result there is a positive
influence and significant service quality to word of mouth. The second result there
is a positive influence and significant customer’s trust to word of mouth. The third
result there is positive influence and significant customer satisfaction to word of
mouth. The fourth result there is a positive and significant effect on service
quality on repurchase intention. The fifth result there is a positive influence and
significant customer trust on repurchase intention. The sixth result is a positive
influence and significant customer satisfaction with repurchase intention.

Keywords: service quality, customer satisfaction, customer trust, word of mouth,
repurchase
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