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THE EFFECT OF TRUST AND SATISFACTION ON WORD OF MOUTH
MEDIATED BY LOYALTY OF HOKA-HOKA BENTO RESTAURANT
CUSTOMERS IN SURABAYA

Dessy Wulandary
STIE Perbanas Surabaya
2015210187 @students.perbanas.ac.id

ABSTRACT

Trust, Satisfaction and Loyalty on brands is very necessary to maintain business
because customers can create word of mouth (WOM). This study aims to determine
the effect of Trust in Loyalty, the influence of Satisfaction on Loyalty, the effect of
Loyalty on-word of mouth, the influence of trustworthiness on word of mouth, the
influence of satisfaction with word of mouth, the influence of word of mouth
mediated by Loyalty, the influence of satisfaction with word of mouth mediated by
Loyalty. This type of research if viewed according to the type of analysis method,
then the study is a survey research. Research location in Surabaya. The population
of this study was restaurant customers of Hoka-Hoka Bento. A sample of 130
respondents were taken using a purposive sampling technique and the method of
collecting data using questionnaires was then processed using WARP-PLS 6.0. The
results show that trust and satisfaction have a significant effect on Loyalty, Trust
does not have a significant effect on wof of mouth, Satisfaction and Loyalty have a
significant effect on word of mouth, Loyalty mediates in full the relationship of
influence on Word of mouth, and Loyalty partially satisfies the relationship against
word of mouth.

Keyword : Customer trust, Customer Satisfaction, Customer Loyalty , and Word of
Mouth
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ABSTRAK

Kepercayaan, Kepuasan dan Loyalitas pada merk sangat diperlukan guna
mempertahankan bisnis karena pelanggan bisa menciptakan word of mouth
(WOM). Penelitian -ini bertujuan untuk mengetahui pengaruh - Kepercayaan
terhadap Loyalitas, pengaruh Kepuasan terhadap Loyalitas,pengaruhLoyalitas
terhadap word of mouth, pengaruh Kepercayaan terhadap word of mouth, pengaruh
Kepuasan terhadap word of mouth, pengaruh Kepercayaan terhadap word of mouth
dimediasi oleh Loyalitas, pengaruh Kepuasan terhadap word of mouth dimediasi
oleh Loyalitas. Jenis penelitian ini jika dilihat menurut jenis metode analisis, maka
penelitian merupakan penelitian survey. Lokasi penelitian di Surabaya. Populasi
penelitian ini adalah pelanggan restoran Hoka-Hoka Bento. Sampel sebanyak 130
responden yang diambil menggunakan teknik purposive sampling dan metode
pengumpulan data menggunakan kuesioner kemudian diolah menggunakan
WARP-PLS 6.0.. Hasilnya menujukkan bahwa kepercayaan dan Kepuasan
berpengaruh signifikan  terhadap Loyalitas, Kepercayaan tidak berpengaruh
signifikan terhadap word of mouth, Kepuasan dan Loyalitas berpengaruh signifikan
terhadap word of mouth, Loyalitas memediasi secara penuh hubungan pengaruh
Kepercayan terhadap word of mouth, dan Loyalitas memediasi secara parsial
hubungan pengaruh Kepuasan terhadap word of mouth.

Keyword : Customer trust, Customer Satisfaction, Customer Loyalty , and Word of
Mouth
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