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ABSTRACT 

 

 
This study aims to discuss the effect of customer satisfaction, service quality, 

customer trust in customer loyalty and its impact on word of mouth at McDonalds. 

The research locations in Sidoarjo regency in the north are McDonalds Juanda, 

McDonalds Puri and McDonalds Waru. The sample used was 108 respondents 

through the distribution of questionnaires in the form of google. The data analysis 

technique used in this study is Structual Equation Modeling (SEM) with the tool 

Warp PLS 6.0. The results showed that customer satisfaction (H1) and customer 

trust (H3) had a significant positive effect on customer loyalty. While the quality of 

service (H2) has no significant effect on customer loyalty. Customer loyalty has 

positive significant effect on word of mouth. 
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ABSTRAK 

 

 

Penelitian ini bertujuan untuk membahas pengaruh kepuasan pelanggan, kualitas 

pelayanan, kepercayaan pelanggan terhadap kesetiaan pelanggan dan dampaknya 

terhadap word of mouth di McDonalds. Lokasi penelitian di Kabupaten Sidoarjo 

wilayah utara yaitu McDonalds Juanda, McDonalds Puri dan McDonalds Waru. 

Sampel yang digunakan sebanyak 108 responden melalui penyebaran kuisioner 

berupa google form. Teknis analisis data yang digunakan pada penelitian ini adalah 

Structual Equation Modeling (SEM) dengan alat bantu Warp PLS 6.0. Hasil 

penelitian menunjukan bahwa kepuasan pelanggan (H1) dan kepercayaan 

pelanggan (H3) berpengaruh positif signifikan terhadap kesetiaan pelanggan. 

Sedangkan kualitas pelayanan (H2) tidak berpengaruh signifikan terhadap kesetiaan 

pelanggan. Kesetiaan pelanggan berpengafuh positif signifikan terhadap word of 

mouth. 

mailto:alifkurnisa@gmail.com

