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 Penelitian ini bertujuan untuk menganalisis pengaruh word of mouth, 

kualitas produk dan kepercayaan merek terhadap loyalitas pelanggan Waroenk 

Ora Umum Purwokerto. Penelitian ini menggunakan metode penelitian 

kuantitatif, teknik pengambilan non probability, didapat melalui purposive 

sampling. Sampel penelitian ini sebesar 100 responden. Metode penelitian yang 

digunakan dalam penelitian ini yaitu analasisis regresi berganda. Hasil analisis 

menunjukan bahwa secara parsial word of mouth, kualitas produk, dan 

kepercayaan merek berpengaruh positif signifikan terhadap loyalitas pelanggan. 

Selanjutnya analisis secara simultan menunjukan bahwa word of mouth, kualitas 

produk dan kepercayaan merek berpengaruh terhadap loyalitas pelanggan. 

Sedangkan variabilitas semua variabel memiliki pengaruh terhadap loyalitas 

pelanggan sebesar 45,6%. 

 

kata kunci : word of mouth, kualitas produk, kepercayaan merek, loyalitas 

pelanggan. 
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This study aimed to analyze the effect of word of mouth, product quality 

and brand trust on customer loyalty at Waroenk Ora Umum Purwokerto. This 

study uses quantitative research methods, non-probability sampling techniques, 

obtained through purposive sampling. The sample of this study was 100 

respondents. The research method used in this research is multiple regression 

analysis. The results showed that in the partial analysis, word of mouth, product 

quality, and brand trust have a significant positive effect on customer loyalty. 

Furthermore, the simultaneous analysis showed that word of mouth, product 

quality and brand trust has an effect on customer loyalty. Then, the variability of 

all variables has an effect on customer loyalty by 45.6%. 

 

 
Keywords: word of mouth, product quality, brand trust, customer loyalty. 
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