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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan,
fasilitas, word of mouth terhadap kepuasan konsumen. Penelitian ini
menggunakan metode kuantitatif, teknik pengambilan sampel yaitu Non-
Probability Sampling, pendekatan accidental sampling, jumlah sampel
sebanyak 100 responden. Teknik analisis data yang digunakan dalam
penelitian ini yaitu uji analisis statistic deskriptif, uji instrumen data, uji
asumsi klasik, uji regresi linier berganda, uji kecocokan model dan uji
hipotesis. Hasil penelitian menunjukkan bahwa kualitas pelayanan,
fasilitas, word of mouth berpengaruh simultan terhadap kepuasan
konsumen. Dan kualitas pelayanan, fasilitas, word of mouth, berpengaruh
positif dan signifikan terhadap kepuasan konsumen.

Kata Kunci: kepuasan konsumen, kualitas pelayanan, fasilitas, word of
mouth
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THE INFLUENCE OF SERVICE QUALITY, FACILITIES AND WORD OF
MOUTH ON CUSTOMER SATISFACTION

(Study on Visitors to Taman Mas Kemambang)

An-nuur Bagus Nugroho?, Arini Hidayah?

Faculty of Economics and Business S1 Management Study

ProgramMuhammadiyah University Purwokerto

lanuragusnugroho@gmail.com 2hidayaharini99@yahoo.co.id

ABSTRACT

This study aims to analyze the effect of service quality, facilities, word of
mouth on customer satisfaction. This research uses quantitative methods,
the sampling technique is Non-Probability Sampling, accidental sampling
approach, the sample size is 100 respondents. The data analysis
techniques used in this study are descriptive statistical analysis test, data
instrument test, classical assumption test, multiple linear regression test,
model fit test and hypothesis testing. The results showed that service
quality, facilities, word of mouth had a simultaneous effect on customer
satisfaction. And service quality, facilities, word of mouth, have a positive
and significant effect on customer satisfaction.

Keywords: customer satisfaction, service quality, facilities, word of mouth
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