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MOTTO

“Gajah makannya banyak sekali waktunya tidur, ya tidur, kamu mencari makan sepiring

saja sampai dibela belain tidak tidur.”

(Gus Baha)
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ABSTRAK

Tujuan penelitian ini untuk mengetahui pengaruh word of mouth, kualitas
pelayanan, brand image, dan loyalitas pelanggan. Pemilihan sampel dalam
penelitian ini dilakukan dengan purposive sampling. Berdasarkan kriteria,
didapatkan sebanyak 120 responden yang menjadi sampel. Teknik analisis data
yang digunakan dalam penelitian ini yaitu uji instrumen, statistik deskriptif, uji
asumsi klasik, analisis regresi berganda, dan uji hipotesis. Hasil analisis
menunjukan bahwa word of mouth, kualitas pelayanan dan brand image
berpengaruh secara simultan terhadap loyalitas pelanggan, word of mouth tidak
berpengaruh signifikan terhadap loyalitas pelanggan, kualitas pelayanan
berpengaruh secara positif signifikan terhadap loyalitas pelanggan dan brand
image berpengaruh secara positif signifikan terhadap loyalitas pelanggan,

Kata kunci : word of mouth, kualitas pelayanan, brand image, loyalitas pelanggan.
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THE EFFECT OF WORD OF MOUTH, SERVICE QUALITY AND BRAND
IMAGE ON BRILINK CUSTOMER LOYALTY
(Study in Purbalingga District Communities)

Aipka Ganit, Herni Justiana Astuti2
Faculty of Economics and Business
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ganiaipka@gmail.com; herni99@gmail.com

ABSTRACT

The purpose of this study was to determine the effect of word of mouth, service
quality, brand image and customer loyalty. The selection of the sample in this
study was carried out by purposive sampling. Based on the criteria, 120
respondents were sampled. The data analysis technique used in this research is
instrument test, descriptive statistics, classical assumption test, multiple
regression analysis, and hypothesis testing. The results of the analysis show that
word of mouth, service quality and brand image have a simultaneous effect on
customer loyalty, word of mouth has no significant effect on customer loy
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