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ABSTRAK

Tujuan penelitian ini yaitu untuk mengetahui kualitas pelayanan, word of
mouth (wom) dan kepuasan konsumen teerhadap loyalitas pelanggan (studi kasus
pada laundry sepatu sikatbor_clean di jl. Sono kembang kota Surabaya). Metode
yang digunakan adalah kuantitatif dengan model analisis regresi linear berganda,
karena penelitian ini menggunakan lebih dari satu variabel serta pengolahan
datanya memakai aplikasi IBM SPSS V.20. Dan didapat hasil dari penelitian yaitu
kualitas pelayanan, word of mouth (wom), dan kepuasan konsumen berpengaruh
signifikan terhadap loyalitas pelanggan.

Kata Kunci : Kualitas Pelayanan, Word Of Mouth (WOM) dan Kepuasan

Konsumen Terhadap Loyalitas Pelanggan.
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ABSTRACT

The purpose of this study is to determine the quality of service, word of
mouth (WOM) and customer satisfaction with customer loyalty (a case study on
shoe laundry sikatbor_clean at jl. Sono flower of the city of Surabaya).

The method used is quantitative with multiple linear regression analysis model,
because this study uses more than one variable and the data processing uses the
IBM SPSS V.20 application. And the results obtained from the research, namely the
quality of service, word of mouth (wom), and customer satisfaction have a
significant effect on customer loyalty.

Keywords: Service Quality, Word Of Mouth (WOM) and Consumer Satisfaction

with Customer Loyalty.
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