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ABSTRAK

Penelitian ini bertujuan untuk menguji pengaruh kualitas pelayanan, nilai
pelanggan, dan electronic word of mouth (EWOM) terhadap loyalitas pelanggan
dengan peran kepercayaan pelanggan sebagai variabel mediasi. Pendekatan
kuantitatif digunakan dengan metode analisis jalur (path analysis). Data diperoleh
dari 120 responden pelanggan Rumah Makan lkan Bakar Cianjur Surabaya yang
pernah melakukan kunjungan lebih dari dua kali. Variabel penelitian meliputi
kualitas pelayanan, nilai pelanggan, EWOM, kepercayaan pelanggan, dan loyalitas
pelanggan. Hasil penelitian menunjukkan bahwa kualitas pelayanan, nilai
pelanggan, dan EWOM secara signifikan mempengaruhi kepercayaan pelanggan.
Selain itu, kepercayaan pelanggan terbukti menjadi mediasi yang signifikan dalam
hubungan antara variabel independen dengan loyalitas pelanggan. Penelitian ini
juga mengungkapkan pentingnya kualitas pelayanan dan EWOM sebagai
pendorong utama loyalitas pelanggan melalui kepercayaan pelanggan. Temuan ini
memberikan kontribusi teoritis dalam bidang pemasaran jasa serta manfaat praktis
bagi pengelola rumah makan dalam meningkatkan loyalitas pelanggan melalui
strategi pemasaran.

Kata Kunci: Kualitas Pelayanan, Nilai Pelanggan, Electronic Word of Mouth
(EWOM), Kepercayaan Pelanggan, Loyalitas Pelanggan
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ABSTRACT

This study examines the effect of service quality, customer value, and electronic
word of mouth (EWOM) on customer loyalty with the role of customer trust as a
mediating variable. A quantitative approach was used with the path analysis
method. Data were obtained from 120 respondents of Rumah Makan lkan Bakar
Cianjur Surabaya customers who had visited more than twice. The research
variables include service quality, customer value, EWOM, customer trust, and
customer loyalty. The results showed that service quality, customer value, and
EWOM significantly affect customer trust. In addition, customer trust proved to be
a significant mediator between independent variables and customer loyalty. This
study also revealed the importance of service quality and EWOM as the main
drivers of customer loyalty through customer trust. These findings provide
theoretical contributions in the field of service marketing as well as practical
benefits for restaurant managers in increasing customer loyalty through marketing
strategies.

Keywords: Service Quality, Customer Value, Electronic Word of Mouth
(EWOM), Customer Trust, Customer Loyalty
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