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ABSTRAK

DETERMINAN CUSTOMER TRUST SERTA IMPLIKASINYA
TERHADAP WORD OF MOUTH (WOM) PADA PERGURUAN
TINGGI SWASTA DI PROVINSI BANTEN

Rini Alfatiyah
NPM : 073218042

Perkembangan pendidikan tinggi di Indonesia banyak didukung oleh
partisipasi aktif perguruan tinggi swasta yang jumlahnya jauh lebih banyak dari
jumlah perguruan tinggi negeri. Penelitian ini bertujuan untuk dapat menemukan
cara-cara dan strategi meningkatkan Word of Mouth bagi Perguruan Tinggi Swasta.
Jenis penelitian yang dilakukan yaitu deskriptif survey dan explanatory research
survey. Populasi dalam penelitian ini mahasiswa Program Studi Manajemen Di
Provinsi Banten dari Lima Perguruan Tinggi Swasta di Banten, data yang diambil
sampel 395 responden. Pengumpulan data penelitian menggunakan kuesioner
kemudia data dianaliasa dengan Structural Equation Modelling (SEM) dan analisis
menggunakan Lisrel 8.80. Hasil Penelitian diperoleh data sebagai berikut: (1)
Brand Image berpengaruh terhadap Customer Trust (2) Service Quality
berpengaruh terhadap Customer Trust (3) Customer Relation Management
berpengaruh terhadap Customer Trust (4) Customer Trust berpengaruh terhadap
Word of Mouth (5) Brand Image berpengaruh terhadap Word of Mouth (6) Service
Quality berpengaruh terhadap Word of Mouth (7) Customer Relation Management
berpengaruh terhadap Word of Mouth (8) Tidak terdapat pengaruh Brand Image
terhadap‘WOM melalui Customer Trust (9) Tidakterdapat pengaruh Service Quality
terhadap WOM melalui Customer Trust (10) Terdapat pengaruh Customer Relation

Management terhadap WOM melalui Customer Trust.

Kata Kunci: Brand Image, Service Quality, Customer Relationship Management,
Customer Trust, Word of Mouth
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ABSTRACT

DETERMINANTS OF CUSTOMER TRUST AND ITS IMPLICATIONS FOR
WORD OF MOUTH (WOM) IN PRIVATE UNIVERSITIES
IN BANTEN PROVINCE

Rini Alfatiyah
NPM : 073218042

The development of higher education in Indonesia is supported by the aclive
participation of private universities, the number of which far exceeds the number
of state universities. This research aims to find ways and strategies (0 increase
Word of Mouth for Private Universities. The type of research carried outis
descriptive survey and explanatory research survey. The population in this
study were students from the Management Study Program in Banten Province from
five private universities in Banten. The data taken was a sample of 395 respondents.
Research data was collected using a questionnaire, then the data was analyzed
using Structural Equation Modeling (SEM) and analysis usingLisrel 8.80. The
research results obtained the following data: (1) Brand Image influences Customer
Trust (2) Service Quality influences Customer Trust (3) Customer Relations
Management influences Customer Trust (4) Customer Trust influences Word of
Mouth (5) Brand Image influence on Word of Mouth (6) Service Quality influences
Word of Mouth (7) Customer Relations Management influences Word of Mouth (8)
There is no influence of Brand Image on WOM through Customer Trust (9) There
is no influence of Service Quality on WOM through Customer Trust (10) There is

an influence of Customer Relations Management on WOM through Customer Trust.

Keywords: Brand Image, Sevvice Quality, Customer Relationship Management,
Customer Trust, Word of Mouth
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