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ABSTRACT 

In the middle of business competition is increasingly fierce, companies should strive 

to design and implement a marketing strategy that is able to create, maintain and 

improve customer satisfaction with services were offered by the company. Therefore, 

the improvement customer satisfaction can produces word of mouth, strengthening 

customer loyalty, greater increasing revenue, and increasing corporate reputation. 

This study is aim to analyze effect of customer satisfaction to word of mouth. 

 This study took samples from 120 respondents who had eaten at café 

Tomodachi, Bandung, with using purposive sampling method. Then the datas were 

analyzed by qualitative and quantitative analysis. Qualitative analysis is taken from 

the interpretation of the data opened obtain and analyzes the answers given by 

respondents, while the quantitative analysis include: validity test, reliability test, and 

simple linear regression analysis.   

 Finally, the results of this study is customer satisfaction has a positive effect 

both on word of mouth activity (11,6%) and word of mouth praise (29,6%), another 

factors that influencing customer satisfaction are price, service quality, taste, location, 

and atmosphere. 
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ABSTRAK 

Di tengah persaingan bisnis yang semakin ketat, perusahaan harus berupaya 

mendesain dan mengimplementasikan strategi pemasaran yang mampu menciptakan, 

mempertahankan dan meningkatkan kepuasan konsumen terhadap jasa yang 

ditawarkan perusahaan. Oleh karena itu, peningkatan kepuasan pelanggan dapat 

menghasilkan word of mouth, memperkuat loyalitas pelanggan, menghasilkan 

pendapatan yang lebih besar, dan meningkatkan reputasi perusahaan. Penelitian ini 

memiliki tujuan yaitu untuk menganalisis pengaruh kepuasan konsumen terhadap 

word of mouth. 

 Penelitian ini mengambil sampel sebanyak 120 responden yang pernah 

makan di café Tomodachi, Bandung dengan menggunakan metode purposive sampel. 

Kemudian dilakukan analisis data yang diperoleh baik secara kuantitatif maupun 

kualitatif. Analisis kualitatif diambil dari interpretasi data yang diperoleh di lapangan 

dan analisis jawaban terbuka yang diberikan oleh responden, sedangkan analisis 

kuantitatif meliputi: uji validitas, uji reliabilitas, analisis regresi linier sederhana.  

 Akhirnya, hasil dari penelitian ini adalah kepuasan konsumen memiliki 

pengaruh positif baik terhadap word of mouth activity (11,6%) maupun word of 

mouth praise (29,6%) yang sisanya dipengaruhi oleh harga, kualitas pelayanan, rasa, 

lokasi, dan suasana. 

 

Kata–kata kunci : Kepuasan konsumen, Word of Mouth Activity, Word of Mouth 

Praise  
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