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ABSTRACT 

 

This study aims to examine and analyze the direct and indirect effect customer satisfaction 

on advocacy: trust, commitment and loyalty as a mediating variable. Samples were active 

student Odd 2014-2015 Maranatha Christian University S1 and D3 randomly by the Faculty and 

Program Studies using 650 respondents. The results of this study not only shows the effect of 

satisfaction on customer advocacy. 

Keywords: satisfaction, customer advocacy, trust, commitment, and loyalty. 
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ABSTRAK 

 

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruhlangsung dan tidak 

langsung satisfactionpada customer advocacy: trust, commitment & loyalty sebagai variabel 

mediasi. Sampelpenelitian ini adalah mahasiswaaktif Ganjil 2014-2015 Universitas Kristen 

Maranatha jenjang S1 dan D3 secara random berdasarkan Fakultas dan Program Studi dengan 

menggunakan 650 responden.Hasil penelitian ini hanya tidak menunjukan pengaruhsatisfaction 

pada customer advocacy.  

Kata Kunci :satisfaction, customer advocacy, trust, commitment, dan loyalty. 
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