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ABSTRAK 

 

Tujuan dari tugas akhir ini adalah untuk menguji dan menganalisis ada tidaknya Pengaruh 

Affection with Service Terhadap Customer Participation, Customer Cooperation, dan Positive 

Word of Mouth pada Pelanggan Salon R&D di Kota Bandung. Industri jasa tidak hanya 

memberikan jasa yang disediakan tetapi menyediakan sarana bagi konsumen untuk dapat 

melakukan aktifitasnya. Oleh karena itu perusahaan harus memulai memikirkan pentingnya 

pelayanan bagi  pelanggan secara lebih matang. Sampel yang diambil adalah para pelanggan 

Salon R&D dengan minimal 2 kali kunjungan. Kuesioner disebarkan kepada 263 responden 

tetapi hanya 160 responden yang menjadi responden representative. Dari 3 hipotesis yang 

diajukan dalam penelitian ini, ketiganya dapat terjawab bahwa adanya pengaruh Affection with 

Service terhadap Customer Participation, Customer Cooperation, dan Positive Word of Mouth. 

Implikasi manajerial yang dapat diajukan yaitu agar Salon R&D lebih memahami perilaku 

konsumen dengan memberikan fasilitas-fasilitas yang baik dan harga terjangkau yang mampu 

mengembangkan Salon R&D dan menarik para pelanggan lainnya serta admin yang selalu fast 

respons  dalam melayani pelanggan. 

 

Kata Kunci: Affection with Service, Customer Participation, Customer Cooperation,  Positive  

           Word of Mouth 
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ABSTRACT 

 

The purpose of this thesis was to examine and analyze the presence or absence Effect of 

Affection with Service to Customer Participation, Customer Cooperation and Positive Word of 

Mouth on Customer’s Salon R & D in Bandung. The service industry not only provides the 

services provided but provides a means for consumers to be able to conduct its activities. 

Therefore, companies should start thinking about the importance of service to customers in more 

mature. Samples taken are customers Salon R & D with a minimum of two visits. Questionnaires 

were distributed to 263 respondents but only 160 respondents who were respondents 

representative. All of three hypotheses proposed in this study, all three can be answered that the 

effect of Affection with Service to Customer Participation, Customer Cooperation and Positive 

Word of Mouth. Managerial implication proposed that in order to Salon R & D to better 

understand consumer behavior by providing good facilities and reasonable prices that are able 

to develop Salon R & D and attract more customers and admin are always fast response in 

serving customers.  

Keywords: Affection with Service, Customer Participation, Customer  

            Cooperation, Positive Word of Mouth 
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