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ABSTRAK

Dalam era globalisasi saat ini yang melibatkan dunia marketing
dalam kasus Customer satisfaction, customer trust, customer loyalty hingga
sampai pada tahap customer commitment. Tidak menutup kemungkinan
bahwa beberapa produk terus dikembangkan oleh perusahaan untuk
membuat kesan bahwa produk tersebut layak dan perlu dikembangkan dari
waktu ke waktu demi memperoleh kepuasan konsumen, kepercayaan
konsumen, komitmen konsumen hingga sampai pada tahap loyalitas
konsumen pada produk tersebut. Tujuan penelitian ini Untuk menganalisis
pengaruh antara customer satisfaction dan customer trust terhadap customer
loyalty dengan customer commitment sebagai mediasi pada produk
Pepsodent di Surabaya dan sekitarnya.

Penelitian ini menggunakan desain penelitian kausal. Jenis data
yang digunakan dalam penelitian ini berbentuk kuantitatif. Populasi yang
digunakan adalah konsumen Pepsodent di Surabaya. Sampel penelitian
diambil dari sebagian konsumen Pepsodent di Surabaya. Teknik
pengambilan sampel dalam penelitian ini adalah teknik purposive sampling.
Teknik analisis yang digunakan untuk menguji hipotesis penelitian ini
adalah Structural Equation Model (SEM).

Berdasarkan hasil analisis hipotesis awal yang dibuat bahwa
Customer satisfaction berpengaruh positif terhadap customer trust,
Customer satisfaction berpengaruh positif terhadap customer commitment,
Customer satisfaction berpengaruh positif terhadap customer loyalty,
Customer trust berpengaruh positif terhadap customer commitment,
Customer trust berpengaruh positif terhadap customer loyalty, Customer
commitment berpengaruh positif terhadap customer loyalty, Customer
satisfaction berpengaruh positif terhadap customer loyalty melalui
customer commitment, dan Customer trust berpengaruh positif terhadap
customer loyalty melalui customer commitment terbukti kebenarannya.

Kata Kunci: Customer Satisfaction, Customer Trust, Customer
Commitment, Customer Loyalty.
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ABSTRACT

In the current era of globalization that involves the world of
marketing in the case of customer satisfaction, customer trust, customer
loyalty up to the stage of customer commitment. It is possible that some
products continue to be developed by the company to create the impression
that the product is feasible and should be developed from time to time in
order to obtain consumer satisfaction, consumer confidence, consumer
commitment to arrive at the stage of consumer loyalty to the product. The
purpose of this study to analyze the influence between customer satisfaction
and customer trust on customer loyalty with customer commitment as a
mediation on the product Pepsodent in Surabaya and surrounding area.

This research is a causal research design. Data used in this study is
guantitative. The population used is the consumer Pepsodent in Surabaya.
Samples were taken from some consumers Pepsodent in Surabaya. The
sampling technique in this research is purposive sampling technique. The
analysis technique used to test the hypothesis of this research is Structural
Equation Model (SEM).

Based on the analysis of the initial hypothesis is made that
Customer satisfaction has positive influence on customer trust, customer
satisfaction has positive influence on customer commitment, customer
satisfaction positive effect on customer loyalty, customer trust positive
influence on customer commitment, customer trust positive effect on
customer loyalty, customer commitment positive effect on customer loyalty,
customer satisfaction positively affects customer loyalty through customer
commitment, customer trust and a positive effect on customer loyalty
through customer commitment proved to be true.

Keywords: Customer Satisfaction, Customer Trust, Customer
Commitment, Customer Loyalty.
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