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ABSTRAK

Penelitian ini dilakukan untuk mengetahui pengaruh Word of Mouth, Daya Tarik
dan Citra Merek terhadap Kepuasan Pelanggan pada PT Leffindo Jaya Logistic di
Kota Batam yang masing-masing variabel mempunyai permasalahan seperti
pelayanan yang diberikan masih belum terpercaya dan kurang disukai pelanggan.
Ada sebagian masyarakat yang lebih mempercayai Word of Mouth dibandingkan
iklan atau promosi resmi, ada sebagian word of mouth PT Leffindo Jaya Logistic
yang tidak menunjukkan tanggung jawab sehingga menyebabkan kepuasan
pelanggan PT Leffindo Jaya Logistic menurun. Rekomendasi keluarga, teman, dan
mitra bisnis juga dipertimbangkan secara lebih obyektif dan serius oleh calon
konsumen. Jadi jenis penelitian ini adalah penelitian kuantitatif untuk menguji
hubungan antar variabel yang dihipotesiskan. Penelitian ini mempunyai populasi
dengan jumlah 100 pelanggan (58 laki-laki dan 42 perempuan) yang diberikan
kuesioner. Penelitian ini dilakukan di Kecamatan Sagulung, Kelurahan Tembesi,
Kota Batam. Penelitian ini menggunakan metode purposive sampling. Hasil
penelitian menunjukkan bahwa variabel word of mouth, daya tarik dan citra merek
berpengaruh positif signifikan terhadap kepuasan pelanggan. Dengan dilakukannya
penelitian ini, peneliti berharap dapat membantu perusahaan jasa logistik skala
kecil-menengah untuk mengetahui apa saja kekurangan dari layanannya sehingga
dapat meningkatkan pelayanannya dari lokal hingga internasional, dan lebih
memperhatikan setiap detail kecil untuk terus meningkatkan kepuasan pelanggan.
khususnya PT Leffindo Jaya Logistic, karena sedikit ketidakpuasan dapat membuat
calon konsumennya berpaling dan mencari alternatif pilihan.

Kata kunci : Citra Merek; Daya Tarik; Kepuasan Pelanggan; Word Of Mouth



ABSTRACT

This research was conducted to determine the influence of word of mouth,
attractiveness and brand image on customer satisfaction at PT Leffindo Jaya
Logistic in Batam City where each variable has problems such as the services
provided are still not trusted and are not popular with customers. There are some
people that are more trusting to Word of Mouth than official ads or promotion,
there are some WoM that PT Leffindo Jaya Logistics do not show responsibilities
and thus causing customer satisfaction of PT Leffindo Jaya Logistics to go down.
Also the recommendation of families, friends, and business partners were
considered more objectively and seriously by potential customers. So this type of
research is quantitative research to test the relationship between hypothesized
variables. This research has a population with a total of 100 customers (58 men
and 42 women) who were given questionnaires. This research was conducted at
Sagulung District, Tembesi Village, Batam City. This research uses a purposive
sampling method. The results of this research show that the variables word of
mouth, attractiveness and brand image are significantly positive on customer
satisfaction. With this research conducted, researcher hope this will help that
small-middle sized logistics services company to know what is lacking from their
services so they can improve their service from local to international, and pay more
attention to every little details to keeps improving customer satisfaction especially
PT Leffindo Jaya Logistics, as a few dissatisfaction could make their potential
customers to turn away and seeks alternatives choice.
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