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THE INFLUENCE OF SERVICE QUALITY, PRODUCT QUALITY,
AND TRUST ON WORD OF MOUTH OF AMOOREA SOAP

Heni Efiyani!
Syahrul Alim?

ABSTRACT

This research aims to determine the influence of service quality, product quality
and trust on word of mouth of Amoorea soap in Cikarang. This research used
guantitative methods and questionnaires which were distributed to 100
respondents, the data was processed using SPSS version 25. The results of the
research accurately show that service quality has a significant and positive
influence on word of mouth of Amoorea soap, as proven by the t-value of 3.276
which is greater than the t table 1.985 and the sig value is 0.001 which is smaller
than 0.05. Product quality does not have a positive effect on word and mouth of
Amoorea soap with a t-value of 1.242 which is smaller than the t table and a sig
value of 0.217 which is greater than 0.05. Trust has a positive and significant
influence on word of mouth with a t-value of 4.36 and a sig value of 0.000.

Keywords: Service Quality, Product Quality, Trust, and Word of mouth.
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PENGARUH KUALITAS PELAYANAN, KUALITAS PRODUK DAN
KEPERCAYAAN TERHADAP WORD OF MOUTH SABUN AMOOREA

Heni Efiyani!
Syahrul Alim?

ABSTRAK

Penelitian ini bertujuan untuk mengetahui pengaruh kualitas pelayanan, kualitas
produk dan kepercayaan terhadap word of mouth sabun amoorea di cikarang.
Penelitian ini menggunakan metode kuantitatif dan kuesioner yang di bagikan
kepada 100 responden, data di olah menggunakan SPSS versi 25. Hasil penelitian
secara parsial menunjukan bahwa kualitas pelayanan memiliki pengaruh signifikan
dan positif terhadap word of mouth sabun amoorea, di buktikan dengan nilai t-
hitung 3,276 yang lebih besar dari t tabel 1,985 dan nilai sig 0,001 yang lebih kecil
dari 0,05. Kualitas produk tidak berpengaruh positif terhadap word of mouth sabun
amoorea dengan nilai t-hitung 1,242 lebih kecil dari t tabel dan nilai sig 0,217
dimana lebih besar dari 0,05. Kepercayaan memiliki pengaruh positif dan signifikan
terhadap word of mouth dengan nilai t-hitung 4,36 dan nilai sig 0,000.

Kata Kunci: Kualitas Pelayanan, Kualitas Produk, Kepercayaan, dan Word of
mouth.
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