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PERAN CUSTOMER SATISFACTION MEMEDIASI PENGARUH 

WORD OF MOUTH DAN FASILITAS TERHADAP REPURCHASE 

INTENTION 

ABSTRAK 

Penelitian ini bertujuan untuk mengetahui bagaimana peran customer 

satisfaction memediasi pengaruh word of mouth dan fasilitas terhadap 

repurchase intention pada Rumah Makan padang Baselo Rantau Batuah di 

Matraman Jakarta Timur. 

Populasi pada penelitian ini yaitu seluruh konsumen pada Rumah Makan 

Padang Palanta Baselo Rantau Batuah Matraman. Sampel yang digunakan pada 

penelitian ini menggunakan rumus slovin sehingga diperoleh sebanyak 80 

responden. Metode pengumpulan data yang digunakan dalam penelitian ini 

menggunakan kuesioner dan observasi. Teknik analisis data yang digunakan 

dalam penelitian ini anaisis Regresi linier berganda dan pengujian hipotesis 

secara parsial maupun simultan dengan menggunakan SPSS 24. 

Setelah melakukan pengumpulan dan analisis data maka  hasil penelitian 

pada pengujian hipotesis membuktikan bahwa: (1) variabel word of mouth 

berpengaruh terhadap repurchase intention, (2) variabel customer satisfaction 

berpengaruh terhadap repurchase intention, (3) variabel fasilitas berpengaruh 

terhadap customer satisfaction,(4)  variabel word of mouth berpengaruh terhadap 

customer satisfaction, (5) variabel word of mouth terhadap customer satisfaction 

yang dimediasi repurchase intention dan (6) Variabel fasilitas terhadap 

customer satisfaction dimediasi repurchase intention. Koefisien determinasi 

diperoleh nilai adjusted R-square sebesar 0,638 atau 63,85%  sedangkan sisanya 

36,2 % dipengaruhi variabel lain diluar penelitian. 

 

Kata Kunci: Word of Mouth, Fasilitas, Customer Satisfaction, Repurchase 

Intention 
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THE ROLE OF CUSTOMER SATISFACTION MEDIATES THE EFFECT OF 

WORD OF MOUTH AND FACILITIES ON REPURCHASE INTENTION 

ABSTRACT 

The purpose of this study was to how the role of customer satisfaction 

mediates the effect of word of mouth and facilities on repurchase intention at 

Padang restaurant Baselo Rantau Batuah in Matraman East jakarta.  

The population in this study were all customer of restaurant padang 

palanta baselo rantau batuah Matraman. The sample used in this study was a 

saturated sampel technique to obtain 80 respondents. Data collection methods 

used were observation and questionnaires. Data analysis techniques used in 

this study multiple linear regression analysis and this study is the hypothesis 

testing partially or simultaneous using SPPS ver. 24.00. 

The multiple linear regression analysis show that: (1) variable word 

of mouth influence the repurchase intentiom. (2) variable customer satisfaction 

influence the repurchase intention. (3) variable word of mouth influence the 

customer satisfaction. (4) variable facilities influence the customer satisfaction. 

(5) variable word of mouth on customer satisfaction mediates the repurchase 

intention. (6) variable facilities on customer satisfaction mediates the 

repurchase intention. The coefficient of determination test indicated the 

Adjusted R-squared value 0,638 or 63,80% while the remaining 36,2% is 

influenced by other variables outside the research variable. 

 

Kywords: Word of Mouth, Facilities, Customer Satisfaction, Repurchase 

Intention.  


