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ABSTRAK 

Tujuan dari penelitian ini adalah untuk menjelaskan dan mengetahui pengaruh 

Kualitas Layanan, Kualitas Produk, Kepuasan Pelanggan dan Pengalaman Pelanggan 

terhadap Positif Word of Mouth, mengetahui dan menjelaskan seberapa besar 

pengaruh Kualitas Layanan, Kualitas Produk, Kepuasan Pelanggan dan Pengalaman 

Pelanggan terhadap Positif Word of Mouth dan mengetahui serta menjelaskan mana 

yang dominan berpengaruh antara Kualitas Layanan, Kualitas Produk, Kepuasan 

Pelanggan dan Pengalaman Pelanggan terhadap Positif Word of Mouth secara 

simultan dan parsial. Populasi dalam penelitian ini adalah konsumen yang pernah 

membeli sepeda motor Honda di Dealer Honda PT. Asiasurya Jayaraya IV Purwosari 

Pasuruan yang berjumlah 1.196 kosumen.Teknik pemilihan sampel menggunakan 

Purposive sampling dan yang masuk dalam kriteria yang ditentukan berjumlah 296 

responden.Data penelitian merupakan data primer yang diperoleh dari konsumen 

Dealer Honda PT. Asiasurya Jayaraya IV Purwosari Pasuruan. Teknik analisis data 

yang digunakan dalam penelitian ini menggunakan uji valliditas, uji reliabilitas dab 

analisis regresi berganda dengan menngunakan aplikasi software SPSS. Hasil 

penelitian menunjukkan bahwa: 1) Variabel Kualitas Layanan berpengaruh positif 

dan signifikan terhadap Positif Word of Mouth, 2) Variabel Kulitas Produk 

berpengaruh positif dan signifikan terhadap Positif Word of Mouth, 3) Pengalaman 

Pelanggan berpengaruh positif dan signifikan terhadap Positif Word of Mouth. 

4)Variabel Kepuasan Pelanggan berpengaruh positif dan tidak signifikan terhadap 

Positif Word of Mouth. 5) Variabel Kualitas Layanan, Kualitas Produkdan  

Pengalaman Pelanggan memiliki pengaruh signifikan secara parsial terhadap Positif 

Word of Mouth, sedangkan Variabel Kepuasan Pelanggan memiliki pengaruh tidak 

siginifikan secara parsial terhadap Positif Word of Mouth, 6) Variabel Kualitas 

Layanan, ,Kualitas Produk, Kepuasan Pelanggan dan Pengalaman Pelanggan  

berpengaruh signifikan secara simultan terhadap Positif Word of Mouth. 

 

 

Kata Kunci : Kualitas Layanan, Kualitas Produk, Kepuasan Pelanggan, 

Pengalaman Pelanggan dan Positif Word of Mouth 
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ABSTRACT 

The purpose of this study is to explain and determine the effect of Service Quality, 

Product Quality, Customer Satisfaction and Customer Experience on the Positive 

Word of Mouth, knowing and explaining how much influence Service Quality, 

Product Quality, Customer Satisfaction and Customer Experience on Positive Word 

of Mouth and know and explain which one is dominant influencing Service Quality, 

Product Quality, Customer Satisfaction and Customer Experience to Positive Word of 

Mouth simultaneously and partially. The population in this study are consumers who 

have bought a Honda motorcycle at a Honda Dealer PT. Asiasurya Jayaraya IV 

Purwosari Pasuruan, totaling 1,196 customers. The sample selection technique used 

purposive sampling and those included in the specified criteria were 296 respondents. 

Research data is primary data obtained from consumers Honda Dealer PT. Asiasurya 

Jayaraya IV Purwosari Pasuruan. The data analysis technique used in this study used 

the Vallidity test, reliability test and multiple regression analysis using the SPSS 

software application. The results showed that: 1) Service Quality Variable has 

positive and significant effect on Positive Word of Mouth, 2) Product Quality 

variable has a positive and significant effect on Positive Word of Mouth, 3) Customer 

Experience has a positive and significant effect on Positive Word of Mouth. 4) 

Customer Satisfaction variable has a positive and insignificant effect on Positive 

Word of Mouth. 5) Service Quality, Product Quality and Customer Experience 

variables have a partially significant influence on the Positive Word of Mouth, while 

the Customer Satisfaction variable has a partially insignificant influence on the 

Positive Word of Mouth, 6) Service Quality Variables, Product Quality, Customer 

Satisfaction and Customer Experience has a significant effect simultaneously on 

Positive Word of Mouth. 

Keywords : Service Quality, Product Quality, Customer Satisfaction, Customer 

Experience and Positive Word of Mouth 
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