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ABSTRAK

Tujuan ditelitinya riset ini ialah menguji pengaruh trust dan kepuasan
pelanggan atas loyalitas pelanggan facial wash Nivea pada mahasiswa Universitas
Pendidikan Ganesha. Desain kajian yang dipakai dalam kajian ini ialah kuantitatif
kausal dengan teknik pengumpulan data memakai kuesioner yang dianalisa
memakai analisis jalur. Populasi dalam kajian ialah mahasiswa Universitas
Pendidikan Ganesha. Teknik pengambilan sampel memakai purposive sampling
sebanyak 100 responden. Luaran kajian menerangkan (1) Trust memberi pengaruh
searah dan signifikan atas loyalitas pelanggan. (2) Kepuasan pelanggan memberi
pengaruh searah dan signifikan atas loyalitas pelanggan. (3) Trust memberi
pengaruh searah dan signifikan atas kepuasan pelanggan. (4) Kepuasan pelanggan
memediasi pengaruh trust atas loyalitas pelanggan.
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ABSTRACT

The aim of this research is to examine the influence of trust and customer
satisfaction on Nivea facial wash customer loyalty among Ganesha University of
Education students. The study design used in this study is causal quantitative with
data collection techniques using questionnaires which are analyzed using path
analysis. The population in the study were students at Ganesha University of
Education. The sampling technique used purposive sampling of 100 respondents.
The results of the study explain (1) Trust has a directional and significant
influence on customer loyalty. (2) Customer satisfaction has a directional and
significant influence on customer loyalty. (3) Trust has a directional and
significant influence on customer satisfaction. (4) Customer satisfaction mediates
the effect of trust on customer loyalty.
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