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ABSTRAK 

Dalam riset ini mempunyai tujuan untuk mengkaji pengaruh: (1) kepuasan dan 

loyalitas pelanggan dengan word of mouth, (2) kepuasan pelanggan terhadap word of mouth, 

(3) loyalitas pelanggan terhadap word of mouth pada pelanggan produk XL Axiata di 

Kecamatan Buleleng. Dalam riset ini memakai rancangan riset kuantitatif kausal, dimana 

pelanggan produk XL Axiata di Kecamatan Buleleng sebagai subjek penelitian, yaitu 

kepuasan pelanggan, loyalitas pelanggan dan word of mouth sebagai objek penelitian. 

Pengambilan sampel di dalam riset ini yaitu dengan memakai teknik non-probability sampling 

dan purposive sampling. Jumlah sampel yang digunakan adalah 100 responden. Data yang 

yang dikumpulkan menggunakan metode kuesioner serta selanjutnya akan dianalisis 

menggunakan metode regresi linier berganda.. Hasil riset ini memperlihatkan jika: (1) 

kepuasan dan loyalitas pelanggan berpengaruh signifikan terhadap word of mouth. (2) 

kepuasan pelanggan berpengaruh positif dan signifikan terhadap word of mouth. (3) loyalitas 

pelanggan berpengaruh poitif dan signifikan terhadap word of mouth pada pelanggan produk 

XL Axiata di Kecamatan Buleleng. 
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ABSTRACT 

This study aims to examine the effect of: (1) customer satisfaction and loyalty with word of 

mouth, (2) customer satisfaction with word of mouth, (3) customer loyalty to word of mouth 

on XL Axiata product customers in Buleleng District. This study uses causal quantitative 

research subjects, where customers of XL Axiata products in Buleleng District as research, 

namely customer satisfaction, customer loyalty and word of mouth as research objects. 

Sampling in this study is by using non-probability sampling and purposive sampling 

techniques. The number of samples used is 100 respondents. The data collected using the 

questionnaire method and will then be analyzed using the multiple linear regression method. 

The results of this study are spent if: (1) customer satisfaction and loyalty have a significant 

effect on word of mouth. (2) customer satisfaction has a positive and significant effect on 

word of mouth. (3) customer loyalty has a positive and significant effect on word of mouth on 

XL Axiata product customers in Buleleng District. 
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