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MOTTO 

Berproseslah! 

Raih Kesuksesanmu! 

Karena Kamu Anak Pertama Harapan Keluarga. 

__ Citradap. __ 

 

Kesabaran dan Ketekunan Membawa Hasil 

 

Yang Luar Biasa. 

 

__ Napoleon Hill __ 

 

“SATU NAMA, SEJAUH DOA” 
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ABSTRAK 

Skripsi : “Pengaruh Word Of Mouth, Brand Image dan Consumer Trust 

Terhadap Loyalitas Konsumen Mebel Kayu UD.CITRA BAGUS”; Citra Dewi 

Arventha Putri, NIM 22415829, Program Studi Manajemen, Fakultas 

Ekonomi Universitas Muhammadiyah Ponorogo 

Pembimbing I : Siti Chamidah, SE., M.Si 

Pembimbing II : La Ode Sugianto, S.Pd.,M.M 

 

Tujuan dari penelitian ini yaitu guna mengetahui pengaruh word of mouth, 

brand image dan consumer trust berpengaruh secara silmutan terhadap loyalitas 

konsumen mebel kayu UD.CITRA BAGUS. Penelitian ini merupakan penelitian 

kuantitatif dengan pengumpulan data menggunakan kuesioner yang dibagikan 

melalui google form. Populasi dalam penelitian ini yaitu konsumen mebel kayu UD. 

CITRA BAGUS. Metode pengambilan sampel menggunakan teknik purposive 

sampling dan sampel sebanyak 120 responden. Analisis yang digunakan dalam 

penelitian ini menggunakan analisis regresi linier berganda dengan menggunakan 

program SPSS 25. Hasil analisis menunjukkan bahwa Word Of Mouth berpengaruh 

terhadap Loyalitas Konsumen Mebel Kayu UD. CITRA BAGUS,Brand Image 

berpengaruh terhadap Loyalitas Konsumen Mebel Kayu UD. CITRA BAGUS. 

Consumer Trust berpengaruh terhadap Loyalitas Konsumen Mebel Kayu UD. 

CITRA BAGUS. Hasil penelitian ini diharapkan dapat menjadi bahan 

pertimbangan bagi pelaku usaha dalam meningkatkan Loyalitas Konsumen melalui 

strategi komunikasi yang efektif, citra merek yang baik, serta peningkatan 

kepercayaan konsumen. 

 

Kata Kunci : Word Of Mouth, Brand Image, Consumer Trust, Loyalitas 

Konsumen. 

 

 

 

 

 

 

 

 

 

 



 

x 

 

DAFTAR ISI 

 

HALAMAN PENGESAHAN ................................................................................. ii 

HALAMAN PERNYATAAN ............................................................................... iii 

MOTTO ................................................................................................................. iv 

PERSEMBAHAN ................................................................................................... v 

KATA PENGANTAR .......................................................................................... vii 

ABSTRAK ............................................................................................................. ix 

DAFTAR ISI ........................................................................................................... x 

DAFTAR TABEL ................................................................................................ xiii 

DAFTAR GAMBAR ........................................................................................... xiv 

DAFTAR LAMPIRAN ......................................................................................... xv 

BAB I ...................................................................................................................... 1 

PENDAHULUAN .................................................................................................. 1 

1.1 Latar Belakang Masalah .......................................................................... 1 

1.2 Perumusan Masalah .............................................................................. 13 

1.3 Tujuan dan Manfaat Penelitian .................................................................... 14 

1. Tujuan Penelitian .................................................................................. 14 

2. Manfaat Penelitian ................................................................................ 15 

BAB II ................................................................................................................... 18 

TINJAUAN PUSTAKA ....................................................................................... 18 



 

xi 

 

2.1 Landasan Teori ...................................................................................... 18 

2.2 Penelitian Terdahulu ............................................................................. 60 

2.3 Kerangka Konseptual Penelitian ........................................................... 64 

2.4 Hipotesis ................................................................................................ 64 

BAB III ................................................................................................................. 72 

METODE PENELITIAN ...................................................................................... 72 

3.1 Ruang Lingkup Penelitian ..................................................................... 72 

3.2 Populasi dan Sampel Penelitian ............................................................ 73 

1. Populasi ................................................................................................. 73 

2. Sampel ................................................................................................... 73 

3.3 Definisi Operasional Variabel ............................................................... 75 

3.4 Metode Analisis Data ............................................................................ 77 

3.5 Metode Pengambilan Data .................................................................... 77 

3.6 Teknik Analisis Data ............................................................................. 79 

a. Uji Instrument ....................................................................................... 79 

b. Uji Asumsi Klasik ................................................................................. 80 

c. Analisis regresi linier berganda ............................................................. 81 

d. Uji koefisien determinasi ...................................................................... 83 

e. Uji Hipotesis ......................................................................................... 83 

BAB IV ................................................................................................................. 86 



 

xii 

 

HASIL DAN PEMBAHASAN ............................................................................. 86 

4.1 Hasil Penelitian ............................................................................................ 86 

1. Gambaran Umum Objek Penelitian ...................................................... 86 

2. Karakteristik Responden ........................................................................ 88 

3. Deskripsi Variabel Penelitian ............................................................ 94 

4. Hasil Uji Instrumen .......................................................................... 102 

5. Uji Hipotesis ....................................................................................... 114 

4.2 Pembahasan ............................................................................................... 119 

BAB V ................................................................................................................. 129 

KESIMPULAN DAN SARAN ........................................................................... 129 

5.1 Kesimpulan ................................................................................................ 129 

5.2 Saran-saran ................................................................................................ 131 

DAFTAR PUSTAKA ......................................................................................... 133 

LAMPIRAN-LAMPIRAN .................................................................................. 138 

 

 

 

 

 

 

 



 

xiii 

 

DAFTAR TABEL 

Tabel 2. 1  Penelitian Terdahulu ........................................................................... 60 

Tabel 3. 1 Definisi Operasional Variabel .............................................................. 76 

Tabel 3. 2 Skala Likert .......................................................................................... 79 

Tabel 4. 1 Distribusi Frekuensi Responden Berdasarkan Jenis Kelamin .............. 89 

Tabel 4. 2  Distribusi Frekuensi Responden Berdasarkan Usia ............................ 90 

Tabel 4. 3 Karakteristik Responden Berdasarkan Pekerjaan ................................ 91 

Tabel 4. 4  Intensitas Pembelian Responden ......................................................... 93 

Tabel 4. 5 Tanggapan Responden terhadap Word Of Mouth (X1) ....................... 95 

Tabel 4. 6 Tanggapan Responden terhadap Brand Image (X2) ............................ 97 

Tabel 4. 7 Tanggapan Responden terhadap Consumer Trust (X3) ....................... 99 

Tabel 4. 8 Tanggapan Responden terhadap Loyalitas Konsumen(Y) ................. 101 

Tabel 4. 9 Uji Validitas ....................................................................................... 103 

Tabel 4. 10 Hasil Uji Reliabilitas ........................................................................ 105 

Tabel 4. 11 Hasil Uji Normalitas ........................................................................ 106 

Tabel 4. 12 Hasil Uji Multikolinearitas............................................................... 107 

Tabel 4. 13 Uji Heteroskedastisitas ..................................................................... 109 

Tabel 4. 14 Hasil Analisis Regresi Linear Berganda .......................................... 111 

Tabel 4. 15 Uji Koefisien Determinasi (R²) ........................................................ 113 

Tabel 4. 16 Hasil Uji T ........................................................................................ 115 

Tabel 4. 17 Hasil Uji F ........................................................................................ 118 

 

 

 



 

xiv 

 

DAFTAR GAMBAR  

Gambar 1. 1 Grafik Penjualan Mebel Kayu UD. CITRA BAGUS ...................... 12 

Gambar 2. 1 Model Perilaku Konsumen ............................................................... 24 

Gambar 2. 2 Kerangka Konseptual Penelitian ...................................................... 64 

Gambar 4. 1 Uji Heteroskedastisitas ................................................................... 110 

Gambar 4. 2 Daerah Penolakan H01 dan Peneriman Ha1 .................................. 116 

Gambar 4. 3 Daerah Penolakan H02 dan Peneriman Ha2 .................................. 116 

Gambar 4. 4 Daerah Penolakan H03 dan Peneriman Ha3 .................................. 117 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xv 

 

DAFTAR LAMPIRAN 

Lampiran 1 Surat Keterangan Hasil Uji Cek Plagiasi ......................................... 138 

Lampiran 2 Bukti LOA Artikel Jurnal Sinta 3 (ECONOMINA) ........................ 139 

Lampiran 3 Kuesioner Penelitian ........................................................................ 140 

Lampiran 4 Surat Ijin Penelitian ......................................................................... 146 

Lampiran 5 Karakter Responden ........................................................................ 147 

Lampiran 6 Tabulasi Data (X1, X2, X3, Y) ........................................................ 154 

Lampiran 7 Hasil Output SPSS ........................................................................... 159 

Lampiran 8 Dokumentasi Penelitian ................................................................... 166 

Lampiran 9 Berita Acara Bimbingan .................................................................. 168 

 

 

 


