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ABSTRAKSI 

 

Maskapai penerbangan low cost carrier adalah maskapai 

penerbangan yang dinilai kontroversial karena dengan harga rendah namun  

frekuensi mengalami kecelakaan lebih tinggi dibandingkan pesawat regular. 

Untuk itu, penelitian ini bertujuan untuk menjelaskan pengaruh WOM 

terhadap customer satisfaction dan brand trust, menjelaskan pengaruh 

customer satisfaction dan brand trust terhadap brand loyalty.  

 Jumlah sampel penelitian ini sebanyak 150 sampel dan terdapat 

dua smpel mengalami outlier sehingga jumlah sampel selanjutnya 148 

sampel. Teknik analisa data menggunakan analisa structural equation 

model. Temuan penelitian ini menunjukkan bahwa WOM memiliki 

pengaruh  signifikan terhadap customer satisfaction dan brand trust. 

Customer satisfaction dan brand trust memiliki pengaruh signifikan 

terhadap brand loyalty.Customer satisfaction dan brand trust dinilai mampu 

memediasi pengaruh WOM terhadap loyalitas.  

 

Kata kunci: WOM, Customer Satisfaction, Brand Trust, Brand Loyalty,  

Low cost carrier  
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ABSTRACT 

 

The low cost carrier is the controversial airlines because the 

airlines applied lower price but the airlines incident  higher than regulary 

airlines. The purpose of this research is to identify the influence of WOM 

towards customer satisfaction and brand trust, to identify the influences of 

customer satisfaction and brand trust towards brand loyalty.  

 The number of samples are 150 samples, but there are two sample 

with outlier, so the samples is used 148 samples. The data analysis 

technique ia structural equation model. The research showing that WOM 

have impact towards customer satisfaction and brand trust, customer 

satisfaction and brand trust have impact towards brand loyalty. Customer 

satisfaction and brand trust able to mediate the influences WOM towards 

brand loyalty. 

 

Keywords: WOM, Customer Satisfaction, Brand Trust, Brand Loyalty,  

Low cost carrier  
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