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ABSTRAK 

 

 

 

Penelitian ini bertujuan untuk menganalisis pengaruh kualitas pelayanan pada 

WOM dan pengaruh kepuasan pelanggan pada WOM. Tujuan lainnya adalah untuk 

menganalisis peran kepuasan pelanggan sebagai mediator pengaruh kualitas pelayanan 

pada WOM, dan menganalisis peran religiusitas sebagai moderator pengaruh kepuasan 

pelanggan pada WOM. 

Data dikumpulkan menggunakan kuesioner untuk 180 responden mahasiswa 

perguruan tinggi agama Islam swasta di Malang. Data yang telah dikumpulkan 

dianalisis validitas dan reliabilitasnya. Data yang valid dan reliabel dianalisis 

menggunakan SEM program SmartPLS.  

Hasil penelitian mengindikasi bahwa kualitas pelayanan perguruan tinggi swasta 

berbasis agama Islam berpengaruh pada WOM, kualitas pelayanan berpengaruh pada 

kepuasan, dan kepuasan memediasi parsial pengaruh kualitas pelayanan pada WOM. 

Temuan penting dalam penelitian mengindikasi bahwa religiusitas mahasiswa sebagai 

moderator quasi yang berperan penting baik berpengaruh langsung pada WOM maupun 

menguatkan pengaruh kepuasan pada WOM. Berdasarkan temuan tersebut, dua hal 

penting yang dapat direkomendasikan bagi pengelola perguruan tinggi agama Islam 

swasta di Malang adalah meningkatkan kualitas pelayanan, dan memfasilitasi berbagai 

kegiatan keagamaan guna menstimuli peningkatan religiusitas mahasiswa yang 

berdampak pada perilaku WOM. 

 

Kata kunci: kualitas pelayanan, kepuasan pelanggan, religiusitas, dan word of mouth.   
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ABSTRACT 

 

 

 

The aims of the research were to analyses the effect of service quality on WOM, 

and to analyses the effect of customer satisfaction on WOM. The important aims of the 

research were to analyses the role of customer satisfaction as mediator the effect of 

service quality on WOM, and to analyses the role of religiosity as moderator the effect 

of customer satisfaction on WOM. 

Data were collected using questionnaire for 180 student of Islamic private higher 

education in Malang as respondents. Data were analyzed their validity and reliability. 

The valid data and reliable instrument and then analyzed using structural equation 

modeling SmartPLS program.  

Research result indicated that service quality has a positive impact on WOM, 

customer satisfaction has a positive impact on WOM, and customer satisfaction 

partially mediated relationship between service quality and WOM. The interesting 

finding of the research indicated that students’ religiosity is a quasi mediator. It has 

two important roles those are it has direct effect on WOM and strenghten the effect of 

customer satisfaction on WOM. Based on the finding, there were two important 

recommendations for the management of Islamic private higher education in Malang, 

those are management should regularly increasing service quality, and facilitated the 

student religion activities to stimulate students’ religiosity which has important impact 

on students’ WOM behavior.  

 

Keywords: service quality, customer satisfaction, religiosity, and word of mouth.   
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