
Abstract

Problem  of  this  research  is  complaints  from  customer  that  indicated  
d i s s a t i s f a c t i o n s .  We worried it became negative word of mouth. This research’s  
aim is to analyze factors that affects customer satisfaction of Tria Jasa Boga’s to  
constract positive word of mouth. Customer satisfaction in this research presumed  
affected by price perception, image, and service quality. 

S a m p l i n g  m e t h o d  t h a t  u s e d  i n  t h i s  r e s e a r c h  i s  r a n d o m  s a m p l i n g  t h a t  s e l e c t  84 
samples  from Tria  Jasa  Boga’s  customer.  B e f o r e  a n a l y z i n g  d a t a ,  t h e  r e s e a r c h  
i n s t r u m e n t  m u s t  b e  t e s t e d  a n d  f u l f i l l  s o m e  a s s u m p t i o n s .  A f t e r w a r d ,  u s e d  S P P S  
( S t a t i s t i c a l  P a c k a g e  f o r  S o c i a l  S c i e n c e s )  a s  t h e  t o o l ,  w e  a n a l y z e d  d a t a  w i t h  
d e s c r i p t iv e  s t a t i s t i c s ,  r e g r e s s i o n  a n a l y s i s ,  a n d  t e s t e d  t h e  h y p o t h e s e s .  

T h e  r e s u l t  o f  t h i s  r e s e a r c h  s h o w s  that price perception, image, service quality  
h a v e  p o s i t i v e  e f f e c t s  a n d  s i g n i f i c a n t l y  t o  customer  satisfaction.  Furthermore,  
customer  satisfaction  h a s  p o s i t iv e  e f f e c t s  a n d  s i g n i f i c a n t l y  t o  w o r d  o f  m o u t h  
v a r i a b l e .
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