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Eeywords: Customer satisfaction, repurchase intention, trust, word of mouth, and souvenir store.

Abstract: The problem in this resesrch is 1) whether consumer satisfaction has an effect on consumer's trust, 2) whether
consumer's satisfaction mfluence to word of mouth, and 3} whether consumer satizfaction has an effect on
repurchase intention. This research exarmines the influence of customer satisfaction on repurchase intention,
trust, and word of mouth on customers of souvenir store in Yogyakarta. Selection of the sample in this study
iz done by using purposive sampling with one criterion: they have shopped In souvenir stores in Yogyakarta.
Data are collected by using questionnaires and 200 souvenir store customers parteicipate in this study. The
data are analyzed by usmg Structural Equation Modeling (SEM) with Ameos computer program. The results
show that customer satisfaction has positive influence on repurchase intention, trust, and word of mouth.

Tampilan depan naskah setelah dipublikadi dalam prosiding internasional terindeks
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The problems in this research are 1) whether consumer satsfction has an effect on consumer's rust, Xj
r } il by word of mouth, snd 5) whether corseamer satisfaction has an

thee imifl of ¢ satisfaction on regerchase

imenticm, tnast, #nd word of mouth on customers of souvenir store in Y ogyalana. Selection of the sample in
this stady is done by mming parposive sampling with ane criterion: they have shopped in sovenir stores in

. amd 3H) scervenir store cusiomers participated in

this study. The daiz wene anabyzed by using Stuciural Equaton Modeling (SEM) with Amos compaser

influsmce on repurchase intenticm, tnest,

Yogyolaria Datn were collecisd by wsing quest
program. The resalis show tha satislz
and word of mouth

1 INTRODUCTION

Yopakarta = a foursm  destimation.  Towrnsts
wissing  Yogyakarta are mberested o baymg
traditiomal foods of Yopyakarta, Tourists vesing
Yopyakarta continue 1o grow and develop. Tournsm
development in Yogyakarta affects the economy of
the people of Yogyakarta, Yanous businesses in
Yopyakarta develop along wath the imcreasing
mumber  of bunsts coming W Yogyakart
Businesses in hospitality, culmary, sowvenir shops
and entertainment venues combinue o grow. Mot
ovaly do the number of food shops merease, but
souvensr store or shops also mcrease in number. The
stores affer a vanety of products with good quality.
Increasmgly competibive  business  competston
makes companies reguire good markelng strategy.
Consumer satisfaction is related 1o what = grven
by the company that is service and product quality.
The ahality of compames i serve consamer s 15 ane
of 1he suocess factors of a business. When things are
expocied by consumers o be fulfilled by

has a p

envimoment, businesses compele with each other,
and companies are driven o satisfy comnsumers.
Consumer  satsfaction has  mfluence on: 1)
consumer trust, 2 word of mouth, 3} repurchase
indention. These three things are very mmportant for
companies in marketmg their products 1o sustain the
compamy’s sscess m achieving 115 goals. Becamse
these three things are very impartant in conducting
marketng sirategy, emprical research on the effiect
af customer satisfacton on these three things is very
necessary.

With the trust of consumers that the products
purchased are satisfaciory, the services provided
should alsa be m lime with consumer expectations.
Trust from comsumer s can build good mmage, brand,
symbaol, product, and company name. There are
many advantages io the company when consume s
feel wvery satisfied This can reduce consumer
turnover, reduce marketing costs, increase oustomer
lowalty, and mmprove corporate repulation. With the
exislence of customer satsfaction, compamies an
shll exwst and retwin consumers. Koowledge of
ronsnmer charsciers can beln marketers mfloenes



