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Penelitian iini ibertujuan iuntuk imengetahui idan imenganalisis ipengaruh 

iKepercayaan, iCitra iPerusahaan, idan iKualitas iLayanan iTerhadap iKepuasan iKonsumen 

iPT iNaura iAdi iJaya i(Naura iTours).Pada ipenelitian iini, ipopulasi iyang idigunakan 

imerupakan ikonsumen iPT iNaura iAdi iJaya i(Naura iTours) iSemarang. iPengambilan 

isampel idalam ipenelitian iini imenggunakan ipurposive isampling iyang iberjumlah i100 

iresponden. iPengambilan isampel idengan ikriteria: ikonsumen idengan iminimal iusia i17 

itahun idan ikonsumen iyang isedang iatau ipernah imenggunakan ijasa iPT iNaura itours 

iminimal i2 ikali. iPengujian idata idalam ipenelitian iini imenggunakan iuji iinstrumen, 

analisis linier berganda dan iuji imodel 

Berdasarkan iuji ihipotesis, idiperoleh ibahwa ikepercayaan iberpengaruh ipositif 

idan isignifikan iterhadap ikepuasan ikonsumen, icitra iperusahaan iberpengaruh ipositif idan 

isignifikan iterhadap ikepuasan ikonsumen, iselanjutnya ikualitas ilayanan iberpengaruh 

ipositif idan isignifikan iterhadap ikepuasan ikonsumen. i 

 

Kata iKunci i: ikepercayaan, icitra iperusahaan, ikualitas ilayanan, ikepuasan 

ikonsumen. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



ABSTRACT 

 

 

 

This istudy iaims ito idetermine iand ianalyze ithe iinfluence iof iTrust, iCorporate 

iImage, iand iService iQuality ion iConsumer iSatisfaction iof iPT iNaura iAdi iJaya i(Naura 

iTours).In ithis istudy, ithe ipopulation iused iwas iconsumers iof iPT iNaura iAdi iJaya 

i(Naura iTours) iSemarang. iSampling iin ithis istudy iused ipurposive isampling, iamounting 

ito i100 irespondents. iSampling iwith icriteria: iconsumers iwith ia iminimum iage iof i17 

iyears iand iconsumers iwho iare ior ihave iused ithe iservices iof iPT iNaura itours iat ileast 

i2 itime. Testing the data in this study using deskriptive statistical tests, test instrument  using 

validity and reliability tests, test models using test F (Goodnessof fit) and the coefficient of 

determination test. Furthermore the hypothesis uses regression analysis with test with 

standart beta coefficient and significance level <0.05. 

Based ion ihypothesis itesting, iit iis ifound ithat itrust ihas ia ipositive iand 

isignificant ieffect ion icustomer isatisfaction, icompany iimage ihas ia ipositive iand 

isignificant ieffect ion icustomer isatisfaction, ithen iservice iquality ihas ia ipositive iand 

isignificant ieffect ion icustomer isatisfaction. 

Keywords: itrust, icompany iimage, iservice iquality, icustomer isatisfaction. 
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