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THE EFFECT EXCELLENCE OF SERVICE QUALITY TRUST IN SERVICE AND WORD OF MOUTH
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Abstract
The purposes of this research were aimed to study excellence of service quality, trust in

the service \word of mouth the customer, influence of the excellence of service quality to trust in
the service, influence t he excellence of the service to word of mouth the customer, influence of
trust in the services to word of mouth the customer. The questionnaires were performing as a
research instruments. The 320 samples of questionnaires were analyzed by using the statistical

analysis program (SPSS). The statistic parameters which were used for this study were percentage,
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mean and standard deviation, pearson’s product moment correlation coefficient, simple and
multiple regression analysis with 95% significance.

The overall results of excellence of service quality, trust in the service, word of
mouth the customer are in the many range. For the result of influence the excellence of
service quality has a positive influence to trust in the service. The excellence of service quality
has a positive influence to word of mouth the customer. Trust in the service has a positive
influence to word of mouth the customer. These results will make entrepreneur to guide the
planning and marketing strategy of the business effectively. In order to maintain or increase

the growth rate of sales. Market share And increase profitability to the business.
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