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ABSTRAK

Andini Aura Fitria, 2210412320001, 2026. Pengaruh Relational Capital
dan Word of Mouth Terhadap Kepuasan Pelanggan Pada Toko Adscollection di
Pasar Sentral Antasari Banjarmasin, di bawah bimbingan: Setio Utomo.

Penelitian ini bertujuan untuk mengetahui dan menguji pengaruh signifikan
secara parsial dan simultan variabel Relational Capital dan Word of Mouth terhadap
Kepuasan Pelanggan pada Toko Adscollection di Pasar Sentral Antasari
Banjarmasin.

Penelitian ini menggunakan pendekatan kuantitatif, lokasi penelitian di
Pasar Sentral Antasari Banjarmasin. Sampel sebanyak 100 orang responden, yang
pernah membeli di toko Adscollection di pilih secara acak melalui teknik sampling
purposive. Pengumpulan data mengunakan kuesioner dan analisis data
menggunakan regresi linear berganda.

Hasil penelitian ini membuktikan bahwa Relational Capital secara parsial
berpengaruh signifikan terhadap Kepuasan Pelanggan Pada Toko Adscollection di
Pasar Sentral Antasari Banjarmasin. Word of Mouth secara parsial berpengaruh
signifikan terhadap Kepuasan Pelanggan Pada Toko Adscollection di Pasar Sentral
Antasari Banjarmasin. Relational Capital dan Word of Mouth secara simultan
berpengaruh signifikan terhadap Kepuasan Pelanggan Pada Toko Adscollection di
Pasar Sentral Antasari Banjarmasin.

Kata kunci: Relational Capital, Word of Mouth, Kepuasan Pelanggan.



ABSTRACT

Andini Aura Fitria, 2210412320001, 2026. The Influence of Relational
Capital and Word of Mouth on Customer Satisfaction at Adscollection Store, Pasar
Sentral Antasari Banjarmasin. Under the supervision of Setio Utomo.

This study aims to determine and examine the partial and simultaneous
significant effects of Relational Capital and Word of Mouth on Customer
Satisfaction at Adscollection Store, Pasar Sentral Antasari Banjarmasin.

This study employed a quantitative approach and was conducted at Pasar
Sentral Antasari, Banjarmasin. The sample consisted of 100 respondents who had
previously made purchases at Adscollection Store and were selected using an
purposive sampling technique. Data were collected through questionnaires and
analyzed using multiple linear regression.

The results of this study indicate that Relational Capital has a significant
partial effect on Customer Satisfaction at Adscollection Store, Pasar Sentral
Antasari Banjarmasin. Word of Mouth also has a significant partial effect on
Customer Satisfaction at Adscollection Store, Pasar Sentral Antasari Banjarmasin.
Furthermore, Relational Capital and Word of Mouth simultaneously have a
significant effect on Customer Satisfaction at Adscollection Store, Pasar Sentral
Antasari Banjarmasin.

Keywords: Relational Capital, Word of Mouth, Customer Satisfaction.
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