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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh brand image, brand trust, dan
word of mouth terhadap keputusan pembelian jasa pembuatan visa pada PT. Multi
Prima Victory (Sabang Business Center) Jakarta. Latar belakang penelitian didasarkan
pada pentingnya suatu citra merek, kepercayaan konsumen, dan juga rekomendasi
antarpribadi dalam memengaruhi perilaku pembelian konsumen industri jasa berisiko
tinggi seperti layanan pengurusan visa. Metode penelitian yang di gunakan adalah
kuantitatif dengan pendekaran deskriptif dan kausal. Data primer diperoleh melalui
penyebaran kuesioner kepada 286 responden, sedangkan untuk analisis data dilakukan
menggunakan regresi linier berganfa dengan uji validitas, reliabilitas, uji t, uji F, dan
koefisien determinasi. Hasil penelitian menunjukkan bahwa ketiga variabel independen,
yaitu brand image, brand trust, dan word of mouth, berpengaruh positif dan signifikan
baik secara parsial maupun simultan terhadap keputusan pembelian. Secara parsial,
word of mouth memiliki pengaruh paling dominan dengan kontribusi sebesar 31,4%
diikuti oleh brand trust sebesar 20,8% dan brand image sebesar 20,3%. Temuan ini
menegaskan bahwa persepsi positif terhadap merek, tingkat kepercayaan yang tinggi,
dan rekomendasi yang kuat mampu meningkatkan keputusan konsumen dalam
menggunakan jasa perusahaan.

Kata kunci: brand image, brand trust, word of mouth, keputusan pembelian, jasa
pembuatan visa
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ABSTRACT

This study aims to analyze the influence of brand image, brand trust, and word of mouth
on purchase decisions for visa processing services at PT. Multi Prima Victory (Sabang
Business Center) Jakarta. The research is based on the premise that brand perception,
consumer trust, and interpersonal recommendations significantly shape purchasing
behavior in high-risk service industries such as visa application assistance. The study
employs a quantitative method with a descriptive and casual approach. Primary data
were collected from 286 respondents through questionnaires, and the data were
analyzed using multiple linear regression, including validity, reliability, t-test, F-test,
and determation coefficient analyses. The results indicate that brand image, brand trust,
and word of mouth have a positive and significant effect both individually and
simultaneously on purchase decisions. Among these, word of mouth exerts the strongest
influence, contributing 31,4%, followed by brand trust at 20,8% and brand image at
20,3%. These findings confirm that a positive brand perception, strong consumer trust,
and active recommendations significantly enhance customers decision to use the
company’s services.

Keywords: brand image, brand trust, word of mouth, purchase decision, visa processing
services
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