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ABSTRAK

Penelitian ini menganalisis pengaruh electronic word of mouth dan ulasan
online terhadap keputusan pembelian produk Daviena Skincare di kalangan
mahasiswa, dengan loyalitas merek sebagai variabel moderasi. Penelitian ini
menggunakan metode kuantitatif digunakan dengan data yang dikumpulkan
melalui survey penyebaran kuesioner dengan skala semantic diferensial dengan
100 mahasiswa aktif serta pengguna produk Daviena Skincare dan dianalisis
menggunakan SmartPLS. Hasil penelitian menunjukkan E-WoM berpengaruh
positif signifikan terhadap keputusan pembelian. Sedangkan sebaliknya ulasan
online tidak berpengaruh signifikan terhadap keputusan pembelian dan loyalitas
merek tidak memperkuat pengaruh positif £-WoM dan ulasan online. Penelitian
ini memberikan implikasi praktis bagi Daviena Skincare dalam memanfaatkan
E-WoM dan mengelola loyalitas merek untuk meningkatkan keputusan
pembelian di kalangan mahasiswa.

Kata kunci: Electronic Word of Mouth, Ulasan Online, Keputusan Pembelian,
Loyalitas Merek

vil



ABSTRAC
This study analyzes the effect of electronic word of mouth and online reviews on
purchasing decisions for Daviena Skincare products among college students,
with brand loyalty as a moderating variable. This study uses a quantitative
method used with data collected through a survey distributing questionnaires
with a semantic differential scale with 100 active students and users of Daviena
Skincare products and analyzed using SmartPLS. The results showed that E-
WoM has a significant positive effect on purchasing decisions. Meanwhile,
online reviews do not have a significant effect on purchasing decisions and
brand loyalty does not strengthen the positive influence of E-WoM and online
reviews. This research provides practical implications for Daviena Skincare in
utilizing E-WoM and managing brand loyalty to increase purchasing decisions

among students.

Keyword: Electronic Word of Mouth, Online Customer Reviews, purchase
decision, Brand Loyalty

viii



DAFTAR ISI

PERNYATAAN ORISINALITAS SKRIPSI ........ooooiiiiiiiiee e i
SURAT KETERANGAN RISET ........oooiiiiiii e v
KATA PENGANTAR ... \%
ABSTRAK ... vil
ABSTRAC ... viii
DAFTAR ISL ... e X
DAFTAR TABEL ... xil
DAFTAR GAMBAR .......oooiiiiii e X111
DAFTAR LAMPIRAN ... X1V
BAB L. e 1
PENDAHULUAN ... ..ottt 1
1.1. Latar BelaKang ..............ocoo i 1
1.2. Rumusan Masalah..............cccocoiiiii 4
1.3. TUujuan Penelitian .........ccoooiiiiieseee e 5
1.4. Manfaat Penelitian:..........cooiiiiiiiiee e 5
1.4.1 SECANA TEONILIS ...veviiieeieii ettt 5
1.4.2 SECANA PraKLIS ....c.eiviiiiiieiisiiite et 5
BAB IL ... s 7
TINJAUAN PUSTAKA ... .ottt 7
2.1 TinJauan TeOTT.........cccviiiiiieiee e 7
2.1.1 Electronic Word of MOUth ......................cccccviviiiiiiiiiiiiiiiei e 7
2.1.2 FaKtor-faktor.............cccooiiiiii e 7
2.1.3. INdikator E-WoM .............cccooiiiiiiiiiiiii s 8
2.1.4 ASpeK-ASPeK E-WOM .............ccccoviiiiiiiiiiiiiiii e 9
2.1.5 Pengaruh E-WoM terhadap Keputusan Pembelian................................... 10

2.2 UlASAN ORIIRE ...ttt 11
2.2.1 Faktor-Faktor Ulasan Online ...................c.ccccooviiiiiiniiiiiiii e 11
2.2.2 Indikator Ulasan Online................cccccccoviiiiiiiiiiiiiiiiienie s 12
2.2.3 Jenis-jenis Ulasan Online ..................ccccoooiviiiiiiiiiiiiiics e 13
2.2.4 Pengaruh dari Ulasan Online ...................cccccooiiiiiiiiiiiiiiic e 14

2.3 Keputusan Pembelian.................cccoooiiiiiii 15

X



2.3.1 Faktor Keputusan Pembelian .................ccccooocviiiiiiniiiie e 15

2.3.2 Indikator Keputusan Pembelian ................c.cccoooiiiniiiiii e, 16
2.3.3 Elemen Keputusan Pembelian..................cccccooininiie 17
2.3.4 Proses Keputusan Pembelian...............c.cccoooiiniiie 18

2.4 Definisi Keputusan Pembelian SKINCAre............ccccooviiieieiiniineeee e 19
2.4.1 Tujuan PENGQUNEAN ......c.couiriiieieieiisiesie et 20
2.4.2 JeNiS-JeNiS SKINCAIE.......ccooiiiiiiiie e 21

2.5 Loyalitas Merek sebagai Variabel Moderasi................ccccocoeniiniiiiniinecnneen 22
2.5.1 LoYalitas MEFEK ........ccviiiii ettt 22
2.5.2 Faktor Loyalitas MEreK ..o 22
2.5.3 Indikator LoyaKitas MErekK.........ccccoviveiiiiiieiiec s 23
2.5.4 Jenis Loyalitas MEerek ... 24
2.5.5 Pengaruh Loyalitas Merek ... 24

2.6 Tinjauan Penelitian Terdahulu ... 25
2.7 Konseptual Penelitian...............cccoccoviiiiiiiiiiii e 29
2.7.1 Pengembangan HIPotesis ..............cccooveiiiiiiiiiiiiiiiniicce e 29
BAB IIL...... s 31
METODE PENELITTAN ...t 31
3.1 Jenis Penelitian ...........cccoooviiiiiiiiiiii e 31
3.2 Penelitian Populasi dan Sampel ..................ccoooiiiiiiie 31
320 POPUIASI.......ooiiiiiiiii it 31
3.2.2 SAMPEL.....ooiiiiii s 31

3.3 Variabel, Operasionalisasi, dan Pengukuran.................c.cccoooniiiininnins 32

3.4 Metode Pengumpulan Data .................ccoooiiiiiii e 37
3.4 1 KUISTOMET ... srn e e snn e 37

3.5 ANAlSIS DAta........oooiiiiiii e 37
3.5.1 Analisis DesKriptif .............ccoooiiiiii 37
3.5.2 Analisis Quter Model.................ccoiiiiiiiiii 37
3.5.3 Analisa Inner Model ...............ccccoiiiiiiii 38
3.5.4 Pengujian HIPOtesiS ............ccooiiiiiiiiiii e 38
BAB LV 40
HASIL PENELITIAN DAN PEMBAHASAN .....oooiiiiiiee e 40
4.1 Gambaran Umum Objek Penelitian................ccccooviiiiiininiiiniiniees 40
4.2 Hasil Penelitian ................cccooiiii i 41



4.2.1 Deskripsi Data Responden ..............ccccccovoiiiiiiiiiinniee e 41

4.2.2  Jenis Kelamin Responden ..............cc.cccooiiiiiiiiiiiiii e 41
423  Usia Responden .............ccccoooiiiiiiiiiiiiii 42
4.2.4 Rata-rata lama penggunaan Daviena Skincare..................ccoccooeininnnnnn. 42

4.3 Deskripsi Variabel Penelitian ..., 43
4.3.1 Deskripsi Variabel Electronic Word of Mouth (X1)..........c..ccoceevvvennenne. 43
4.3.2 Deskripsi Variabel Ulasan Online (X2) ........cccccccovviiiiiiiiiiiniiicnieenee 44
4.3.3 Deskripsi Variabel Keputusan Pembelian (Y)...........cccoovviiiiiiniinnnnnn 46
4.3.4 Deskripsi Variabel Loyalitas Merek sebagai Moderasi (Z) ................... 47

4.4 Measurement Model (Quter Model) ..............c.cooociiiiiiiiiiiii e 48
4.5 Outer Loading ...........ccoooeiiiiiiiii 50
4.6 Structural Model (Inner Model)....................c.cocooviiiiiiiiiiiiiiie e 53
4.7 Uji Signifikansi Jalur dan Uji Hipotesis................cccooiniinniiiie 56
4.8 Pembahasam ...........ccccoooiiiiiiiiii e 59
BAB Y s 65
PENUTUP ...ttt e e e e e s s sbbber e e e e e e e e e aaaes 65
5.1 KeSIMPUIAN.......cooooiiiiii e 65
5.2 Kontribusi Penelitian ................cccooiiiiiiii 65
5.3 Keterbatasan Penelitian ..................ccccooiiiiiiiiiiii 67
5.4 SATAN-SATAI ......oviiiiiiiiie et nane e e 67
DAFTAR PUSTAKA ... ..ottt e 70
LAMPTIRAN ..ottt e e e e s s s bbb be e e e e e e s s s ssbbbbreeaaaeeeesaaes 73

X1



DAFTAR TABEL

Tabel Halaman
Tabel 1. Tinjauan Penelitian Terdahulu...........ccccoooiiiiiiiiiii 25
Tabel 2. Definisi Operasional Variabel ...........cccccoviiiiiiiiiiiiei e 34
Tabel 3. Analisis Deskriptif Variabel Electronic Word of Mouth (X1)........c.......... 43
Tabel 4. Analisis Deskriptif Variabel Ulasan Online (X2).....c.ccccoveiiiieniiiinennnnn 44
Tabel 5. Analisis Deskriptif Keputusan Pembelian (Y) ......ccccovevviiiiiiiiniiieennnen, 46
Tabel 6. Analisis Deskriptif Loyalitas Merek sebagai Moderasi (Z) ..................... 47
Tabel 7. Quter LoAding .............cc.ccooiiiiiiiiiiiiiiiiie s 50
Tabel 8. Reability and Validity ............ccocovviiiiiiiiiiiiiii s 52
Tabel 9. Efek Ukuran (R2) .......ccociiiiiiiiiiieniceeseee s 55
Tabel 10. Uji Signifikansi Jalur dan Uji HIpotesis.........ccoooviiiiiiiiiiiciiicieen, 57

xii



DAFTAR GAMBAR

Gambar Halaman
1. Data Penjualan Skincare di Indonesia...........ccocueviieiiiiiieiiii i 3
2. Konseptual Penelitian ..........cccccviiiiiiiiiiiiiiiesiiecsiee e 29
3. Deskripsi Data ReSponden ...........cccoveiiiiiiiiiiiciiec s 41
4. Jenis Kelamin Responden berdasarkan gambar dibawah ............ccccceviiiinnnnn, 41
5. Usia Responden berdasarkan gambar dibawah...........cccccccovviiiiiiiiiiiiien, 42
6. lama penggunaan Daviena SKinCare ...........cccccooovieiiiiiiiciiieiee e 42
7. Hasil Pengolahan data melalui Smart PLS............cccocooviiiiiiiiiiiciic e 49

Xiii



DAFTAR LAMPIRAN

Lampiran

Halaman

1. Tabel Tampilan KUESIONET........ccovivviiiiiiiiiieiiiie et 73
2. Indikator Electronic Word of MOULH.............ccccocoviiiiiiieiiiiese st 76
3. Indikator Ulasan ORnliRe ............ccccivieiiiiiiiiciiii e 78
4. Keputusan Pembelian...........ccccveiiiiiiiiiicee e 80
5. Loyalitas Merek Sebagai MOderasi..........cceiuverieiiiaiiiiiieiic e 82

Xiv






	LEMBAR PENGESAHAN
	PERNYATAAN ORISINALITAS SKRIPSI
	SURAT KETERANGAN RISET
	KATA PENGANTAR
	ABSTRAK
	ABSTRAC
	DAFTAR TABEL
	DAFTAR GAMBAR
	DAFTAR LAMPIRAN

