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ABSTRAK 

Penelitian ini meneliti “PENGARUH ELECTRONIC WORD OF MOUTH ( 

E-WOM), CITRA MEREK DAN KUALITAS PELAYANAN TERHADAP 

KEPUTUSAN PEMBELIAN DI E-COMMERS TOKOPEDIA (Studi Kasus 

Masyarakat Pengguna Tokopedia di Kecamatan Karangpilang, Surabaya)”. Tujuan 

penelitian ini adalah untuk mengetahui pengaruh Electronic Word Of Mouth, Citra 

Merek dan Kualitas Pelayanan terhadap keputusan pembelian pada E-Commers 

Tokopedia. Variabel bebas dalam penelitian ini adalah Electronic Word Of Mouth 

(X1), Citra Merek (X2), dan Kualitas Pelayanan (X3), sedangkan variabel terikat 

adalah Keputusan Pembelian (Y). 

Dalam penelitian ini, menggunakan metode kuantitatif dimana penelitian ini 

menekankan pada pengujian hipotesis, data yang digunakan harus terukur. Sumber 

data yang digunakan adalah primer dan sekunder. Penentuan jumlah sampel 

dilakukan dengan metode non probability sampling, dengan prosedur purposive 

sampling. Sampel yang diambil sebanyak 110 responden dengan kriteria responden 

yaitu pengguna aplikasi Tokopedia di wilayah kecamatan karangpilang surabaya 

minimal 3 bulan terakhir dan pernah melakukan pembelian di Tokopedia. Uji 

hipotesis yang dilakukan menggunakan analisa regresi linear berganda. 

Berdasarkan kesimpulan yang diperoleh dalam penelitian ini adalah bahwa 

Electronic Word Of Mouth memiliki pengaruh yang signifikan terhadap keputusan 

pembelian yang artinya semakin banyak review tentang Tokopedia melalui media 

sosial semakin meningkat juga keinginan konsumen untuk melakukan keputusan 

pembelian. Citra Merek memiliki pengaruh yang signifikan terhadap keputusan 

pembelian yang artinya semakin baik citra merek, maka akan baik pula seseorang 

dalam mengambil keputusan pembelian. Sedangkan kualitas pelayanan juga 

berpengaruh signifikan terhadap keputusan pembelian yang artinya Kualitas 

pelayanan mencerminkan perbandingan antara tingkat layanan yang disampaikan 

perusahaan dibandingkan dengan ekspetasi pelanggan. 

 

Kata Kunci: Electronic Word Of Mouth, Citra Merek, dan Kualitas 

Pelayanan 
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ABSTRACT 

 

This study examines “EFFECT OF ELECTRONIC WORD OF MOUTH (E-

WOM), BRAND IMAGE AND SERVICE QUALITY ON PURCHASE 

DECISIONS IN TOKOPEDIA E-COMMERS (Case Study of Tokopedia User 

Communities in Karangpilang District, Surabaya)”. The purpose of this study was 

to determine the effect of Electronic Word Of Mouth, Brand Image and Service 

Quality on purchasing decisions at Tokopedia E-Commers. The independent 

variables in this study are Electronic Word Of Mouth (X1), Brand Image (X2), and 

Service Quality (X3), while the dependent variable is Purchase Decision (Y). 

In this study, using quantitative methods where this research emphasizes 

testing hypotheses, the data used must be measurable. The data sources used are 

primary and secondary. The determination of the number of samples was carried 

out using a non-probability sampling method, with a purposive sampling procedure. 

110 respondents were taken as a sample with the respondent criteria being 

Tokopedia application users in the Karangpilang Surabaya sub-district for at least 

the last 3 months and have made purchases at Tokopedia. Hypothesis testing was 

carried out using multiple linear regression analysis. Based on the conclusions 

obtained in this study, Electronic Word Of Mouth has a significant influence on 

purchasing decisions, which means that the more reviews about Tokopedia through 

social media, the more consumers’ desire to make purchasing decisions. Brand 

image has a significant influence on purchasing decisions, which means that the 

better the brand image, the better someone will be in making purchasing decisions. 

While service quality also has a significant effect on purchasing decisions, which 

means service quality reflects a comparison between the level of service delivered 

by the company compared to customer expectations. 

 

Keywords: Electronic Word Of Mouth, Brand Image, and Quality of Service 
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