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ABSTRAK

Penelitian ini mengkaji pengaruh e-service quality dan online customer
review terhadap keputusan pembelian produk kosmetik pada aplikasi Sociolla,
dengan fokus pada mahasiswa pengguna Sociolla di Surabaya Barat.
Pertumbuhan pesat e-commerce, khususnya di industri kosmetik telah mengubah
perilaku pembelian konsumen. Penelitian ini bertujuan untuk menganalisis
bagaimana e-service quality dan online customer review mempengaruhi keputusan
konsumen saat membeli kosmetik secara online. Menggunakan pendekatan
kuantitatif. Data dikumpulkan melalui survei yang dibagikan kepada mahasiswa.
Hasil penelitian menunjukkan bahwa baik e-service quality maupun online
customer review berpengaruh signifikan terhadap keputusan pembelian, dan
online customer review memiliki pengaruh yang dominan. Penelitian ini
memberikan wawasan bagi Sociolla untuk meningkatkan e-service quality dan
memanfaatkan online customer review guna meningkatkan keputusan pembelian
oleh konsumen.

Kata kunci : E-Service Quality, Online Customer Review, Keputusan
Pembelian
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ABSTRACT

This study examines the influence of e-service quality and online customer
reviews on purchasing decisions for cosmetic products on the Sociolla application,
focusing on students who use Sociolla in West Surabaya. The rapid growth of e-
commerce, particularly in the cosmetics industry, has transformed consumer
purchasing behavior. This research aims to analyze how e-service quality and
online customer reviews affect consumers' decisions when purchasing cosmetics
online. Using a quantitative approach, data were collected through surveys
distributed to students. The findings indicate that both e-service quality and
online customer reviews significantly impact purchasing decisions, and online
customer reviews having a more dominant effect. This study provides insights for
Sociolla to enhance service quality and leverage customer reviews to improve
consumer satisfaction and increase sales.

Keywords: E-Service Quality, Online Customer Review, Purchase Decision
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