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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh customer perceived value dan 

online customer review terhadap customer loyalty dengan customer trust sebagi 

mediasi pada produk suncare Nivea di Kebumen. populasi dalam penelitian ini 

adalah masyarakat di Kebumen yang sudah membeli dan menggunakan produk 

suncare Nivea. Jumlah sampel pada penelitian ini sebanyak 100 responden teknik 

pengambilan sampel dalam penelitian ini adalah purposive sampling. Metode yang 

digunakan dalam penelitian ini adalah kuantitatif. Teknik pengumpulan data yang 

digunakan yaitu dengan menyebarkan kuesioner. Analisis data yang digunakan 

adalah analisis jalur dengan menggunakan SPSS 25 sebagai alat analisis dan sobel 

test. Temuan dalam penelitian ini  adalah customer perceived value dan online 

customer review berpengaruh positif dan signifikan terhadap customer loyalty, 

Selanjutnya, customer perceived value, online customer review dan customer trust 

berpengaruh positif dan signifikan terhadap customer loyalty, Serta customer trust 

dapat memediasi secara positif dan signifikan antara customer perceived value dan 

online customer review terhadap customer loyalty  

 

Kata kunci: customer perceived value, online customer review, customer loyalty, 

customer trust.  

  



 

ix 
 

ABSTRACT 

This study aims to analyze the influence of customer perceived value and online 

customer reviews on customer loyalty, with customer trust as a mediator for Nivea 

suncare products in Kebumen. The population in this study was residents in 

Kebumen who have purchased and used Nivea suncare products. The sample size 

for this study was 100 respondents. The sampling technique used was purposive 

sampling. The method used in this study was quantitative. Data collection involved 

distributing questionnaires. Data analysis used path analysis using SPSS 25 as the 

analysis tool and the Sobel test. The findings of this study indicate that customer 

perceived value and online customer reviews have a positive and significant effect 

on customer loyalty. Furthermore, customer perceived value, online customer 

reviews, and customer trust have a positive and significant effect on customer 

loyalty. Customer trust can also positively and significantly mediate the 

relationship between customer perceived value and online customer reviews on 

customer loyalty. 

 

Keywords: customer perceived value, online customer reviews, customer 

loyalty, customer trust. 
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