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MOTTO

“Tidak perlu terlihat besar untuk bisa berarti, cukup tumbuh tanpa perlu banyak

terlihat”
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ABSTRAK

Perkembangan teknologi dan komunikasi turut mengubah pola hidup di
masyarakat, salah satunya di bidang usaha dengan banyaknya marketplace.
Persaingan di industri smartphone semakin meningkat dilihat dari banyaknya
merek yang dijual di marketplace seperti shopee. Pembelian secara daring melalui
marketplace menyebabkan konsumen tidak dapat melihat dan mencoba produk
secara langsung. Penelitian ini bertujuan untuk menganalisis pengaruh Online
Customer Review dan Online Customer Rating terhadap Purchase Decision pada
smartphone Tecno di Shopee, baik secara langsung maupun secara tidak langsung
melalui Trust sebagai variabel Mediasi. Ruang lingkup penelitian ini mencakup
konsumen yang berdomisili di Provinsi Jawa Tengah, berusia minimal 18 tahun,
dan pernah membeli smartphone Tecno melalui Shopee pada periode 2023–2026.
Penelitian ini menggunakan pendekatan kuantitatif. Data penelitian diperoleh
melalui penyebaran kuesioner kepada 150 responden yang ditentukan
menggunakan teknik purposive sampling. Selanjutnya, data dianalisis
menggunakan metode Partial Least Squares–Structural Equation Modeling (PLS-
SEM) dengan bantuan aplikasi SmartPLS. Hasil penelitian menunjukkan bahwa
Online Customer Review berpengaruh signifikan terhadap Trust serta Purchase
Decision. Online Customer Rating juga berpengaruh signifikan terhadap Trust dan
Purchase Decision. Selain itu, Trust berpengaruh signifikan terhadap Purchase
Decision. Hasil pengujian mediasi menunjukkan bahwa Trust memediasi secara
parsial pengaruh Online Customer Review dan Online Customer Rating terhadap
Purchase Decision. Temuan ini menunjukkan bahwa ulasan dan rating pelanggan
tidak hanya digunakan secara langsung sebagai bahan evaluasi produk, tetapi juga
berperan dalam membentuk kepercayaan konsumen sebelum melakukan
pembelian.
Kata kunci: Online Customer Review, Online Customer Rating, Trust, Purchase
Decision, Shopee, Tecno.
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ABSTRACT

Technological and communication advancements have transformed societal
lifestyles, particularly in the business sector with the proliferation of marketplaces.
Competition in the smartphone industry has intensified, as evidenced by the
growing number of brands sold on marketplaces such as Shopee. Online purchases
through marketplaces prevent consumers from seeing and trying products directly.
This study aims to analyze the effect of Online Customer Review and Online
Customer Rating on Purchase Decision for Tecno smartphones on Shopee, both
directly and indirectly through Trust as a mediating variable. The scope of this
research covers consumers residing in Central Java Province, aged at least 18
years, who have purchased Tecno smartphones through Shopee during the period
2023–2026. This research employs a quantitative approach. The data were
collected through a questionnaire distributed to 150 respondents selected using a
purposive sampling technique. Subsequently, the data were analyzed using the
Partial Least Squares–Structural Equation Modeling (PLS-SEM) method with the
assistance of SmartPLS software. The results indicate that Online Customer Review
has a significant effect on both Trust and Purchase Decision. Online Customer
Rating also has a significant effect on Trust and Purchase Decision. Furthermore,
Trust has a significant effect on Purchase Decision. The mediation test results
reveal that Trust partially mediates the effect of Online Customer Review and
Online Customer Rating on Purchase Decision. These findings suggest that
customer reviews and ratings are not only used directly as material for product
evaluation but also play a role in building consumer trust prior to making a
purchase.

Keywords: Online Customer Review, Online Customer Rating, Trust, Purchase
Decision, Shopee, Tecno.
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