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ABSTRAK

Penelitian ini membahas tentang Online Customer Review dan Kualitas
pelayanan terhadap Keputusan Pembelian. Tujuan Penelitian ini untuk
mengetahui besarnya pengaruh Online Customer Review dan Kualitas pelayanan
terhadap Keputusan Pembelian online marketplace.

Penelitian ini dilakukan pada marketplace tokopedia dan shopee adapun
waktu penelitian mulai dari februari sampai juli 2021, penelitian ini menggunakan
metode kepustakaan dan metode lapangan. Dan penelitian ini diolah
menggunakan software SPSS 26. Hasil penelitian menyimpulkan bahwa
keputusan pembelian 76,3% dipengaruhi oleh Online Customer Review dan
Kualitas Pelayanan. Sedangkan Selebihnya sebesar 23,7% dipengaruhi oleh faktor
lain seperti kualitas produk, harga, dan promosi.

Kata kunci : Online Customer Review, Kualitas Pelayanan, Keputusan
Pembelian, Tokopedia, Shopee.
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ABSTRACT

This study discusses Online Customer Review and Service Quality on
Purchase Decisions. The purpose of this study was to determine the magnitude of
the influence of Online Customer Review and Service Quality on online
marketplace purchasing decisions.

This research was conducted in the Tokopedia and Shopee marketplaces.
The research time is from February to July 2021, this research uses the library
method and the field method. And this research was conducted using SPSS 26
software. The results of the study concluded that 76.3% purchasing decisions
were made by Online Customer Reviews and Service Quality. Meanwhile, 23.7%
is influenced by other factors such as product quality, price, and promotion.

Keywords : Online Customer Reviews, Service Quality, Purchasing
Decisions, Tokopedia, Shopee.
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