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ABSTRAK 

 
 

Penelitian ini bertujuan menganalisis pengaruh Kualitas Pelayanan, 
Electronic Word of Mouth, Kualitas Web, Kepercayaan, dan Keputusan 
Pembelian. Objek penelitian ini adalah konsumen Matahari.com, dan jumlah 
sampel yang ditentukan adalah 280 responden dengan menggunakan metode 
perhitungan berdasarkan rumus teori Hair yang dikalikan 5. Metode penarikan 
sampel Convenience Sampling, metode pengumpulan data menggunakan 
kuesioner, dan analisis menggunakan Partial Least Square (PLS). Hasil penelitian 
diketahui bahwa Kualitas Pelayanan berpengaruh terhadap Keputusan Pembelian, 
Electronic Word of Mouth berpengaruh terhadap Keputusan Pembelian, Kualitas 
Web berpengaruh terhadap Keputusan Pembelian, Kepercayaan berpengaruh 
terhadap Keputusan Pembelian. 

 
Kata kunci : Kualitas Pelayanan, Electronic Word of Mouth, Kualitas Web, 

Kepercayaan, Keputusan Pembelian. 
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ABSTRACT 

 
 

This study aims to analyze the influence of Service Quality, Electronic 
Word of Mouth, Web Quality, Trust, and Purchasing Decisions. The object of this 
research Matahari.com, and the number of sample determined is 280 respondents 
using a calculation method based on theory Hair formula multiplied by 5. 
Sampling convenience method, date collection method using questionnaire, and 
analysis using Partial Least Square (PLS). The results of the study are known that 
the Quality of Service affects Purchasing Decisions, Electronic Word of Mouth 
affects Purchasing Decisions, Web Quality affects Purchasing Decisions, Trust 
affects Purchasing Decisions. 

 
Keywords : Service Quality, Electronic Word of Mouth, Web quality, Trust, 

Purchasing Decision. 
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