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ABSTRAK 

Penelitian ini dilakukan dengan tujuan untuk menganalisis peran Kualitas 

Pelayanan, Electronic Word of Mouth, dan Citra merek dalam meningkatkan 

Kepuasan Pelanggan Tokopedia. Penelitian difokuskan pada populasi pengguna 

Tokopedia di wilayah Jabodetabek, disertai dengan jumlah sampel yang digunakan 

sebanyak 190 responden yang dipilih menggunakan teknik purposive sampling, 

yakni responden dipilih berdasarkan kriteria yang relevan dengan penelitian. 

Pendekatan yang digunakan adalah deskriptif kuantitatif, dengan pengolahan data 

yang dilakukan dengan memanfaatkan program Partial Least Square (PLS) 3.0 

untuk menganalisis hubungan antar variabel. Hasil penelitian menunjukkan bahwa 

ketiga variabel independen, yaitu Kualitas Pelayanan, Electronic Word of Mouth, 

dan Citra Merek, masing-masing berpengaruh positif dan signifikan terhadap 

variabel dependen, yaitu Kepuasan Pelanggan Tokopedia.  

Kata Kunci: Kualitas Pelayanan, Electronic Word of Mouth, Citra Merek dan 

Kepuasan Pelanggan Tokopedia. 
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ABSTRACT 

This research aims to analyze the role of Service Quality, Electronic Word of Mouth, 

and Brand Image in improving Tokopedia Customer Satisfaction. The research 

focused on Tokopedia users in the Jabodetabek area, with a total sample of 190 

respondents selected through purposive sampling, the participants were chosen 

based on specific criteria relevant to the research objectives. A quantitative 

descriptive approach was employed, and data analysis was conducted using the 

Partial Least Square 3.0 program to examine the relationships between variables. 

The results indicate that all three independent variables, such as Service Quality, 

Electronic Word of Mouth, and Brand Image have a positive and significant effect 

on the dependent variable, Customer Satisfaction on Tokopedia. 

Keywords: Service Quality, Electronic Word of Mouth, Brand Image and 

Tokopedia Customer Satisfaction. 
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