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ABSTRAK

Penelitian ini berjudul “Pengaruh Electronic Word of Mouth Terhadap Peralihan
Merek Pada Merek Kecantikan MS Glow Dengan Ketidakpuasan Sebagai
Mediator” memiliki tujuan menganalisis dan mengetahui bagaimana hubungan
antara variabel electronic word of mouth, ketidakpuasan, dan peralihan merek.
Selain itu menjelaskan pengaruh ketidakpuasan dalam memediator variabel
electronic word of mouth terhadap peralihan merek. Dalam penelitian ini
menggunakan metode kuantitatif causal effect dan 100 orang mantan pengguna
merek kecantikan MS Glow sebagai sample penelitian. Teknik pengambilan data
menggunakan Non probability dengan accidental sampling. Dan analisa data
menggunakan uji asumsi klasik, path analysis, uji sobel, analisis regresi berganda,
dan koefisien determinasi. Adapun hasil dalam penelitian ini adalah variabel
electronic word of mouth berpengaruh terhadap peralihan merek, electronic word
of mouth berpengaruh terhadap ketidakpuasan, ketidakpuasan berpengaruh
terhadap peralihan merek, dan electronic word of mouth terhadap peralihan merek
melalui ketidakpuasan tidak berpengaruh signifikan.

Kata Kunci: Electronic word of mouth, Ketidakpuasan, Peralihan Merek, Merek

Kecantikan.
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ABSTRACT
This study entitled "The Effect of Electronic Word of Mouth on Brand Switching on
the Beauty Brand MS Glow with Dissatisfaction as a Mediator” aims to analyze
and determine the relationship between electronic word of mouth and
dissatisfaction, and brand switching variables. In addition, it explains the effect of
dissatisfaction in mediating the electronic word of mouth variable on brand
switching. This study used quantitative methods of causal effects and 100 former
users of the beauty brand MS Glow as research samples. The data collection
technique uses non-probability with accidental sampling. And data analysis using
classical assumption test, path analysis, Sobel test, multiple regression analysis,
and coefficient of determination. The results in this study are that electronic word
of mouth affects brand switching, electronic word of mouth affects dissatisfaction,
dissatisfaction affects brand switching, and electronic word of mouth on brand

switching through dissatisfaction has no significant effect.

Keyword: Electronic word of mouth, Dissatisfaction, Brand Switching, Brand

Beauty
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