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ABSTRAK 

Penelitian ini bertujuan untuk mengukur seberapa besar efektivitas pengaruh fitur 

Online customer review dan Online customer rating terhadap Kepercayaan 

Pelanggan pada e-commerce Shopee. Penelitian ini menggunakan pendekatan 

yaitu kuantitatif. Populasi pada penelitian ini merupakan Mahasiswa aktif 

Program Sarjana (S1) studi Manajemen Universitas Bakrie pengguna dari e-

commerce Shopee. Metode dan Teknik pengambilan sampel menggunakan 

Metode probability sampling dengan Teknik random sampling. Jumlah sampel 

yang digunakan dalam penelitian ini berjumlah 112 responden dan dalam 

pengumpulan data menggunakan Qualtrics serta diolah menggunakan SPSS versi 

25 dan dilakukan pengujian dengan menggunakan Uji Instrumen, Uji statistik 

deskriptif, Tabulasi silang, Uji regresi logistic multinomial dan Uji Hipotesis. 

Hasil yang diperoleh dalam penelitian ini yaitu Online customer review tidak 

berpengaruh signifikan terhadap Kepercayaan pelanggan; Online customer rating 

tidak pengaruh signifikan terhadap Kepercayaan pelanggan; dan Online customer 

review dan Online customer rating secara bersama-sama memiliki pengaruh 

positif dan signifikan terhadap Kepercayaan pelanggan. 

Kata Kunci : Online customer review, Online customer rating, Kepercayaan 

Pelanggan 

 

 



UNIVERSITAS BAKRIE 

ix 

 

THE IMPACT OF ONLINE CUSTOMER REVIEW AND ONLINE 

CUSTOMER RATING ON CUSTOMER TRUST AT E-COMMERCE 

SHOPEE 

(Study Case : Students of the Undergraduate Program (S1) of Management 

Studies, Bakrie University users of Shopee e-commerce) 

Anissa Fitri Oktaviani 

 

ABSTRACT 

This study aims to measure the extent of the effectiveness of the influence of 

Online Customer Review and Online Customer Rating features on Customer Trust 

in the Shopee e-commerce platform. This research employs a quantitative 

approach. The population in this study consists of active undergraduate (S1) 

students in the Management study program at Bakrie University who are users of 

the Shopee e-commerce platform. The method and sampling technique used are 

probability sampling method with random sampling technique. The total sample 

size utilized in this research is 112 respondents, and data collection is conducted 

using Qualtrics. The data is then processed using SPSS version 25, and testing is 

performed using Instrument Test, Descriptive Statistics, Crosstabulations, 

Multinomial Logistic Regression Test and Hypothesis Test. The results obtained 

from this study indicate that Online Customer Review does not have a significant 

influence on Customer Trust; Online Customer Rating does not have a significant 

influence on Customer Trust; and both Online Customer Review and Online 

Customer Rating together have a positive and significant influence on Customer 

Trust. 

Keyword : Online customer review, Online customer rating, Customer Trust 
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