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Motto 
 

 

“If you want to love others, you should love yourself first” 

“Maybe I made a mistake yesterday, but yesterday’s me is still me” 

-RM- 

“Have confidence in your face from the moment you wake up in the 
morning” 

-Jin BTS- 

“In the end they’ll all juge me anyway, so whatever” 

-Suga BTS- 

“If you don’t work hard, there won’t be a good result” 

-J hope BTS- 

“Go on your own part even if you live for a day” 

-Jimin BTS- 

“Forget what hurt you, but never forget what it taught you” 

-V BTS- 

“Effort makes you.. you will regret someday if you don’t do your best now. 
Don’t think it’s too late to keep working on it” 

-Jungkook BTS- 
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ABSTRAK 

 

Penelitian ini untuk bertujuan untuk menganalisis pengaruh kepuasan, 

kepercayaan terhadap electronic word of mouth melalui komitmen sebagai variabel 

intervening. Penelitian ini menggunakan pendekatan deduktif, metode 

pengumpulan data yang dilakukan peneliti adalah dengan membagikan kuesioner. 

Sampel peneltian ini sebesar 79 responden. Data yang terkumpul kemudian 

dianalisis mengunakan SmartPLS. Dengan  analisis model pengukuran (outer 

model), uji model struktual (inner model) dan diperoleh hasil untuk mengetahui 

penerima dan penolakan hipotesis. 

Hasil analisis menunjukan bahwa kepuasan terhadap electronic word of 

mouth, kepuasan terhadap komitmen dan kepuasan terhadap electronic word of 

mouth melalui komitmen berpengaruh positif tidak signifikan. Sedangkan untuk 

kepercayaan terhadap komitmen berpengaruh negatif tidak signifikan. Kepercayaan 

terhadap electronic word of mouth, komitmen terhadap electronic word of mouth 

dan  kepercayaan terhadap electronic word of mouth melalui komitmen 

berpengaruh positif signifikan. 

 

Kata kunci : Kepuasan, Kepercayaan, Electronic word of mouth, dan komitmen 
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ABSTRACT 

 

  This study aims to analyze the effect of satisfaction and trust on electronic 

word of mouth through commitment as an intervening variable. This study uses a 

deductive approach, the data collection method used by researchers is by 

distributing questionnaires. The research sample was 79 respondents. The collected 

data were then analyzed using SmartPLS. With the analysis of the measurement 

model (outer model), the structural model test (inner model) and the results are 

obtained to determine the recipient and rejection of the hypothesis. 

  The results of the analysis show that satisfaction with electronic word of 

mouth, satisfaction with commitment and satisfaction with electronic word of mouth 

through commitment has no significant positive effect. Meanwhile, trust in 

commitment has insignificant negative effect. Trust in electronic word of mouth, 

commitment to electronic word of mouth and trust in electronic word of mouth 

through commitment have a significant positive effect.. 

 

Keywords: Satisfaction, Trust, Electronic word of mouth, and commitment 
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