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ABSTRAK 

Irfan Handono 

Skripsi 

Pengaruh Social Media Marketing Terhadap Electronic Word Of Mouth Pelanggan Gojek Di 

Kota Surabaya Yang Dimediasi Consumer Engagement 

Semakin pesat perkembangnya era digital dari waktu ke waktu didukung juga dengan 

kehadiran teknologi yang kian canggih meningkatkan mobilitas penggunaan social media termasuk 

dalam bidang jasa transporasi online. Penelitian ini bertujuan untuk menguji pengaruh social media 

marketing terhadap electronic word of mouth konsumen Gojek di Surabaya yang dimediasi 

consumer engagement. Metode penelitian yang digunakan yaitu kuantitatif. Populasi dalam 

penelitian ini adalah penduduk Kelurahan Bulak yang berjumlahkan 21,529 penduduk. Sedangkan, 

sampelnya yaitu penduduk Kelurahan Bulak yang berjumlahkan 21,529 penduduk, yang sudah 

pernah menggunakan layanan jasa transportasi gojek. Adapun variable penelitian terdiri dari 

variabel independen: social media marketing (X), variabel dependen: electronic word of mouth (Y) 

dan variable mediator: consumer engagement (Z). Teknik analisis data menggunakan teknik 

statistical multivariate. Hasil penelitian menunjukan bahwa social media marketing berpengaruh 

signifikan terhadap electronic word of mouth pelanggan Gojek pada kelurahan Bulak di Kota 

Surabaya. Hal ini membuktikan bahwa semakin tinggi social media marketing maka semakin tinggi 

pula electronic word of mouth konsumen. Consumer engagement memediasi pengaruh social media 

marketing terhadap electronic word of mouth pelanggan Gojek pada Kelurahan Bulak di Kota 

Surabaya. Hal ini membuktikan bahwa semakin tinggi social media marketing maka semakin tinggi 

pula electronic word of mouth konsumen melalui consumer engagement.  

Kata Kunci: Social Media Marketing, Electronic Word Of Mouth, Consumer Engagement 
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ABSTRACT 

Irfan Handono 

Thesis 

Effect Social Media Marketing To Electronic Word Of Mouth Customers Gojek In Surabaya 

Through Consumer Engagement 

The increasingly rapid development of the digital era from time to time is also supported by the 

presence of increasingly sophisticated technology increasing the mobility of social media use, 

including in the field of online transportation services. This research aims to examine the influence 

of social media marketing on electronic word of mouth of Gojek consumers in Surabaya which is 

mediated by consumer engagement. The research method used is quantitative. The population in 

this study was the population of Bulak Village, totaling 21,529 residents. Meanwhile, the sample is 

the population of Bulak Subdistrict, totaling 21,529 residents, who have used Gojek transportation 

services. The research variables consist of the independent variable: social media marketing (X), 

the dependent variable: electronic word of mouth (Y) and the mediator variable: consumer 

engagement (Z). The data analysis technique uses multivariate statistical techniques. The research 

results show that social media marketing has a significant effect on the electronic word of mouth of 

Gojek customers in Bulak sub-district in Surabaya City. This proves that the higher the social media 

marketing, the higher the electronic word of mouth of consumers. Consumer engagement mediates 

the influence of social media marketing on electronic word of mouth of Gojek customers in Bulak 

Village in Surabaya City. This proves that the higher the social media marketing, the higher the 

electronic word of mouth of consumers through consumer engagement. 

Keywords: Social Media Marketing, Electronic Word Of Mouth, Consumer Engagement 
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