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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 vyaitu 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

viii
UNIVERISTAS WIDYA KARTIKA



DAFTAR ISl

KATA PENGANTAR ...ttt e e e e e s aeeeeas \
ABSTRAK oo Vil
AB ST RACT e e e viii
DAFTAR ISH ..ottt e e e e e e e iX
BAB | PENDAHULAN......cooiieeee e 1
1.1 Latar Belakang Penelitian ... 1
1.2 RUMUSAN MaSalaN.........ccuviiiiiiie e 8
1.3 TUJUAN PENEITLIAN ..o 8
1.4 Manfaat PENEITEIAN woo.vviiee it 9
1.5 RUANG LINGKUP tettteeitiieeeitiae it e astaaeasnaaeasste e snteeesntaaesnsaaeasnsaeessaeeessseeesnsenesnses 9
BAB Il TINJAUAN PUSTAKA ....oiit ittt 11
2.1 Penelitian TerdanulU ..............ccoooviiiieiiiiie i 11
2.2 LANUASAN TEOIT 11ttt ssite it esiee st e stneesbee st e teeete e s et e et et esbbeenbeeanee e 13
2.2.1 TEON PEMASAIAN ...eiveiiiiieiiieiiieaiee st e abee ettt et ettt 13
2.2.2 Perilaku KONSUMEN .....oiiiiiiiie i 15
2.2.3 Teori Uses and Gratification Theory ..........cccccveiviieiiiiee e 22
2.2.4 Social Media Marketing ........ccccocuveeiiiieeciie e 24
2.2.5 ConsUMEr ENQAGEMENT .....uvuviiiiiriiiiiiiiiititaan e e e s eeibbneetaese e s sirbbreeeeeeeeanns 29
2.2.6 Electronic Word Of MOUN............ooiiiiiiiiiiie e 32
2.3 Hipotesis PENEIItIaNn ...........ccccoiuieiiiie e 36
2.4 MOdel PENEITLIAN ......coiviiiiieiii e 36
BAB [l METODE PENELITIAN ...ttt 41
3.1 JENIS PENEIILIAN ...t 41
3.2 Populasi dan Sampel.........c..oooiiii oo 42
3.3 Identifikasi Variabel............ccooiiiiiiiic e 44
3.4 Sumber dan Teknik Pengumpulan Data............cccccoovvveiiiee i 44
3.5 Definisi Operasional dan INdiKator.............cocveiiiriiiec e 44
3.6 Teknik ANALISIS DALa.........cueiiiiieeiiie et 45
BAB IV ANALISIS DAN PEMBAHASAN ......cccoiiiiiiiiee e 48
IX

UNIVERISTAS WIDYA KARTIKA



4.1 GaMBDAIAN UMUIM ...ttt e e e e e e e e e e e e e e e naeeeee 48

4.2 Uji Validitas dan Reliabilitas...........ccoooviiiiiiiiiiciiccciee e 52
4.3 PEMDANASAN ... s 57
BAB V KESIMPULAN DAN SARAN .....oitiiiiii e 63
5.1 SIMPUIAN. ..o 63
5.2 SAIAN. ..t e et a et e e e araeeas 63
DAFTAR PUST AK A . ettt e e a e e e e e nnnees 65
Lampiran KUBSIONET ........oouiiiiieiee ittt 68
Lampiran 1 KUBSIONET .........oiiviiieeiiieiee ettt 68
Lampiran 2 Jawaban ReSPONAEN .........ccuiviiiiiieiii e 71
Lampiran 3 Kuesioner Variabel Social Media Marketing............cccoocvviivniieninnn. 75
Lampiran 4 Kuesioner Variabel Consumer Engagement ..........c.ccccoovvieeniieeninen. 75
Lampiran 5 Kuesioner Variabel Electronic Word Of Mouth..............ccccceovveeneen. 80
Lampiran 6 Responden Pengguna Layanan Jasa GOJeK .........cccurvuveervreeiiinnennnnn. 82
Lampiran 7 Responden Followers Instagram Gojek.............cccceevvveeiiiveesineennnnn. 83
Lampiran 8 Responden AKLIT ..........ccvieiiiieiiee e 83
Lampiran 9 Responden yang Pernah Menggunakan Layanan Jasa Gojek ........... 83
Lampiran 10 Statistik Deskriptif Responden Berdasarkan Jenis Kelamin ........... 83
Lampiran 11 Statistik Deskriptif Responden Berdasarkan Jenis Pekerjaan ......... 83
Lampiran 12 Statistik Deskriptif Responden Berdasarkan Usia.......................... 84
Lampiran 13 Statistik DeSKIIPLIT ......c..eoiiiee i 84
Lampiran 14 Hasil Olah Data PLS.............cccooiiiiiiie e 85
Lampiran 15 AVE ....ooooi ettt 85
Lampiran 16 OUter LOAAING ......c.vveeiveeeiiieeiieeeciie e cstee e se e e 85
Lampiran 17 Cross LOAAING ......c.uveeiieeeiiieeciieeciie et nee e 86
Lampiran 18 Uji Reliabilitas............ccccooiiieiiiie i 87
Lampiran 19 BOOtSIrapPing.......ccueeeiveeeiiieeiiieesiieessiee s se e stve et sree e 87
Lampiran 20 R SQUATE .......ccvvieeieiie ettt te et e et e e ree e 87
Lampiran 21 Path COeffiCient .............ccoovi i 87
DAFTAR RIWAYAT HIDUP .......oooiiiiiiieeee e 89

UNIVERISTAS WIDYA KARTIKA



DAFTAR TABEL

Tabel 1.1 Negara Pengguna INStagram ..........c.ceovueeeiiiereniireenieeesieeesieeesieeesnieeens 2
Tabel 2.1 Perbandingan Penelitian Terdahulu dan Sekarang............cccccoceveveninenn 11
Tabel 4.1 Responden Berdasarkan Jenis Kelamin ..........cccccoooveiiii e cvcieeenen, 48
Tabel 4.2 Responden Berdasarkan PeKerjaan .............cccevvevieeniienie e 49
Tabel 4.3 Responden Berdasarkan USia ...........cccveeiiveiiiieiiine i 49
Tabel 4.4 Frekuensi Social Media Marketing ............ccccoeiveiiieniienie e 50
Tabel 4.5 Frekuensi Consumer ENgagement .........coovviveeiieiiieniiie e 51
Tabel 4.6 Frekuensi Electronic Word of Mouth............cccceevie i, 51
Tabel 4.7 Nilai Outer LOAGING ......cccvveiiiiiiiee e 53
Tabel 4.8 Uji Validitas Diskriminan (Cross Loading) .........cccccovvvvenieiiiieninennnn 54
Tabel 4.9 Nilai Average Variance EXtracted ..............cccccoovevviveiiiie i 54
Tabel 4.10 Uji Reliabilitas ............coovveiiiee s 55
I Lo o U= T SRS 56
Tabel 4.12 UjJi HIPOTESIS .veeiuveeeireireiiieeeitieeesiseeesieeesiaeeaineeaniaeeenneeeesnaeeesnseeesneeas 57
Xi

UNIVERISTAS WIDYA KARTIKA



DAFTAR GAMBAR

Gambar 1.1 Postingan dan komentar pada halaman social media Instagram

(€] 0]1=] T O PP UP RS UPRVPTOPRUPRTN 3
Gambar 1.2 Data Pengguna Layanan Jasa Transportasi GOjek ..........cccccevvvvvennen. 4
Gambar 2.1 Bauran PEMASAIAN ..........ccueeiruireiriireaiireasieeesrieeeseeeesaeeesneeeesseeeanes 14
Gambar 2.2 Model Perilaku KONSUMEN.........ccccveiiiie i 15
Gambar 2.3 Model Perilaku Keputusan Pembelian.............ccccoooeviiiiiinnnnne, 18
Gambar 2.4 Sistem Informasi Jejaring Sosial ...........ccccovvviiiiiiiiniience e, 22
Gambar 2.5 Model Penelitian.............cccveiiiieiiiieiiiie e 40
Gambar 3.1 Model Penelitian............coociiivriieniiiieiieeee e 46
Gambar 3.2 Model Sederhana...........ccccoiiiiiiiinii 47
Gambar 4.1 Outer Model Sebelum ElmMinasi .............cccoovveviiiiiiiiiiie, 52
Gambar 4.2 Inner MOdel.............ccooiiiiiiii i 56
xii

UNIVERISTAS WIDYA KARTIKA



DAFTAR LAMPIRAN

Lampiran 1 KUESIONET ......c.uoiiiieiiiiiiesiee ettt 68
Lampiran 2 Jawaban ReSPONAEN .........cccuiiiiiiiieiiieee e 71
Lampiran 3 Kuesioner Variabel Social Media Marketing............cccoocevieiiennen. 75
Lampiran 4 Kuesioner Variabel Consumer Engagement ..........c.ccccoeeviienieeninen. 75
Lampiran 5 Kuesioner Variabel Electronic Word Of Mouth.............cccccevevvvennee. 80
Lampiran 6 Responden Pengguna Layanan Jasa GOjekK ..........ccccccoveviveevinnennnnn. 82
Lampiran 7 Responden Followers Instagram Gojek..........cccoovivieiiiiiiniiieeninen. 83
Lampiran 8 Responden AKEIT .....c....ooiiiiiiieiiiei e 83
Lampiran 9 Responden yang Pernah Menggunakan Layanan Jasa Gojek ........... 83
Lampiran 10 Statistik Deskriptif Responden Berdasarkan Jenis Kelamin ........... 83
Lampiran 11 Statistik Deskriptif Responden Berdasarkan Jenis Pekerjaan ......... 83
Lampiran 12 Statistik Deskriptif Responden Berdasarkan Usia......................... 84
Lampiran 13 Statistik DeSKIIPLIT ........coeiiieeiiieerie e 84
Lampiran 14 Hasil Olah Data PLS .........ccccooiiiiiiiic e 85
Lampiran 15 AVE ....oooo ettt 85
Lampiran 16 OUter LOAAING ......ccvveeiieeeiiie e e e eiie e srte e sie e sn e saae e e 85
Lampiran 17 CroSS LOAAING ......cuvveeiuveeeiieeeiiieeeiie e ssiie e e e e e e saae e siee e 86
Lampiran 18 Uji Relabilitas...........ccoreiiieeiiiee it 87
Lampiran 19 BOOTSIraPPING.......cueieiureeiieeeiieessiaaesieeeeianaeessnsaassneeessseeesseeesnnnes 87
Lampiran 20 R SQUAKE ......cccuveeiieiee ettt tee e stee et e e et e e eeaneas 87
Lampiran 21 Path COeffiCient .............ccooveeiiii i 87
Xiii

UNIVERISTAS WIDYA KARTIKA



