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ABSTRAK 

Wira Ardhiyanto, pengaruh electronic word of mouth, electronic service quality, 

dan persepsi harga terhadap minat pembelian ulang dengan kepuasan pelanggan 

sebagai variabel intervening pada layanan Netflix di Kota Bekasi. Skripsi. Jakarta: 

Program Studi S1 Manajemen, Fakultas Ekonomi, Universitas Negeri Jakarta, Tim 

Pembimbing: Agung Kresnamurti Rivai P., ST., MM. & Ika Febrilia, SE., MM. 

Penelitian ini berujutuan untuk menguji pengaruh electronic word of mouth, 

electronic service quality, persepsi harga, kepuasan pelanggan dan minat pembelian 

ulang. Penelitian ini menggunakan metode penelitian kuantitatif. Pengumpulan data 

menggunakan kuesioner. Subjek pada penelitian adalah 255 responden yang 

berdomisili di Bekasi, Indonesia. Analisis data menggunakan SPSS dan AMOS 

versi 24. Hasil penelitian membuktikan bahwa Hipotesis pertama membuktikan 

bahwa electronic word of mouth berpengaruh positif dan signifikan terhadap 

kepuasan pelanggan diterima. Hipotesis kedua membuktikan bahwa electronic 

service quality berpengaruh positif dan signifikan terhadap kepuasan pelanggan 

diterima. Hipotesis ketiga membuktikan bahwa persepsi harga berpengaruh positif 

dan signifikan terhadap kepuasan pelanggan diterima. Hipotesis keempat 

membuktikan bahwa kepuasan pelanggan berpengaruh positif dan signifikan 

terhadap minat pembelian ulang diterima. Hipotesis kelima membuktikan bahwa 

electronic word of mouth tidak berpengaruh positif minat pembelian ulang. 

Hipotesis keenam membuktikan bahwa electronic service quality berpengaruh 

positif dan signifikan terhadap minat pembelian ulang diterima. Hipotesis ketujuh 

membuktikan bahwa persepsi harga berpengaruh positif dan signifikan terhadap 

minat pembelian ulang diterima. Hipotesis kedelapan membuktikan bahwa 

electronic word of mouth tidak berpengaruh berpengaruh terhadap minat pembelian 

ulang melalui kepuasan pelanggan. Hipotesis kesembilan membuktikan bahwa 

electronic service quality berpengaruh positif dan signifikan terhadap minat 

pembelian ulang melalui kepuasan pelanggan diterima. Hipotesis kesepuluh 

membuktikan bahwa persepsi harga tidak berpengaruh terhadap minat pembelian 

ulang melalui kepuasan pelanggan. 

Kata kunci: electronic word of mouth, electronic service quality, persepsi harga, 

kepuasan pelanggan, minat pembelian ulang. 
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ABSTRACT 

Wira Ardhiyanto, the influence of electronic word of mouth, electronic service 

quality, and price perception on repurchase intention and customer satisfaction as 

intervening variables in Netflix services in Bekasi City. Thesis. Jakarta: Bachelor 

of Management Study Program, Faculty of Economics, Jakarta State University, 

Supervisory Team: Agung Kresnamurti Rivai P., ST., MM. & Ika Febrilia, SE., MM. 

This research aims to examine the influence of electronic word of mouth, electronic 

service quality, price perception, customer satisfaction and repurchase intention. 

This research uses quantitative research methods. Data collection uses a 

questionnaire. The subjects in the research were 255 respondents who live in 

Bekasi, Indonesia. Data analysis uses SPSS and AMOS version 24. The research 

results prove that the first hypothesis proves that electronic word of mouth has a 

positive and significant effect on customer satisfaction. The second hypothesis 

proves that electronic service quality has a positive and significant effect on 

customer satisfaction. The third hypothesis proves that price perception has a 

positive and significant effect on customer satisfaction. The fourth hypothesis 

proves that customer satisfaction has a positive and significant effect on repurchase 

intention. The fifth hypothesis proves that electronic word of mouth does not have a 

positive effect on repurchase intention. The sixth hypothesis proves that electronic 

service quality has a positive and significant effect on repurchase intention. The 

seventh hypothesis proves that price perception has a positive and significant effect 

on repurchase intention. The eighth hypothesis proves that electronic word of mouth 

has no effect on repurchase intention through customer satisfaction. The ninth 

hypothesis proves that electronic service quality has a positive and significant effect 

on repurchase intention through customer satisfaction. The tenth hypothesis proves 

that price perception has no effect on repurchase intention through customer 

satisfaction. 

Keywords: electronic word of mouth, electronic service quality, price perception, 

customer satisfaction, repurchase intention. 
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