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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh Electronic Word of 

Mouth (E-WOM) dan E-Layout terhadap keputusan pembelian melalui Customer Trust 

pada produk sunscreen Wardah di Kota Bekasi. Penelitian ini menggunakan metode 

kuantitatif dengan pendekatan survei. Populasi dalam penelitian ini adalah masyarakat 

Kota Bekasi yang berjumlah 2.644.058 jiwa. Namun, jumlah pasti masyarakat yang pernah 

membeli produk sunscreen Wardah melalui platform Shopee tidak diketahui, sehingga 

penentuan sampel menggunakan rumus Lemeshow. Teknik pengambilan sampel 

menggunakan non-probability sampling dengan metode purposive sampling dengan 

kriteria berdomisili di Kota Bekasi, berusia minimal 17 tahun, pengguna aktif Shopee, serta 

pernah melakukan pembelian produk sunscreen Wardah melalui Shopee minimal satu kali. 

Berdasarkan kriteria tersebut diperoleh 100 responden. Data yang digunakan merupakan 

data primer yang diperoleh melalui penyebaran kuesioner dan dianalisis menggunakan 

metode SEM-PLS. Hasil penelitian menunjukkan bahwa: (1) E-WOM berpengaruh positif 

dan signifikan terhadap Customer Trust (T-Statistics 3,657 > 1,96; P-Values 0,000 < 0,05); 

(2) E-Layout berpengaruh positif dan signifikan terhadap Customer Trust (T-Statistics 

3,268 > 1,96; P-Values 0,001 < 0,05); (3) E-WOM berpengaruh positif dan signifikan 

terhadap Keputusan Pembelian (T-Statistics 3,780 > 1,96; P-Values 0,000 < 0,05); (4) E-

Layout tidak berpengaruh signifikan terhadap Keputusan Pembelian (T-Statistics 0,182 < 

1,96; P-Values 0,855 > 0,05); (5) Customer Trust berpengaruh positif dan signifikan 

terhadap Keputusan Pembelian (T-Statistics 3,649 > 1,96; P-Values 0,000 < 0,05); (6) E-

WOM berpengaruh signifikan terhadap Keputusan Pembelian melalui Customer Trust (T-

Statistics 2,681 > 1,96; P-Values 0,007 < 0,05); dan (7) E-Layout berpengaruh signifikan 

terhadap keputusan pembelian melalui Customer Trust (T-Statistics 2,459 > 1,96; P-Values 

0,014 < 0,05). 

Kata Kunci: Electronic Word of Mouth (E-WOM), E-Layout, Customer Trust, Keputusan 

Pembelian, Sunscreen, Shopee 
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ABSTRACT 

This study aims to examine and analyze the effect of Electronic Word of Mouth (E-WOM) 

and Electronic Layout (E-Layout) on purchase decisions through Customer Trust in 

Wardah sunscreen products in Bekasi City. This research employs a quantitative method 

with a survey approach. The population of this study consists of 2,644,058 residents of 

Bekasi City. However, since the exact number of consumers who have purchased Wardah 

sunscreen products through Shopee is unknown, the sample size was determined using the 

Lemeshow formula. The sampling technique used was non-probability sampling with a 

purposive sampling method, with criteria including residents of Bekasi City, at least 17 

years old, active Shopee users, and having purchased Wardah sunscreen products through 

Shopee at least once. Based on these criteria, 100 respondents were obtained. The data 

used are primary data collected through questionnaires and analyzed using the SEM-PLS 

method. The results show that: (1) E-WOM has a positive and significant effect on 

Customer Trust (T-Statistics 3.657 > 1.96; P-Values 0.000 < 0.05); (2) E-Layout has a 

positive and significant effect on Customer Trust (T-Statistics 3.268 > 1.96; P-Values 0.001 

< 0.05); (3) E-WOM has a positive and significant effect on purchase decisions (T-Statistics 

3.780 > 1.96; P-Values 0.000 < 0.05); (4) E-Layout has no significant effect on purchase 

decisions (T-Statistics 0.182 < 1.96; P-Values 0.855 > 0.05); (5) Customer Trust has a 

positive and significant effect on purchase decisions (T-Statistics 3.649 > 1.96; P-Values 

0.000 < 0.05); (6) E-WOM has a significant effect on purchase decisions through Customer 

Trust (T-Statistics 2.681 > 1.96; P-Values 0.007 < 0.05); and (7) E-Layout has a significant 

effect on purchase decisions through Customer Trust (T-Statistics 2.459 > 1.96; P-Values 

0.014 < 0.05). 

 

Keywords: Electronic Word of Mouth (E-WOM), E-Layout, Customer Trust, Purchase 

Decision, Sunscreen, Shopee  
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