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ABSTRAK

Penelitian ini menguji hubungan antara pengaruh variabel electronic word of mouth,
website quality dan kualitas informasi terhadap kepercayaan pelanggan. Populasi dalam
penelitian ini adalah pengguna aplikasi Bukalapak di kota Padang. Dengan jumlah sampel
sebanyak 100 orang responden yang dipilih menggunakan Teknik purposive sampling.
Berdasarkan hasil penelitian dapat disimpulkan bahwa electronic word of mouth tidak
berpengaruh signifikan terhadap kepercayaan pelanggan. Website quality berpengaruh
signifikan terhadap kepercayaan pelanggan. Kualitas informasi berpengaruh signifikan
terhadap kepercayaan pelanggan Bukalapak di kota Padang. Variabel yang paling dominan
berpengaruh terhadap kepercayaan pelanggan dalam penelitian ini ialah vaiabel kualitas
informasi.

Kata kunci : Electronic Word of Mouth, Website Quality, Kualitas Informasi, Kepercayaan
Pelanggan

UNIVERSITAS BUNG HATTA


mailto:abdillahadriansyah@gmail.com

THE EFFECT OF ELECTRONIC WORD OF MOUTH, WEBSITE
QUALITY AND INFORMATION QUALITY ON BUKALAPAK
CUSTOMER TRUST IN PADANG CITY

Abdillah Adriansyah?, Dahliana Kamener, BS, MBA, Ph.D?
Department of Management, Faculty of Economics and Business, Bung Hatta University

E-mail : abdillahadriansyah@gmail.com

ABSTRACT

This study examines the relationship between the influence of electronic word of
mouth, website quality and information quality variables on customer trust. The population
in this study were users of the Bukalapak application in the city of Padang. With a sample of
100 respondents selected using purposive sampling technique. Based on the results of the
study, it can be concluded that electronic word of mouth has no significant effect on customer
trust. Website quality has a significant effect on customer trust. The quality of information
has a significant effect on Bukalapak's customer trust in the city of Padang. The most
dominant variable that influences customer trust in this study is the information quality
variable.

Keywords: Electronic Word of Mouth, Website Quality, Information Quality, Customer Trust
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