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ABSTRAK 

RITA RIANA SAPUTRI. 20220510128. 2026 “PENGARUH CUSTOMER 

REVIEW DAN BRAND AMBASSADOR TERHADAP KEPUTUSAN 

PEMBELIAN MELALUI BRAND TRUST SEBAGAI VARIABEL MEDIASI 

(Survei Pada Pengguna E-commerce Lazada di Kabupaten Majalengka)” 

Pembimbing I Wely Hadi Gunawan, S.E., M.M. Pembimbing II Micki 

Watulandi, S.E., M.M. Program Studi Manajemen, Fakultas Ekonomi dan 

Bisnis, Universitas Kuningan. 

Penelitian ini dilatarbelakangi oleh menurunnya keputusan pembelian 

konsumen pada platform e-commerce Lazada di Kabupaten Majalengka di tengah 

persaingan e-commerce yang semakin ketat, dengan customer review dan brand 

ambassador sebagai faktor yang diduga berpengaruh melalui brand trust. Tujuan 

penelitian ini adalah untuk menganalisis pengaruh customer review dan brand 

ambassador terhadap keputusan pembelian dengan brand trust sebagai variabel 

mediasi pada pengguna e-commerce Lazada di Kabupaten Majalengka. Penelitian 

ini menggunakan metode kuantitatif dengan sampel sebanyak 180 responden yang 

dipilih melalui teknik purposive sampling, dan pengumpulan data dilakukan 

menggunakan kuesioner yang disebarkan melalui Google Form. Teknik analisis 

data yang digunakan adalah Structural Equation Modelling (SEM) dengan bantuan 

perangkat lunak AMOS 23. Hasil penelitian menunjukkan bahwa: (1) customer 

review berpengaruh positif dan signifikan terhadap brand trust, (2) brand 

ambassador berpengaruh positif dan signifikan terhadap brand trust (3) customer 

review berpengaruh positif dan signifikan terhadap keputusan pembelian, (4) brand 

ambassador berpengaruh positif dan signifikan terhadap keputusan pembelian, (5) 

brand trust berpengaruh positif dan signifikan terhadap keputusan pembelian, (6) 

brand trust mampu memediasi pengaruh customer review terhadap keputusan 

pembelian, serta (7) brand trust mampu memediasi pengaruh brand ambassador 

terhadap keputusan pembelian pada e-commerce Lazada di Kabupaten Majalengka. 

 

Kata Kunci : Customer Review, Brand Ambassador, Keputusan Pembelian, 

Brand Trust. 
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ABSTRACT 

RITA RIANA SAPUTRI. 2026. “THE INFLUENCE OF CUSTOMER REVIEW 

AND BRAND AMBASSADOR ON PURCHASE DECISIONS THROUGH 

BRAND TRUST AS A MEDIATING VARIABLE (Survey on Lazada E-

commerce Users in Majalengka Regency)” Supervisor I Wely Hadi Gunawan, 

S.E., M.M. Supervisor II Micki Watulandi, S.E., M.M. Management Study 

Program, Faculty of Economics and Business, University of Kuningan. 

 This research is motivated by the decline in consumer purchase decisions 

on the Lazada e-commerce platform in Majalengka Regency amid increasingly 

intense e-commerce competition, with customer reviews and brand ambassadors as 

factors suspected to have an influence through brand trust. This study aims to 

analyze the effect of customer reviews and brand ambassadors on purchase 

decisions with brand trust as a mediating variable among Lazada e-commerce 

users in Majalengka Regency. This research employed a quantitative method with 

a sample of 180 respondents selected through purposive sampling technique, and 

data collection was conducted using a questionnaire distributed via Google Form. 

The data analysis technique used was Structural Equation Modelling (SEM) with 

the assistance of AMOS 23 software. The results of the study indicate that: (1) 

customer reviews have a positive and significant effect on brand trust, (2) brand 

ambassadors have a positive and significant effect on brand trust, (3) customer 

reviews have a positive and significant effect on purchase decisions, (4) brand 

ambassadors have a positive and significant effect on purchase decisions, (5) brand 

trust has a positive and significant effect on purchase decisions, (6) brand trust is 

able to mediate the effect of customer reviews on purchase decisions, and (7) brand 

trust is able to mediate the effect of brand ambassadors on purchase decisions on 

the Lazada e-commerce platform in Majalengka Regency. 

 

 

Keywords: Customer Review, Brand Ambassador, Purchase Decision, Brand 

Trust. 
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