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ABSTRACT

Karlina Khodijah (2025), The Influence of Negative E-WOM on Repurchase
Intention with Brand Image as an Intervening Variabel Among McDonald’s
Consumers in Banjarmasin. Advisor: Ikhwan Faisal.

This study aims to analyze: (1) the influence of Negative Electronic Word
of Mouth (E-WOM) on Repurchase Intention, (2) the influence of Negative E-WOM
on Brand Image, (3) the influence of Brand Image on Repurchase Intention, and
(4) the influence of Negative E-WOM on Repurchase Intention through Brand
Image.

This research uses a quantitative method. The population and sample in this
study are all McDonald’s consumers domiciled in Banjarmasin, aged 18 years and
over, who have purchased McDonald’s products, and have seen negative poSts
about McDonald’s on social media. The sampling technique used is purposive
sampling with a total of 100 respondents. Data were analyzed using Structural
Equation Modeling (SEM) based on Partial Least Square (PLS) with the SmartPLS
4.0 analysis tool.

The results of this study indicate that Negative E-WOM has a negative and
significant effect on Repurchase Intention, Negative E-WOM has a negative and
significant effect on Brand Image, Brand Image has a positive and significant effect
on Repurchase Intention, and Negative E-WOM has a negative and significant
effect on Repurchase Intention through Brand Image.

Keywords: Electronic Word of Mouth, Negative E-WOM, Brand Image,

Repurchase Intention.



ABSTRAK

Karlina Khodijah (2025), Pengaruh Negative E-WOM terhadap Repurchase
Intention dengan Brand Image sebagai Variabel Intervening Pada Konsumen
McDonald’s di Banjarmasin.Pembimbing: Ikhwan Faisal.

Penelitian ini bertujuan untuk menganalisis: (1) Pengaruh Negative E-
WOM terhadap Repurchase intention, (2) Pengaruh Negative E-WOM terhadap
Brand image, (3) Pengaruh Brand Image terhadap Repurchase Intention, (4)
Pengaruh Negative E-WOM terhadap Repurchase intention melalui Brand image.

Penelitian ini menggunakan metode kuantitatif. Populasi dan sampel pada
penelitian ini adalah seluruh konsumen McDonald’s yang berdomisili di
Banjarmasin, berusia minimal 18 tahun, pernah membeli McDonald’s, dan pernah
melihat postingan negatif mengenai McDonald’s di media sosial. Teknik sampling
pada penelitian ini adalah purposive sampling dengan jumlah sampel sebanyak 100
responden. Data dianalisis dengan Structural Equation Modeling (SEM) berbasis
Partial Least Square (PLS), dan menggunakan alat analisis SmartPLS 4.0.

Hasil penelitian ini menunjukkan bahwa Negative E-WOM berpengaruh
negatif dan signifikan terhadap Repurchase intention, Negative E-WOM
berpengaruh negatif dan signifikan terhadap Brand image, Brand Image
berpengaruh positif dan signifikan terhadap Repurchase Intention Negative E-
WOM berpengaruh negatif dan signifikan terhadap Repurchase intention melalui
Brand image.

Kata Kunci: Electronic word of mouth, Negative E-WOM, Brand image,

Repurchase intention

Xi



DAFTAR ISI

LEMBAR LEGALITAS ..ot i
LEMBAR PENGESAHAN UJIAN SKRIPSI ..o I
BERITA ACARA PERBAIKAN UJIAN PROPOSAL SKRIPSI ................... iii
BERITA ACARA PERBAIKAN SKRIPSI ......oooie e iv
SURAT PERNYATAAN ORISINALITAS ... %
KATA PENGANTAR ..ottt Vi
ABSTRACT ettt st b e b e bt X
ABSTRAK ettt b e b et nnne e Xi
DAFTAR ISt xii
DAFTAR TABEL.......o i XVi
DAFTAR GAMBAR ... XVii
DAFTAR LAMPIRAN ... XViii
BAB | PENDAHULUAN ... .o 1

1.1 Latar BelaKang.......cccooeiiiiiiiiiiecee e 1

1.2 RUMUSAN MaSalah............ccooiiiiiii e 11

1.3 Tujuan PeNelitian........c.ccoiviiiiieiie et 11

1.4 Manfaat PENEIILIAN ...........cooiiiiiiieiee e 11

1.5 Sistematika PENEITIAN. ..o 12
BAB Il PEMBAHASAN ... 14

xii



2.1 LANUASAN TOIT ettt 14

2.1.1  Word of Mouth (WOM) .......coieiiieceee e 14
2.1.2  Electronic Word of Mouth (E-WOM).........cccoviveiieiiee e, 15
2.1.3 Negative Electronic Word of Mouth ............ccccceevviiiiiniciic e, 16
2.1.4 Indikator Negative Electronic Word of Mouth...........c.cccccoeeninnnens 17
2.1.5  Brand IMage......ccooiiiiiiiiiiiiiieie et 18
2.1.6  Indikator Brand IMage..........ccooeieiiiiiiniieeeeeee e 19
2.1.7 Repurchase INtention ...........ccceeviiiiiciiie e 20
2.1.8 Indikator Repurchase INtention............ccccccevveviiieiiece e, 21
2.2 Hasil Penelitian Sebelumnya...........cccooveiiiiiiiiiicce e 23
BAB Il KERANGKA KONSEPTUAL DAN HIPOTESIS..........cccooiiie. 33
3.1 Kerangka KONSEPLUAL.........coiiiiiiirieiiiie e 33
B2 HIPOTESIS ...ttt bbb 34
3.2.1 Pengaruh Negative E-WOM terhadap Repurchase Intention.......... 34
3.2.2 Pengaruh Negative E-WOM terhadap Brand Image...........c..cc...... 35
3.2.3 Pengaruh Brand Image terhadap Repurchase Intention.................. 36

3.2.4 Pengaruh Negative E-WOM terhadap Repurchase Intention melalui

Brand IMAJE ......ccve ottt 37

BAB IV METODE PENELITIAN ..o 39
4.1 Ruang LingKup Penelitian ..........cccoveveiieiicie e 39
4.2 JeniS PENEIITIAN ....o.eeiiiiiicee s 39

Xiii



4.3 Tempat/Lokasi Penelitian ...........ccccoveviiiiiiiiie e 39

A AUNIEANALISIS ... 40
4.5 Populasi dan Sampel..........cccooeiieiiiicceece e 40
451 POPUIASI ...coeeiiiie et 40
452 SAMPEL...oiiiiiieie e 40
4.6 Variabel PENEIITIAN. ..o 42
4.6.1 Variabel Independen (Bebas).........ccoiririiiiiiiciiic e 42
4.6.2 Variabel Dependen (Terikat).........cccoeviieiieiiieiie e 42
4.6.3 Variabel Intervening (Mediasi) .........ccccoveveiiieiierieiieseece e 43
4.6.4 Variabel Operasional...........ccccccviveveiiieiieesie e 44
4.7 Teknik Pengumpulan Data ...........cccceveiieiieieiie e 44
4.8 Teknik ANaliSiS DAta .........cccoeiiirieriiiiiiiiiiee s 45
4.8.1 StatiStik DeSKIIPLIT .......coiiiiiiee e 46
4.8.2 Model Pengukuran (Outer Model).........ccoovviriiiineniiiniiiiieeens 46
4.8.3 Model Struktural (Inner Model)........ccooceviiiiiiniiee e 49
4.8.4  UJE HIPOEESIS. .ccuveeivieiiieiiie sttt 50
BAB V HASIL PENELITIAN DAN ANALISIS ..., 52
5.1 Gambaran Umum McDonald’s..........cccoiiiiiiiiniiiini e 52
5.2 Hasil dan ANAliSIS.........coeiiiiiieiiice e 53
5.2.1 Karakteristik RESPONGEN ........cccviiiiiiiiiere st 53
5.2.2 Deskripsi Statistik VVariabel Penelitian............cccocooevinininiinnnn, 57

Xiv



5.2.3 Uji Model Pengukuran (Outer Model).........ccccoevvviiiiiiiiiciicc, 66

5.2.4 Uji Model Struktural (Inner Model)...........ccooviiiiiiciiiice e, 69

5.2.5  UJIE HIPOTESIS.....oeciiiiieciecie ettt 72

5.2.6 Pembahasan hasil Penelitian ............cc.coeiiiniiiininccce 74

5.2.7 Implikasi Hasil Penelitian ...........ccccocoiiiiniiiiniiniieiccc e 77
5.2.8 Keterbatasan Penelitian ..........ccccceviieiiieniiinicceec e 79

BAB VI PENUTUP ... 81
6.1 KESIMPUIAN ......eiieiieiee e et 81
0.2 SANAN ...t 82
DAFTAR PUSTAKA . 85
LAMPIRAN . ...ttt 90

XV



DAFTAR TABEL

Tabel 2.1 Hasil Penelitian Sebelumnya ... 23
Tabel 4.1 Variabel Operasional............ccccoviiiiiiiiiiee s 44
Tabel 4.2 Skala Pengukuran LiKert..........ccccooeiiiiniiiniiiceeesese s 45
Tabel 4.3 Panduan Singkat Analisis Model Pengukuran ...........ccccocevvveniinnnne. 48
Tabel 4.4 Panduan Singkat Analisis Model Struktural .............ccccocoviveivvieieennnne. 51
Tabel 5.1 Data Responden Berdasarkan Jenis Kelamin............cccoccevvevevieinennne 53
Tabel 5.2 Data Responden Berdasarkan UsSia...........ccccooevveveniiesiennsie e 54
Tabel 5.3 Data Responden Berdasarkan DOmisili .........c.ccccovvvveiieiniiciicseenn, 55
Tabel 5.4 Data Responden Berdasarkan DOmisili .........c.ccccooveieiieiniicsieseennn, 55
Tabel 5.5 Data Responden Berdasarkan Pekerjaan............ccccccoovviveiviveiicnnennnnn, 56
Tabel 5.6 Data Responden Berdasarkan Pendapatan Per Bulan............................ 57
Tabel 5.7 Kriteria Penilaian ............ccoooiiiiiiiiicceee s 58
Tabel 5.8 Tanggapan Responden pada Negative E-WOM ..........cccccvevvvieiieennenn, 59
Tabel 5.9 Tanggapan Responden pada Brand image...........cccceeveveevverieseeseennn, 62
Tabel 5.10 Tanggapan Responden pada Repurchase Intention..............cccccueeneee. 64
Tabel 5.11 Outer Loading FacCtOr ...........ccoiveieiieciece e 67
Tabel 5.12 Nilai Cross LOading ........ccovvieiieiieiieiieceee e 68
Tabel 5.13 Nilai Composite Realibility dan Cronbach’s Alpha............................ 69
Tabel 5.14 Nilai R-SQUAIE...........ccveieee et 69
Tabel 5.15 Nilai F-SQUAIE.........c.coviieee et 71
Tabel 5.16 Nilai Q-SQUAIE ........c.coieiieecec e 71
Tabel 5.17 Uji HIPOESIS .....eoiveeieiiicciecie sttt 72

XVi



DAFTAR GAMBAR

Gambar 1.1 Data Pengguna Media Sosial di Indonesia 2024............
Gambar 1.2 Data Pengguna Internet di Indonesia 2024 ....................

Gambar 1.3 Electronic Word of Mouth McDonald’s......ccccceeeeeeeennn.

Gambar 1.4 Brand Index Fast Food di Indonesia Tahun 2020-2024

Gambar 3.1 Kerangka Konseptual ...........cccooeveiiiinininiiiiciciee,

Xvii



DAFTAR LAMPIRAN

Lampiran 1 Kuesioner PENelitian..........ccocoeiiiiiiieniiineeeeeee e 90
Lampiran 2 Uji Model Pengukuran (Outer Model) .........cooevveiiiiiiiencie e 97
Lampiran 3 Uji Model Struktural (Inner Model) ..., 98
Lampiran 4 Uji HIPOTESIS .....cvoiviiiiitiiiiieiieiee e 98
Lampiran 5 Uji Kerangka Penelitian...........ccocoveiiiiniiiniiieeee e 99
Lampiran 6 Tabulasi Data............ccoceviriiiiieeiese e 100

Xviii



