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MOTTO 
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RINGKASAN 

Penelitian ini bertujuan untuk menganalisis pengaruh Customer Rating dan 

kualitas Layanan terhadap keputusan pembelian pada pengguna Shopee, khususnya 

mahasiswa Program Studi Manajemen Universitas Nahdlatul Ulama Al Ghazali 

Cilacap. Latar belakang penelitian didasari oleh perkembangan pesat e-commerce 

yang mengubah perilaku konsumen dalam berbelanja secara online. Konsumen 

semakin bergantung pada informasi digital seperti rating pelanggan dan kualitas 

layanan untuk mengurangi ketidakpastian dalam transaksi online. Oleh karena itu, 

penting untuk memahami sejauh mana kedua faktor tersebut memengaruhi 

keputusan pembelian konsumen, khususnya pada kalangan mahasiswa yang aktif 

menggunakan marketplace. 

Penelitian ini menggunakan metode kuantitatif dengan pendekatan 

explanatory research. Data diperoleh melalui kuesioner, observasi, dan studi 

pustaka, dengan populasi sebanyak 322 mahasiswa Program Studi Manajemen 

UNUGHA Cilacap dan sampel 76 responden yang ditentukan menggunakan rumus 

Slovin. Analisis data dilakukan untuk mengetahui pengaruh Customer Rating dan 

Kualitas Layanan baik secara parsial maupun simultan terhadap keputusan 

pembelian konsumen pada platform Shopee. 

Hasil penelitian menunjukkan bahwa Customer Rating secara parsial tidak 

berpengaruh signifikan terhadap keputusan pembelian, sedangkan Kualitas 

Layanan berpengaruh positif dan signifikan terhadap keputusan pembelian. secara 

simultan Customer Rating dan Kualitas Layanan terbukti berpengaruh signifikan 

terhadap keputusan pembelian konsumen. Penelitian ini memiliki keterbatasan 

pada variabel yang diteliti, penggunaan kuesioner yang berpotensi subjektif, serta 

fokus hanya pada platform Shopee. Oleh karena itu, disarankan bagi pihak 

marketplace dan penjual untuk terus meningkatkan kualitas layanan serta 

memanfaatkan customer rating sebagai evaluasi, sementara penelitian selanjutnya 

diharapkan dapat menambahkan variabel lain agar hasil penelitian lebih 

komprehensif. 
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SUMMARY 

This study aims to analyze the influence of Customer Rating and Service 

Quality on Purchase Decisions among Shopee users, particularly students of the 

Management Study Program at Nahdlatul Ulama Al Ghazali University, Cilacap. 

The background of this research is based on the rapid growth of e-commerce, which 

has significantly changed consumer behavior in online shopping. Consumers 

increasingly rely on digital information such as customer ratings and service 

quality to reduce uncertainty in online transactions. Therefore, it is important to 

understand the extent to which these two factors influence consumer purchasing 

decisions, especially among students who actively use online marketplaces. 

This study uses a quantitative method with an explanatory research 

approach. Data were collected through questionnaires, observation, and literature 

review, with a population of 322 Management Study Program students at 

UNUGHA Cilacap and a sample of 76 respondents determined using the Slovin 

formula. Data analysis was conducted to examine the partial and simultaneous 

effects of Customer Rating and Service Quality on consumer purchasing decisions 

on the Shopee platform. 

The results show that Customer Rating partially does not have a significant 

effect on purchasing decisions, while Service Quality has a positive and significant 

effect on purchasing decisions. However, simultaneously, Customer Rating and 

Service Quality are proven to have a significant effect on consumer purchasing 

decisions. This study has limitations regarding the variables examined, the use of 

questionnaires that may involve subjective bias, and the focus solely on the Shopee 

platform. Therefore, it is recommended that marketplaces and sellers continuously 

improve service quality and utilize customer ratings as an evaluation tool, while 

future research is expected to include additional variables to obtain more 

comprehensive results. 
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