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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh inovasi produk dan
online customer review terhadap minat beli ulang produk Skincare the originote
dengan customer satisfaction sebagai variable intervening. Populasi pada
penelitian ini adalah Mahasiswa Manajemen Fakultas Ekonomi dan Bisnis
Universitas Muria Kudus pengguna Skincare the originote yang tidak diketahui
secara pasti. Teknik pengambilan sampel menggunakan purposive sampling
dengan jumlah sampel sebanyak 125 responden. Analisis data menggunakan
analisis SEM AMOS. Berdasarkan hasil penelitian menunjukkan bahwa inovasi
produk tidak memiliki pengaruh terhadap minat beli ulang, online customer
review berpengaruh positif dan signifikan terhadap minat beli ulang, inovasi
produk berpengaruh negatif terhadap customer satisfaction, online customer
review positif dan signifikan terhadap customer satisfaction, customer satisfaction
tidak memiliki pengaruh terhadap minat beli ulang, dan customer satisfaction
tidak mampu berperan sebagai mediasi inovasi produk serta online customer
review.

Kata Kunci : Inovasi Produk, Online Customer Review, Customer Satisfaction,
dan Minat Beli Ulang



THE INFLUENCE OF PRODUCT INNOVATION AND ONLINE
CUSTOMER REVIEWS ON REPURCHASE INTEREST OF THE
ORIGINOTE SKINCARE PRODUCTS WITH CUSTOMER SATISFACTION
AS AN INTERVENING VARIABLE (STUDY ON MANAGEMENT
STUDENTS, FACULTY OF ECONOMICS AND BUSINESS, MURIA KUDUS
UNIVERSITY)
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ABSTRACT

This research aims to analyze the influence of product innovation and
online customer reviews on interest in repurchasing the Originote Skincare
products with customer satisfaction as an intervening variable. The population in
this study were Management Students from the Faculty of Economics and
Business, Muria Kudus University, users of Skincare whose origin is not known
for certain. The sampling technique used purposive sampling with a total sample
of 125 respondents. Data analysis uses AMOS SEM analysis. Based on the
research results, it shows that product innovation has no influence on repurchase
interest, online customer reviews have a positive and significant effect on
repurchase interest, product innovation has a negative effect on customer
satisfaction, online customer reviews positive and significant on customer
satisfaction, customer satisfaction has no influence on repurchase intention, and
customer satisfaction is unable to act as a mediating agent for online customer
review and product innovation.

Keywords: Product Innovation, Online Customer Reviews, Customer Satisfaction,
and Repurchase Intention



DAFTAR ISI

Halaman
HALAMAN JUDUL ...oooiiie ettt i
HALAMAN PERSETUJUAN.......coii et
.......................................................................... Error! Bookmark not defined.
HALAMAN PENGESAHAN ...ttt iii
MOTTO DAN PERSEMBAHAN.......cooieee i iv
KATA PENGANTAR Lottt s tae e s snae e nneeesnnee e Y
ABSTRAK .ottt iX
ABSTRACT ..ottt sttt s et st resne e e X
DAFTAR IS ..ot Xi
DAFTAR TABEL ...ttt Xiv
DAFTAR GAMBAR ...ttt e XV
BAB | PENDAHULUAN ..ottt 1
1.1 Latar BelaKang .........coooiieiiiiiiicce e 1
1.2 RUANG LINGKUP ...veiveitiitiiiieieie et 13
1.3 Perumusan Masalah .........cccooeiiiiiiiie e 13
1.4 Tujuan Penelitian ........cccueiiiiiiieieee e 15
1.5 Manfaat PENelitian ........ccooiiiiiiiiiic e 15
BAB Il TINJAUAN PUSTAKA ...ttt 17
A A I g o o L T =T S 17
2.1.1 Theory Planned Behavior (Teori Perilaku Terencana).................... 17
2.1.2 Minat Beli UIang .....c.cooieiiuieiiiiiccic e 18
2.1.3 Customer SatiSfaCtioN..........coviriiiiieieie it 22
2.1.4 IN0VAST ProdUK .......coiiiiiiiiieiiiiseeie e 26
2.1.5 Online CUStOMEr REVIEW ......ccuvivieiiieiesiieiieesiesiesreesieseesiee e sneeseee s 29
2.2 Penelitian Terdanulu ... 31
2.3 Pengaruh Antar Variabel............ccoooveiiic i 35
2.4 Kerangka Pemikiran TeONLIS .......c.ccvvevieiiieieeiecie s 38
2.5 Hipotesis Penelitian..........coooiiiiiiiiiisinieee e 38

Xi



BAB Il METODE PENELITIAN ..o 40

3.1 Rancangan Penelitian ...........ccooeiiiiiiiiie e 40
3.2 Variabel Penelitian dan Definisi Operasional Variabel ..............c..cccoc..... 41
3.3 Jenis dan SUMDEr Data..........cocvvereiieiieninieie et 44
3.4 Populasi dan SamMPEl ..........cooiiiiii 46
3.5 Pengumpulan Data........c.ooeiiiieiieieeie e 47
3.6 Pengolanan Data ..........cccuiieiiiiiiiieiiee e 48
3.7 ANALISIS DALA ....cuvivierieieiiiie sttt 49
3.8 Uji Instrumen Penelitian .........cccocvveveeieiiieie e ese e 55
3.9 UJi NOIMAITAS....c.eiiveeiieiieiiiceeee e 57
S LOUJTE OULHET ettt 57
3. LLUJi HIPOLESIS ..ttt et nne s 57
3.12Analisis Pengaruh Langsung dan Tidak Langsung........cccccceevveverveniennens 58
BAB IV HASIL DAN PEMBAHASAN .....cooiiie ettt 59
4.1 Gambaran Umum Objek Penelitian ...........ccccoovviiiiiininiiicicce 59
4.1.1 Sejarah Perusanaan ............ccceecueiieiieeiuesiieseeseeseeseeseessesnaesraennesnneas 59
4.1.2 Gambaran Umum Responden Penelitian..............ccccccovvviveiveneennns 59
4.2 Hasil Tanggapan Responden Pada Variabel Penelitian ............ccccceoennenee. 60
4.2.1 IN0VAST PrOJUK (X1) c.eeueeieiiiirieiiieieieeiee s 61
4.2.2 Online Customer REVIEW (X2) ..ecvveiieiiireiieiieeitee e esree e sres e 61
4.2.3 Minat Beli Ulang (Y)..ccvooveieee e 62
4.2.4 Customer SatiSfaction (Z).........ccccervererieeieeieiieseeseeseesreeseesnee e, 63
4.3 ANALISIS DALA ... .ecveiieieeeie ettt nae e 63
4.3.1 Analisis Faktor Konfirmatori (Confirmatory Factor Analysis)....... 63
4.3.2 UJi NOrMAlItas ........ccviiiiieiieeie et 68
4.3.3 UjJE OULHET ....oveeie ettt sraenae e 69
4.3.4 ANaliSiS Validitas........cccccvueiveieiieniee e 70
4.3.5 Uji REHADIIITAS.......eoiieiiiie e 73
4.3.6 Analisis Persamaan Struktural.............ccccoooeiiiiniiiiinneeeen, 74
4.3.7 Analisis Square Multiple Correlations..........cccccovevieresiesieeieanens 75

xii



4.4 UjJiE HIPOTESIS ..ottt 75

4.5 Analisis Pengaruh Langsung, Tidak Langsung, dan Pengaruh Total ....... 79
4.6 PemMbDANASAN. .......coiiiiiie e 81
4.6.1 Pengaruh Inovasi Produk Terhadap Minat Beli Ulang................... 81

4.6.2 Pengaruh Online Customer Review Terhadap Minat Beli Ulang.... 82
4.6.3 Pengaruh Inovasi Produk Terhadap Customer Satisfaction............ 83
4.6.4 Pengaruh Online Customer Review Terhadap Customer Satisfaction 84
4.6.5 Pengaruh Customer Satisfaction Terhadap Minat Beli Ulang......... 85
4.6.6 Pengaruh Inovasi Produk Terhadap Minat Beli Ulang Melalui

Customer SatiSTACTION...........coeiiriririciee e 86

4.6.7 Pengaruh Online Customer Review Terhadap Minat Beli Ulang

Melalui Customer Satisfaction ............ccccvverieniiniininneese e 87
BAB V KESIMPULAN DAN SARAN ..ottt 88
5.1 KeSIMPUIAN ... 88
5.2 SAIAN ...ttt ettt bt be e aan e pe e nnneeas 89
DAFTAR PUSTAKA ...ttt 91

Xiii



Tabel 3.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

Tabel 4.

Tabel 4.

Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

o oA WO DN P DN

10
11
12
13
14
15
16
17
18
19
20
21

DAFTAR TABEL

Halaman
Nilai SKala KUBSIONET ........cccviiiiiiieiesc e 47
Go0odness of Fit INICALES ........ccveeeieereeieseere e 55
Data Responden Penelitian ............cocoveieiiniiiniineeseee e, 60
Hasil Tanggapan Responden pada Inovasi Produk (X3)............. 61

Hasil Tanggapan Responden pada Online Customer Review (X;) 62
Hasil Tanggapan Responden pada Minat Beli Ulang (Y) .......... 62
Hasil Tanggapan Responden pada Customer Satisfaction (Z) ... 63

Hasil Kriteria Goodness of Fit Full Meansurement Sebelum

PErDATKAN ..o 64
Hasil Kriteria Goodness of Fit Full Meansurement Setelah

PerDAIKAN ..o 65
Hasil Kriteria Goodness of Fit Full Meansurement Setelah

PerDAIKAN ..o 66
Uji Kesesuaian Model Goodness of Fit..........cccccceveiiveiveiiennnnnn 68
Uji NOrmalitas Data..........ccccvvveieieieicrescseseeeee e 69
Mahalanobis d-SQUAIed............cccooeririiiiieese e 70
Hasil Uji Counvergent Validity ..........ccccoovevieiieiiiiiicnic e, 71
Hasil Uji Average Variance Extracted (AVE)......c.cccccccevvveiuenen. 72
Hasil Uji Analisis Discriminant Validity...........cccccoeieneninnene. 72
Hasil Uji Relabilitas...........ccoooiiiiiiiiiiiececc e 73
Standardized REGIeSSION.........cccvierieeiiiiie et 74
Square Multiple Correlations...............ccccceveiieeieeie e 75
Tabel Regression WeIghtS .........ccocveveieeieciesee e, 76
Hasil Pengujian HipOteSIS........cccvviiiriiieiieieie e 76
Tabel Hasil Direct Effect dan Indirect Effect.............ccccevenen. 80
Tabel Total EFfeCt.......cccooviiiiieee e 80

Xiv



Gambar 1.
Gambar 1.
Gambar 1.
Gambar 1.
Gambar 2.
Gambar 3.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

A WO P P P BB OO DN P

DAFTAR GAMBAR

Halaman
Pertumbuhan Laju Kosmetik di Indonesia ............cccoceevveriennen, 2
Produk Paling Banyak Dibeli di E-Commerce dan Toko Fisik 4
Data Merek Skincare di Indonesia Tahun 2022-2023............... 5
Review pelanggan terhadap produk The Originote.................. 8
Kerangka PemiKiran TeOIIIS. ........cccviveiverieiieieeieeieseese e 38
Diagram Jalur Penelitian SEM-AMOS ...........ccooooiiiinininenn. 51
Full Meansurement Sebelum Perbaikan ..............cccoooenininene. 64
Full Meansurement Setelah Perbaikan Pertama....................... 65
Full Meansurement Setelah Perbaikan Kedua..............ccccc...... 66
Analisis Full Model ... 67

XV






