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ABSTRAK

Adam Maulana Sidiq 202110325340. “pengaruh customer review dan
kualitas pelayanan terhadap minat penggunaan layanan transportasi online Maxim,

dengan brand trust sebagai variabel mediasi”.

Penelitian ini  menggunakan metode kuantitatif dengan teknik
pengumpulan data melalui kuesioner yang disebarkan kepada 121 responden dari
Generasi Z yang merupakan pengguna Maxim. Data yang diperoleh dianalisis
menggunakan alat statistik SmartPLS untuk menguji hubungan antar variabel
dalam model penelitian. Teknik pengambilan sampel ini menggunakan teknik Non-
Probability Sampling, data nya dikumpulkan menggunakan kuesioner. Hasil
penelitian menunjukkan bahwa 1. Customer review berpengaruh positif dan
signifikan terhadap Brand Trust; 2. Kualitas Layanan berpengaruh positif dan
signifikan terhadap Brand Trust; 3. Brand Trust berpengaruh positif namun tidak
signifikan terhadap Minat Penggunaan Layanan; 4. Customer review berpengaruh
positif dan signifikan terhadap Minat Penggunaan Layanan; 5. Kualitas Layanan
berpengaruh positif dan signifikan terhadap Minat Penggunaan Layanan; 6.
Customer review berpengaruh positif namun tidak signifikan terhadap Minat
Penggunaan yang di mediasi oleh Brand Trust; 7. Kualitas Layanan berpengaruh
positif namun tidak signifikan terhadap Minat Penggunaan yang di mediasi oleh

Brand Trust.

Kata Kunci : Customer review, Kualitas Layanan, Brand Trust, Minat

Penggunaan, Generasi Z
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ABSTRACT

Adam Maulana Sidiq 202110325340. “the influence of customer reviews
and service quality on the intention to use online transportation services from

Maxim, with brand trust as a mediating variable .

This research employs a quantitative method with data collection conducted
through questionnaires distributed to 121 Generation Z respondents who are users
of Maxim. The data obtained were analyzed using the SmartPLS statistical tool to
test the relationships among variables in the research model. The sampling
technique used is Non-Probability Sampling, and the data were collected using
questionnaires. The results of the study indicate that: 1. Customer reviews have a
positive and significant effect on brand trust; 2. Service quality has a positive and
significant effect on brand trust; 3. Brand trust has a positive but not significant
effect on the intention to use the service; 4. Customer reviews have a positive and
significant effect on the intention to use the service; 5. Service quality has a positive
and significant effect on the intention to use the service; 6. Customer reviews have
a positive but not significant effect on the intention to use the service when mediated
by brand trust; 7. Service quality has a positive but not significant effect on the

intention to use the service when mediated by brand trust.

Keywords: Customer review, Service Quality, Brand Trust, Intention to Use,

Generation Z
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