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THE INFLUENCE OF SOCIAL MOTIVES, EMOTIONAL MOTIVES AND 

FUNCTIONAL MOTIVES ON ONLINE AND OFFLINE WOM 

COMMUNICATIONS AT McDONALD'S FASTFOOD RESTAURANT IN 

SURABAYA. 
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The current communication media is important for the wider society. 

Especially in the fields of marketing, technology development makes it 

increasingly developed also a way to promote a product or build a 

relationship with customers. This study aims to look at the influence of 

social motives, emotional motives and functional motives in 

influencing WOM online and offline communication between 

customers and consumers in them Mcdonald's fastfood restaurant in 

surabaya. Using several indicators of research (eg,self-improvement, 

satisfaction and the need for information) this research uses multiple 

regression analysis and methods of data collection by questionnaires. 

This authors find that whereas the social motives and functional 

motives are the most important for online anf offline wom. The 

emotional motives have not significant effect on WOM online and 

offline. 

 

Keywords: Word Of Mouth online dan offline, self-improvement, satisfaction, need 

for information. 

 


