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ABSTRAK 

 

Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh dari 

product quality, website quality, dan perceived ease use terhadap repurchase 

intention melalui customer satisfaction pada pelanggan Cotton Ink di Surabaya. 

Penelitian ini merupakan penelitian kausal dan teknik pengambilan sampel 

menggunakan non probability sampling dengan cara purposive sampling. Data 

dikumpulkan dengan menyebarkan kuesioner dan sampel yang digunakan 

sebanyak 180 responden. Sampel dalam penelitian ini adalah pelanggan Cotton 

Ink di Surabaya yang melakukan pembelian dalam 1 tahun terakhir. Teknik 

analisis yang digunakan adalah SEM dengan program LISREL. 

Hasil dari penelitian ini menunjukkan bahwa product quality tidak 

memiliki pengaruh terhadap customer satisfaction, website quality memiliki 

pengaruh terhadap customer satisfaction, perceived ease of use memiliki pengaruh 

terhadap customer satisfaction, product quality tidak memiliki pengaruh terhadap 

repurchase intention melalui customer satisfaction, website quality memiliki 

pengaruh terhadap repurchase intention melalui customer satisfaction dan 

perceived ease of use memiliki pengaruh terhadap repurchase intention melalui 

customer satisfaction pada pelanggan Cotton Ink di Surabaya. 

Berdasarkan penelitian yang dilakukan, saran yang diajukan adalah 

dengan mengedepankan aspek product quality untuk membuat konsumen puas 

dan berniat untuk melakukan pembelian ulang terhadap produk fashion yang 

dijual. 

Kata Kunci: Product Quality, Website Quality, Perceived Ease of Use, 

  Customer Satisfaction, Repurchase Intention 
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THE EFFECT OF PRODUCT QUALITY, QUALITY WEBSITE, AND 

PERCEIVED OF USE ON REPURCHASE INTENTION THROUGH 

CUSTOMER SATISFACTION IN COTTON INK CUSTOMERS IN 

SURABAYA 

 

 

ABSTRACT 

 

 This study aims to examine and analyze the effect of product quality, 

website quality, and perceived ease of use on repurchase intention through 

customer satisfaction on Cotton Ink customers in Surabaya. 

 

 This research is a causal study and the sampling technique uses non 

probability sampling by means of purposive sampling. Data was collected by 

distributing questionnaires and the sample used was 180 respondents. The sample 

in this study was Cotton Ink customers in Surabaya who made purchases in the 

past 1 year. The analysis technique used is SEM with the LISREL program. 

 

 The results of this study indicate that product quality has no effect on 

customer satisfaction, website quality has an influence on customer satisfaction, 

perceived ease of use has an influence on customer satisfaction, product quality 

has no effect on repurchase intention through customer satisfaction, website 

quality has an influence on repurchase intention through customer satisfaction and 

perceived ease of use has an influence on repurchase intention through customer 

satisfaction on Cotton Ink customers in Surabaya. 

 

 Based on the research conducted, the suggestion put forward is to 

prioritize the aspects of product quality to make consumers satisfied and intend to 

repurchase the fashion products sold. 

 

 

Keywords: Product Quality, Website Quality, Perceived Ease of Use, 

         Customer Satisfaction, Repurchase Intention 
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