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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui pengaruh perceived service quality, 

customer satisfaction, dan return intention terhadap customer loyalty Dalam penelitian ini 

keempat variabel di uji dengan menggunakan SEM lisrel 8.80 dan regresi bertingkat 

dengan SPSS, Obyek penelitian ini adalah Zalora. Jumlah sampel yang dalam penelitian 

ini sebanyak 160 responden yang diambil dengan menggunakan teknik sampling. Hasil 

penelitian menunjukkan bahwa model yang dibangun dapat memprediksi perilaku 

konsumen tentang service quality secara terperinci. Hasil menjelaskan pada pengujian 

hipotesis pertama service quality berpengaruh positif terhadap consumer satisfaction. 

Selain itu, hasil penelitian pada pengujian hipotesis kedua, menunjukkan bahwa service 

quality berpengaruh positif terhadap return intention. Hipotesis ketiga menunjukkan bahwa 

customer satisfaction berpengaruh positif terhadap customer loyalty. Sedangkan hipotesis 

ke empat yaitu return intention pengaruh positif terhadap consumer loyalty. Dan hipotesis 

kelima menunjukkan bahwa customer satisfaction berpengaruh positif terhadap return 

intention  

 

Kata Kunci: Perceived Service Quality, Customer Satisfaction, Return Intention, 

Customer Loyalty 
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ABSTRACT 

This study discusses the effect of analysis service quality perceptions, customer 

satisfaction, and return intention to customer loyalty. This study uses SEM variables with 

trials using SEM lisrel 8.80 and multilevel regression with SPSS, the object of this research 

is Zalora. The number of samples in this study were 160 respondents taken using a sampling 

technique. The results of the study show that the model built can predict consumers about 

the quality of detailed services. The results explain the testing of the first hypothesis of 

positive quality service to customer satisfaction. In addition, the results of the study on the 

testing of the second hypothesis indicate service quality shows a positive return intention. 

The hypothesis proves that customer satisfaction has a positive effect on customer loyalty. 

While the fourth hypothesis is the intention to restore a positive influence on consumer 

loyalty. And the hypothesis shows that customer satisfaction has a positive effect on 

intention to return  

 

Key Word: Perceived Service Quality, Customer Satisfaction, Return Intention, Customer 

Loyalty 

 

 

 


