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ABSTRAK

Pertumbuhan jumlah toko ritel online saat ini semakin pesat.
Melalui internet konsumen dapat dengan mudah mendapatkan informasi.
Toko online tersebut tidak terlepas dari komplain pelanggan, seperti
pengiriman barang yang terlambat datang. Penelitian ini bertujuan untuk
mengetahui  pengaruh  External  Attribution, Unstable Attribution,
Uncontrollable Attribution dan service recovery efforts terhadap Service
Recovery Satisfaction dan online word-of mouth pada toko online Lazada.
Penelitian ini merupakan penelitian kausal dan kuantitatif. Sampel yang
digunakan dalam penelitian ini sebesar 150 responden. Pengumpulan data
dilakukan melalui alat bantu kuesioner dan diolah dengan teknik struktural
equation modelling (SEM) menggunakan program PLS. Objek dari
penelitian ini adalah toko online Lazada. Hasil dari penelitian ini
menunjukkan bahwa external attributions, Unstable Attribution,
Uncontrollable Attribution memiliki pengaruh terhadap service recovery
satisfaction. Selain itu, service recovery efforts memiliki pengaruh
terhadap service recovery satisfaction, serta service recovery satisfaction
memiliki pengaruh terhadap online word-of- mouth pada toko online
Lazada.

Kata Kunci: External Attribution, Unstable Attribution, Uncontrollable

Attribution, Service Recovery Satisfaction, Service Recovery Effort, online
word-of mouth, SEM-PLS, Lazada.
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ABSTRACT

A growing number of online retail stores currently growing
rapidly. Through internet consumers can easily get information. The online
store is inseparable from the complaints of customers, such as late delivery
of the goods to come. This research aims to know the influence of External
Attribution, Unstable Attribution, Uncontrollable Attribution, and service
recovery efforts towards Recovery Service Satisfaction and online word-of
mouth on Lazada online store. This research is causal and quantitative
research. The samples used in the study of 150 respondents. Data collection
was done through questionnaires and tools processed with the technique of
structural equation modelling (SEM) use the program PLS. Object of the
research is Lazada online store. The result of this research shows that
external attributions, Uncontrollable Attribution, Unstable Attribution, has
influence on the recovery of service satisfaction. In addition, service
recovery efforts have influence against the service recovery satisfaction,
and recovery service satisfaction has influence on online word-of-mouth on
Lazada online store.

Keywords: External Attribution, Attribution, Uncontrollable Unstable

Attribution of Recovery, Service Satisfaction, Service Recovery Effort,
online word-of mouth, SEM-PLS, Lazada.
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