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ABSTRAK 

 Perkembangan teknologi membawa dampak terhadap berbagai hal, 

terutama perkembangan internet. Perkembangan internet di Indonesia mengalami 

peningkatan yang pesat dari tahun ke tahun sehingga menciptakan sebuah peluang 

baru bagi para marketer untuk mencoba dan mempromosikan produknya secara 

global melalui teknologi internet. Salah satu perusahaan yang mencoba hal tersebut 

adalah Lazada yang merupakan perusahaan besar yang bergerak dalam bidang e-

commerce. Saat ini Lazada memiliki sebuah mobile application yang mampu 

mendongkrak traffic yang dimiliki Lazada sebanyak tiga kali lipat dan 

menyumbang pendapatan yang signfikan. Walaupun mobile application ini 

mendapatkan penilaian yang baik dalam Google Playstore namun masih banyak 

complaint yang masuk kepada customer service Lazada. Salah satu cara agar 

Lazada dapat meningkatkan pembelian kembali dari konsumennya dan mengurangi 

complaint adalah dengan meningkatkan tingkat kepuasan dari konsumen mereka. 

Tujuan dalam penelitian ini adalah untuk mengetahui jika Customer 

Complaint dan Repurchase Intention pada mobile application Lazada dipengaruhi 

oleh Customer Satisfaction melalui Convenience, Transaction Process, System 

Quality, dan Content Reliability. Model teoritis dalam penelitian ini disampaikan 

dengan 7 hipotesis yang akan diuji menggunakan Structural Equation Model. 

Sampel penelitian ini berjumlah 147 responden dengan kriteria: pria maupun wanita 

berusia di atas 17 tahun yang pernah menggunakan mobile application Lazada 

untuk berbelanja dalam 6 bulan terakhir, dan pernah mengalami masalah saat 

mengakses mobile application Lazada, dan pernah menyampaikan keluhan kepada 

customer service Lazada. 

 Hasil penelitian menunjukan bahwa terdapat pengaruh antara transaction 

process, system quality, dan content reliability terhadap customer satisfaction lalu 

terdapat pengaruh antara customer satisfaction dengan repurchase intention dan 

customer complaint terhadap repurchase intention. Namun ditemukan bahwa 

convenience tidak berpengaruh terhadap customer satisfaction dan customer 

satisfaction tidak berpengaruh terhadap customer complaint. Maka seluruh 

hipotesis penelitian yang diajukan tidak semuanya sesuai dengan hasil penelitian 

sebelumnya. Sehingga disarankan Lazada untuk memperhatikan kepuasan 

pelanggannya agar dapat meningkatkan repurchase intention dan mengurangi 

customer complaint yang masuk. 

 Kata Kunci: Convenience, Transaction Process, System Quality, Content 

Reliability, Customer Satisfaction, Customer Complaint, dan Repurchase Intention 
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ABSTRACT 

 Technology development had an impact on many things, especially the 

internet. The internet in Indonesia has a significant growth from year to year and 

it creates new opportunity for marketers to sell or promote their product across the 

world with the internet. One of the company who use the internet as their marketing 

strategy is Lazada which is one of the biggest e-commerce company in Indonesia. 

Right now Lazada has a mobile application that increased the traffic three times 

and give a significant revenue for the company. Although their mobile application 

get a high rating in Google Playstore, they still got a lot of complaint from their 

customers. One of the solution to resolve the issue to increase repurchase intention 

and decrease customer complaint is increasing the customer satisfaction. 

 The purpose from this research is to find out if Customer Complaint and 

Repurchase Intention on mobile application Lazada is affected by Customer 

Satisfaction through Convenience, Transaction Process, System Quality, and 

Content Reliability. The theoretical model presented in this research is conveyed 

with 7 hypotheses that are going to be tested using Structural Equation Models. 

Sample of this research were 147 respondents with following criteria : men and 

women aged over 17 years who ever used a mobile application Lazada for shopping 

in the last 6 months, and experienced a problem while accessing the mobile 

application Lazada, and complained to customer service Lazada. 

 The result of the analysis showed that there is a significant effect from 

transaction process, system quality, and content reliability to customer satisfaction 

also an effect from customer satisfaction to repurchase intention and customer 

complaint to repurchase intention. However in this case the finding shows the data 

does not support the hypothesis convenience has an effect to customer satisfaction 

and customer satisfaction has an effect to customer complaint. The conclusion is 

Lazada have to increase their customer satisfaction to increase their repurchase 

intention and decrease their customer complaint. 

Keyword : Convenience, Transaction Process, System Quality, Content Reliability, 

Customer Satisfaction, Customer Complaint, and Repurchase Intention 
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