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ABSTRAK 

 

 Penelitian ini bertujuan untuk menguji dan menganalisis pengaruh distributive 

justice, procedural justice, interactional justice terhadap post-recovery satisfaction dan 

word of mouth pelanggan pada online shop Lazada. 

 Penelitian ini merupakan penelitian kausal menggunakan metode survei. Teknik 

pengambilan sampel yang digunakan adalah nonprobability sampling dengan metode 

purposive sampling. Sampel yang digunakan sebesar 150 responden. Sampel dalam 

penelitian ini adalah konsumen yang telah melakukan komplain kepada Lazada. Teknik 

analisis yang digunakan adalah SEM dengan program LISREL. 

 Hasil analisis ini menunjukkan bahwa distributive justice, procedural justice, dan 

interactional justice memiliki pengaruh positif signifikan terhadap post-recovery 

satisfaction dan post-recovery satisfaction memiliki pengaruh positif signifikan terhadap 

word of mouth pelanggan pada online shop Lazada. 

 

Kata Kunci: Distributive Justice, Procedural Justice, Interactional Justice, Post-recovery 

Satisfaction, Word of Mouth 
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The Influence of Distributive Justice, Procedural Justice, Interactional Justice Towards 

Post-recovery Satisfaction and Word of Mouth Customers at The Lazada Online Shop 
 

ABSTRACT 

 

 This study aims to examine and analyze the influence of distributive justice, 

procedural justice, interactional justice towards post-recovery satisfaction and word of 

mouth customers at the Lazada online shop. 

 This research is a causal research using survey method. Sampling technique used is 

nonprobability sampling with purposive sampling method. The sample used is 150 

respondents. The sample in this research is consumers who have complained to Lazada. 

The analysis technique used is SEM with LISREL program. 

 The results of this analysis indicate that distributive justice, procedural justice, 

interactional justice have a significant positive effect on post-recovery satisfaction and post-

recovery satisfaction have a significant positive effect on word of mouth customers at the 

Lazada online shop. 

 

Keywords: Distributive Justice, Procedural Justice, Interactional Justice, Post-recovery 

Satisfaction, Word of Mouth 

  


