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PENGARUH PERCEIVED JUSTICE DAN POSITIVE EMOTION
TERHADAP RECOVERY SATISFACTION MELALUI INVOLVEMENT
SEBAGAI VARIABEL MEDIASI PADA KONSUMEN ONLINE MALL

ABSTRAK

Di era digitalisasi ini, membuat kita menjadi semakin dipermudah dalam
melakukan segala macam hal. Banyak perusahaan mulai memanfaatkan peluang
tersebut untuk meningkatkan penjualannya melalui media online. Salah satu
metode penjualan yang sering digunakan adalah media E-Commerce. Tercatat
sebesar 88,1% pengguna internet di Indonesia menggunakan layanan e-commerce
dalam kegiatan konsumsinya (Databoks, 2021). Tingginya konsumsi ini, ternyata
tidak diikuti dengan tingginya loyalitas konsumen terhadap suatu E-Commerce.
Rendahnya tingkat loyalitas ini, salah satunya dipengaruhi oleh penanganan
komplain dari konsumen yang kurang tepat. Maka dari itu tujuan dari penelitian
ini adalah mengkaji dan menganalisis bagaimana tingkat pelayanan complaint
diperusahaan E-Commerce di Indonesia. Alat pengumpulan data yang digunakan
dalam penelitian ini adalah kuesioner yang telah diisi oleh 240 konsumen Online
Mall (Tokopedia, Shopee dan Lazada). Teknik analisis data yang digunakan
adalah SEM dengan menggunakan program SmartPLS sebagai alat pengolahan
data.

Hasil penelitian memberikan hasil bahwa pengaruh signifikan ditunjukkan
pada variabel procedural justice, distibutive justice dan informational justice
terhadap positive emotion dan recovery satisfaction. Sedangkan pengaruh tidak
signifikan ditunjukkan pada variabel interactional justice terhadap positive
emotion dan recovery satisfaction serta variabel involvement juga tidak memediasi
pengaruh perceived justice terhadap recovery satisfaction.

Kata Kunci: perceived justice, positive emotion, recovery satisfaction, dan Online
Mall
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THE EFFECT OF PERCEIVED JUSTICE AND POSITIVE EMOTION ON
RECOVERY SATISFACTION THROUGH INVOLVEMENT AS A
MEDIATION VARIABLE ON ONLINE MALL

ABSTRACT

In this era of digitalization, it makes it easier for us to do all kinds of
things. Many companies are starting to take advantage of this opportunity to
increase their sales through online media. One of the sales methods that is often
used is E-Commerce. It is recorded that 88.1% of internet users in Indonesia use
e-commerce services in their consumption activities (Databoks, 2021). This high
consumption, in fact, was not followed by high consumer loyalty to an E-
Commerce. One of the reasons for this low level of loyalty is the inaccurate
handling of complaints from consumers. Therefore the purpose of this study is to
examine and analyze how the level of complaint service in E-Commerce
companies in Indonesia. The data collection tool used in this study was a
questionnaire that was filled in by 240 Online Mall consumers (Tokopedia,
Shopee and Lazada). The data analysis technique used is SEM using the
SmartPLS program as a data processing tool.

The results of the study show that a significant effect is shown on the
procedural justice, distributive justice and informational justice variables on
positive emotion and recovery satisfaction. Meanwhile, the insignificant effect is
shown in the interactional justice variable on positive emotion and recovery
satisfaction and the involvement variable also does not mediate the effect of
perceived justice on recovery satisfaction.

Keywords: perceived justice, positive emotion, recovery satisfaction, dan Online
Mall
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