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         ABSTRAKSI 

 

Teknologi komunikasi yang semakin maju dan berkembang 

menumbuhkan berbagai pengaruh bagi penggunanya. Teknologi bagai 

bermata dua yang memberikan kelebihan dan kekurangan. Masyarakat 

dituntut untuk lebih mampu memanfaatkan teknologi sesuai dengan 

fungsinya. Internet merupakan bentuk dari perkembangan teknologi yang 

saat ini sudah menjadi kebutuhan bagi sebagian kalangan. Perubahan 

zaman yang mengharuskan pengetahuan teknologi dapat digunakan dan 
dimanfaatkan oleh semua pihak. Tujuan penelitian ini adalah untuk 

mengetahui pengaruh Pengaruh complaint handling terhadap customer 

satisfaction pada pelanggan Zalora di Surabaya. Teknik yang digunakan 

dalam pengambilan sampel pada penelitian ini adalah non-probability 

sampling. Cara pengambilan sampel yang digunakan adalah judgement 

sampling. Sedangkan, teknik analisis yang digunakan adalah menggunakan 

metode Regresi Linier Berganda. Responden yang diambil yaitu pada 

pelanggan Zalora di Surabaya. Hasil penelitian menunjukkan bahwa 

terdapat pengaruh antara Service Recovery, Service Quality, Switching 

Cost, Service Failure, Service Guarantee, Perceived Value terhadapo 

Customer Satisfaction. 

Dalam penelitian ini terdapat 6 hipotesis. Hipotesis pertama 
menyatakan service recovery berpengaruh positif dan signifikan terhadap 

customer satisfaction, hipotesis kedua menyatakan service quality 

berpengaruh positif tetapi tidak signifikan terhadap customer  satisfaction, 

hipotesis ketiga menyatakan switching cost berpengaruh positif dan 

signifikan terhadap customer satisfaction, hipotesis keempat meyatakan 

service failure berpengaruh positif dan tidak signifikan terhadap customer 

satisfaction,  hipotesis kelima menyatakan service guarantee berpengaruh 

positif dan signifikan terhadap customer satisfaction, hipotesis keenam 

menyatakan perceived value beperngaruh positif dan signifikan terhadap 

customer satisfaction. 

 
Kata Kunci: Service Recovery, Service Quality, Switching Cost, Service 

Failure, Service Guarantee, Perceived Value, Customer 

Satisfaction. 
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ABSTRACT 

 

Communication technology now that is increasingly developed  

brings many impacts on its user. Technology is like backsword that gives 

the advantages and disadvantages. People are expected to be more able to 

use technology in accordance with them. Internet is a form of technological 

development that becomes need for some people. The change of era 

requiring knowledge technology can be used to be used by all parties.T he 

purpose of this research is to find impact of complaint handling against 
customer satisfaction to Zalora’s customers in Surabaya. Techniques used in 

the samples to research is non-probability sampling .The way the sample 

use is judgement sampling. Meanwhile, multiple linear regression  is used 

as analysis technique. The respondents are Zalora’s customers in Surabaya. 

The result of research showed that there are impacts between service 

recovery, service quality, switching cost, service failure, service guarantee, 

perceived value on customer satisfaction. 

In this research there are six hypothesis. First hypothesis claimed 

that service recovery have a positive impact and significant impact on 

customer satisfaction, second hypothesis claimed that service quality have 

had a positive impact but not significantly impacted to customer 

satisfaction, third hypothesis said switching cost have had a positive impact 
and significant impact on customer satisfaction, forth hypothesis claimed 

that service failure have a positive impact and insignificant to customer 

satisfaction, fifth hypothesis claimed that service guarantee have had a 

positive impact and significant impact on customer satisfaction, sixth 

hypothesis claimed that perceived value have positive impact and 

significant impact on customer satisfaction . 

 

Keywords : Service Recovery, Service Quality, Switching Cost, Service 

Failure, Service Guarantee, Perceived Value, Customer 

Satisfaction. 
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