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ABSTRAK

Berdasarkan hasil analisis dan pembahasan maka kesimpulan dalam
peneltian ini adalah sebagai berikut : (1) E-Recovery Service Quality berpengaruh
positif dan signifikan terhadap Kepuasan pelangganpada Marketplace Tokopedia;
(2) E-Service Quality berpengaruh positif dan signifikan terhadap terhadap
Kepuasan pelangganpada Marketplace Tokopedia (3) E-Recovery Service Quality
berpengaruh positif dan signifikan terhadap Loyalitas pelanggan pada Marketplace
Tokopedia ; (4) E-Service Quality berpengaruh positif dan signifikan terhadap
Loyalitas pelanggan pada Marketplace Tokopedia : (5) Kepuasan pelanggan
berpengaruh positif dan signifikan terhadap Loyalitas pelanggan pada Marketplace
Tokopedia.

Kata kunci : e recovery service quality, e service quality, kepuasan pelanggan,
loyalitas pelanggan.
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ABSTRACT

Based on the results of the analysis and discussion, the conclusions in this study are
as follows: (1) E-Recovery Service Quality has a positive and significant effect on
customer satisfaction on the Tokopedia Marketplace; (2) E-Service Quality has a
positive and significant effect on customer satisfaction on the Tokopedia Marketplace
(3) E-Recovery Service Quality has a positive and significant effect on customer loyalty
on the Tokopedia Marketplace; (4) E-Service Quality has a positive and significant
effect on customer loyalty on the Tokopedia Marketplace: (5) Customer satisfaction
has a positive and significant effect on customer loyalty on the Tokopedia Marketplace.

Keywords: e recovery service quality, e service quality, customer satisfaction,
customer loyalty.
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