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ABSTRAK 

 

Penelitian ini bertujuan untuk mengetahui bagaimana pengaruh promosi flash 

sale, kualitas pelayanan dan kualitas website terhadap kepuasan pelanggan dan 

loyalitas pelanggan. Populasi pada penelitian ini yaitu mahasiswa STIE 

Indonesia Angkatan 2017 - 2019 yang pernah melakukan pembelian di Toko 

Online Lazada. Metoda yang digunakan adalah metoda pengumpulan data 

menggunakan kuesioner yang diukur skala likert. 

Penelitian menggunakan pendekatan non probability sampling dengan 

teknik purposive sampling dengan jumlah sampel yang digunakan adalah 

sebanyak 97 responden mahasiswa STIE Indonesia. Jenis penelitian yang 

digunakan dalam penelitian ini adalah explanatory research atau penelitian 

penjelasan dengan pendekatan kuantitatif menggunakan metode survei serta 

analisis data yang digunakan adalah analisis jalur (Path Analysis). 

Kesimpulannya adalah: promosi flash sale, kualitas pelayanan dan 

kualitas website berpengaruh terhadap kepuasan pelanggan, promosi flash sale 

dan kepuasan pelanggan berpengaruh terhadap loyalitas pelanggan, kualitas 

pelayanan dan kualitas website tidak berpengaruh terhadap loyalitas pelanggan. 

Kepuasan pelanggan tidak terbukti dapat memediasi promosi flash sale, kualitas 

pelayanan dan kualitas website terhadap loyalitas pelanggan. 

 

  

Kata Kunci: Promosi Flash Sale, Kualitas Pelayanan, Kualitas Website, Kepuasan 

Pelanggan dan Loyalitas Pelanggan. 
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OF SERVICE AND WEBSITE ON CUSTOMER 
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ABSTRACT 

This study determines how to flash sale promotions, quality of service, and 

website influence customer satisfaction and loyalty. The population in this study 

were students of STIE Indonesia Jakarta Class of 2017 – 2019, who had the 

criteria were students who had made purchases at the Lazada Online Store. The 

method used is a method of collecting data using a questionnaire measured on a 

Likert scale. 

This study will use a non-probability sampling approach with a purposive 

sampling technique. The number of samples in this study was 97 respondents of 

STIE Indonesia students. The type of research used in this research is 

explanatory research or explanatory research with a quantitative approach 

using survey methods, and the data analysis used is path analysis. 

The conclusion from this study is that firstly, flash sale promotions, 

service quality and website quality has an effect on customer satisfaction. 

Secondly, flash sale promotions and customer satisfaction has an effect on 

customer loyalty, service quality and website quality does not effect on customer 

loyalty. Third, customer satisfaction not proven mediate flash sale promotions, 

service quality and website quality on customer loyalty. 
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