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The effect of overall e-service quality on repurchase intention, word of
mouth and site revisit of local fashion brand customers

A.D. Precia & Y. Alversia
Faculty of Economics and Business, Universitas Indonesia, Indonesia

C.A.D. Nastiti
Marketing and Business Analysis Business School, University of Edinburgh, UK

ABSTRACT: The study aims at developing new knowledge to better understand the importance
of the utilitarian and hedonic dimensions of e-Service quality affecting consumer satisfaction and
trust in a local fashion brand official website, thus the customers will always have the intention
to visit, repurchase and recommend it to their relatives. The findings of this study indicate that
enjoyment, as the dimension carried, was proven to be valid and significant as a construct of
e-service quality. The results also show a significant positive effect of e-service quality on customer
satisfaction and customer trust. In addition, there was a significant positive effect of customer
satisfaction and customer trust on consumer loyalty. This study also proves a significant positive
effect of customer satisfaction and customer trust as a mediating role between e-service quality
and repurchase intention.

1 INTRODUCTION

The fashion industry in Indonesia continues to grow rapidly, so that it becomes one of the industries
that contributes to improving the country’s economy. The fashion industry in Indonesia is growing
because of the role of e-commerce. According to the Katadata Insight Center and Kredivo, fashion
and accessories products are the product category with the biggest number of transactions in
e-commerce in 2020. E-commerce also makes it easier for these local fashion brands to market their
products so that they are more widely known. This has also led to increasingly fierce competition
among fashion business players. Local fashion brands have the freedom to determine the type of
e-commerce used to sell their products. Many fashion brands choose a marketplace as a platform
to market their products. However, not a few fashion brands have taken steps to create an online
platform in the form of a website for doing business because all the design, catalog display, and
website features can be made according to the branding that the brand wants to build.

Going online, however, presents fashion brands with the responsibility and challenge of ensuring
that customers are as satisfied when shopping online as they are when shopping in a retail store.
A company must deliver superior service experiences to its customers so that they will repurchase
and be loyal to the company (Rita et al. 2019). To obtain high levels of customer satisfaction, high
service quality is needed, which often leads to favorable behavioral intentions. A website with good
system quality, information quality, and e-service quality is a key to success in e-commerce (Rita
et al. 2019).

Many researchers have studied the concept of e-service quality. However, most e-service quality
measures emphasize more towards its utilitarian qualities (Wolfinbarger & Gilly 2003). Bauer et
al. (2006) then stated that the construct of e-service quality is not complete without the hedonic
aspect, thus implying that ignoring the hedonic aspect of e-sq leads to a biased understanding
of the construct. They then, at that point, discovered the eTransQual scale. The discoveries from
their examination support the need to measure both aspects of e-service quality, as they found that
estimating only one was deficient in catching all parts of e-shopping behavior. To et al. (2007)
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Dimensions of Islamic business coaches’ role: A second order
confirmatory factor analysis (CFA)

M. Sholahuddin
Management, Faculty of Economics & Business, Universitas Muhammadiyah

M.A. Abdullah, M.N. Barom & I.N. Tahir
kulliyyah of Economics and Management Sciences, International Islamic University of Malaysia

Wiyadi
Magister of Management, Faculty of Economics & Business, Universitas Muhammadiyah

ABSTRACT: Business coaching is believed to be an alternative method of helping entrepreneurs
to achieve their goals. Among the keys to successful business coaching is the role of a business
coach. Measuring the Islamic business coach’s role questionnaire using second order Confirmatory
Factor Analysis (CFA) supports the process of coaching small businesses. This paper expounds on
this questionnaire as comprising the Islamic business coach’s role dimensions using CFA to examine
the validity and reliability of the instrument for the success of Islamic business coaching in Indone-
sia. The data was from a sample of 150 small businesses who engage Islamic business coaching
in Central Java, Indonesia. The Islamic business coach’s role questionnaire is a 7-pointLikert-scale
survey consisting of 16 items which each dimensions are 4 items. The validity and reliability of
the Islamic business coach’s role questionnaire were tested with second order CFA using AMOS
version 23. Second order confirmatory factor analysis techniques were used on the hypothesised
model with four latent variables of business coaches’ role, namely listener, sounding board, adviser,
and spiritual motivator. The result reveals that the goodness-of-fit indices are adequate with the
hypothesised model using the fit indices criteria. Each indicator was proven valid and reliable.
It means that all indicators are accepted to measure business coach’s role. In conclusion, busi-
ness coaches enable Islamic business coaching success. The findings will benefit Islamic business
coaches in designing an Islamic business coaching framework.

1 INTRODUCTION

There are many important roles for business coaches within a company, for example, advancing
workforce, learning and development, responding to changes in entrepreneurial schedules, or
improving skills for certain tasks (Pavlič & Heričko 2018). There were eight trainers who took part
in training programs using action learning methods organized by government agencies. Sullivan
(2012) found that participants could not receive knowledge in the learning process effectively
because of work pressure. So, coaches must be flexible in their approach. Business coaches must
be empathetic, convey understanding in non-judgmental ways and listen to small business problems.
The most important characteristic for a coach is listening to his client well and asking questions
in a non-judgmental way, but being a technical expert is not a requirement for a coach (Altopiedi
& García 2020). In some cases, business coaches must take an approach that focuses on solutions
using structured questions to find themselves and small businesses must have the ability to see
their problems as opportunities for learning (Korotov 2021). Some studies claim that religiosity
has a positive influence on the performance of small businesses (Wu & Parkvithee 2017). This also
applies in the context of Islamic Business Coaching (IBC) because religious values are included
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The effect of flow to visit intention moderated by perceived awareness
of safe travel campaign

N.T. Dewi & Y. Alversia
Magister Management, Department of Economics and Business, Universitas Indonesia

M. Sekardhani
Department of Corporate Management, Korea University, Seoul, Republic of Korea

ABSTRACT: The paralyzed tourism situation during the pandemic has made some entrepreneurs
and companies use VR technology to invite consumers to travel. Virtual reality provides consumers
with the selected destination experience in a new and unique method. This study employed the safe
travel campaign as important travel guidance in the pandemic era to be a moderating factor. This
study aims at analyzing the effect of sense and information quality on flow and visit intentions,
and moderation from perceived safe travel campaigns. This study was quantitative and included a
statement stating that the respondent had done virtual travel and had never visited the place. This
study was conducted using the probability sampling method with a total of 223 respondents. The
data in this study was processed using AMOS 24 with the SEM method. The results show that sense
strongly affected telepresence, and quality information positively affected the flow experience.
Satisfaction positively affected visit intentions with a safe travel campaign as moderated. The
result of the moderation test proved that there was no effect from the safe travel campaign to
influence customer visit intentions.

Keywords: virtual travel, flow, sense, quality of information, visit intention, telepresence,
Perceived Awareness save travel campaign.

1 INTRODUCTION

Tourism is a sector that plays a significant role in state treasury income, but the COVID-19 outbreak
has made the tourism sector powerless. Moreover, tourism is considered the first sector and most
affected by the COVID-19 pandemic. Seeing the unpredictable situation of the pandemic, several
travel agencies provide virtual services. Previously someone had to visit certain destinations to
experience the travel experience. With the development of tourism, technology in tourism has
begun to use virtual reality. In the digital era, virtual reality has become a new tool for destination
marketing (An et al. 2021). Several studies confirmed that virtual reality is effective in inducing a
sense of being in the focal location, and possibly increasing tourist intention to visit a destination
(An et al. 2021; Kim et al. 2018). This study also employed the safe travel campaign as important
travel guidance in the pandemic era to be a moderating factor.

This study adopted the flow theory and the stimulus-organism-response (SOR) model. Flow is a
fundamental concept for capturing users’ state of mind and feelings (An et al. 2021). Furthermore,
the SOR model is a useful theoretical framework to explain the psychological process through
virtual travel attributes. Sense and quality information are important as the stimulus for this study.
Telepresence, focused attention and temporal distortion are organism that can affect the rate of
satisfaction and visit intentions. There are three purpose of this study: (1) Does virtual travel content
significantly affect the flow experience? (2) Can flow experience significantly affect satisfaction?
(3) Can the Safe travel campaign significantly moderate the relationship between satisfaction and
intention to visit?
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Faculty of Psychology, Diponegoro University, Indonesia
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ABSTRACT: This qualitative study investigates the antecedents of career stagnation among
female senior staff in an Indonesian non-profit, religious-based organization. Following the rise
of women leadership in Indonesian organizations, knowledge about the condition of women lead-
ership in Indonesia is lacking. Using a phenomenological approach, this study interviewed eight
senior female staff working in two Indonesian zakat foundations to gain insight about their lead-
ership capability and career advancement opportunities. The findings of this study revealed the
influence of individual, social and preference factors towards career advancement and promotion
to leadership position. Implications for human resource practice were discussed.

1 INTRODUCTION

Women’s involvement in Indonesia’s labor market has increased over the years. Based on the data
released by the International Labour Organization, 38% out of 127 million workers in Indonesia are
women (International Labour Organization 2016). This is in line with the data released by Statistics
Indonesia (2016), which demonstrated that women’s workforce has increased from 42.668.611 in
2015 to 45.468.346 in 2016. Despite an increase in the number of women within the workforce, it
seems that the opportunity for women to rise to managerial positions in Indonesia is still limited. The
lack of appropriate qualifications was argued to be the main barrier for women to rise to managerial
positions (Bjerk 2008), along with the discrimination within the performance evaluation system
among men and women (Jogulu & Wood 2008).

2 LITERATURE REVIEW

The glass ceiling phenomenon refers to any barrier hindering the career advancement of women
(U.S. Glass Ceiling Commission 1995). Laksanti et al. (2017) investigated the glass ceiling phe-
nomenon in Indonesian private and public organizations, and their findings demonstrated that the
glass ceiling was considered absent. The participants could not recall any kind of action or policy
that hindered their career advancement in the past. Yet, all of them were still 8 to 9 levels below
the CEO within the organization’s career path despite the fact that they would retire within 5 to 7
years. Laksanti et al.’s (2017) findings might be caused by the ability of Indonesian women to cope
with the glass ceiling, which made them feel that they have never experienced it.

Research findings from other South-East Asian countries have also revealed that there were spe-
cific factors contributing to the women’s career advancement. According to Li and Leung (2001),
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