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Abstract

This research aimed at studying the influences of online service quality and relationship
marketing factors on commitment between consumers and female clothing online retailers
on Facebook fanpage by using the mixed method research. For qualitative research, the data
were collected by netnography method and interview method for determining the online
service quality and relationship marketing factors. For quantitative research, the data were
collected by using questionnaire survey distributed to 400 samples through purposive
sampling technique. The statistics used for data analysis included frequency, mean, standard
deviation, correlation coefficients test and multiple regression analysis.

The results of qualitative research found 1) there are 5 service quality dimensions:
reliability, tangible, responsiveness, assurance and empathy and 2) there are 4 relationship
marketing dimensions: relational termination cost, trust, relationship benefits, and shared
value. The results of quantitative research showed that service quality in terms of product
quality is suitable with the price (tangible); the good products and service are delivered
(reliability); and consumers always received care (empathy) and relationship marketing in terms
of relational termination cost, relationship benefits, shared value and trust had positive
influence on commitment between consumer and female clothing online retailers on

Facebook fanpage with statistically significant level as of 0.05.

Keywords: Online Service Quality, Relationship Marketing, Relational Termination Cost,

Relationship Benefits, Shared Value, Trust, Commitment
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