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 This research aims to find out the influence of service quality, product 
quality on customer loyalty and repeat orders, the influence of 
customer loyalty on repeat orders and the influence of service quality, 
product quality on repeat orders through customer loyalty.  The 
research background was based on inconsistencies in the results of 
previous research on the influence  of service quality and product 
quality on customer loyalty which has impact on increasing repeat 
orders.  The application of  quantitative approach with data collection 
techniques through online questionnaires on 386 customers ACC 
Makassar Branch. Hypothesis testing deployed path analysis with the 
assistance of  WarpPLS7 software. Test results showed that service 
quality, product quality has a significant impacton customer loyalty 
and repeat orders, service quality has a significant impact on repeat 
orders through customer loyalty, product quality has a significant 
positive impact on repeat orders.  Through customer loyalty and 
customer loyalty has a significant impact on repeat orders . The test 
results showed that service quality is the most dominant variable 
impacting repeat orders in ACC Makassar Branch. 
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INTRODUCTION 
Competition between companies is getting tighter both in the domestic market and the international 
market. Companies that want to grow or at least survive must be able to provide quality goods or 
services at competitive prices, faster delivery, and better service to customers than their competitors 
(Mappatompo & Nasrullah, 2022). The company must meet the needs and desires of its customers, 
able to compete with competitors to retain customers (Mappatompo & Nasrullah, 2022). For this 
reason, a good strategy is needed to provide satisfaction to customers. Although, customer 
satisfaction alone does not guarantee customers will be loyal, every year, 15 percent to 40 percent of 
initially satisfied customers then switch to a competitor company (Klein, 2007). Thus, the company 
must lead its customers to be loyal. 

The customer can be said to be loyal if the customer demonstrates regular repeat order behavior, 
or there are conditions that require the customer to buy at least twice the time interval which is a 
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reliable measure to predict sales growth and purchase behavior consistently (Griffin, 2005). Loyalty 
programs can be used as one of the tools to maintain customers (Kheng dkk., 2010) to get repeat 
orders that are a motivational level of a consumer to repeat buying behavior on a product. One of 
them is indicated by the continued use of the brand of a product (Puspitasari & Ferdinand, 2011). 

Many benefits will be gained if customer loyalty is already established. Thomas & 
Tobe, (2012) emphasize that the cost of getting new customers is much greater than 
retaining existing customers, therefore customer loyalty is more profitable. Loyal 
customers will encourage others to buy and think more than twice before changing their 
minds about buying another service, leading to increased sales and profitability (Chi, 2005).  
In the short term, improving loyalty will bring profit to sales while in the long run, 
improving loyalty will generally make the company more profitable, namely customers 
willing to pay higher prices, provision of cheaper services and customers willing to 
recommend to new customers. Profit is the main motive for achieving business consistency, 
because with profits, there is business turnover from the variety of products and services 
offered and the expansion of the market served (Soeling, 2007).   

The most basic advantage, will be getting repeat orders regularly and will affect customer 
decision making in making purchases between the same company's product lines. That is, customers 
will be more open to trying to buy various products from the company because they already trust 
the quality. The quality in question is service quality and product quality. This means that if the 
company wants customers to make repeat orders, then the company must have a strategy to build a 
strong emotional relationship with customers by herding its customers to be loyal through  excellent 
service quality and good  product quality that is able to satisfy customers. 

Service quality is the completeness of a product or service that can provide satisfaction to a need 
desired by the customer so that it becomes the customer's reason to remain loyal to the company 
(Kotler & Keller, 2009; Thio, 2001) because it refers to the results of comparisons that customers 
make about the desired service and their perception of the service received (Grönroos, 2007).  
Product quality is the ability of an item to provide results or performance that is in accordance with 
even exceeding the wishes of customers (Keller, 2013). 

Providing privileges to customers through good service quality can foster comfort and 
satisfaction for customers so that they are interested in continuing to repeat orders.  Once a 
customer makes a purchase of a particular item, then the customer has the potential to 
repeat the purchase (Peyrot & Van Doren, 1994).  That is, customers who are satisfied with 
service quality make it possible to return to the service outlet and repeat orders (Parasuraman 
dkk., 2002). Furthermore, (Septiawati, t.t. 2018) states that service quality has a positive 
impact on repeat orders.  This means that the higher the service quality it will increase the 
intention to repeat orders at the same company.  Su, et.al (2015) also found that service quality 
has a positive impact on repeat orders. 

The main factor of the success of the company in addition to service quality is product 
quality.  Customers who like or are positive about a product will always have a strong 
desire to always buy the product and vice versa (Wang dkk., 2000).  Product quality is the 
ability of an item to provide results or performance that is in accordance with even 
exceeding the wishes of customers (Kottler & Keller, 2009).  Product quality is an important 
thing that must be strived by every company if they want the products produced to 
compete in the market.  Consumers are more likely to choose a company with  a much 
better product quality. For that, companies that want to compete are required to be able to 
provide  excellent product quality in accordance with the wishes of consumers, because it 
becomes a benchmark of success in creating customer loyalty, if customer loyalty has been 



        ISSN 2087-6327 (Print)|2721-7787 (Online) 

Enrichment, Vol.12, No. 4, October 2022: pp 2560-2571 

2562 

created it allows customers to make repeat orders and even customers can become power of 
mouth.  Who would recommend it to others. Chinomona & Maziriri (2017) states that quality 
products have a positive and significant influence on brand loyalty, brand loyalty has a 
positive and significant impact on repurchase. The results of (Halim dkk., 2014) also found 
that product quality has a significant impact on customer loyalty.  

However, the application of service quality and product quality as a strategy to achieve 
the company's success in maintaining customer loyalty that has an impact on increasing 
repeat orders actually get different research results from other researchers. Lahindah & 
Siahaan (2018) states that service quality although it has an influence on purchasing 
decisions but has no impact on repeat orders.  (Wantara & Tambrin, 2019) also found that 
product quality had no significant impact on customer loyalty. 

The results of the above study showed differences in the results of the study findings, 
causing inconsistencies between the findings of one researcher and another. This encourages 
the need for further research to examine more deeply the influence of service quality and 
product quality on customer loyalty and its impact on repeat orders , especially on financial 
institutions.  

Financial institutions have now come with a considerable amount that aims to 
facilitate financial planning. It is known that the financing service provider is a non-cash 
financing service provider  , financing this model is often referred to by way of installments 
or credit. If in financial institutions such as banks, it will generally provide liquid funds to 
its debtors, other than with financing companies, when applying for financing to this 
institution then a person who submits it will not get liquid funds but rather the company's 
approval to finance the credit of the goods needed, so cash is paid by the financing 
company to a third party where the buyer makes the transaction ( Cermati.com, t.t. 2015). 

PT Astra Sedaya Finance or better known as Astra Credit Companies (ACC) Makassar 
Branch is one of the car finance companies that always targets the greatest sales to get  the 
highest profit. In 2017 - 2019 ACC Makassar Branch has successfully financed 23,900 units 
of cars, as many as 7,920 of which have been inactive because they have made repayments, 
although overall sales data shows that the increase in sales in 2019 but the number  of repeat 
order sales from 2017 - 2019 is only 3,546 units, this data shows that the makassar branch ACC 
repeat order is still relatively low.  The frame of mind in this study is presented as follows: 

 

 

Figure 1. Frame of mind 
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Based on the results of uruaian mapping the concept framework above, the author formulated 
a hypothesis as a step answer as opposed to this research activity, as a result:  
Hypotheses can be taken as follows: 
H1: Service quality has a significant positive impact on the loyalty at ACC Makassar Branch 

customers. 
H2: Product quality has a significant positive impact on customer loyalty at ACC Makassar Branch 

customers. 
H3: Service quality has a significant direct influence on repeat order at ACC Makassar Branch 

customers. 
H4: Product quality directly affects the repeat order at ACC Makassar Branch customers. 
H5: Customer Loyalty positively affects the repeat order at ACC Makassar Branch customers. 
H6: Service quality has a significant  impact on repeat orders through ACC Customer Loyalty 

Makassar Branch. 
H7: Product quality has a significant impact on repeat orders through ACC Makassar Branch 

Customer Loyalty. 

RESEARCH METHOD 

The type in this study used quantitative methods, based on the purpose of this study based on 
explanatory research. Expplanatory research is research that aims to analyze the correlation or 
influence between one variable and another variable to test a pre-formulated hypothesis.  This 
research was conducted at the financing company Astra Credit Companies (ACC) Makassar Branch 
which is located at Jalan Sudirman No. 68, Mangkura village, Ujung Pandang sub-district, Makassar. 
The population in this study were the active customer of ACC Makassar Branch as many as 10,611. 
The number of samples was calculated using the Slovin formula  with a precision of five percent so 
that the number of samples used were  386 respondents. Data collection using questionnaires 
distributed through google form, Data collection using questionnaires distributed through google 
form, Research instruments in the test validity and reliability of the validity and reliability of 
question items on the questionnaire. For testing data hypotheses in structural equation modeling 
(SEM) analysis using WarpPLS software. 

RESULTS AND DISCUSSIONS  

There are 7 hypotheses proposed in this study. Hypothesis testing on PLS analysis, is basically 
testing the significance of the path coefficients present on the model. To infer whether the path or 
hypothesis of the study is proven, a cut-off value p-value < 0.05 (Sholihin & Ratmono, 2021). Thus, 
if the p-value on the tested path < 0.05, then the research hypothesis is proven. The results of the 
path coefficient test are presented in the following Table 1. 
 

Table 1.  Results of hypothesis analysis and testing 

HIP 
Independent 

Variables 
Dependent 
Variables 

Direct Impact Information 
  Standardize ONE p-value 

H1 Serqual Loyalty 0,558 0,047 <0001 Accepted 

H2 
Product 
Quality Loyalty 0,234 0,049 <0001 Accepted 

H3 Serqual Repeat Order 0,258 0,049 <0001 Accepted 

H4 
Product 
Quality Repeat Order 0,171 0,050 <0001 Accepted 

H5 Loyalty Repeat Order 0,527 0,047 <0001 Accepted 
Indirect Impact 

HIP 
Independent 

Variables 
Dependent 
Variables 

Intervening 
Variables 

Standardize p-value Information 
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H6 Serqual Repeat Order Loyalty 0,294 <0001 Accepted 

H7 
Product 
Quality Repeat Order Loyalty 0,123 <0001 Accepted 

 
The interpretation of Table  1 can be explained as follows:  
a. Service quality has a significant positive impact on customer loyalty with P = 0. 000 < 0.05, a 

coefficient value of 0.558, this coefficient shows that the better the quality of service felt by 
customers, the  better customer loyalty. 

b. Product quality has a significant positive impact on customer loyalty with P = 0.000< 0.05, a 
coefficient value of 0. 234, this coefficient shows that the better the quality product, the better the 
customer loyalness. 

c. Service quality has a significant positive impact on repeat orders with P = 0. 000< 0.05, a 
coefficient value of 0.258, this coefficient indicates that the better the service quality that the 
customer feels the then the more the customer will increase. 

d. Product quality has a significant positive impact on repeat orders with P = 0. 000 > 0.05, 
the coefficient value is 0. 172,  this coefficient shows that the better the product quality 
received, the repeat order will increase. 

e. Customer loyalty has a significant positive impact on repeat orders with P = 0,000< 0.05, 
a coefficient value of 0. 527, this coefficient shows that the better customer loyalty, the 
better the repeat order. 

f. Service quality has a significant positive impact on repeat orders through customer 
loyalty with a coefficient value of 0.294, this coefficient shows that good quality of 
service felt by customers encourages the emergence of customer  loyalty and ultimately 
has an impact on repeat orders that are getting better. 

g. Product quality has a significant positive impact on repeat orders through customer 
loyalty with a coefficient value of 0. 123, this coefficient shows that improving product 
quality will encourage the emergence of customer loyalty so that it has an impact on increasing 
repeat orders. 

Discussion 
1. Impact of Quality Service on Customer Loyalty. 

The results of the first hypothesis (H1) test  can be seen in Table 1. From the tabel shows service 
quality has a significant positive impact on customer loyalty. The results of these findings show that 
the better service quality that customers feel, the  better customer loyalty.  The results of this study 
support Whenda's research Wendha dkk (2013) which states that the quality of services has a 
significant positive impact on Garuda Indonesia customer loyalty, the better the quality of service 
provided by Garuda Indonesia, customer loyalty will increase, research conducted by (Saleem & 
Raja, 2014) which states that the higher service quality   The higher the level of customer satisfaction 
and a significant impact on customer loyalty, but the results of this study contradict the  results of 
research (Halim dkk., 2014; Octavia, 2016), which found that service quality has no significant impact 
on customer loyalty, while (Lee & Kao, 2015) suggest that service quality is Positive but not significant 
impact on customer loyalty. Different research results were also found by Leninkumar (2016) which 
stated that Tangibles, reability and emphaty have a positive and significant influence on customer 
loyalty, but responsiveness and assurance have a positive but not significant impact on customer 
loyalty. 

Descriptive statistical results show the existence of two indicators that have the highest average 
compared to other indicators, namely reliability (reliability) and Assurance (assurance), this proves 
that  the level of reliability in the form of punctuality, provision and provision of accurate data, good 
service and solving problems quickly and precisely.  It is a priority that customers expect from the 
company. Trust and security, employee attitude and behavior and knowledge owned by employees 
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are instruments of assurance that become customer guarantees in making purchases. To be able to 
increase customer trust can be done by improving the reputation of the company, improving the 
security and convenience of service. Trust can encourage customers to use the product without any 
hesitation. Trust involves a person's willingness to behave certainly because of the belief that his 
partner will give something in accordance with what he expects which is a hope that someone has 
in the form of a word of promise or statement of others who can be trusted (Barnes, 2003: 149). Bpkb 
security guarantee of customers who become the company's assets becomes an important thing that 
is always maintained by ACC Makassar Branch, Customers who have made repayments will directly 
receive BPKB from Customer Service at that time without having to wait longer because all ACC 
without exception ACC Makassar Branch has and conducts its own storage of all bpkb customers 
guaranteed.  This is the largest guarantee of the company's assets and is one of the mainstays of 
services that are expected to foster customer trust in the company. Good service is felt by customers 
also can not be separated from the attitude and behavior shown by employees to customers. 
Therefore, it is important for companies to provide good knowledge to their employees in order to 
provide satisfactory service. 

Facts at the research site also showed the existence of performance measurements for each part 
that was used as a Key Performance Indicator (KPI) parameter in each employee using a Monitoring 
Control System (MCS). Each job will be given a score at the end of its completion including the type of 
service, duration of service, agreement reached from the results of the service and the conclusion of 
the results of the service. Any deficiencies in employee service obtained must have a  strong reason 
from the employee what causes are not achieved so that each employee is expected to be more 
responsible for their respective duties and responsibilities From the results of the work will be 
carried out daily self audits whose results are informed every morning at the time of morning breifing 
agenda. . This is done to evaluate the results of each employee's service to customers. 

The results of this test reflect that the Monitoring Control System implemented by ACC Makassar 
Branch as an effort to improve service quality has a positive impact on the services provided by 
employees to customers, with the strict monitoring implemented by the company's management 
resulting in better service. 

2. Impact of Product Quality on Customer Loyalty. 

The results of the second hypothesis (H2) test in Table 1 showed that product quality had a 
significant positive impact on customer loyalty. The results of this test mean that the better product 
quality provided by the company, the better customer loyalty  . The results of this test support the 
results of (Jahanshahi dkk., 2011; Halim dkk., 2014; Chinomona & Maziriri, 2017) who found that 
product quality has a positive and significant influence on customer loyalty. However, this is contrary 
to the results of Wantara & Tambrin (2019) research which states that product quality has a significant 
positive influence on customer satisfaction of Batik Tanjungbumi Madura but does not have a 
significant impact on customer loyalty, it is precisely the price that has a significant positive influence 
on customer satisfaction and customer loyalty. 

Descriptive statistics show that Sensory characteristics are product quality indicators  that have the 
highest average value compared to other indicators.  This means that people who have their own 
appearance, taste and attractiveness will be a target for customers who will make customers loyal. 
Product appearance can be interpreted in two senses (1) when the consumer looks at the appearance 
of the product, the consumer feels certain physical properties according to the design of the product 
(e.g. color, shape and texture), (2) certain color combinations, materials and physical aspects give the 
product a look that can be explained by certain appearance attributes (Reed, 2014). The appearance 
of a product can help consumers to judge the product based on functional, symbolic, aesthetic and 
ergonomic motifs (Dhameria dkk., 2014).  Taste has an important role if you want to buy a product. 
If the customer is worth the product according to his taste then whatever the price of the product is 
not an obstacle, although the company must be observant to see the taste of its customers because 
the tastes and demands of customers can change very quickly (Krismanto, 2009). Product appeal is 
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formed from product prices, product advantages, company reputation, availability of supporting 
products, complexity of products, accessories and services, good reviews  of products, relative 
advantages and standardization levels (Boyd & Mason, 1999). Attractiveness is something that is 
important for a product, the quality of the product is considered good if it has a high attractiveness, 
the principles of attractiveness of a product are the embodiment of excellent product quality (Crilly 
dkk., 2004). 

The results of this test reflect that the products launched by ACC Makassar Branch received a 
positive response from customers and felt in accordance with the needs of the market at that time, 
every condition that was used as momentum to launch new products and products made with various 
variations including multipurpose business packages (MGU) with discounts.  The payment of the 
first installment of five hundred thousand rupiah, special packages for teachers and civil servants 
and other products in accordance with customer needs and considered to have its own appeal. 
Although some customers still think that the down payment and rate offered is still not in accordance 
with the customer's wishes. 

3. Impact of Service Quality  on Repeat Orders 
Test results from the third hypothesis (H3) in Table 1 showed that service quality had a significant 

positive impact on repeat orders.  The results of this study mean that the better service quality that 
customers feel, the repeatorder will increase.  Service quality has a direct impact on repeat orders The 
results of this study support the research of (Kuo dkk., 2009; Purbasari & Purnamasari, 2018; Su dkk., 
2016;  Phuong & Dai Trang, 2018) which states that service quality has a significant positive impact on 
repeat orders, this study also supports the results of Septiawati (2018 ) which found that service quality  
Has a significant direct impact on consumer satisfaction, to be able to increase customer satisfaction, 
the company must first improve service quality. Service quality has a significant direct impact on repeat 
orders.  This means that the higher the service quality, the higher the repeat order. 

The results of this study contradict the results of research conducted by  (Lahindah & Siahaan, 
2018;  Siyamtinah & Hendar, 2015) which found that repeat orders can be improved through 
satisfaction and trust in online spending, consumers are more concerned with the benefits of the 
products purchased, the value of benefits is more dominant than service quality. The results of this 
test reflect that the service improvements carried out by all employees of ACC Makassar Branch get 
a positive response from customers that can lead to an increase in repeat orders, but the service needs 
to continue to be improved because the number  of repeat order sales  is currently low and has not 
reached the target set by the company. The company's management still has to improve itself and 
pay attention to service in all aspects, including the provision of extensive parking space for 
customer vehicles, this is evident from the results of respondents' assessments, on the question item 
received the lowest assessment compared to all indicators on service quality variables.  Other. This 
indicates that customers feel the availability of parking spaces in ACC Makassar Branch is still very 
narrow so customers often have difficulty in finding a parking space. The unavailability of adequate 
parking can also be one of the obstacles to the occurrence of transactions that lead to failed sales, 
because the dominant customer feels reluctant and lazy to come to the office if there is no parking or 
parking in full condition and eventually move to another place. 

4. Impact of Product Quality on RepeatOrder. 
The test results for the fourth hypothesis (H4) Table 1 show that Product quality has a significant 

positive impact  on repeat orders, this means that the better the product quality that customers feel, the 
more  repeat orders will increase.  Product quality has a direct impact on repeat orders.  The results of 
this study are in line with the results of Mirabi dkk (2015) research which found that brand quality, 
product quality, and advertising have an influence on repurchase intentions, whereas packaging and 
price have no influence on repurchase intentions. Most consumers are more concerned with product 
quality regardless of packaging and price. The results of this study also support the results of the 
Study Yunus (2014) which states that product quailty has a positive and significant impact on repeat 



Enrichment: Journal of Management  ISSN 2087-6327 (Print)|2721-7787 (Online)  

 

Abdul Rahman Rahim, et al, The Impact Of Service Quality And Product Quality On Customer Loyalty And Its 
Impact   On Repeats Order At Astra Credit Companies Makassar Branch 

2567 

orders.  But the results of this study contradict the results of Denniswara (2016) study which found 
that product quality and price did not affect the intention of repurding significantly but promotions 
that affected repurding intentions significantly. 

The results of this study reflect that the appearance and attractiveness of a product becomes an 
important aspect that is considered by customers when they want to repeat orders.  This indicates that 
the product offered if it has an appearance and is considered to provide attractiveness to the 
customer will affect the customer to repeat the order.  Gift giving, special discounts, and interesting 
sweepstakes become the attraction of ACC Makassar Branch in maintaining its customers in order 
to repeat orders again. Grouping customers into customer priority with various ease of financing 
administration becomes an attractive initial appearance for customers to repurchase. 

Range and type of featurs regarding additional features and product privileges are the lowest 
indicators in the product quality variable  in this study, this means that ACC Makassar Branch 
customers are still not satisfied with existing products and still want something more.  Down Payment 
which is considered relatively affordable and the selling rate that is considered already quite low by 
the company is most likely still considered heavy and relatively high by customers. If the customer 
feels that the product quality is not in accordance with expectations then the customer will be 
disappointed, if the customer is disappointed then the customer will not be loyal but will instead 
move to another place that is considered better, on the contrary if the customer feels it matches the 
product quality received then the customer will be loyal because it assumes that the product quality 
is in accordance with expectations, if the service is in accordance with expectations then the customer 
will return to the company to do so.  repurchase.   

5. Customer's Impact on RepeatOrder 
The results of the fifth hypothesis (H5) test based on Table 1 showed that customer loyalty had 

a significant positive impact on repeat orders.  The results of these findings show that the higher 
customer loyalty, the  higher the repeat order. The results of this study support the results of research 
(Chinomona & Maziriri, 2017; Upamannyu dkk., 2015;  Andre, 2017) which states that customer 
loyalty has a significant impact on repeat orders.  Loyal customers tend to suggest others follow the 
same positive experience as themselves. This is contrary to the results of (Curtis dkk., 2011)  that 
loyalty has no impact on customer satisfaction and repeat orders, only customer satisfaction that 
positively affects repeat orders. 

The highest indicators of customer loyalty variables are regular ordermakes repeat purchases, 
purchases across product and service lines. Making repeated purchases and buying between product 
lines and services at the same company on a regular basis will foster a loyal attitude towards the 
company and in the end they will be loyal to the company for good. Customer loyalty is indicated 
by a high level of repurchase and has a positive nature towards a brand. It is also revealed by 
(Mothersbaugh dkk., 2020), that customer Loyalitas is the encouragement of one's behavior to make 
repeated purchases  and build customer loyalty to a product or service produced by the business 
entity, taking a long time through a process of repeated purchases aforementioned. 

Facts in the study showed that the same purchase was made by the same customer for the 
purchase of different types of cars, the number of multi-contract customers who are old customers 
and still make additional orders on the grounds that they are already suitable for the company and 
reluctant to move elsewhere. This means that if the customer already feels fit with a company then 
the customer will be loyal and will still make a repurchase in the same place, in other words that 
someone who has been loyal will have a bond of feeling and dependence on an object and try to 
maintain and be loyal to the object.  Loyal customers will guarantee revenue growth for the company 
because it tends to buy more even at a high price so that it will have an impact on the profits earned 
by the company. 
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6. Impact of Service Quality on Repeat Orders through Customer Loyalty 
The results of the sixth hypothesis (H6) test in Table 1 show that service quality has a significant 

positive impact on repeat orders through customer loyalty. These findings show that  good service 
quality is felt by customers to encourage the emergence of customer loyalty and ultimately have an 
impact on repeat orders that are getting better. The results of these findings are in line with the results 
of research conducted by Purbasari & Purnamasari (2018) that the quality of service has a positive 
and significant influence on repurchase, quality of service becomes an important predictor of 
consumer repurchases such as providing recommendations, repurchase, switching, or complaining.   
Researcher Upamannyu dkk (2015) suggests that customer trust and loyalty have a significant 
impact on repurchases. 

This means that the creation of repeat orders starts from the presence of good service felt by 
customers, if the customer feels comfortable and matches the service received then the customer will 
show a positive attitude and show hisloyality by willing to buy other products in the same company 
and will tell his experience to others and reluctant to move to another company,  The customer will 
return to the same company to make a repurchase. Customers' buy back intentions primarily depend 
on their past experience of multiple service and future service presuppositions (Wathne dkk., 2001). 

7. Impact of Product Quality on Repeat Orders through Customer Loyalty 
The results of the seventh hypothesis (H7) test in Table 1 show that product quality has a 

significant positive impact on repeat orders through customer loyalty. This shows that the increase in 
product quality will encourage the emergence of customer loyalty so that it has an impact on 
increasing repeat orders. Customer loyalty becomes a mediator in the relationship between product 
quality and repeat orders. The results of these findings are in line with the results of research conducted 
by Kurniawan dkk (2007) which stated that re-buying interest affects customer loyalty, to increase 
buying interest by improving product quality such as making flavor variations and replacing 
packaging for the better. This research is also supported by the results of research conducted by 
(Chinomona & Maziriri, 2017) which suggests that brand awareness and product quality have a 
positive and significant influence on brand loyalty, brand loyalty has a positive impact and 
significant on repurchase.  

Based on data obtained from respondents' answers on questionnaires that overall ACC 
makassar branch customers in making purchases have a good perception. However, the product 
quality variable  indicator is the lowest variable indicator compared to other variables. This means 
that ACC Makassar Branch customers as a whole despite considering the product quality received is 
good but still needs to be improved, this needs to be an evaluation for the company because the 
number  of repeat orders during 2017-2019 is still low, this can also indicate that the low repeat order 
could be due to the still need for improvements to product quality.  Existing, so it is important for the 
company to add additional features and give its own privileges to customers so that customers 
remain loyal, including by making innovations that can support the acceleration of product sales 
such as making packages with  light rates, replacing flyers with current models and modifying the 
price list.  In addition, it can also add product variations such as sales of used car customers to 
customers with ACC Makassar Branch financing. 

CONCLUSION  

Based on the description and discussion of the results of the research that have been described above, 
it can be concluded as follows: Service quality has a significant postive impact on customer loyalty 
in ACC Makassar Branch. This means that the better service quality that customers feel, the  higher 
customer loyalty. Product quality has a significant positive impact on customer loyalty in ACC 
Makassar Branch. This means that the better the product quality, the higher  the customer loyalty 
Service quality has a significant positive impact on repeat orders in ACC Makassar Branch.  This 
means that the better service quality that customers feel, the repeat order will increase. Product 
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quality b has a significant positive impact on  repeat orders in ACC Makassar Branch.  This means 
that the better product quality received by customers, repeat orders are increasing. Customer 
Loyalty has a significant positive impact on repeat orders at ACC Makassar Branch.  This means that 
the higher customer loyalty, the higher the repeat order. Service quality has a significant positive 
impact on repeat orders through customer loyalty to ACC Makassar Branch. This means that good  
service quality is felt by customers to encourage the emergence of customer loyalty  and ultimately 
have an impact on repeat orders that are increasing. Product quality has a significant positive impact 
on repeat orders through loyalty to ACC Makassar Branch. This means that increased product 
quality will encourage the emergence of customer loyalty so that it has an impact on increasing 
repeat orders. 

References  
Andre, Y. B. (2017). Analisis Hubungan Antara Kepuasan Pelanggan dan Loyalitas Pelanggan 

Terhadap Keinginan Pembelian Ulang, Studi Kasus di Universitas Bunda Mulia. Business 
Management Journal, 5(1). 

Boyd, T. C., & Mason, C. H. (1999). The link between attractiveness of “extrabrand” attributes and 
the adoption of innovations. Journal of the Academy of Marketing Science, 27(3), 306–319. 

Chi, G. (2005). A study of developing destination loyalty model. Oklahoma State University. 
Chinomona, R., & Maziriri, E. T. (2017). The influence of brand awareness, brand association and 

product quality on brand loyalty and repurchase intention: A case of male consumers for 
cosmetic brands in South Africa. Journal of Business and Retail Management Research, 12(1). 

Crilly, N., Moultrie, J., & Clarkson, P. J. (2004). Seeing things: Consumer response to the visual 
domain in product design. Design studies, 25(6), 547–577. 

Curtis, T., Abratt, R., Rhoades, D., & Dion, P. (2011). Customer loyalty, repurchase and satisfaction: 
A meta-analytical review. The Journal of Consumer Satisfaction, Dissatisfaction and Complaining 
Behavior, 24. 

Denniswara, E. P. (2016). Pengaruh Kualitas Produk, harga dan Promosi terhadap Intensi membeli 
ulang produk My IDEAS. Jurnal Manajemen dan Start-Up Bisnis, 1(4), 480–488. 

Dhameria, V., Ferdinand, A. T., & MUDIANTONO, M. (2014). Analisis pengaruh keunikan desain 
kemasan produk, kondusivitas store environment, kualitas display produk terhadap keputusan pembelian 
impulsif (studi pada pasaraya Sri Ratu Pemuda Semarang) [PhD Thesis]. Diponegoro University. 

Griffin, J. (2005). Customer loyalty: Menumbuhkan & mempertahankan kesetiaan pelanggan. 
Grönroos, C. (2007). Service management and marketing: Customer management in service competition. 

John Wiley & Sons. 
Halim, P., Swasto, B., Hamid, D., & Firdaus, M. R. (2014). The influence of product quality, brand 

image, and quality of service to customer trust and implication on customer loyalty (survey on 
customer brand sharp electronics product at the South Kalimantan Province). European Journal 
of Business and Management, 6(29), 159–166. 

Jahanshahi, A. A., Gashti, M. A. H., Mirdamadi, S. A., Nawaser, K., & Khaksar, S. M. S. (2011). Study 
the effects of customer service and product quality on customer satisfaction and loyalty. 
International Journal of Humanities and Social Science, 1(7), 253–260. 

Keller, K. L. (2013). Building strong brands in a modern marketing communications environment. 
Dalam The Evolution of Integrated Marketing Communications (hlm. 73–90). Routledge. 

Kheng, L. L., Mahamad, O., & Ramayah, T. (2010). The impact of service quality on customer loyalty: 
A study of banks in Penang, Malaysia. International journal of marketing studies, 2(2), 57. 

Klein, G. (2007). Performing a project premortem. Harvard business review, 85(9), 18–19. 
Kotler, P., & Keller, K. L. (2009). Manajemen pemasaran. edisi. 
Kottler, P., & Keller, K. L. (2009). Marketing management. Jakarta: Erlangga. 



        ISSN 2087-6327 (Print)|2721-7787 (Online) 

Enrichment, Vol.12, No. 4, October 2022: pp 2560-2571 

2570 

Krismanto, A. (2009). “Analisis Faktor-Faktor yang Mempengaruhi Loyalitas Nasabah”(Studi Kasus Pada 
PT. Bank Rakyat Indonesia Cabang Semarang Pattimura) [PhD Thesis]. program Pascasarjana 
Universitas Diponegoro. 

Kuo, Y.-F., Wu, C.-M., & Deng, W.-J. (2009). The relationships among service quality, perceived 
value, customer satisfaction, and post-purchase intention in mobile value-added services. 
Computers in human behavior, 25(4), 887–896. 

Kurniawan, I., Santoso, S. B., & Dwiyanto, M. (2007). Analisis faktor-faktor yang mempengaruhi 
minat beli ulang produk serta dampaknya terhadap loyalitas pelanggan. Jurnal Studi Manajemen 
& Organisasi, 4(2), 27–42. 

Lahindah, L., & Siahaan, R. (2018). The influence of product innovation and service quality to buying 
decision and the impact to repeat buying at Progo Road Bandung. The Asian Journal of Technology 
Management, 11(2), 118–124. 

Lee, Y., & Kao, H. (2015). Effects of service quality on customer loyalty–a case of Taiwanese Watsons 
personal car stores. Universal journal of management, 3(5), 187–197. 

Mappatompo, A., & Nasrullah, N. (2022). EFFECT OF PROMOTION, BRAND IMAGE ON LOCAL 
WISDOM AND DECISIONS PURCHASING AT THE PT. MEGAH PUTRA SEJAHTERA 
SUZUKI MAKASSAR. International Conference of Business and Social Sciences, 486–504. 

Mengenal Perusahaan Pembiayaan dan Cara Kerjanya—Cermati.com. (t.t.). Diambil 24 September 2022, 
dari https://www.cermati.com/artikel/mengenal-perusahaan-pembiayaan-dan-cara-
kerjanya 

Mirabi, V., Akbariyeh, H., & Tahmasebifard, H. (2015). A study of factors affecting on customers 
purchase intention. Journal of Multidisciplinary Engineering Science and Technology (JMEST), 2(1). 

Mothersbaugh, D. L., Hawkins, D. I., Kleiser, S. B., Mothersbaugh, L. L., & Watson, C. F. (2020). 
Consumer behavior: Building marketing strategy. McGraw-Hill Education New York, NY, USA. 

Octavia. (t.t.). Octavia.R. 2016.The Effect Of Service Quality And Customer Satisfaction Index Savings On 
Customer Loyalty In Pt. Bank Indek Lampung Branch Office—Penelusuran Google. Diambil 24 
September 2022, dari https://www.google.com/search?client=firefox-b-
d&q=Octavia.R.+2016.The+Effect+Of+Service+Quality+And+Customer+Satisfaction+Index+S
avings+On+Customer+Loyalty+In+Pt.+Bank+Indek+Lampung+Branch+Office 

Parasuraman, A., Zeithaml, V., & Berry, L. (2002). SERVQUAL: A multiple-item scale for measuring 
consumer perceptions of service quality. Retailing: critical concepts, 64(1), 140. 

Peyrot, M., & Van Doren, D. (1994). Effect of a class action suit on consumer repurchase intentions. 
Journal of Consumer Affairs, 28(2), 361–379. 

Phuong, N. N. D., & Dai Trang, T. T. (2018). Repurchase intention: The effect of service quality, 
system quality, information quality, and customer satisfaction as mediating role: a PLS 
approach of m-commerce ride hailing service in Vietnam. Marketing and Branding Research, 5(2), 
78. 

Purbasari, D. M., & Purnamasari, D. L. (2018). Pengaruh kualitas pelayanan dan kepuasan pelanggan 
terhadap pembelian ulang. Jurnal Inspirasi Bisnis dan Manajemen, 2(1), 43–54. 

Puspitasari, A. N., & Ferdinand, A. T. (2011). Analisis Pengaruh Kualitas Produk dan Kualitas Pelayanan 
Terhadap Kepuasan Pelanggan Untuk Mendorong Minat Beli Ulang (Studi pada Pengguna Nokia di 
Semarang) [PhD Thesis]. Universitas Diponegoro. 

Reed, E. S. (2014). The intention to use a specific affordance: A conceptual framework for psychology. 
Dalam Development in context (hlm. 61–92). Psychology Press. 

Saleem, H., & Raja, N. S. (2014). The impact of service quality on customer satisfaction, customer 
loyalty and brand image: Evidence from hotel industry of Pakistan. Middle-East Journal of 
Scientific Research, 19(5), 706–711. 

Septiawati. (t.t.). Pengaruh Kualitas Pelayanan terhadap Niat Pembelian Ulang Produk dengan Kepuasan 
Pelanggan sebagai Variabel Mediasi. Tesisditerbitkan. Bandar Lampung: Program Pascarsaja 
Universitas Bandar Lampung.  



Enrichment: Journal of Management  ISSN 2087-6327 (Print)|2721-7787 (Online)  

 

Abdul Rahman Rahim, et al, The Impact Of Service Quality And Product Quality On Customer Loyalty And Its 
Impact   On Repeats Order At Astra Credit Companies Makassar Branch 

2571 

Sholihin, M., & Ratmono, D. (2021). Analisis SEM-PLS dengan WarpPLS 7.0 untuk hubungan nonlinier 
dalam penelitian sosial dan bisnis. Penerbit Andi. 

Siyamtinah, S., & Hendar, H. (2015). Meningkatkan pembelian ulang melalui kepercayaan dan 
kepuasan pada pembelanjaan online. 2nd Conference in Business, Accounting, and Management 
2015. 

Soeling, P. D. (2007). Pertumbuhan Bisnis dan Tanggung jawab sosial perusahaan. Jurnal Ilmu 
Administrasi dan Organisasi, Bisnis & Birokrasi, 15(1). 

Su, L., Swanson, S. R., & Chen, X. (2016). The effects of perceived service quality on repurchase 
intentions and subjective well-being of Chinese tourists: The mediating role of relationship 
quality. Tourism management, 52, 82–95. 

Thio, S. (2001). Membangun Service Quality untuk mencapai kepuasan konsumen di industri 
Hospitality. Jurnal Manajemen dan Kewirausahaan, 3(1), 61–71. 

Thomas, B., & Tobe, J. (2012). Anticipate: Knowing what customers need before they do. John Wiley & 
Sons. 

Upamannyu, N. K., Gulati, C., Chack, A., & Kaur, G. (2015). The effect of customer trust on customer 
loyalty and repurchase intention: The moderating influence of perceived CSR. International 
Journal of Research in IT, Management and Engineering, 5(4), 1–31. 

Wang, C.-L., Chen, Z.-X., Chan, A. K., & Zheng, Z.-C. (2000). The influence of hedonic values on 
consumer behaviors: An empirical investigation in China. Journal of Global Marketing, 14(1–2), 
169–186. 

Wantara, P., & Tambrin, M. (2019). The Effect of price and product quality towards customer 
satisfaction and customer loyalty on madura batik. International Tourism and Hospitality Journal, 
2(1), 1–9. 

Wathne, K. H., Biong, H., & Heide, J. B. (2001). Choice of supplier in embedded markets: Relationship 
and marketing program effects. Journal of Marketing, 65(2), 54–66. 

Wendha, A., Rahyuda, I. K., & Suasana, I. (2013). Pengaruh kualitas layanan terhadap kepuasan dan 
loyalitas pelanggan Garuda Indonesia di Denpasar. Jurnal Manajemen, Strategi Bisnis, dan 
Kewirausahaan, 7(1), 19–28. 

Yunus, A. (2014). Pengaruh kualitas produk, lokasi dan lingkungan fisik terhadap pembelian ulang 
pada warung kopi harapan j2 di kota palu. Katalogis, 2(7). 

 


