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Abstract

This research aims to study the influence of perceived justice and consumer expectations
affecting the effectiveness of consumer protection. Data collection and quantitative analysis. The
population is the consumers who complain at the Office of Consumer Protection. This research
population is Consumers who complain at the Office of Consumer Protection there were 400
complaints about services, consumer goods and real estate. The data were collected by
questionnaire. Data were analyzed using percentage, mean, standard deviation, minimum, maximum,
and structural equation model. The research found that: (1) Consumers have the opinion of justice as
the most important interaction, followed by process justice and justice, according to the reward (2)
Consumers have the highest expectations for service quality, second is the expectation of corporate
response and expectation to be healed (3) Consumers believe that the Office of Consumer
Protection has a high level of image and confidence in the Office of Consumer Protection. The
satisfaction level of the consumers was moderate. (4) Fairness, perception, and consumer
expectations are factors that influence the effectiveness of consumer protection.
Keywords: Perceived Justice, Consumer Expectations, Effectiveness of Consumer Protection
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