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ABSTRAK

Seiring dengan meningkatnya persaingan aplikasi yang semakin ketat pada dunia
transportasi, perceived ease of use dan customer experience merupakan strategi
pemasaran yang efektif dalam memberikan pelayanan serta kepuasan kepada
banyak konsumen, sehingga hal ini dapat mendorong niat beli ulang konsumen
pada aplikasi tersebut. Tujuan dari penelitian iniuntuk mengetahui pengaruh
perceived ease of usedan customer experience terhadap repurchase intention
melalui customer satisfaction. Populasi dalam penelitian ini adalah individu yang
menggunakan Access by KAI di seluruh Indonesia. Penelitian ini menggunakan
metode kuantitatif dan sumber data yang digunakan adalah data primer. Teknik
pengambilan sampel dalam penelitian ini menggunakan non probability sampling
dengan 170 responden. Analisis data dilakukan dengan menggunakan PLS-SEM
3.0. Berdasarkan hasil uji statistik, hasil penelitian menunjukan bahwa perceived
ease of use dan customer experience berpengaruh terhadap customer satisfaction,
perceived ease of use berpengaruh terhadap repurchase intention, customer
experience tidak berpengaruh terhadap repurchase intention, customer
satisfaction berpengaruh terhadap repurchase intention, customer satisfaction
dapat memediasi antara perceived ease of use dan repurchase intention, customer
satisfation dapat memediasi antara customer experience dan repurchase intention.

Kata Kunci : Perceived Ease of Use, Customer Experience, Customer
Satisfaction, dan Repurchase Intention



ABSTRACT

Along with the increasing competition of increasingly tight applications in the
transportation world, perceived ease of use and customer experience are effective
marketing strategies in providing services and satisfaction to many consumers, so
that this can encourage consumer repurchase intentions on the application. The
purpose of this study is to determine the effect of perceived ease of use and
customer experience on repurchase intention through customer satisfaction. The
population in this study were individuals who use Access by KAI throughout
Indonesia. This study uses quantitative methods and the data sources used are
primary data. The sampling technique in this study used non-probability sampling
with 170 respondents. Data analysis was carried out using PLS-SEM 3.0. Based
on the results of statistical tests, the results of the study showed that perceived
ease of use and customer experience had an effect on customer satisfaction,
perceived ease of use had an effect on repurchase intention, customer experience
did not have an effect on repurchase intention, customer satisfaction had an effect
on repurchase intention, customer satisfaction could mediate between perceived
ease of use and repurchase intention, customer satisfaction could mediate
between customer experience and repurchase intention.

Keywords : Perceived Ease of Use, Customer Experience, Customer Satisfaction,
dan Repurchase Intention
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