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ABSTRAKSI

Penelitian ini dilakukan untuk mengetahui pengaruh Perceived Ease of Use dan
Customer Experience terhadap Intention to Continue dengan Customer Satisfaction
sebagai variabel intervening pada pengguna aplikasi Access By KAIL Pengumpulan
data dalam penelitian ini menggunakan kuesioner dengan teknik purposive
sampling dengan sampel sebanyak 105 responden pengguna aplikasi Access By
KALI. Hipotesis dalam penelitian ini diuji menggunakan metode Structural Equation
Modeling-Partial Least Square (SEM-PLS) dengan bantuan software SmartPLS
3.0. Hasil penelitian menunjukkan bahwa Perceived Ease of Use berpengaruh
secara signifikan terhadap Customer Satisfaction, Customer Experience
berpengaruh secara signifikan terhadap Customer Satisfaction, Perceived Ease of
Use tidak berpengaruh secara signifikan terhadap Intention to Continue, Customer
Experience berpengaruh secara signifikan terhadap Intention to Continue,
Customer Satisfaction berpengaruh secara signifikan terhadap [Intention to
Continue, Customer Satisfaction berhasil memediasi pengaruh Perceived Ease of
Use terhadap Intention to Continue, dan Customer Satisfaction tidak berhasil
memediasi pengaruh Customer Experience terhadap Intention to Continue.

Kata Kunci: Perceived Ease of Use, Customer Experience, Customer
Satisfaction, Intention to Continue, Access by KAL
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ABSTRACT

This study was conducted to determine the effect of Perceived Ease of Use and
Customer Experience on Intention to Continue among Access by KAI application
users, with Customer Satisfaction as an intervening variable. Data collection in this
study was carried out using a questionnaire with a purposive sampling technique
and a sample of 105 respondents. The hypotheses in this study were tested using the
Structural Equation Modeling—Partial Least Squares (SEM-PLS) method with
SmartPLS 3.0 software. The results of this study indicate that Perceived Ease of
Use has a significant effect on Customer Satisfaction, Customer Experience has a
significant effect on Customer Satisfaction, Perceived Ease of Use has no
significant effect on Intention to Continue, Customer Experience has a significant
effect on Intention to Continue, Customer Satisfaction has a significant effect on
Intention to Continue, Customer Satisfaction successfully mediates the effect of
Perceived Ease of Use on Intention to Continue, and Customer Satisfaction does
not successfully mediate the effect of Customer Experience on Intention to

Continue.

Keywords: Perceived Ease of Use, Customer Experience, Customer Satisfaction,
Intention to Continue, Access by KAI.
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