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ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh e-service quality dan system
availability terhadap repurchase intention melalui e-satisfaction sebagai variabel
intervening pada pengguna aplikasi Platinum Cineplex di Kebumen. Penelitian ini
dilatarbelakangi oleh masih ditemukannya kendala dalam penggunaan aplikasi,
seperti aplikasi yang meminta pengguna untuk melakukan /ogin secara berulang,
keterlambatan atau tidak diterimanya kode Omne-Time Password (OTP), serta
gangguan dalam proses pemesanan tiket. Data diperoleh melalui penyebaran
kuesioner kepada 110 responden yang berusia minimal 17 tahun dan pernah
melakukan pembelian tiket bioskop secara online melalui aplikasi Platinum
Cineplex di Kabupaten Kebumen. Teknik pengambilan sampel yang digunakan
adalah non-probability sampling dengan metode purposive sampling. Analisis data
dilakukan menggunakan metode Structural Equation Modeling—Partial Least
Square (SEM-PLS) dengan bantuan perangkat lunak SmartPLS. Hasil penelitian
menunjukkan bahwa e-service quality dan system availability berpengaruh positif
terhadap e-satisfaction dan repurchase intention pengguna aplikasi Platinum
Cineplex. Selain itu, e-satisfaction berperan sebagai variabel intervening dalam
hubungan antara e-service quality dan system availability terhadap repurchase
intention.

Kata kunci: e-service quality, system availability, e-satisfaction, repurchase
intention, Platinum Cineplex.
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ABSTRACT

This study aims to analyze the effect of e-service quality and system availability on
repurchase intention, with e-satisfaction serving as an intervening variable,
among users of the Platinum Cineplex app in Kebumen. This study was motivated
by the fact that there are still challenges in using the app, such as the app requiring
users to log in repeatedly, delays in receiving One-Time Password (OTP) codes or
failure to receive them at all, and disruptions in the ticket booking process. The
data were collected through a questionnaire distributed to 110 respondents who
were at least 17 years old and had previously purchased movie tickets online via
the Platinum Cineplex app in Kebumen Regency. The sampling technique used was
non-probability sampling with a purposive sampling method. Data analysis was
conducted using the Structural Equation Modeling—Partial Least Squares (SEM-
PLS) method with the assistance of SmartPLS software. The results of the study
indicate that e-service quality and system availability have a positive effect on e-
satisfaction and repurchase intention amongst users of the Platinum Cineplex app.
Furthermore, e-satisfaction acts as an intervening variable in the relationship
between e-service quality and system availability and repurchase intention.

Keywords: e-service quality, system availability, e-satisfaction, repurchase
intention, Platinum Cineplex.
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