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ABSTRAKSI

Penelitian ini bertujuan untuk mengetahui pengaruh e-service quality dan customer
experience terhadap repurchase intention melalui customer satisfaction sebagai
variabel intervening pada pengguna Traveloka di Kebumen. Pengumpulan data
dilakukan menggunakan kuesioner dengan skala Likert 4. Populasi dalam
penelitian ini adalah pengguna Traveloka di Kebumen. Sampel penelitian sebanyak
100 responden dengan metode purposive sampling. Berdasarkan metode statistika
dilakukan uji validitas, uji reliabilitas, uji asumsi klasik (uji multikolonieritas, uji
heteroskedastisitas, dan uji normalitas), uji parsial, uji koefisien determinasi,
analisis korelasi dengan bantuan program SPSS for windows versi 25.0. Hasil dari
penelitian ini menunjukan bahwa e-service quality berpengaruh positif terhadap
customer satisfaction, customer experience berpengaruh postif terhadap customer
satisfaction, tidak ada pengaruh langsung antara e-service quality dengan
repurchase intention, customer experience berpengaruh positif terhadap
repurchase intention, customer satisfaction berpengaruh positif terhadap
repurchase intention, customer satisfaction mampu memediasi hubungan antara e-
service quality dengan repurchase intention, customer satisfaction tidak dapat
memediasi hubungan anatar customer exeperience dengan repurchase intention.

Kata Kunci: e-service quality, customer experience, customer satisfaction,
repurchase intention
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ABSTRACT

This research aims to determine the influence of e-service quality and customer
experience on repurchase intention through customer satisfaction as an intervening
variable for Traveloka users in Kebumen. Data collection was carried out using a
questionnaire with a Likert scale of 4. The population in this study were Traveloka
users in Kebumen. The research sample was 100 respondents using a purposive
sampling method. Based on statistical methods, validity tests, reliability tests,
classic assumption tests (multicollinearity test, heteroscedasticity test and
normality test), partial tests, coefficient of determination tests, correlation analysis
were carried out with the help of the SPSS for Windows version 25.0 program. The
results of this research show that e-service quality has a positive effect on customer
satisfaction, customer experience has a positive effect on customer satisfaction,
there is no direct effect between e-service quality and repurchase intention,
customer experience has a positive effect on repurchase intention, customer
satisfaction has a positive effect on repurchase intention, customer satisfaction is
able to mediate the relationship between e-service quality and repurchase intention,
customer satisfaction cannot mediate the relationship between customer experience
and repurchase intention.

Keywords: e-service quality, customer experience, customer satisfaction,
repurchase intention
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