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ABSTRAK

DIMAS BARENT INSYRA, 18042010065, Pengaruh Customer Experience,
Trust Dan Customer Satisfaction Terhadap Repurchase Intention Pada

Reservasi Tiket Pesawat di Aplikasi Traveloka

(Studi Kasus pada Masyarakat Kota Tanjungpinang Provinsi Kepulauan
Riau).

Karya ilimiah ini memiliki tujuan untuk mengetahui adanya pengaruh Customer
Experience, Trust Dan Customer Satisfaction Terhadap Repurchase Intention
Pada Reservasi Tiket Pesawat di Aplikasi Traveloka (Studi Kasus pada
Masyarakat Kota Tanjungpinang Provinsi Kepulauan Riau) yang dapat dijelaskan
secara parsial maupun simultan. Karya ilmiah ini merupakan penelitian kuantitatif
dan menggunakan alat uji Regresi Linier Berganda. Teknik penarikan sampel
pada penilitian ini adalah dengan purposive sampling yang memiliki jumlah 100
responden yang telah mengisi kuesioner atau angket yang telah disediakan serta
analisis menggunakan aplikasi SPSS. Hasil penelitian ini menunjukkan bahwa
terdapat adanya pengaruh yang signifikan baik secara simultan variabel Customer
Experience, Trust dan Customer Satisfaction terhadap variabel dependen
Repurchase Intention maupun secara parsial masing-masing variabel dependen
terhadap variabel independen. Dengan hasil penelitian ini menunjukan bahwa
Customer Experience, Trust dan Customer Satisfaction dapat memberikan
pengaruh signifikan kepada masyarakat Kota Tanjungpinang Provinsi Kepulauan
Riau dalam melakukan pembelian kembali atau Repurchase Intention dalam
melakukan reservasi tiket pesawat di Traveloka.

Kata Kunci: Customer Experience, Trust, Customer Satisfaction, Repurchase
Intention
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ABSTRACT

DIMAS BARENT INSYRA, 18042010065, The Effect Of Customer Experience,
Trust And Customer Satisfaction On Airplane Ticket Reservations in the

Traveloka Application

(Case Study of Tanjungpinang’s Citizen, Riau Islands Province).

This paper aims to determine the influence of Customer Experience, Trust and
Customer Satisfaction on Repurchase Intentions on Airplane Ticket Reservations
in the Traveloka Application (Case Study of Tanjungpinang’s Citizen, Riau
Islands Province) which can be explained partially or simultaneously. This
scientific work is a quantitative research and uses the Multiple Linear Regression
test tool. The sampling technique in this study was by purposive sampling which
had a total of 100 respondents who had filled out the questionnaire that had been
provided and analyzed using the provided SPSS application. The results of this
study indicate that there is a significant influence both simultaneously the
variables Customer Experience, Trust and Customer Satisfaction on the
dependent variable Repurchase Intention and partially each dependent variable
on the independent variable. The results of this study show that Customer
Experience, Trust and Customer Satisfaction can have a significant influence on
the people of Tanjungpinang City, Riau Islands Province in making repurchases
or Repurchase Intentions in making flight ticket reservations at Traveloka.

Keywords: Customer Experience, Trust, Customer Satisfaction, Repurchase
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