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ABSTRAK

SHEILA SABINA ADELIA RIZKA, 20042010082, Pengaruh Customer
Experience, Trust, dan Customer Satisfaction Terhadap Repurchase Intention
Pada Pemesanan Tiket Di Aplikasi Access by KAI (Studi Pada Penumpang
Kereta Api di Stasiun Gubeng Surabaya)

Persaingan dunia bisnis yang semakin meningkat membuat tiap perusahaan perlu
untuk merencanakan strategi yang tepat untuk dapat menciptakan nilai lebih
dibanding para pesaing. Menyediakan layanan sesuai dengan kebutuhan serta
harapan konsumen akan dapat menciptakan rasa puas sehingga dapat mendorong
minat beli ulang produk pada konsumen. Penelitian ini dilakukan dengan tujuan
untuk menganalisis dan mengetahui pengaruh customer experience, trust, dan
customer satisfaction terhadap repurchase intention pada penumpang kereta yang
menggunakan aplikasi Access by KAI di Stasiun Gubeng Surabaya. Metode
penelitian ini menggunakan metode kuantitatif dengan pendekatan asosiatif.
Sampel yang digunakan pada penelitian ini berjumlah 100 responden. Teknik
penarikan sampel pada penelitian ini menggunakan purposive sampling dengan
kriteria penumpang kereta api di Stasiun Gubeng Surabaya, Pernah atau sedang
menggunakan aplikasi Access by KAI dalam melakukan pembelian tiket kereta
minimal 1 kali transaksi, dan berusia minimal 17 tahun. Teknik analisis data pada
penelitian ini menggunakan uji validitas, uji reliabilitas, uji asumsi klasik, uji
regresi liner berganda, uji koefisien determinasi dan uji hipotesis. Hasil penelitian
ini menyatakan bahwa customer experience, trust dan customer satisfaction secara
simultan berpengaruh positif dan signifikan terhadap repurchase intention.
Variabel customer experience, trust, dan customer satisfaction secara parsial
memiliki pengaruh positif dan signifikan terhadap variabel repurchase intention
pemesanan tiket kereta di aplikasi Access by KA.

Kata Kunci: Customer Experience, Trust, Customer Satisfaction, Repurchase
Intention, Access by KA
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ABSTRACT

SHEILA SABINA ADELIA RIZKA, 20042010082, The Effect of Customer
Experience, Trust, Customer Satisfaction on Repurchase Intention on Ticket
Booking in the Access by KAI Application (Study on Train Passengers at
Gubeng Station Surabaya).

Increasing competition in the business world makes each company need to plan
the right strategy to be able to create more value than competitors. Providing
services in accordance with the needs and expectations of consumers will be able
to create a sense of satisfaction so that it can encourage repurchase interest in
products in consumers. This study was conducted with the aim of analyzing and
knowing the effect of customer experience, trust, and customer satisfaction on
repurchase intention in train passengers who use the Access by KAI application at
Gubeng Station Surabaya. This research method uses quantitative methods with
an associative approach. The sample used in this study amounted to 100
respondents. The sampling technique in this study used purposive sampling with
the criteria of train passengers at Gubeng Station Surabaya, have ever or are
currently using the Access by KAI application in purchasing train tickets at least
1 transaction, and are at least 17 years old. The data analysis technique in this
study uses validity test, reliability test, classical assumption test, multiple liner
regression test, determination coefficient test and hypothesis testing. The results
of this study state that customer experience, trust and customer satisfaction
simultaneously have a positive and significant effect on repurchase intention. The
customer experience, trust, and customer satisfaction variables partially have a
positive and significant influence on the repurchase intention variable for
ordering train tickets in the Access by KAI application.

Keywords: Customer Experience, Trust, Customer Satisfaction, Repurchase
Intention, Access by KAI
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