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ABSTRAK 

 

NINDI IRMAYA, 21042010019, Pengaruh Experience, Trust , Dan Customer 

Satisfaction Terhadap Repurchase Intention Pada Pemesanan Layanan 

Goride Di Aplikasi Gojek  

(Studi Pada Mahasiswa Di UPN "Veteran" Jawa Timur) 

Penelitian ini memiliki tujuan untuk mengetahui adanya pengaruh pengalaman 

pelanggan (Experience), kepercayaan (Trust ), dan kepuasan pelanggan (Customer 

Satisfaction). Penelitian ini menyoroti bagaimana ketiga faktor tersebut dapat 

membentuk Repurchase Intention di kalangan mahasiswa UPN "Veteran" Jawa 

Timur yang sering menggunakan layanan GoRide. Metode yang digunakan adalah 

analisis kuantitatif dengan pendekatan regresi linier berganda. Data dikumpulkan 

melalui kuesioner yang disebarkan kepada 100 responden. Dalam penelitian ini, 

variabel Customer Experience, Trust , dan Customer Satisfaction dianalisis untuk 

mengetahui seberapa besar pengaruhnya terhadap Repurchase Intention. Hasil 

penelitian menunjukkan bahwa Customer Experience memiliki pengaruh positif 

dan signifikan terhadap Repurchase Intention. Namun, Trust  dan Customer 

Satisfaction tidak berpengaruh signifikan secara parsial terhadap Repurchase 

Intention. Meski demikian, secara simultan, ketiga variabel tersebut memiliki 

pengaruh yang signifikan terhadap keputusan pelanggan untuk menggunakan 

kembali layanan GoRide. 

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

Intention, GoRide, Gojek. 
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ABSTRACT 

 

NINDI IRMAYA, 21042010019, The Effect of Customer Experience, Trust , and 

Customer Satisfaction on Repurchase Intention on Ordering Goride Services in 

the Gojek Application  

(Study on Students at UPN “Veteran” East Java) 

This study aims to determine the effect of Customer Experience (Customer 

Experience), Trust  (Trust ), and Customer Satisfaction (Customer Satisfaction). 

This study highlights how these three factors can shape Repurchase Intention 

among UPN “Veteran” East Java students who often use GoRide services. The 

method used is quantitative analysis with multiple linear regression approach. Data 

was collected through questionnaires distributed to 100 respondents. In this study, 

the variables of Customer Experience, Trust , and Customer Satisfaction were 

analyzed to determine how much influence they have on Repurchase Intention. The 

results showed that Customer Experience has a positive and significant influence 

on Repurchase Intention. However, Trust  and Customer Satisfaction have no 

significant effect partially on Repurchase Intention. However, simultaneously, the 

three variables have a significant influence on customer decisions to reuse GoRide 

services. 

Keywords: Customer Experience, Trust , Customer Satisfaction, Repurchase 

Intention, GoRide, Gojek. 


