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ABSTRAK

RIMA FAUZIYYAH, 21042010054, PENGARUH E-SERVICE QUALITY ,
CUSTOMER EXPERIENCE , DAN CUSTOMER SATISFACTION
TERHADAP NIAT PEMBELIAN ULANG PADA PENGGUNA APLIKASI
ALFAGIFT DI KOTA SURABAYA

Penelitian ini menganalisis pengaruh e-service quality, customer experience, dan
Customer Satisfaction terhadap niat pembelian ulang pengguna aplikasi Alfagift
oleh konsumen Alfamart. Seiring kemajuan teknologi dan perubahan gaya hidup,
Alfamart meluncurkan Alfagift sebagai platform belanja online untuk mendukung
layanan digitalnya. Peningkatan penggunaan e-commerce mendorong pembelian
ulang yang mencerminkan kepercayaan dan kualitas layanan, dipengaruhi oleh
pengalaman pelanggan, kualitas layanan elektronik, dan kepuasan pelanggan.
Dengan pendekatan kuantitatif asosiatif dan purposive sampling, data dikumpulkan
melalui kuesioner dan dianalisis menggunakan SPSS. Hasil uji F menunjukkan
pengaruh simultan yang signifikan dari ketiga variabel terhadap niat pembelian
ulang. Namun, uji t parsial hanya menemukan e-service quality dan customer
experience yang berpengaruh signifikan, sementara Customer Satisfaction tidak
signifikan. Temuan ini menegaskan pentingnya peningkatan kualitas layanan
elektronik dan pengalaman pelanggan untuk mendorong niat pembelian ulang pada
aplikasi Alfagift.

Kata Kunci : Perilaku Konsumen, E-Service Quality , Customer Experience ,
Customer Satisfaction, Niat Pembelian Ulang



ABSTRACT

RIMA FAUZIYYAH, 21042010054, The Influence Of E-Service Quality,
Customer Experience, And Customer Satisfaction On Repurchase Intentions
For Users Of The Alfagift Application In Surabaya City.

This study analyzes the effect of e-service quality, customer experience, and
Customer Satisfaction on the Repurchase Intention of Alfagifi application users by
Alfamart consumers. As technology advances and lifestyles change, Alfamart
launched Alfagift as an online shopping platform to support its digital services.
Increased use of e-commerce encourages repeat purchases that reflect trust and
service quality, influenced by customer experience, electronic service quality, and
Customer Satisfaction. With an associative quantitative approach and purposive
sampling, data were collected through questionnaires and analyzed using SPSS.
The F test results showed a significant simultaneous effect of the three variables on
Repurchase Intention. However, the partial t-test only found e-service quality and
customer experience to have a significant effect, while Customer Satisfaction was
not significant. These findings confirm the importance of improving e-service
quality and customer experience to encourage Repurchase Intentions on the Alfagift
application.

Keywords : consumer behavior,electronic service quality, customer experience,
Customer Satisfaction, Repurchase Intentio



