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ABSTRAK

Nama Mahasiswa / NPM : Bella Trinanda Sanni /21082010148

Judul Skripsi : Analisis Penerimaan Pengguna Pembelian Tiket Bus
Menggunakan Model UTAUT Modifikasi (Studi Kasus:
Aplikasi RedBus)

Dosen Pembimbing : 1. Anita Wulansari, S.Kom., M.Kom

2. Rafika Rahmawati, S.Kom., M.Kom., MBA

Perkembangan teknologi digital mendorong adopsi aplikasi transportasi berbasis
mobile, seperti RedBus, aplikasi pemesanan tiket bus secara online. Meskipun mengalami
pertumbuhan yang signifikan, RedBus menghadapi tantangan penerimaan pengguna yaitu
penurunan ulasan positif dan peningkatan keluhan pada tahun 2023-2024. Oleh karena itu,
penting untuk memahami faktor-faktor yang memengaruhi pengalaman penerimaan
pengguna dan keputusan mereka untuk terus menggunakan aplikasi Penelitian ini
menganalisis faktor-faktor tersebut dengan menggunakan model UTAUT yang
dimodifikasi, menambahkan variabel eksternal seperti Habit, Perceived Cost, Customer
Satisfaction, dan Repurchase Intention. Analisis dilakukan secara kuantitatif dengan
metode PLS-SEM menggunakan soffware SmartPLS 3.0, melibatkan 413 responden yang
dipilih melalui purposive sampling. Hasil penelitian menunjukkan sembilan hipotesis
diterima dan empat ditolak. Variabel Performance Expectancy dan Facilitating Condition
berpengaruh signifikan terhadap Trust, sedangkan Effort Expectancy dan Social Influence
tidak. Performance Expectancy, Effort Expectancy, dan Facilitating Condition
berpengaruh terhadap Purchase Decision, sementara Social Influence tidak. Trust
memediasi hubungan beberapa variabel terhadap Purchase Decision, yang selanjutnya
berpengaruh pada Customer Satisfaction. Perceived Cost dan Customer Satisfaction
memengaruhi Repurchase Intention, sedangkan Habit tidak berpengaruh signifikan.
Temuan ini menekankan pentingnya peningkatan kualitas layanan, kemudahan akses, dan
kepercayaan pengguna untuk mempertahankan loyalitas pelanggan terhadap aplikasi

RedBus.

Kata kunci: RedBus, Penerimaan pengguna, UTAUT, PLS-SEM
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ABSTRACT

Student Name / NPM : Bella Trinanda Sanni /21082010148

Thesis Tittle : Analysis of User Acceptance in Bus Ticket Purchasing
Using a Modified UTAUT Model (Case Study: RedBus
Application)

Advisor . 1. Anita Wulansari, S.Kom., M.Kom
2. Rafika Rahmawati, S.Kom., M.Kom., MBA

The development of digital technology has driven the adoption of mobile-based
transportation applications, such as RedBus, an online bus ticket booking app. Despite
experiencing significant growth, RedBus faces challenges in user acceptance, evidenced by
a decline in positive reviews and an increase in complaints in 2023-2024. Therefore, it is
essential to understand the factors influencing user acceptance experiences and their
decisions to continue using the application. This study analyzes these factors using a
modified UTAUT model, incorporating external variables such as Habit, Perceived Cost,
Customer Satisfaction, and Repurchase Intention. The analysis is conducted quantitatively
using the PLS-SEM method with the aid of SmartPLS 3.0 software, involving 413
respondents selected through purposive sampling. The results indicate that nine hypotheses
are accepted and four are rejected. The variables Performance Expectancy and
Facilitating Condition significantly influence Trust, while Effort Expectancy and Social
Influence do not. Performance Expectancy, Effort Expectancy, and Facilitating Condition
affect Purchase Decision, whereas Social Influence does not. Trust mediates the
relationship between several variables and Purchase Decision, which in turn influences
Customer Satisfaction. Perceived Cost and Customer Satisfaction affect Repurchase
Intention, while Habit does not have a significant impact. These findings emphasize the
importance of improving service quality, ease of access, and user trust to maintain

customer loyalty towards the RedBus application.

Keywords: RedBus, User Acceptance, UTAUT, PLS-SEM
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