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ABSTRAK
Nama Mahasiswa/NPM : Paulina April Romaito Pakpahan/21082010241

Judul Skripsi :  Evaluasi Niat Penggunaan Berkelanjutan
Berdasarkan Kepuasan Pengguna Pada Aplikasi
Jamsostek menggunakan Modifikasi UTAUT dan
DeLone McLean

Dosen Pebimbing . 1. Arista Pratama, S.Kom., M.Kom.
2. Anita Wulansari, S.Kom., M.Kom.

Perkembangan teknologi informasi mendorong transformasi digital dalam berbagai
sektor pelayanan publik, termasuk BPJS Ketenagakerjaan melalui aplikasi JMO
Mobile. Aplikasi ini memudahkan peserta mengakses berbagai layanan secara
digital. Namun, masih ditemukan berbagai keluhan terkait kualitas sistem, kualitas
informasi, kualitas layanan, serta kemudahan penggunaan yang dapat memengaruhi
kepuasan dan niat pengguna untuk terus menggunakan aplikasi. Penelitian ini
bertujuan mengevaluasi niat penggunaan berkelanjutan aplikasi JMO Mobile
berdasarkan kepuasan pengguna dengan mengintegrasikan model Unified Theory
of Acceptance and Use of Technology (UTAUT) dan DeLone & McLean. Penelitian
menggunakan pendekatan kuantitatif dengan penyebaran kuesioner kepada 400
pengguna JMO Mobile. Data dianalisis menggunakan PLS-SEM melalui SmartPLS
4. Hasil penelitian menunjukkan bahwa Performance Expectancy, Effort
Expectancy, Information Quality, System Quality, dan Service Quality berpengaruh
positif dan signifikan terhadap User Satisfaction. Selain itu, User Satisfaction
berpengaruh positif dan signifikan terhadap Continuance Intention. Temuan ini
menunjukkan bahwa kepuasan pengguna berperan penting dalam meningkatkan
niat penggunaan berkelanjutan. Oleh karena itu, BPJS Ketenagakerjaan perlu terus
meningkatkan kualitas sistem, informasi, layanan, dan kemudahan penggunaan

aplikasi guna mendorong penggunaan JMO Mobile secara berkelanjutan.

Kata kunci: JMO Mobile, UTAUT, DeLone & McLean, User Satisfaction,
Continuance Intention, PLS-SEM.
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ABSTRACT

Student Name/NPM : Paulina April Romaito Pakpahan/21082010241

Thesis Title : Evaluation of Continuance Intention Based on User
Satisfaction in the Jamsostek Mobile Application
Using the UTAUT and DeLone & McLean
Modification

Advisors : 1. Arista Pratama, S.Kom., M.Kom.
2. Anita Wulansari, S.Kom., M.Kom.

The development of information technology has accelerated digital transformation
across various public service sectors, including BPJS Ketenagakerjaan through the
JMO Mobile application. The application enables participants to access various
services digitally. However, users still report issues related to system quality,
information quality, service quality, and ease of use, which may affect user
satisfaction and their intention to continue using the application. This study aims
to evaluate the continuance intention to use JMO Mobile based on user satisfaction
by integrating the Unified Theory of Acceptance and Use of Technology (UTAUT)
and the DeLone and McLean Information Systems Success Model. This study
employed a quantitative approach by distributing questionnaires to 400 JMO
Mobile users. The data were analyzed using Partial Least Squares Structural
Equation Modeling (PLS-SEM) with SmartPLS 4. The results indicate that
Performance Expectancy, Effort Expectancy, Information Quality, System Quality,
and Service Quality have a positive and significant effect on User Satisfaction.
Furthermore, User Satisfaction has a positive and significant effect on Continuance
Intention. These findings demonstrate that user satisfaction plays a crucial role in
enhancing users' continuance intention. Therefore, BPJS Ketenagakerjaan should
continuously improve the application's system quality, information quality, service

quality, and ease of use to encourage the sustained use of JMO Mobile.

Keywords: JMO Mobile, UTAUT, DeLone and McLean, User Satisfaction,
Continuance Intention, PLS-SEM.
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