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SATISFACTION AND ITS INFLUNCE ON REPURCHASE INTENTION
AND WOM

Written by:
Margaretha Puspita Aviantari Loven

NPM: 11 03 19183

Preceptor:

Dr. J. Elyawati, MM.

Abstract

This research aims to determine: (1) The effect of e-ticketing technique
(customer technical support, infrastructure, data security, user-friendliness) on
customer satisfaction. (2) Customer satisfaction has an impact on repurchase
intention. (3) The influence of customer satisfaction with Word of Mouth. The data
used is primary data collected through a survey with questionnaires to students of
Atma Jaya Yogjakarta University who have ever purchased the e-ticketing
services of Traveloka during the last six months. The data measurement through
questionnaires and is measured by giving range of rating on any question of from
1-5 (strongly disagree to strongly agree). Data were analyzed using descriptive
analysis , multiple linear regression and simple linear regression .

This is a quantitative research using purpose sampling technique to
collect the samples. There are 300 respondents within the students of Atma Jaya
Yogjakarta University Jl Barbarsari Yogyakarta. The research is divided into
three parts, Instrument testing/experiment (validity and reliability), descriptive
analysis (demographics of respondents), and regression analysis.

The result of this research showed that e-ticketing has positive effect on
customer satisfaction and customer satisfaction has positive influence on
repurchases intention and Word of Mouth.

Keywords: E-ticketing Technique, Infrastructure, Data Security, User-
Friendliness, Customer Satisfaction, Repurchase Intention, Word of Mouth
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Abstrak

Penelitian ini bertujuan untuk mengetahui: (1) pengaruh e-ticketing
technique (customer technical support, infrastructure, data security, user-
friendliness) terhadap kepuasan konsumen. (2) Kepuasan konsumen memiliki
pengaruh terhadap niat pembelian ulang. (3) Pengaruh kepuasan konsumen
terhadap Word of Mouth. Data yg digunakan merupakan data primer yaitu data
yang dikumpulkan melalui survei dengan kuisioner kepada Mahasiswal/i
Universitas Atma Jaya Yogyakarta yang sudah pernah melakukan pembelian jasa
e-ticketing Traveloka dalam enam bulan terakhir. Pengukuran data melalui
kuisioner diukur dengan cara memberikan bobot penilaian pada setiap pertanyaan
dari bobot 1-5 (sangat tidak setuju sampai dengan sangat setuju). Teknik analisis
data menggunakan analisis deskriptif, regresi linier berganda dan regresi linier
sederhana.

Penelitian ini merupakan penelitian bersifat kuantitatif dengan sampel
yang diambil menggunakan teknik purposive sampling.Sampel yang digunakan
sejumlah 300 responden diseluruh area persebaran Mahasiswa/i Universitas Atma
Jaya Jl Babarsari Yogyakarta. Penelitian ini dibagi menjadi tiga bagian yaitu
pengujian instrumen (uji validitas dan reabilitas), analisis deskriptif (demografi
responden),dan analisis regresi.

Hasil penelitian menunjukkan bahwa e-ficketing berpengaruh
positif kepada kepuasan konsumen dan kepuasan konsumen berperngaruh positif
terhadap niat pembelian ulang dan Word of Mouth.

Kata kunci: Teknik E-ticketing, Infrastructure, Data Security, User-Friendliness,
Kepuasan, Niat beli ulang, Word of Mouth
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