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PENGARUH PERFORMANCE EXPECTANCY DAN EFFORT
EXPECTANCY TERHADAP E-LOYALTY MAHASISWA
MELALUI E- SATISFACTION PADA INTEGRASI AI ASISTEN
TUTOR DALAM E-LEARNING UNIVERSITAS TERBUKA

Rahmah Suryani

ABSTRAK

Penelitian ini bertujuan untuk menganalisis pengaruh Performance Expectancy (PE)
dan Effort Expectancy (EE) terhadap E-Loyalty mahasiswa melalui E-Satisfaction (ES)
pada integrasi Al Asisten Tutor dalam e-learning Universitas Terbuka. Al Asisten Tutor
bukanlah layanan yang diakses langsung oleh mahasiswa, melainkan sistem yang
memberikan umpan balik berupa nilai dan komentar pada forum diskusi serta tugas di e-
learning.

Penelitian ini menggunakan pendekatan kuantitatif dengan survei pada mahasiswa
yang telah merasakan layanan tersebut. Data dikumpulkan melalui kuesioner berbasis
Qualtrics dan dianalisis menggunakan Structural Equation Modeling—Partial Least Squares
(SEM-PLYS). Hasil penelitian menunjukkan bahwa PE berpengaruh signifikan terhadap ES
sebesar 41,4% dan EE terhadap ES sebesar 36,7%. Selanjutnya, ES berpengaruh signifikan
terhadap E-Loyalty sebesar 55,7% serta terbukti memediasi hubungan PE dan EE terhadap
E-Loyalty. Nilai R? menunjukkan bahwa PE dan EE mampu menjelaskan 67,2% variasi
ES, sedangkan ES mampu menjelaskan 72,9% variasi E-Loyalty.

Analisis indikator ES memperlihatkan bahwa Content Satisfaction dan Format
Satisfaction merupakan faktor yang paling dominan dalam membentuk kepuasan
mahasiswa, dibandingkan dengan indikator lain yang kontribusinya relatif lebih rendah.
Temuan ini menegaskan bahwa persepsi mahasiswa terhadap kemanfaatan dan kemudahan
layanan Al Asisten Tutor dalam memberikan feedback meningkatkan kepuasan, terutama
melalui kualitas konten dan format, yang pada akhirnya memperkuat loyalitas mahasiswa
terhadap e-learning Universitas Terbuka.

Kata Kunci: Performance Expectancy, Effort Expectancy, E-Satisfaction, E-Loyalty,
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The Effect of Performance Expectancy and Effort Expectancy on
Students’ E-Loyalty through E-Satisfaction in the Integration of AI Tutor

Assistant in Universitas Terbuka E-Learning

Rahmah Suryani

ABSTRACT

This study investigates the influence of Performance Expectancy (PE) and Effort
Expectancy (EE) on students’ E-Loyalty through E-Satisfaction (ES) in the integration of
the Al Tutor Assistant within Universitas Terbuka’s e-learning system. The Al Tutor
Assistant is not directly accessed by students but functions as a system that provides
feedback in the form of grades and comments on discussion forums and assignments. A
quantitative approach was employed using a survey distributed to students who had
experienced the service. Data were collected through a Qualtrics-based questionnaire and
analyzed with Structural Equation Modeling—Partial Least Squares (SEM-PLS).

The results show that PE significantly affects ES by 41.4% and EE by 36.7%. ES
significantly influences E-Loyalty by 55.7% and mediates the relationship between PE, EE,
and E-Loyalty. The R? values reveal that PE and EE explain 67.2% of the variance in ES,
while ES explains 72.9% of the variance in E-Loyalty. Furthermore, the indicator analysis
highlights Content Satisfaction and Format Satisfaction as the most dominant contributors
to ES. These findings emphasize that students’ perceptions of the usefulness and ease of
use of the Al Tutor Assistant in providing feedback enhance satisfaction, particularly
through content and format quality, which in turn reinforces students’ loyalty to
Universitas Terbuka’s e-learning.

Keyword : Performance Expectancy, Effort Expectancy, E-Satisfaction, E-Loyalty,
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