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PENGARUH E-SERVICE QUALITY, PERCEIVED EASE OF USE DAN
ELECTRONIC WORD OF MOUTH TERHADAP REPURCHASING
INTENTION PADA APLIKASI TIKET.COM

Indah Rosanti

ABSTRAK

Pada revolusi industry 4.0 banyak berkembangnya platform online dan ecommerce,
tidak terkecuali platform online ticketing, yang mana dahulunya penjualan Tiket
tiket masih melalui kios sekarang bisa diakses via online. Penelitian yang dilakukan
ini ingin melihat seberapa besar pengaruh dari Variabel E-Service Quality,
Perceived Ease of Use, dan Electronic Word of Mouth terhadap Variabel
Repurchasing Intention pada Aplikasi Tiket.com. Populasi dari penelitian ini adalah
warga DKI Jakarta yang menggunakan aplikasi Tiket.com dengan jumlah sampel
sebanyak 107 dan menggunakan Teknik probability sampling dengan metode
analisis data dibantu dengan software SPSS v.25. Teknik Analisis data yang
digunakan yaitu Uji Validitas, reliabilitas, statistik deskriptif, uji normalitas, uji
heteroskedastisitas, uji multikolinearitas, analisis regresi linear berganda, uji
simultan, uji parsial, dan determinasi koefisien berganda (r?). Temuan yang
didapatkan pada penelitian ini adalah bahwasan nya E-Service Quality tidak
memiliki pengaruh yang signifikan terhadap variabel Repurchasing Intention yang
mana T-hitung < T-tabel (0.380 < 1.98326), Variabel Perceived Ease of Use
terhadap Variabel Repurchasing Intention memiliki pengaruh yang signifikan yang
mana T-Hitung > T-Tabel (3.425 > 1.98326) dan Variabel Electronic Word of
Mouth terhadap Variabel repurchasing Intention memiliki pengaruh signifikan
yang mana T-Hitung > T-Tabel (10.730 > 1.98326).

Kata Kunci : E-Service Quality, Perceived Ease of Use, Electronic Word of Mouth,
Repurchasing Intention
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THE EFFECT OF E-SERVICE QUALITY, PERCEIVED EASE OF USE,
AND ELECTRONIC WORD OF MOUTH TO REPURCHASING
INTENTION AT TIKET.COM

Indah Rosanti

ABSTRACT

In the industrial revolution 4.0, many online and e-commerce platforms developed,
including online ticketing platforms, where previously ticket sales were still through
kiosks, now they can be accessed online. This research was conducted to see how
much influence the E-Service Quality, Perceived Ease of Use, and Electronic Word
of Mouth Variables had on Repurchasing Intention Variables on the Tiket.com
Application. The population of this study is DKI Jakarta residents who use the
Tiket.com application with a total sample of 107 and use a probability sampling
technique with data analysis methods assisted by SPSS v.25 software. Data analysis
techniques used are validity test, reliability, descriptive statistics, normality test,
heteroscedasticity test, multicollinearity test, multiple linear regression analysis,
simultaneous test, partial test, and multiple coefficient determination (r2). The
findings obtained in this study are that E-Service Quality does not have a significant
effect on the Repurchasing Intention variable where T-count < T-table (0.380 <
1.98326), Perceived Ease of Use Variable on Repurchasing Intention Variable has
a significant effect where T-Count > T-Table (3.425 > 1.98326) and Electronic
Word of Mouth Variable to Repurchasing Intention Variable has a significant
influence where T-Count > T-Table (10.730 > 1.98326).

Keywords : E-Service Quality, Perceived Ease of Use, Electronic Word of Mouth,
Repurchasing Intention.
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