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ABSTRAK

JULIA FERNANDA. Pengaruh Perceived Ease of Use, Perceived Usefulness, dan
Trust terhadap Customer Satisfaction serta Dampaknya terhadap Continuance
Intention pada Pengguna Aplikasi Klik Indomaret. Jakarta: Program Studi
Pendidikan Bisnis, Fakultas Ekonomi dan Bisnis, Universitas Negeri Jakarta, 2025.

Penelitian ini bertujuan untuk menganalisis pengaruh perceived ease of use,
perceived usefulness, dan trust terhadap customer satisfaction serta dampaknya
terhadap continuance intention pada pengguna aplikasi Klik Indomaret di Jakarta.
Populasi dalam penelitian ini adalah pengguna aplikasi Klik Indomaret di Jakarta
dengan jumlah sampel sebanyak 169 responden yang ditentukan menggunakan
metode purposive sampling. Teknik pengumpulan data dilakukan dengan kuesioner
dan olah data dilakukan dengan analisis SEM-PLS menggunakan perangkat lunak
SPSS dan SmartPLS. Hasil dari penelitian ini menunjukkan bahwa perceived ease
of use berpengaruh positif dan signifikan terhadap customer satisfaction pada
pengguna aplikasi Klik Indomaret, perceived usefulness berpengaruh positif dan
signifikan terhadap customer satisfaction pada pengguna aplikasi Klik Indomaret,
trust berpengaruh positif dan signifikan terhadap customer satisfaction pada
pengguna aplikasi Klik Indomaret, dan customer satisfaction berpengaruh positif
dan signifikan terhadap continuance intention pada pengguna aplikasi Klik
Indomaret.

Kata kunci: Perceived Ease of Use, Perceived Usefulness, Trust, Customer
Satisfaction, Continuance Intention.



ABSTRACT

JULIA FERNANDA. The Effect of Perceived Ease of Use, Perceived Usefulness,
and Trust on Customer Satisfaction and its Impact on Continuance Intention among
Klik Indomaret Users. Jakarta: Business Education Study Program, Faculty of
Economics and Business, Universitas Negeri Jakarta, 2025.

This study aims to examine the influence of perceived ease of use, perceived
usefulness, and trust on customer satisfaction and its impact on continuance
intention among users of the Klik Indomaret application in Jakarta. The population
in this study consists of Klik Indomaret application users in Jakarta, with a sample
of 169 respondents determined using purposive sampling. Data were collected
through questionnaires and analyzed using SEM-PLS with the assistance of SPSS
and SmartPLS software. The results of the study shows that perceived ease of use
has a positive and significant effect on customer satisfaction, perceived usefulness
has a positive and significant effect on customer satisfaction, trust has a positive
and significant effect on customer satisfaction, and customer satisfaction has a
positive and significant effect on continuance intention among Klik Indomaret
application users.

Keywords: Perceived Ease of Use, Perceived Usefulness, Trust, Customer
Satisfaction, Continuance Intention.
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