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ABSTRAK

Tujuan dari penelitian ini adalah untuk menganalisis pengaruh perceived
usefulness dan perceived ease of use terhadap customer satisfaction melalui
customer experience quality sebagai variable intervening pada pengguna BCA
mobile di Surabaya. Melalui penelitian ini disebutkan bila perceived usefulness dan
perceived ease of use yang diberikan memberikan pengaruh melalui customer
experience quality sebagai variable intervening pada pengguna BCA mobile di
Surabaya. Penelitian ini merupakan penelitian kausal. Teknik pengambilan sampel
menggunakan non probability sampling dengan cara purposive sampling.
Responden dalam penelitian ini adalah seluruh pengguna BCA mobile di Surabaya,
sedangkan sampel diambil sebanyak 169 responden. Data dalam penelitian ini
dikumpulkan dengan menyebarkan kuesioner. Teknik data yang digunakan adalah
Structural Equition Modelling (SEM) dengan menggunakan program LISREL.
Hasil dari penelitian ini dapat disimpulkan bahwa: perceived usefulness
berpengaruh negatif serta tidak signifikan terhadap customer experience quality,
perceived ease of use berpengaruh positif dan signifikan terhadap customer
experience quality, perceived usefulness berpengaruh negatif serta tidak signifikan
terhadap customer satisfaction, perceived ease of use berpengaruh positif dan
signifikan terhadap customer satisfaction, customer experience quality berpengaruh
positif dan signifikan terhadap customer satisfaction pada pengguna aplikasi BCA
mobile di Surabaya.

Kata kunci : Perceived Usefulness, Perceived Ease Of Use , Customer
Experience Quality, Customer Satisfaction
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THE EFFECT OF PERCEIVED USEFULNESS AND PERCEIVED EASE OF
USE ON CUSTOMER SATISFACTION THROUGH CUSTOMER
EXPERIENCE QUALITY AS INTERVENING VARIABLES
FOR BCA MOBILE USERS IN SURABAYA

ABSTRACT

The purpose of this study was to analyze the effect of perceived usefulness
and perceived ease of use on customer satisfaction through customer experience
quality with intervening variables on BCA mobile users in Surabaya. Through this
research, the perceived usefulness and perceived ease of use have an influence
through the customer experience quality as an intervention variable for BCA mobile
users in Surabaya. This research is a causal research. The sampling technique used
non probability sampling by means of purposive sampling. Respondents in this
study were all BCA Mobile users in Surabaya, with a sample of 169 respondents.
Data were collected by means of a questionnaire. The data technique used is
Structural Equition Modeling (SEM) using the LISREL program. The results of this
study indicate that: perceived usefulness has a negative and insignificant effect on
customer experience quality, perceived ease of use has a positive and significant
effect on customer experience quality, perceived usefulness has a negative and
insignificant effect on customer satisfaction, perceived ease of use has a positive
effect and significant to customer satisfaction, quality of customer experience has a
positive and significant effect on customer satisfaction of BCA mobile application
users in Surabaya.

Keywords: Perceived Usefulness, Perceived Ease Of Use , Customer
Experience Quality, Customer Satisfaction
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