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RINGKASAN

l

Arnold Wiihelmus Jasen, 2020.Faktor yarig mempengaruhi kepuasan
pelanggan dan minat pengguriaan beruiang kepada mobiile paymient, (Survei
pada perigguna GO-FAY ai Uriiversitas Brawijaya Malarig).Briliyanes ‘Sanawari
S.AB MBA. 165 Halaman + XIV.

Penelitian ini- bertujuan- untuk (1) mengetahui-dan- menjeiaskan pengarun
kemudahan - pengguraar ‘ternadap kepuasan pengguna, {2) ‘mengetahui dan
menjelaskan pengaruh - kegunaan terhadap kepuasan pengguig, {3) meagetahui-dan
menjelaskan pengaruh kesesuain terhadap kepuasan penggung, {4) mengetanui dan
menjelaskan pengarulkepercayezn ternadap keplasan pergguna, (5) mengetahti
dan’ menjelaskan pengaruh ‘Kepuasan “gengguna ‘terhadap minat panggunaan
berulang.

Jenis penelitiar-yvang digunakan dziain: penelitian: penjelssan [explanatory
research) dengsn: pendekatan kuantitatif, - Teknik  pengambitan: sampiz  datam
p. nelitian ini -menagunakan teknik purposive sampling  berjumiah 112 orang

respondent -dengan: mzmenuhi. syrat seb(m;,c... le ikut '(1) berusia 18 tahun, (2)
menggunakan aplikasi GO-PAY - (3) rernah-mengguriakan-aplikasi GO-PAY. d
malang ~minimal 2 kali. panggunaan.Analisis -yang ' digunakan -yaitu analisis
deskriptif dan mengguinkan jalur path analisis.

Hasil . penelitian - menunjukkan, . (1) kemudahan . penggunagin..memiliki
pengaruh signifikan terhadap kepuasan pengauna, (2) keaunaan memiliki nengaruh
signifikan terhadan kepuasan =pengguna,  (3). Kesesuain. memiliki pengaruh
signifikan terhadap kepuasan pengguna. (4) . kepercayaan memiliki_pengaruh
signifikan terhadap kepuasan pengguna, (5) kepuasan pengguna memiliki pengaruh
signifikan minat penggunaan berulang.

Penelitian Ini_ menyarankan agar GO-PAY tetap mempertahankan kepuasan
korisumen dengan memperhatikan tampiian awai agar tidak mirip dengan mobile
payment lainnya serta meningkatkan kesesuain yang telah di presepsikan olen
konsumen.
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SUMMARY

l

Arncla Wilheimus Jasen, 2020. ~actors That influence User Satistactionand
Continuous Use “intention - OF Mobile  Payrnent,  (Survey of GO-PAY-users Jat
Brawijaya University Malang). Brillyanss Sana mIIS ABE MBA. 165 pages + XIV:

Thisstucy aims t0-{1) know andexplain the efrect of perceived ease of use
0 user satisfaction; (2) kKriow and explain the e!fect of perceivad ugefuliness on
user satisfection, {3} know ‘and expiain ihe effect of cormpatibility on user
satisfaction; : (4) kmow and explain the effect of trust on user satisfaction, (5)
knowing and explzining the influence ot user satisfaction on the interest ofrepested
Lse.
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The type of research used is explanatory. research -with -a quantitative
approach. The sampiing technigue iri-this-study used. a purposive sampling
technioue totaling-112:respondents by fulfilling:the follewing requirements (1) 18
vears old, (2) using the GO-PAY epplication; (3) having used.the. GO-PAY.
application in l\/'alanw at least 2 times the use The analysis used. is:descriptive
analysis.and.using. path analysis path.

The results showed, (1) perceived ease of use has a significant effect on user
satisfaction, (2) perceived usefullness has a significant effect on user satisfaction,
(3) Compatibility has. a significant effect on user satisfaction, (4) trust has a
significant effect on-user satisfaction, (5) user satisfaction has a. significant
influence on repeated use interest.

I'his research suqgests ihat GO-PAY still maintains customer satisfaction oy
paying attention to the initiai appearance so that it is not similar to other mobile
payments ana increasing coniormity that hias been perceived by consumers.
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CHAPTER |
INTODUCTION

1.1 Background

In ~the. - 20th - century, -there were, -many. vary. massive - technglogical

developments, one of the technologies that experienced massive and. significant

BRAWIJAYA
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developrments was the-internet. As can be felt now the interiet-has becorie one o0f

)
-
s

the tools. that can help-all human activities starting from-shipning goeds; ordering
food, traveling, to making payments. An extensive . internet network can imake
people feel the-usefulness of the technoicgy, the interriet i most widely used inthe

Astan region-this is evidenced by data from (wearesocial-com accessed 24 feb

| REPOSITORY.UB.AC.ID |

2020), in 2019 where the development of internet use is greatest in the East Asia

region, and the region Southeast Asia. Indcriesia‘is one of the countries in Soutneast
Asia that has a fairly large number of internet users in the Asian-region, this is
evidenced by statistical data frorn wearesocial.com about internet users.in Indonesia

2019 which can be seei in Hywe 1.1:

(4N rmmmlas:ﬁramevyﬁasﬁepasltory Umvers ﬁ
ias

2°l° BASED ON ACTIVEINTERNET US| TA, AND ACTWE USE OF INTERNET-PO) D MOBILE SERVICE!
gniversitas Brawijaya V\" pository Univers

ory Usivessitas Bmwai wa  Repasitory kpiversidas

A PERCENTA E MOBILE APERCENTAGE _

<
<
=
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e
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ory Umwersutas Brawiaya F‘@em@sﬂory mversitas
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ory Uﬂ-‘:{/é:éitas Bé&g 5 itory U | rsntas
ory UhtVersitas B (EVE) A%N tory U Jf’sntas
ory Universitas Brawijaya Repository Universitas
@y:-tiniversitas: Brawijaya - Repository U fiveesdds.,
Figure 1.1 #riterneat Use: Device Perspective
Source:wearesocial,com (2019)
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It can bz seenin Figura 1.1, where there are 2 types of internet usars'in indonesia

who use the internet with other devices and there are internet users using mobtle; it

l

can be-conciuded that as many-as {56%) cf Indonesia's population-arc internet users

a.u(?«)\

/

re: internet-users:-who use mobile, this proves that internet users:in

QO

Indonesia have a large number of 150-million users and 142.8 million others use

the internet using mobile.
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Mebile. .phones:-have :charged ra- lot from . year: to.year. according, te

(tribunnews.com accessed 17 March 2020) “Nowadays the lives of some people

REPOSITORY,UB.AC.ID |

without a cell phone do deel empty, its sephistication now ‘makes it easier for all

human activities, -including facilitating communication;. mebile: phones-or better

known.as mobile phones from time to time continue .to deliver reliabie features.™

lFrom tre'above guotaticn, it can-oe coricluded thai cellpnone crmobile payment
has - changed; -accempanied: by the addition of -functions. to +facilitate, -human
activities. According to tribunnews.com the first mobile phone was found in 1984,

which-was ‘farge-and -had an-antenna and hiad a furction “or teigphone or fong
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aistarice-communication;.in 1982 the mobile phone changed to: smaller and more
comfortable to hold and store, In 2002.a mobile payment that had appeared able to
send messages, namely SMS and chat, in-2007 the era of smariphone creatsd 10

which mobile payment-already has other functions and can-greatty help human

| REPOSITORY.UB,ACID |

activities such as searching, shopping,-traveling., knowing street traffic, ordering

1o0d, 10 making payments. Mobiie phone users in' Inacnesia have guite a number,

this can be sesn inthe data onwearesccial.com in Figure 1.2
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[ican be seen-in figuie 1.2, where internet tsers'in Indonesia are divided infc 8
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devices.including mabile. nhone.any type, smartphone,. computer,. tablet. device,
television, smart tv, e-reader, wearable tech devices from the eignt device, the most
mobile phong tsers in-thdoericsia are mobile phories with ail types ot oid sehiootare
(91%) and the second iank is smartphaie by (60%) and the lowest is viearable tech

device users like smart watcn as (1%). it can be concluded that internet users in

<
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=
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[ndonesia access the interriet using smartphones as big.as (60%), this is inline with
the development of veiry advanced techinology by making smartphones a device that
can help human activities such-as travelirig, ordering food, shopping and making
payments.

Making. payments. in. the. days 0. changs from .the beginning -using. the

| REPOSITORY.UB.ACID |

traaitional method of using barter to change to use money as a means of payment.

in'the 20th century, payments cenbe made gasily using a smartphene as a mediurn,
while payments using a-smartpghene cailed mebile payment, mobile payvment itself
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15 & form of electronic payment or called E-pavment because the medium-used is a

| REPOSITORY.UBAC.ID

smartphone, and the Internet as a support systeni the term electronic payment
changes to mobile payment. The form ot mobile payrent thatis in demand by many
péople around-the werld one:of them in indoresia;, according to: Subekti (2018)
present payment uSing mobile payment are increasing!y being used, this method of

payment is becoming a favorite trend of peopie througn out the worla. Cne of the
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fast-growing mobile payment in Americais PAYPAL and VENMO;:in China thers
ALIPAY .as a form of online payment. In Indonesia there are several mobile
payment that grows and develops, among otners, GO-FAY, OVO, LINK AJA,

PAYTREN frem some mobile payment: used, there is the-most popuiar mobile

payment that can be seen on figure 1.3
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Data Pank indonessie menuriukao e4noney /are Hivaar selama fahun
' 2018 mencapai angka 167,2 juta dengan jumlah transaksi sebanyak 2,9
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Figure 1.2 &palz-Money Terpopuler di-indonesia Selama 2008 2
Source: teachasia.com (2018)
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It can be seen in figure 1.3 that GO-PAY Is one of the most ponular mobile

l

payments in-Indonesia (79.3%;, and in the secona rank OVC (58.4%), LINK AJA
(55.5%), FUNDS (24.1%), PAYTREN (19,2%), and other mobile payments (C.0)
From.the data mentioned above it can be concluded that Indonesian society is very

popular with- GG-PAY as a form of mobile payment. CC-PAY can become a

BRAWIJAYA

UNIVERSITAS

popular mobile payment iniIndonesia cause cellage studants /miliennials who have
a tendency to do a cashless society based (kumparan.com, accessed 24 feb 2020)

"there-is 'a cashless trend originating from students/milienniais who feel very

REPOSITORY,UB.AC.ID |

efficient when doing cashless-hecause it does not waste a lot of time and does not

need to_carry a wallet everywhere, "the government to support cashless society

ciearly began in 2014, wtien the governinent faunched tne GERAKAN NASIONAL
NON TUNAT (GNNT). The Indoresian-goveramernt. which hes supgoied cashies
as a new form of movement in payments,. is_supported by students who are aiso

milierinials as tre drivers of cashiess society. Of the vaiious imobile payment inthe
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world or Indonesia there is a behavior and acceptance which is directiy related to
human. behavior. about .using an product or service, :and also_how the user of a
product or service ieceives a new form of innovation in the field of technology.

There is also - the ‘caimpatibitity and trust of a user 'in using 5 tzchnological

| REPOSITORY.UB,ACID |

innovation.

The acceptance of technoiogy according to Davis (1989) consumer benavior in

the'aceepiance ot a technology consists of two fzciors namely perceived ease of use

and .perceived usefulness, . in the application.of a technology .according to Rogers
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(1995) users will To take an innavaticn with drnovation Diffusion Theory (IPT),

one of the factors that.can see the user to take an innovation is compatibility . There

l

are also otrier factors that infiuence the-acceptance of tecnnoiogy, amorng others
trust, the abowve mentioned factors cen have an-influence in 'the form of use
satisfaction for using a technological innovation. All of the above mentioned factors

are part of user behavior that is user satistaction wnere usei's feel satisfied with the

BRAWIJAYA
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usefulness of technolegical innovations based on technological acceptance factor,
confidence to Use technologtcal innovations, and their. technology. After the user

can accept a tecnnclogy, the user will take 5 steps related to-consuriner oehavior

REPOSITORY,UB.AC.ID |

Kotler ‘and Keller, - (2008), which inciude: feeling satisfied rer net and want to

continuous, use.

According to Kotler and Keller {200S) There are 5 stages 6f Consuiner
henavior in cuying something, the first neads to be purchased, the second is looking
for_information..about. the needs to be purchased, al! three buyers will be the

alternative, the four purcnase decision, fifih post purcriase. Basea o 5 stages of
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consumer hehavicr akove the satisfacticrof custorners or users aie in the dast stage
is post purchase, but in the use of a technoloqical innovation there is the next. stage
of continuous use intention according to Setterstrom et al, (2013) ain indiviauai

currently using & new technology such as @ mobile payment <ervice and has

| REPOSITORY.UB,ACID |

developed .conscious plans. to. keep wsing it in the future. Based on.research

Bhattacnejee (2001) consurner continuity intention-1s also descrioe as "“repurcnase

-

intention’. Based on oihers research Belian and  Lernon (1999) confirmed thet

the user with higher levels of satisfaction at the nresent time will have higher usage
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later in'the future time, compared. than the user with' lower - levels -of satisfaction

. From the three.statements of researchers above can be concluded that.the continue

l

intention 15 a form ot user oehavior techiiology mobile payment thathas been
through the acceptance stage, and use, and satisfaction of the user, and will reuss st
a later date,

Based on several theories about the azceptance of a tecnnclogy and consuimer
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benavior, researchers have several perceptions that; Technology Acceptance Madel
(TAM) has two factors namety percived ease of use and perceived usefulness has a

positive effect as evidenced by the theory of Kotlei ana Kelier (2009) acout 5 stages

REPOSITORY,UB.AC.ID |

of the buyer in buying aproduct. And proven by some previous theories Amin et

al, (2014) Lee et al, (2014) Tsal et al, (2014), Bataineh et al, (2015) which shows

that there 'is a positive influence between TAM and mobile user satisfactior /
customer satisfacticn -and cortinuance: intention. The trust as cnz of the faciors
perceived as a_factor in user safisfaction based -on previous research Masrek et al,

(2013), Arnin et ai, (2014), Bataineh et ai, (2015) which shows that trust in mobile
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use has positive effect on user satisfaction and interest in reuse. Researchers alse
have perceptions related to Innovation Diffusion Theory (1DT) with the factor used
Is compatibiiity hasan influence on customer satistaction found in previous studtes

Tsai etal, (2014), _ee et ol (2014) which shows that compatiliiity has aninflueric

| REPOSITORY.UB,ACID |

with user satisfaction-and.interest in reuse. Researchers with the thecry of Kotler

and Keller (2009) relaiea to the 5 purchase stages inthe customer satisiaction stage

there is the next stage wihich shows that the user wiil use a teching legical innovation

found in previous reszarch Tsal et al. {2014), Rataineh et al. (2015) vhich shows
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satisfaction can influenece  with- continuous. 41se intention, based -on theoretica!

perception and phenomena abiove, researchers conducted research related to mobile

l

paymnet CO-PAY 10 studenis-as part ot casnless society.

Malang is the targe number of ccliage students in indenesia,because malang

cr

has 61 universities according to Jawara Corporation (2018). One of the universities

in' Malang and East Java that has a significant number of students is the University

BRAWIJAYA

UNIVERSITAS

of Brawijaya, Malang with 67,592 students in 2012 according to PDD7T 2019. With
the large number of students at the Brawijava University. in Malang, the

velopriient of mobile payments and cashiess movements society becorries very

REPOSITORY,UB.AC.ID |

massive znd growing. and can improve Malang as a cigital city in Indonesia. And

when seen in the most popular mobile payvment 2018 GO-PAY puts it first in the

ranking, this proves that GO-PAY amorig studernits in Malang nas an impoitant icle
increating a cashiess society in Malang with the assistance of several sther mabile
paymen. From the development of GC-PAY which can be transformed as one of

the cashless societies amiong students / iiiineals, there is aiso anothei side which
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s arguebly quite afarming i< the user's confidence in using GO-PAY. Baszd on
CNNINDONESIA “Users of digital wallets made by Gojek, Gopay -experienced
various rmodes ot fraud (cnnindonesia.coin accessed feb 2020)™. The large nurmber

0f GO-PAY scams that appear raiszs the priencrriencn of user trust in puiting meney

in the GO-PAY mabite payment application. Rased on all the data and oninions

mentioned above, researchers are interested in conducting researcii with the title

| REPOSITORY.UB,ACID |

"The [nfluerice Factors of Custcmer ‘Satisfaction and Continuous Use

Intention of Maobile Payment''.
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1.2 Research Problem

l

Based on descript!on of the background, the reserach problem are as follows:

1.- 'Does Perceivea Ease of “Use have influence-on User Satisfaction to use
mohile tayment GO-PAY ?

2. Does Perceived Usefuiness have influence on User Satisfaction to use

mobkile payment GO-PAY ?

BRAWIJAYA
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3. Does Peroceived Compatibility have infiusnce on User Satisfaction to-use
mobile payment GO-PAY ?
4. Does rerceived Trust hiave infiuence on User Satistaction to use mobile

payment GO-PAY ?

REPOSITORY,UB.AC.ID |

5. ..Does_Perceived User Satisfaction have influence. on.Continuous Use

Intentiori to use mootie payment GO-PAY 7
1.3 Reszarch Objzctive
Based on nroblem formulation that has been describe above, the purpose of this
research are as foliows.

)

1. ridentifying and explaining that Perceived Ease of - Use ‘have significant
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influence on User Satistaction to.use mohile payment GO-PAY
2. ldentitying and explaining tnat Perceived Usefuiness have significant

inflsence on User Satisfaction to use mooiie payment GO-PAY

| REPOSITORY.UB,ACID |

3. Identifying and explaining that Compatibility have significant-influence on

User Satisfaction to use mobile paymeni GO-PAY

4. identifying and explaining that Trust have significant influence on Flser

Satisfaction to:use mobile payment GO-PAY
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5. Adentifving-and explaining that User Satisfaction have significant influence

)

on Continuous Use Intention to.use mobile payment GO-PAY

l

i.4 Research Contribution

This'R

lD
« l)

intends to have follewing cortributicns:
1.. Academic Centribution

a. -AS a'subject or material to provide an oveiview and cleaner advice 1n

BRAWIJAYA
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the Tield of consumer use mobile payment in the TAM [Technology
Acceptance Model).

b. ~As areference and consideration Tor marketing research that related to

REPOSITORY,UB.AC.ID |

the development of the togic in raseraci.

2. . Practical Contribution

a. Tnis research canite used In"GO-JEK company in developing mobile
payiment, namely CCQ-PAY, which 2ims &s a considzration indecision
making in _the development of GO-PAY with the TAM and IDT

rnethods to ‘increase custorvier satistaction and interest i using GO-

<
<
s
<
o
0

UNIVERSITAS

PAY users continuivsky.
b. As discussion material and information for marketer to make a right
policy regarding their marketing strategy.

15 Minior Thesis Structure

| REPOSITORY.UB,ACID |

In order.to_clarifty this study, then formulated a systematic writing is a general

overview of the discussicrn and reserach chapter as the outline. The structure is

as.follows:
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Chapter | INTODUCTICN

l

This chapter will consist of bacground, problem, objective,
conubution, ana research structure.

Chapter I LITERATURE REVIEW
This chapter wil-explain literature that related te-the concept

and research discusion, and previous rescacrh that related to

BRAWIJAYA
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the conceapts.
Chapter 11! RESEARCH METHODS
This chapter will explairn about reseaich methiods, population

and sample; sameting techniques, dats colisction  reseacrh

REPOSITORY,UB.AC.ID |

instrument, validity and reliability, and data analysis.

Chapier iV RESEARCH DISCUSION

overview of the location. of the research and an-overview of

the respondents. This chapter aiso presents processed aata
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using ' descriptive: siastice » analysis, path -anaivsis, and 2
discussion of reseacrh result. In this chapter, explain clearly
about the hiypothesis tets result of each variaoie in the stuay.

Chapter CONCLUSION

| REPOSITORY.UB,ACID |

This chapter will exnlain about conclusion and sugaestion of

this resuit that wiii be helpfui for further research and

regarding the ena of the study
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LITERATURE REVIEW

l

il.1 Empirical Review
Empirical studies of sources frony severair previous studies that still have
relevance to the themes and concepts in this study. Previous research-will be used

as a guide and refeieiice that can serve as a comparison in the discussion oi the

BRAWIJAYA
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problems in-this study. There-are 6 references in this study that have aimost the
same obiect or variable, while the descriptive explanation of the research can be

seeh ini the Tirst mapping tabie section.
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1.0 Amin, Rezaei, Aboighasemi (2014}

The. title of research is ""User satisfaction with mohile websites: the impact

of perceived useiuiness (PUJ, perceived ease of use (PEOU) and trust™. This
study aims to examine the relationship parceived zase of use, perceived usefulness
and trust with mobile iiser satisfaction: The research.sample used in this study was

500 questionnaires with purposive sampling technique samipiing technique. Tne
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independent variabie examined in this study was perceived ease of use, perceiven
usefulness . and trust. - while the dependent -variable ' studied was imobile user
satisfaction. This study uses structural equation modeiing (SEM) as a method-of

data analysis. This research results obtained from this study are as foilows, First,

| REPOSITORY.UB,ACID |

that is a-positive relationship hetween PEOL, PUl.and mobile users' satisfaction;

second, PU 1s positively related to trust and mobile users' satisfaction. Moreover,

trust positively influences mobile users" satistaction,
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2. Lee, Tsao, Chang: (2014)

<

Research conducted by Chen-Ying Lee and Chin-Hsuan Tsao and Wan-Chuan

l

Chang entitied " The relationship between attitudes toward using and customer
satisfaction with. mobile application services'. The purpose of this study was to
analyze the effect of percerved usefulness, perceived ease of use perceived-as

playfulnessand cognition of cormpatibiiity oncustomer satisfaction with the attitude

BRAWIJAYA
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toward using -as-an.intervening variabiz.. The sample used in this study-was 600
questionnaires and with valid aata sources amounting to 538 questionnaires which

were finally used as datainthe study, purposive random sampling. The independent

REPOSITORY,UB.AC.ID |

variablz examined in:this. study. is Perceived Usefulness, Perceived Fase of Llse

Perceived Piayfuiness, Cognition of Compatibility, while the dependent variable

studied 15 castomer satistacticn, and using the attitude toward using as a' variable

intervening.-Study uses.structural equitation-medeling (SEM) as a methed of data
analysis. The results of the research obtained from this study are as follows; rirst,
the results indicate that all variables are significantly and positively affected by

usage attitude- Among- them., compatibility. -has. the! most significant - influence:
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second, addition, consumers' perceived usefulness and percelved ease of Use
positively affectes custemer satisfaction; thirdly, Furthermore, the pathy anatysis
result attitudes. the-most significant factor customer satisfaction. and the second

most .important factor of cognition of compatibiiity's indirect etfect on usage

| REPOSITORY.UB,ACID |

attitude.

3, Tsai, Chien, Tien Tsai (2014)

Research conducted by Huel-Ting Tsai and Jui-Lin Chien and Ming-Tien Tsai

entitled " The infiuences of system usability and wuser satistactioi. Internet
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banking seivices usage intention: empivical evidence from Talwan' . This study
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aims | to. examine, -the - relationship between. Perceived . Usefulneass; -Perceived

Coinpatibility Perceived Ease of Use with User Satisfaction, Continuous Usage

l

intention. Sample used in this' study were 250 quUeSTOnnaires using  purposive
convenience.sampling techniaue. The independent-variable examined in this study
is Perceived Usefulness, Perceived Compatibility Perceived Ease of Use, whiie the

dependent variabie studied is. User Satlstaction, Continuous Usage intention.
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Reseerch uses:structural equitation medeling {SEM) as @ mathod of cata analysis
The results of the research obtained from this study are as follows;. First, multi group

analysis reveals that there are different concerns and priorities between skilled-and

REPOSITORY,UB.AC.ID |

less killed users; Seccnaly, given thet the samiplz is coflected from a particular

industry in Taiwan, the generalizability of the filings may be limited.

4. ‘Batairieh, Ai-Abdaliah, Alkharabsheh (2015
Thertitle: of this res 145 “Determinants of continuanee infentisn (o -use
social Networking Sites SNS’s : Studying the Case of Facebook”. The purnose

of this study has analyze tne effect of perceived of usetulness, perceived ease of
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use, perceived trust , perceived enjoymeni’,; and subjective ricrms on satisfaciion
and continue intention to.use, The sample used in this study was 633 questionnaires
and those who returned as many as 584 questionnaires were used as research daia,

the techniaue far taking a snowhall sampling technique! Tha independent variable

| REPOSITORY.UB,ACID |

examined. in. this stucly is.perceived usefulness: perceived ease of use, perceived

trust, perceived enjoyment, subjective norins, while the dependent varianbie stuaied

is ‘'satisfactian and continuance intenticn to use. Data analy<is methods vsed are

assumption test and miiltinle regression:analysis. The result obtained inn this study
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e as follow Tirst; the-significant and-positive effect of perceived usetulness,
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perceived trust; perceived enjoyment and subjective norms en-user.satisfactionand

continuance intention to use facebook. Both. users . satisfaction as .a mediation

l

variable has a crucial role In-the relaticnship between research indepenaent-and

perdent wariable: third, add suppert-for. e-marketing and. social networking

5

g —
7 B literatures, which advocates that it is. useful, ease of use, trusted,.-and highty,

G <L
% o enjoyment soctal network would be able o att nd-maintaif adarge numboer of

>0
aelight and satisfied tsers in the futurs, especially if 1t continues. change In users

need and wants.

5. ‘Pereira, Ramos, Gouveéea, da Costa(2015).

REPOSITORY,UB.AC.ID |

The titled " of : the vesearchis "'Satisfaction and continuous -tse of - the

intention of e-learning service in Brazilian pubiic. organizations™.. This study

alms 10 examine the relationsiiip between Periorinance, read lines technology and
the continuance of use intention, stisfaction: The research sampie used in this study
was. 273.. guestionnaires . using. the sampling technique. . accidental sampling.

Independent variables Pertoimance, techiology- read flines and cointinuance
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deperdent variabie use intention satistaction. The study used structuial equation
modeling. (SEM) as.a method of data analysis. The results of the research obtained
frorn this study are as 1oliows; First, resuits showed that quaiity, quality

disconfirmation, positive valie and vaive disconfirmation tmpsct on satisfaction,

| REPOSITORY.UB,ACID |

as..well. as. diseonfirmation -usability, -innovativeness. and. optimism;..second,

Likewise, satisfaction Is proved io be decisive for-the purpose of continuous use

intention; third, addition, technclogical readiness and ‘perforimance are strongly
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related, fourth; the ‘main-contribution ot assessmient teol tor-performance orierted

to.training courses anid-applied. in-public organizations.

l

6. ‘Masrek, Mohamed, Daud, and Omar (2013)
The titie of the research "Techiology - Trust and Mobile “Banking
Satisfaction: A Case 0of Malaysian Consuimers''. The reseaich aims to examing
the relationship hetween network trust, website trust, mebile phone trust and mobile

banking satistaction. The sampie research used inthis study was 356 questioninaires
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and thedata used: for the study were 312 questionnaires, -purposive: random
sampling. The independent variable examined in this study is network trust, website
trust, mobile phone trust, while the depenaent variabie is-examinea by mobile

hanking satisfacticn. This stucy uses Analysis of Moment Structures (AMOS)as s

REPOSITORY,UB.AC.ID |

method of data analysis. the research results obtained from this study are as foltows;

the first findings indicate tnat all three technoiogy trusts nave positive reiationship
with mobile banking satisfaction; second, the finding of trustworthy predicter of
mobile hanking satisfaction; third, the value of this study could be viewed from

both tiheoreticai and practicai.
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1.2 Theoretical Review

REPOSITORY.UB.AC.ID |

il.2.1 Consumer Behavior

l

Marketing Is an important activity in running a company, because marketing
can find ‘cut the ‘needs and desires ot ‘a custcmer. Accerding to-Kotler (200g)
marketing. is.a-social and managerial progess-in which individuals and groups.get

what they need and want by creating, offering and exchanging valuable products

BRAWIJAYA
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with cther parties. According w Williarn J.-Stanton (1984) "marketing is a totai
system of business activities designed to plan,. determine prices; promots -and

distribute goods.that satisfy. desires and services both to current consumers and

REPOSITORY,UB.AC.ID |

potential consumers”. According to Basu and Hani (2004) marketing is the overali

svstem of business activities 2imed at pianning, pricing, promoting, and distributing

aoods. Marketing strategy is needed to.sell goods and services, a marketing strategy
here is useful to attract buyers ic-buy goads 7 services, one of the factors used in
marketing strategies is the behavior of consumers, according to Engel et-al (1994)

consumer behavior is basicaliy the actions of individuals who are directly involved

in‘effeits to obtain, consuime, and spend products or services including the decision
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making process that precedes and follew these actions. Manv: things can influence
the behavior of consumers according to Swastha (1987) there are twe-factors that
influenice consumer benavior, among othners:

ay rAntemel r-factors: o include motivation,  knowledge, - learning,

personality, and self-concept, attitudes and.external factors,

b) Exteinal {actors. “include cuiture, social’ class,” sociai groups,

| REPOSITORY.UB,ACID |

S En e " ~ Foamilia
refererce groups, families.
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There were- 2-1actors in-consuimzr-behavior, Kotier -and -Keller (2002)

REPOSITORY.UB.AC.ID |

aeveloped a five:-stage-model of the tynical buying process, including:

a) Problem Recognition

l

The buying process staris when the buyer. recognizes a prohlem. or
need. This need can be triggered by internal stimuli (such as feeling
hunger or thirst) or externat stimul (such as'seeing an ads) that then

becomes a - driva.
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b) Information Seaich
Anarcuced consumer whe ‘recognizes a problerm wiil-be inclined

search- for - more-informaiion. - Through' gathering : information, - the

REPOSITORY,UB.AC.ID |

consumer learns more and more about competing brands.

¢) “Evaluaticn of Alternative

There are several evaluation processes, the.most current models view
the process as being cognitively .oriented, meaning that. consumers
form-judgments largely on'a conscicus anga raticrai basts.

d) -Purchase Decision

In the Purchase decision stage, the consumer forms preferences among
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the branas 1 the choice set ana-may-also form an intenticn to buy the
mast-preferrad brand: There is two factors can-intervene hetween the
purchase. intention and the, purchase decision first attitudes of others

J

and the second cne‘is unanticipated situationai factors. Consumer’s

b}

| REPOSITORY.UB,ACID |
(o2

gcision to-modify, postpene; or-avoid a purchase decision is heavily

influenced by perceived risk. The amount of perceived risk varies with

the amount of money at stake, the arnount of attribute uncertainty, and

tD
w

the amount of consumer seif-conficence. Consumers “1CVC:O[" o
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for reducing ris«, such as cecision aveicance, information gathsring

REPOSITORY.UB.AC.ID |

from-friends, and prefererice for-national brand names.andwarranties.

e) Post purchase Behavior

l

After purchasing the product, the consumer moves into the final stage
of the consumer buying process;-in-which-he or she-wili experience
some level of satisfaction or dissatistaction.

-

11.2.2" ~Customer Satisfaction

BRAWIJAYA
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Customer satisfaction is one thing that-1s important ina company-or

business activity Because when the custamer:is satisfied with the product / service

REPOSITORY,UB.AC.ID |

that is used the customer will give a pasitive response to the product / service that

Is being used, and aiso can Increase the image Tor the company. According Schnaars

(1991) staies that the purposge 6 biisiness is to create satistied custemers, According

Tjiptone (2014::354) that consumer satisfaction is formulated as the overall attitude
towards an item / service after ithas been obtained and used. in measuring custorer
headachies according to Tjiptano (2014: 368y who have made firve core concepts

£

regarding the,ebject of slow satisfaction measurament es follows:

<
<
s
<
o
0

UNIVERSITAS

a) Overali customer satisfaction ask customers how satisfied they are
with e specific product i cervice. There are two parts to the
measurerment process;

1) Measuring the level of customer satisfaction with the products

| REPOSITORY.UB,ACID |

and / or services of the company cenceried

N

Assess: and -compare - with ~the 1 overall-devel. of.- customer

i

satisfaction-with the products and / or services of competitors
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b) “Dimensicns-of Customer Satistaction i Generaiiy-this process occurs

REPOSITORY.UB.AC.ID |

in- the -first -four -steps of> identifying. key- dimensiens of customer

satistaction. Secondly, asking customers to assess the. company's

l

producis and '/ or services ‘based on specific ‘ftems-such ‘as service
facilitias, speed of service or friendliness of customer service staff.
Third, customers value products and or competitor services based on

the sarne specific ‘items. “Fourth, “ask  customers o determime -the

BRAWIJAYA
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dimansions according to them which are rost important in-assessing
overall customer satisfaction

¢y ~Confirmation of expectation: i this sense, satisfacticn is not measuared

REPOSITORY,UB.AC.ID |

directly, but it is:cancluded hased on the conformity between the

customer's expectations and the actual performance of the company's

products i a number of important attributes oi dimerisions
d) -Repurchace -intention : This methad is measured oy-bechavioral by
asking whether customers will shop or use cocmpany.services again.

e) Willingness to recornmend . In the Case of a product that has a
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retatively long repurchase, ceven: if there is only: ons: purchase, the
customer's willingness to recommend products to friends or family is
an important rmeasure to be aniatyzed-ard followead up.

1.2, 1 TAM (Technology Acceptarice Maodel )

| REPOSITORY.UB,ACID |

TAM g a form of model tc analyze the usefulness of @ new form Cf

adaptation. The TAM was introduced by-Davis(1989) to explain.and estimate the

behavior of technology users, nowadays adoption of information technologies and

intention to use. T/AM has twe Tactors that have an effect onusers:
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Perceived ease ofuse: Perceived ease of use defined as pecple belisves

.
o

REPOSITORY.UB.AC.ID |

Q

that: -cartain- technology “will. -he < free from. effort. Davis, (12809}

Accordinag to Childers (2001) online business that provides clear and

l

uncerstandacle inforrmation with-less effert and atlows the consumer
to-shop the way they want 1o shop results in-tha eace of use of
perception in consumer minds with favorable attitudinal attachrments

10 ondinie. Argue easier techinelogy using -consumer tecnrolegy using
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camplex tachnology:;
b) Perceived. usefuiness Davis (1989) have concluded that perceived

usefuiness may pe detined as the way in which a particular system-can

REPOSITORY,UB.AC.ID |

enhance users' job performance. Within the mabite payment context,

people are normally looking for convenience, speed and rewards for

using the sysieims.
¢) ~Attitude toward using
Attitude according to Davis (1989) is an evaluation of beliefs or positive

or riegative feelings from sorneorie if they have to do benavior that wiii
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pe-determined, The attitude toward TAM is eonceptualized. as an
attitude towards the use of a system that is for acceptance or rejection
as a result if sorneone uses a technology innis work.

d) ~Behavioral intention io use

| REPOSITORY.UB,ACID |

According to Davis (1989) interest or intenticn is the desire to conduct

penavior while cenavior is a real action oi activity carried out. Davis

(1989) states thatin previous studiss interest in‘a behavior was'a good

predictor of the use of technology by users of the system: Interest in
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penavior shows how muciheffort an individuat ‘makes to commit 1o

REPOSITORY.UB.AC.ID |

garrying out-a behavior.

e) Actual use

l

Actualuse accorcing to Davis (1889) aefines actual system usageas a
real and real condition for the use of a system - The levei of use of a
technology In a person can be predicted from his attitude towards the

techrology, Tor “exampletre desire  to aad  supporting features,
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maotivation to keep.using, and-mativating other users Davis (1289).

1.2.2  Compatibility

REPOSITORY,UB.AC.ID |

IDT is.a theory used to adopt new innovations. According . to. Rogers

(1995) presents IDT for user-adoption. This is a well-estabiishea theory, and many

researchiers hiave adopied this theory for their research. User’s acezptance and vse

of new technelogy or goods are two key elements.in IDT Zaltman & Stiff (1973)
and heip achieve the innovation of adoptionand the process of innovation decisions.
Compatibility: the degrez o which inngvaticn is perceived as consistznt with

existing-values. and experience of the potential. The above s a.form of stages and
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aspects In negotiating an innovation according to Rogers. But the first most
important aspect innegotiating an‘innovation according to Rogersis Image defined
as-"the degree.to which-innovation is perceived to-enhance one image er.status in

one social system”. Rogers included image of the aspect of relative advartage,

| REPOSITORY.UB,ACID |

Rogers argued "undoubiedly cne of the most information motivatien for atmost-any

individual to. adopt. an-innovation is desire to.again social status.
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T rust

w

2.
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The founddation of “trust” even more -difficult and-critical hecause-the

trust affects lots of essentials to online transactions, such as privacy and security.

l

The online consumers desire the online sellers to oe willing-and adie to act of the
consumers’ interests, to-he honest in transactions, and to be cavable of delivering
the ordered goods as. promised. Online commerce success largely.depends on

gaining and mairtaining tne trust'and confidence of online shoppers. It is necessary

BRAWIJAYA

UNIVERSITAS

to-understand how rislcand trust affect the purchasing decisions-mada ¢n the online.
According to, Mayer et al (1995) factors that.shape trust someone against

the other there are three-narnely the abiiity, ana-integrity. Alltwo factors can be

REPOSITORY,UB.AC.ID |

explained as follows:

a) Ability

Auility w ‘refer- ic' competencies and- characteristics the  seller
organization in dinfluencing and authorizing - the ' territory that is
specific. In this case, hew the seller is able provide, serve, until

securing transactions from interference from otners. This means that
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censumers get g guarantee satisfaction and security of the seller in
making transactions. Kim.  (2012) states. that . .abilities include
competenice, “experience, institutional -endorsement and science

kKnowledge:

| REPOSITORY.UB,ACID |

b). _Integrity

Integiity ielates 10-how behaviors or habits the selier in running his

vusiness. Information provided to the consumer whether (rug to-the

facts.or not. The quality of the product sold is reliable or not. Kim
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2012) argued tnar integrity carr be seen from the angie, fairness,
J

REPOSITORY.UB.AC.ID |

fulfillment, loyalty, honestiy, dependability; reliability.

11.2.4 Continuous Use Intention

l

Continuous intention is defined by Setterstrom et al (2013:1142) as the
degree to wiich an inaividual currently using a new technoiogy, such as a mobile

paymant service, has aeveloped conscious gians 1o Keep using it in the fuiure, The
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existing. literature inclicates that several theories have heen employed to explain
factors that infiuence continuance intention to use a hew technoiogy. Triese theories

-

include the expectation-confirmation modei (ECM) (Cliver, 1980), the expectation-

REPOSITORY,UB.AC.ID |

confirmation mede! in. the context of 1T (ECM-IT) Bhattacherjee (2001), the

extended expectation confirmation modei, aiso. in the context of IT Continued use

is critical to the success of mobile payment services (Zhou, 2013:1036).

Maximize the financial investment.in-mobil2-payment services,. hanks,
merchants, and mobiie network operators ought to. ensure that customers wili
continue to-use their seivices eaiter the imiial ‘experience. Yet there i limited

empirical evidence ol studies investigating -the: factors that influence consumers’
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continuance intention fo use rnobiie payment services. Although most studies focus
their attention onthe adeption of tachriclogies, a few studies that have investigated
continued use eftechnology have employed the TPRB, TAM and ECM to understand

consumers continued use of self-service based technologies and other coritexts

| REPOSITORY.UB,ACID |

s

(Setterstrony et at.,; 2012:1139-1154). Corisumers  continuance intenticn  is ‘aiso

described as-‘repurchase intention’ becavse both'decisions Bhattachejes (2001:355)

7

follow an Initial (accentance or repurchase) decision, are influenced by the initial

r

use of an'infermaticn’ technclogy or “service ‘experience,potentially’ fead 10 a
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feversal of theinitial decision."Understanding consumers’ continuance intention is
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paramount; -therefore“as. it indicates ‘consumers’ -levels of satisfaction-with-the

product or service, and satisfaction Is an important antecedent to continuarce

l

intention.

1 3 Relaiicnship oetween Variabie

[1:3.2 Perceived Ease of Use or User Satisfaction
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Ease of use ls part of the TAM (Technology Acceptance Wiodel), this theory is
used 10 see-a.-parson's tehavior in-using /-accepting a-new: innovation, According to

Davis (1989) perceived ease of use .is defined as people believes. that certain
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techneiogy wili be frec from efiort. Several studies that have used ease ¢f use and

user satisfaction -such as rasearch Amin, et al, (2014) that proves positive

relationship between PEOU (perceived ease of use), PU (perceived usefulness) and
mobile user satisfacticn, in other studies prove ease of use signiticantly affects user
satisfaction this ~is in-accordance with the ‘opinion:that -there: i5 & positive
relationship_between ease of use and the acceptance of information technology

(Gefen et ai, 2000 ). Bataineh etal (2015) proving that perceived ease Of use In
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-zcekook users in Jordan can have a positive effsct on satisfaction. Bzsed on th

(4}

description, the hypotheses that can be taken in this study are:

H1: Perceived Ease of Use (X1) variabie has a positive effect on User

| REPOSITORY.UB,ACID |

Satisfaction (Z)

[1.3.2 Percelved Usefuiness onUser-Satisfaction

Usefulness is also a part of TAM (Technelogy- Acceptance Model) wihich

explains-a person-in using.an innovation and. its-use accerding to Davis (1982) has
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concluded that perceivedusefuiness may bz detfined as the way i whicha garticular
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system can enhance users' job: perforrmance. Almahamid et-2l., (2011} usefulness

found to be linked with satisfaction and continuance intention in many.studies stich

l

as e-learninyg systems, in ancther researchi Bataineh-et' ai; (2015) proving “that
perceived usefulness in Facebock users-in-Jorden. can-have -a positive effect o
satisfaction. Amin et al., (2014} PU (perceived usefulness) Is positively related to

trust and mebile user satisfaction. Based on the description, the hypotheses that-can
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be taken- inthis stucy are:
H2: Perceived Usefulness (X2) variable has a positive effect on. User

Satistaction (£)
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I1.3.3 Compatibiiity on User Satisfaction

Compatibility is part of the {DT (Innovation Ditfusion theory) which discusses

the stages cf users in adopung an innovaticn in 1DT there are severai factors and
one of the factors used. in this research is .compatibility or suitability of users.in
using the innovation. According to Rogers (1995) compatibility the degree to which

inhovation is perceivad as congistent with ‘existing values and expericnce of the
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potential, the above isa form of stages and-aspects in negetiating -an-innovation.
From previous studies many researchers examined examining the positive influerice
of compatibility on user satistaction. Research ‘Ligo & Lu's (2008) the effect of

perceived. compatibility -should:- -be taken,.into -account cautiously toward wser

satisfaction. Based on the description, the hypotheses that can be.taken in this study

al'e.

| REPOSITORY.UB,ACID |

H3: Compatibility (X3) variable has a positive effect on User Satisfaction (Z2)
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[1.3.4 Trust on‘User Satisfaction

REPOSITORY.UB.AC.ID |

Trust is-an important ‘part in purchasing services or goodsin enline media

l

according to.Rose et al,, {2012) found that online customear satisfacticn has both a
direct and indirect relationship with repurchase. intention via online trust. Based on

‘esearch Bataineniet al., (2015) research on Facebook social media useis in Jordan
who use trust-as-cne of the factors that are perceived. trust-gs factcrs: that can

influence continuance intention through satisfaction. Based on other studies that use
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trust as one of the factors that are perceived as factors that have & positive

'[)

relationship with user catisfaction. (Arninetat,; 2014). Other studies that reinforce
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the positive relationshin Customer satisfaction is, therefore, considered to influence

trust and custoimer rewention (Linand Waig, 2006). Based on tne description, the

hypothases that can b

(y9)

taken in this study are:

H4: Truts_(X4) variable has a positive effect on User Satisfaction (Z)

11.3:5 User Satisfaction on Continuous Use Intention

Customer-Sztisfactien According Schnaars (1991) states that the:purpose. of

I

business .is to create satisfied customers, According Tjiptono (2014:354) that
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.l'
s
.

consumer satisfaction-is formuiated as the ogverall attitude towards an itent/ service
after it has-heen ohtained and-used. According to;Tjiptono {2014: 368) whe have
made five core concepts regarding the object of slow satisfaction measuremert and

) o

one of the factors is repurchase intenticn. Based on ‘Bhattachejee (2001:355

| REPOSITORY.UB,ACID |

Nae?

Consurners continuarce intention: is aise described as ‘repurchase intention’, this

proves that after the user Is satisfied with the goods or services used will occur the
next stage that is reuse. Accoraing to Liao et al., (2011) state that satistaction with

a product or service s the main motivation for its continueg use. -There are also
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studies Pereira-et-ai, (2015) that-use satisfaction as'one of the factersin Brazilian
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society to. use-e«learning, and. after satisfaction there will. be-created:a-desire

conitinued Interest In using e-leaining. Another studies Bataineh et al., (2015) about

l

lFecebook secial media users 40 Jordan-wne have a positive relaticnship between
satisfaction factors by asking for repeaied use. Consumer’s continuance - intention
is determined by their satistaction with prior use an. association that has been

corroborated i previcus studies {Chen, Yen & Hwang, 2012; Henyg et al., 2006).
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Based on the descrintion; the hypotheses that can be taken inthis study are:
H5: User Satisfaction (Z) variable has a positive effect on. Continuous Use

Iritention ()
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1.4 'Conceptual Model end Hypottiesis Madel

11.4.1. Conceptual Model

According to (Sugiyono, 2012: 32) the concepi can be interpreiead as a term
anc definition that is vsed to-abstractly: describz’ avents, citcumstances,
groups, or individuals who arz:the focus of social. Based on journals and

previous research, the researcher makes a conceptual model by taking
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szveral theorles and saveral factors inthisistudy.

This research concept-model can be seen.in the figure 2:2 helow:

| REPOSITORY.UB.ACID |
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Figure 2.2 Research Model Conceptual
Source : researcher
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11.4.2 Hypothesis viodel
Hypotheses are specific statements that are still predictive or suspect
researchars, or explain in-concrete terms what (s eXpecied by researchers

from.the formiilation ef the problems. that have heen previcusly proposed
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(Suryani and Hendrayadi, 2016: 99). Based on the probiems that have been
Tormulated, the purposz of the research, the theoretical basis, before and
previous research; and-the conditions in practice, the hyoothesis model can

be seen In figure 2.3

| REPOSITORY.UB,ACID |

BRAWIJAYA

UNIVERSITAS




36

2]
E:
| e /\
|2 P .
18 ;/ Perceived
8 |~ Ease of Use
ii \\ (‘/1\1) ’/1\
— %
< X
/
> Z Perceived \ \\\ Repos
[7,) E LI Dfu ness : *; JE “D \\\\ /’/\\\\
2L - \ (X2) B User H5 / Continuous -\
Z, B \\ ______ o / satisfaction — Use I{rf;enuon ]
W T — AN 4 AN A4
o m N ve’ 5 \ o N 2
S / ()"'1p‘)nbhl'[)/ )
(X2) | /
-t\, / &/’

~——————T

REPOSITORY,UB.AC.ID |

Figure 2.3 Research iviooel
Source: researcher

In_accordance- with the formulation of the problem in this. study, the

hypothesis of this study is as folicws
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H1: Pereived Ease of Use has a significant effeci on User Satisfaction

H2 . Perceived Usefulness has a significant effect on User Satisfaction

&
£

H3": Compatidility has a signiricant effect it User Satistaction

H4: Trusthasa signiticant effect on User Satisfaction

| REPOSITORY.UB.ACID |

H5 . User Satisfaction has a significant effect on the Continuous Use tntention
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RESEARCH METHOD

l

1.1 Type of Research
This research uses explanatory reseaichi, an explanatory research goes beyond
the descripticn and attempts. to. expiain- the reasons -of phenomenon- that the

descriptive study only observed. Singarimbun (1989) explain explanatory research

BRAWIJAYA
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is'a research that -exglains the relationsnips that ‘are related  cetween-researc
variablas and testing hypotheses that have been formulated previously.

This research has independent and dependent variable to look for how imuch
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etfect-of ‘mdependent variable on dependent variable. This research uses suivey

research-methods- According to Singarimbun (1989: 4) survey research is a stud

(V]
v/
7

that takes a sample of the population determined using a questionnaire as data
collection.” Research ~with the: survey  metnod -does not neea to cxaming aii
populations-because it takes a-tong time.-Ressarchwith a nortion of the population
in_the hope that the results obtained can describe the nature .of the. popuiation

concerined. ~Sampling must “use methods that' are in' accordance’ ‘with “the
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characteristics:of the population and research objectivas{Singariimbur,1939)
111.2 Research l.ocation

Researcn iocdtion is a place for conducting research conducted by the authors

| REPOSITORY.UB,ACID |

o collzct  data coming drom - the respcndenis as a reinforcement and concrete

evidence in writing. This research wili be conducted in.Malang;  East Java, where

the research is iocated at Brawijaya University. The reason for choosing a research

location v the University of Brawijaya is because many stucents use ine GO-JEK

and CO-PAY. applications.
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1.2 Varacle; Definiticn ¢f Operation Variaole and Measurement Sceale

REPOSITORY.UB.AC.ID |

.3:1 Variable

l

The approaci in_this study uses quantiiative -pressure, research that uses a
auantitztive appreach iisualily tses variaties in oeiermining the object or derivaiive
of the cancept used. According to Sugiyono, 2012: 38) is all things that have any

formn used by researchers to ce studied or studied in deptn in oraer to cbtain

BRAWIJAYA
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infermation sout it and then danced cenclusions oucling. Variabies in this study
consistad: of independent variables, bound variables, enc. variables. the following

INtervening is an explanation of each variable:
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a) Independent variable

According to Sugiyono (2012:59), independent. variables is variahles

that affect or be on changes or the emergence of the depenaent variaie.

The indepzandent variable used in ihis study is Parceived FEass of i)se
(X1),Compatibility (X2), Usefulness.(X3) and Trust {X4).
) Intervening Variable

[ntervering Variable s an-intermediate’ variable which lies betwszen
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independent. and. dependent variables, so th2.independent wvariables do
not airectly affect the change or the emergerice of ihe dependent variable

(Sugiyono, 2012: 61). The intervening variadie that used in this study is

-

User Satisfaction (2),

\

| REPOSITORY.UB.ACID |
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c) 'Dependent Variable

According te-Sugiyono (2012:.59) the dependent variable'is-a variable

REPOSITORY.UB.AC.ID |

l

affected or as a result, because of the independent variables. Dependent

variabies used in this researchis ‘centinuous intenticn to use ().

11.3.2 Definition of Operational Variabie

According to Sarwono (2006:27) operationai dafinition is the definition that
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Tiakes the variacies being examined become operational in relation to the process
of ‘measuring ‘these variables: The cperational definition will “forr ‘& specific
definition according to_the criteria,- so that. it can be tested and measured.
Opeérational definitiori in this study are as foliows:

s YOI E ae ~E A
a, Perceived Ease of Use

REPOSITORY,UB.AC.ID |

Fase.of Use is the view of consumers towards GO-PAY based on the

stimuius seern and received by tne serises.
ay -~ Quickly to adapted GO-RPAY application:because its easy o
using

i

b) Operation of the GO-FAY application is easy, it can done aicne
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withaui guidance.
¢). Navigation on the GO-PAY apolication.is.easy ta use and not

complicatec.

| REPOSITORY.UB,ACID |

d) The GO-PAY application interface is easy user friendly.

h... Perceived tJsefulness

Usefulness In this study means that the GO-PAY feature in the GO-JEK
application’is to'provide useful and easy benefits. 'The iterns of ease ¢f

use-indicators-are:
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UNIVERSITAS




40

-
I~
ki ay “GO-PAY applicatior irmproves usel ability to make payments
|2
| & N L ,
|2 b). -GO-PAY application.improves.user-productivity in making
A
g
=t payments.

¢j ~GO-PAY application-improves user effectiveness 1 making

paymants.
C.. Trust

BRAWIJAYA
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Trust.is essential in order for meaningful interactions and information
exchanges to occur, to undertake the risk of providing personai

information and beiieving that theoniine ratailers wili-deliver goods es
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1. Abiiity
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Ability in.this study rmeans that the GO-PAY. feature in.the GO-

JEK appiication 1s the ability to be trusted in its use. The items of
ebifity indicators are:
a),-GO-PAY has ability.to.handle serviee as.mobile payment

company.
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by “GO-PAY hasexperierce providing service as mobile payment

company:

O

) GO-PAY its trust worthy mobile payment company.

2. Integrity-in this study means that the GO-PAY feaiure inthe CO-

| REPOSITORY.UB,ACID |

JEK gpplication is the ability to be trusted in-its use. The items of

ability indicators are:

&) “GU-PAY represent a company will deliver-on promises made.
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by GO-PAY would keep its commitment in grovide worth it

service;

REPOSITORY.UB.AC.ID |

GO-PAY would keep its consistent in providing worth it

G

Service.
). - GO-PAY have integrity -in providing service compared fo
competitor.User Satisfaction

User satisfaction 15 cne measure of the success of a company iran
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effort to meet consumer expectations. satisfaction variable ¢an-be
measured using 4 indicators:
1. “Re-purchase

Re-purchase inthis study means that consumers wha:-have hean

able to use the Go-Pay feature will use it again. The items of Re-

REPOSITORY,UB.AC.ID |

purchase indicators are.

a) “User Want to go back to tog-up the GO-PAY balance.
b) User Want to reuse the GO-PAY feature.

¢) “User use the GO-PAYY feature for other transactions.

2. Woeord of-Mouth
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Word of mouth in this stugy means that consumers who_have-used
Go-pay to transact will say gooa trings and wiii spreaad. The iterns

of Word.ef Mouth:

| REPOSITORY.UB,ACID |

a) Would say qood things about GO-PAY

0)" Teii experiences wheri using GO-PAY to otiers

o) “Recammend GO-PAY: features to otrers
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REPOSITORY.UB.ACID |

3./ “Brand Tmage

Brand image in this study means that consumers who use. Go-pay

l

have an interesting picture and the use that uses it has an advaritage.

Theatems of Brand Image:

a) - GO-PAY feature is different from other similar. payment
features

0) - GO-PAY feature is more attractive-compared to other simiiar

BRAWIJAYA
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payvment features
c) GO-PAY rteature is better than other similar payment features
d.  Compatibitity

Compatibility is one measura of suitability of -2 product or service.

REPOSITORY,UB.AC.ID |

Compatibility vartable can be describe using 4 items:

a) - GC-PAY match the base knowledge.
n) - Go-PAY according tothe way manage transacticns finance;
c) . Go-PAY match life style.

a) - GO-PAY fully compatisle with caily activities.
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e... Continuous use intention
User satistactior is orie measure of consumers o a continuing interest

In ..‘II"} an item or service. Coniinue intention to use variatvie can be

| REPOSITORY.UB,ACID |

measured using 1. indicators:

1 Continue intentiori this study means that consumers who have tsed

Go-pay. for transactions will use GO-PAY again
The iternsof Brand Image:

a) ~User want tc intend o continue using GO-PAY.
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n) ~Continue using GO-PAY to keep intouch with - friends rather

[ reposiToRY.UBACID |

tharn using alternative appreaches.

c). Continue using GO-PAY In the feafure as digital payments.
The "indicators: used “in “this stuay- are-gescribed 'm -questien -items. “The

operational definition of the variables iri this study can te seen-in Table 3.1
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[al

‘5 Table 3.1 Definition of “Operational Variabie

E Variabizs Indicator item

|© VO B DO SNV Y SR . YOI I DD . WAL Y W O T T DALY DR . DAL

.§ 1. Quickiy to adfapted GO-

& PAY appiication because
its easy to using.

= Ease of Use 2. Operatiori of the GO-

2(- ~ PAY application is easy,
) =— (X1 it can cdone alons withoLt
é § (Delone & Mceiean, guidance.

%) . .
a < 2003) 3. Navigation on the GO-
=y ¢ PAY appliication is easy
= Adaptation : .
>0 ' to use-and hot
complicated:
| 4. The GO-PAY application
' interface is easy user
friend!y.
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8 (BAtpsheuse; ) 2. GO-PAY appiicaticn
| = AN .
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o Gillenson, 2012) | productivity in meking
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< ' 3, GO-PAY appiication
g - IMProves user
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knowledoe.
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Compatibility (X3) . .
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E (Rogers, 2010; Laiand ARV
| <
‘lx. 2 v (M ’ f
£ Chiang, 2010) 3.. GO-PAY match life style.
{ =
= 1
2 RepisHoD : 4, GO-PAY. fully
|0
| & | , \ L -
| &| | compatibie with daily
t activities
|
|

e
<
=
7Y
oc
0

UNIVERSITAS




45

Continued from table 3.1
Trust (X4) GO-PAY hasability 1o
(Kirn et al. 2603) handle service as mohile
Adaptation paymentcompany.
2, GO-PAY Hasexperience
Abitity providing service as
(X4.1) mobile nayment
company:
3., GO-PAY. its trust worthy
mobile nayment
company.

[ reposiToRY.UBACID |
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ampany: V\"’I de!lver on

Nromises made.

' 2/ GO-PAY we L.Ic Keepits

comimitment in grovide

Integrity worth it seivice.

(X4.2) 3. GO-PAY wvoulc keepits
consistent in providing
worth-it service.

4. GO-PAY have integrity

t in.providing service

| compared to.competitor.

REPOSITORY.UB <AC_ID |

Re-pur
(z1.1) top-up the GO-PAY

balance.

=)
Q.;

Iase 1 User Wari o go 0acK 10

0

N

User \A/ant to vetse the
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O-PAY feature.

Customer Satisfacticn 3 User use the GO-PAY

=
7

-

(;Tjinteno 2007} feature for other

Acaptation transactions.
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whan using GO-PAY 10
Word ct mouth

l

|

| others.
t (1.2
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|

2. Recommend GQ-PAY

features to athers.
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Continued fremtable 3.1

[ reposiToRY.UBACID |

GO-PAY Fature s
different from other
similar payment features.
2. GO-PAY faaturc is more
Brand image artractive comparea:to
(Z 1.3) other similar. payment
feature.
3 . GO-PAY fzature is better
than other similar
payment features.

[
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Continuous Use 1, Userwant (o intend (o
intention (Y continue using GO=PAY.
(Battacheriee, 2001) | Continue usirg SOPAY
Rrglisitiog | to keep in touch with
friends ratherthan using
alternative approaches.
3. Continue using CO-PAY
inthe feature as digital
payments,

N
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11.3.3 Measurement Scale

[ reposiToRY.UBACID |

The measurement scale used.in this research is Likert Scale. Sugivono. (2012:

134) 1s a scale used to measure attitudes, opinions,-and perceptions of a person-or

group of pecple abcut a phenormenon cr social event. Likert'scaie is a psychometric
scale used in questionpaires and is a scale that is often used in conducting. surveys.
Likert scale aescrioes varianles-as indicators ot variabies whici are then used as a

starting point for campifing instruiment iterns in the form of staterments or guestions.
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This study uses a Likert scale with an assessment score;

SA : Strangly Agree = !

15 A TAgree =4
| <
| =
{2
& Bita ; Y
|2 N iNeutral =3
I
| &

DS : Disagree =2

SD - Strongly Disagree =1

Source: - Sugiyeno (2012:-134)

(S
<7

1.4 Population and Sample
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FHi.4.1 Popuiation

Populatiorn is a generalization area that consists of objects or subjects which

becorne certain guantities and characteristics determined by researchers te be

| REPOSITORY.UB,ACID |

studied and then drawin conctusions (Sugiyono, 2012; 117). The population. in.the

study were students of Brawijaya university who had used GO-PAY as payment.
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4.2 Sample

[ reposiToRY.UBACID |

According Sugiyono (2012:118) The sample is representative of the nurmber

in the popuiation When the pooulaticn ds large, and researchers are not likely 1o
study: everything in the population, researchers can use samples taken from that
population. What s learned froim the sample, the conclusion will oe appiicabie to

population.
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Due to the number of pooulations in this research.is unknown.then. the
determination ot the number of sarnples using the formula of Macnir ana Campbeii

(1987:89), as foliows:

R Wnivérsitks B P
s A zln(\1—_o,)+2(v: 1)
i% dl -_11 /1+p)

Zl-a+2Zi-p)*

< "Vl == """"""_',"—,)_ """" -~ 3
>= (Up)?
<
e s '
= ;
% " Explanation:
= o Up = Standard normal random variabie corresporiding to particular vaiue of tne
=
>0

carrelation coefficient o

Up' = initialestimate of up

N = sample size

Z1-a =Price obtained. from: the standard normai distribution Table with the

[a] e
g specified alpha
F Z1-p=Price obtainad irom the standard normal distribution tabiz with ihe specified
|
|
|8 peta
|8
L= In_ = Natural logarithm
p. = Thecorrelation coefficient of the smallest which-is expacted te be detected

significantiy
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é Perhitungan |:
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52
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=
z% (1,96 +1,29)%
= YT 7(0,3108)2
i iLﬂ,S}(:}IS o 3
0,096596
: = 112,347177
| E1p
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Based en the consideration that the lowest pvaluz to be obtainad through this

study 1s p = 0.30, a. = 0.05 in two-way testing and = 0.10 so as to obtain n of 112.
This show that the sampie that I'used was 112 for Brawijaya Uiiiversity students

who could represent ray poputation.

4.3 " Sampling Technigue
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rechnigue 'which-does nct “have  the -same -opportunity-for each
member-ofthe population to be a sampie. The sampling technigue inthis study s

non probability sampling. According Suryani and Hendryadi (2016: 202) purposive

| REPOSITORY.UB,ACID |

sampling I1s-a sampie taken witha specific purpose. This iesearch uses purposive

sampling “hecause 10 be a sample respondent -is. given consideraticn with the

existence of special criteria in order to-get a representative result.
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1.5 Data’ Collectien Techniques

REPOSITORY.UB.AC.ID |

11.5:1 Source of Data

l

This reseaicin uses primary-data ootained airectly Dy researchers 1i0Im sources
through direct observation and researcivar the research site. This primary dafa is
obtained through questionnaires that have been distributed to the respondents. the
data that nas been disseminated is useful 1o Tind out the airect responses -of

respondents  regarding perceived ease o Use, . perceived: Ussfuingss,  Lrust,
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compatibility to count the intention to use and user satisfaction.

1.5.2 Data Cotlection Meathad

REPOSITORY,UB.AC.ID |
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carried out by distributing Juestionnaires or

questionnaires to respondents online. This questionnaires was made in.a paperless

with the heip of Google Form. Through the nelp of Google Torm can save tirme as
well and ¢y increase the accuracy of the eppropriate sampie. Geogie form-is a
useful tool to help planning the event, send survevs, and collect information in an

easy efficient way. The iterns {inks was deployed via ciline thirougi emait and also
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researchier social meadia such as luine and WhatsApp by researchzr.

115.3 Research Instrument

According to-(Sugityone 2012: 119) measuring-instruments i research are

usually catled research-instruments. instruments-in this sense are-guestionnaires

| REPOSITORY.UB,ACID |

used by researchers.to make it easier to obtain data. The instrument.used in this

study is using oniine guesticnnaire, the gquestionnaire was aesigned into two parts,

namely the statemert guestionnaire te abtain information abeut the identity ofthe

BRAWIJAYA

UNIVERSITAS




51

(4}

respenidents -and -guestionnaires to cbrain respondents’ resgonses ‘about - th

research-variables.

[ reposiToRY.UBACID |

I11.6. Testing Instruments
111.6.1 Validity Test
According to Siregar (2017: 46) validgity is to show ine extent to which &

measuring dnstrumeni: 15 vable 1o measure woal | you weni 1o measure. valid
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instrument has high validity and invalid instruments have low validity. (Taniredja,

2011: 42).

The carrelation formula that.can be used. is that proposed. by Pearson, known

r

94 - 1 H P # a ~oAa )y 45 9

|2 as product moment in the book™ (Arikunto 2010: 213), correlation formula-as
|8 follows:!

| 5

I

| &

e M) X TY) |
= g \fn S X2 — (3 szur\y"z - (2] |
> : _
< Source: Arikunto {2010:213)

L=
=
%, .
G T Explanation:
=
% o rXy. - =Pearson product moment correiation coeificient
n = sample amount
X = amount of item score
[a] y = amouri totai score
|<
| &
|2
| & . - <
|8 X . =number of x.distribution scores
|8
| &
i;

Yy =number of distribution scores

Y Y2 . =number.of squares in the y distribution score
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_—

2 x* = numberof squares inthe x distiibution scere

REPOSITORY.UB.AC.ID |

After. the r value is. obtained, the next step i3 comparing 2atween .the

k]

l

calculations of r with the r critical value table at significance.level(a = 0.05).
Accoraing to Siregar (2017:47) there are several criteria that can be used to find out
that the questiennaire is valid, namely:

a) _If the product moment coefficient exceeds 0,3

b) if product imoment coefficient > r-tabie (a; n — 2°) = nuimbei o1 sairiples
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¢). Sigvalue <o
111.6.2.Reliahility Test
Thie detinition of reliabikity test according to Taniredja (2011:43) is reliadility

refers to that an instriment is reliable enaugh to be usad as a data collaction toci

REPOSITORY,UB.AC.ID |

because -the. instrument is. already geod . which. will not be tendency . directing

respondents to choose certain answers,
Reilable or retiable instrurnents will produce tusted data too. Criteria for an
instrument are szid to e reliable if the ieliability coefficient is> 0.6 (Siregar, 2017:

57). Calculation of reliability in“this_study using -the alpha formula, namely-as

<
<
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<
o
0
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foliows!

LIV Zalf)

[0 =31\ s vymms ')i_._—_. £
\k—1/\"  of

] ~
g I
| < /4
23} -
|2 (Siregar, 2017:58)
|S
|& , .
|2 Explanation:
i;‘

o = Reiiability Instrument

k = Amoyrt of Guestion items
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111.6.3 Result of Validity and Reliability Test
Resuit of vaiidity and reliability test of variabie of ease ot use, usefulniess,
compatibility; trust, user satisfaction, and continuance intention (e use Using SPSS
23 program_by using. product moment. correlation from each item of whole

question.
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a. 'Validity Test
The results.of the validity test for each variable item in the study this is

siiown in Tabie 3 as toilows:

]
|2
L Tanble 3.2 Validity Test Result
| &
k=
| & | |
|8 ' | §
& SR I i Pearson | Valid o
L Variacle ' i andicator REDNS VLA Niotes
y Correlation | Correlation
i | Requiremerits
B B 0,737 | 6,3 [~ Vvalid

l’\
Eeseofuse. - "

|
|
|
|
= |
< | ;
| | NV D 0627 | V2 7t
) — ‘ (Xl) L_— VAN Bva ,.bu Jr C,\‘I \Id“d
L " | | X133 0,708 | 0,3 |~ Valid
% ; | PRI 0,809 ] 0;3 |~ Valid
U <T | F OTRA 6,727 | 63| Valid
S (a'et | Usefulness:« . —=——— : 507 | BT
Va = U, v | I,\j X
> &) RN 0 ) BN Kkt btk = Braw
i i 1’\.(.’03 0,780} O,\j \I'a.“d
| [ Xsn 0,728 | 0,3 |- Valid
| Compgubnsty L XS2 u,:774i 0,3 _‘Va:;d
| (X8) X33 0,716 | 0,3 | Valid
3] | P ETXgis 0,698 | 0,3 |~ Valid
| t T - Al YT | | NI
'é | i_i aqala ) u,t?_zb i - 0,3 . \/a!!‘d
F | [ Xan? 0,576 | 6,3 |~ Valid
| O . ——
5 ‘ SRSPTHIE 0,634 | 0,3 [~ Valid
|© \ Trust T - b -
2| | (X24) L X421 0,649 | 0,3 |- \Valid
1y UNVErsiiag Braana 0,773 | 6,3 [ Valid
| X423 0,711 | 0,3 |~ Valid
| P2 0,664 | 0,3 |~ Valid
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[al
,g Continue from table 3.2
2 ; 5 Bzwdje G572 | %3 | \alid
I | 5 Baudj2 0,660 | 3 [ONalid
lg } ) 5 Bz 0,611 ] 0.3 | Valid
= i Satlsfsc’aliiztlon : 2121 0,636 ! 53 |- \alid
< | ) 5 Bzundj2 0,681 | 3,3 |- Valid
zt- j 5 Bzands 0,521 3:3 [ Malid
e | 5 Bzngj2 ;5151 %3 | \alid
=S ! 5 BZ1dis 8 r8:> | ;3 | Valid
e B L Continuots : Xkl (& ! 13 |- Malid
§ é | Use intentiorn : X2 43\)2 ] 0:3 | Valid
Zm ‘ (Wkrsital Brawid 310 033 | Valid
ource:/Appendix4

Based on Tab!e 3.2 it can be seen that all research instruments-for variable

of ease o7 use, useiuiness, coivpatibiiity, trust, user satisfaction, and continuance

REPOSITORY,UB.AC.ID |

intertion te use are valid because they-nave vaiue Pearson Comrelation> 0.3

b.. Reliahility Test

The reliability test resuits for eacn item in the variable This research is

showrcin-Tabie 3.3 as Toilows

2

4 o Table 3.2 Reliability Test Result

b g Varizhia L~ Cronbach’s Alpha ||| Nowes

S - citary Liniversitas Brawii hva  Renository Ln lvarsitas Brawiiay

=1~ Easeofuse . - ... e e 0970 Relible ]

>0 Usefulness .. | L et 0,745 | ___ Reliable |
Compatibiiity O 0,789 | Reliable |
Trust - i A 0,763 Reiiable
User Salisiaction 1 0,747 | Reliable
Continuous Use intention | 1 0,629 Reliabie: =]

Source:-Appendix 4

| REPOSITORY.UB,ACID |

Based.on Table 3.3 it can be seen that all variables perceived ease of use

(X1), perceived - usetulness(X2), - compatibility(3X3}, ~ trust(X4),  user

satisfaction(Z), and continuance intention to use (Y) has a Crenbach's Alnha

coefficient greater than 0.6 so that it can be said that the instrument used is reliable.
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HI.7 Data Anatysis Method

The. activity -of data. analyzing is.condueted -when. all-the. dgta from- .the

l

respondents is collected. In tnis activity, the researcher is directed to.do grouping
ana proceeding the-data based-onthe variabies and the type of respondents, later to
se-presented with, the: caloulation and. the. answer of the research problems-ang
calculate .the proposed hypathesis (Sugiyono,. 2012).. The method used in this

research is descriptive and path analysis.

BRAWIJAYA

UNIVERSITAS

I1i.7.1 Descriptive Statistic Method
Descriptive analysis is a way of simpiifying data into a form that is easy to read
(Singarimbur,~1289). Dascrictive anaiysis 15 used (o descride the identity of the

respondents consisting-of gender, age, and the reason for-using the Go-pay that was

REPOSITORY,UB.AC.ID |

then distributed from each variabie. After the data s collected and processed, the

data will “be “distributea Vintc the tabie and’ then .discuss “the “daia cbtained

descriptively.

1117.2 Path Analysis
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Path analysis is-an aspiied form of muiii reqressicn enatysis. (Sandipic,
2011: 12) stafe that path anatysis is used to analyze the possihility of a cause and
effect relationship between thiree or mole ‘variables to determine the direct oi

indirect influence between the indeperdent variable and the dependent variable.

According to (Sandiojo, 2011:.12) anatysis.of the path consists of four steos:

1) One theory that connects several variabies such as tiie theory of cause and

| REPOSITORY.UB,ACID |

effect relations.

2) .Specified variahles are then measured.in a certain way.
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3) ‘Correlation coefiicients are calculated 'to' show 'the-relationship betwaen

REPOSITORY.UB.AC.ID |

[y
S
)
=

No]
22,
o]

f variables postulated.

4) . The relationship between correlation coefficients is analyzed in relation'to

l

the treory.

To-use patn analysis requires the assurnption that:

1) Allrelationshins are lingar ana adaptive; casual assurmptions are shiown in
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the path diagram.
2) Residue (error) is not correlated with the variables in the model and with

other residue.
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3) . Causal flow in the. direction.
4) The variabies are measured by Iniervai scale or petter.

5) 'The variables are measurad without error (perfect refiability).

There are several steps that need to be considered interms of impiementing path
analysis, namety:
1) Research instruments that are used must be valid and reliable. The quality

of the instrument-is very important cecause conclusions are taken oased 0n
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the cata chtaired by using the instrumsnt. Therefore; validity and reliability
must be fulfilled by validity directing to_compliance, meaning, truth, and
usefulniess of conclusions taken by researchers-and tihe formula used o test

the vaiidity of @ data is the product momant correlaticn formula. Reliehility

| REPOSITORY.UB,ACID |

leads to the censistency of sceres or answers, from the implementation of

one instrument to another-instrument ana from-among the set of items and

formuias used to test a data using the formule; then a velid and relighle

instrument is ghtained.
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2)- ‘Conduct “errcr 'normaiity tests,~homaogeneity- tests and-significant -and

[ reposiToRY.UBACID |

linearity tests. The three tests were conducted aimead-at-the requirements, of

the statistical test before path analysis was implemented.

3)- Testing the causalily mecel with-path-analysis; required data that has imet
the reguirements; one important requirement is-that-there is a significant
carrelation between variables calculated by the correlation coefficient.

4)- Test the hypothesis which'is the Hast test with the intenticn to Tind out the
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direct:and-indiract effects-of tha variables studied
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CHAPTER IV

RESULT AND DISCUSSION
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V.1 General Description of Location

IV:1.1 Company Overview

ory nivrit rwu
ory Universitas Brawija
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Figure : 4.1 go-pay
Source : Facebook @gopayindonesia (2019)
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GO-JEK Is @ starf-up cormpany that was founded by Nadim Makariem and
was established in Indonesia in 2010. in the beginning, GO-JEK established a call
center as an intermediary betweein GO-JEK drivers with reservations. Aiong with

the'technology in 20615, GO-JEK faunchiny applications'in the Apps store and Piay

<L
<
=
P
e
o

UNIVERSITAS

Store-with 3 mainstay features namely GO-RIDE GO-SEND, GO-MART. Since
2019 GO-JEK becore he app has evolved Into -a super app, a muiti-services
platform with more than 20 services today: GO-JEK isnove a lzading techinology
aroup of platform senviing mitlions of users in.Southegst Asia with unicorn tittle.

In addition to being a super aps and hoiding a unicorn start-up, GO-JEK has

: <FJ:U’OS-I'~TE)R‘|.’.UB.L‘44C 1D

become & compary that contributes (¢ social impacts by GO-JEK (gejek.com,

including:
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r c SN

Delivering Econcmic Impact “for-Indonesia: “GO-JEK ~contributed

.
o
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around-Rp.44.2 trillion (US$3 bitlion) ta the . Indenesianecenomy. as

of end 2018.

l

b) “Our tmpact-Heips The Mempers In Qur-Ecosystera: driver' partners
After joining GO-JEK tha quality of life of our driver partners have
increased (100%) of them believe that they can provide better well-

peing for their family. Most aiso claim they can now send their children
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ta-scheol, especiatly with the fair-incentives and policies that GO-JEK
provides.

¢y -Merchanis GC-JEK “ecosystem supports-the  grown of MSMES i

REPOSITORY,UB.AC.ID |

Indanssia. (23%) of MSMIE partners experience an -increase in

transaction volume and (55%) of them experience an-increase in

€arnings.
d) - Service providers: GO-LIFE partners with-more than 6C,000 service
providers,. (70%) of which are female; and (90%) are high school

gracuates. Approximately 120 o7 our GO-LIFE service proviaers in
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GO-MASSAGE and GO-AUTO arz persons with diszbilities:

Since'it hias a‘farge impact onthe commiuhity of CO-JEK at this tirme adding 2
number.of features that are divided into several categoriss including Transportation

and logistics, food and FMCG, news and entertainment. payments, daiiy needs and

| REPOSITORY.UB,ACID |

business, each categery has its own Teatures according to GO-JEK (gejek.coim)

ategory.and other feabures ;
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Transpert & Logistics (GO-RIDE, GO-SEND,; GO-BOX).

Nt
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b). - Payments {GQ-PAY, GO-BILLS, GO-PRINTS, PAYLATER, GO-

PULSA).

l

¢y Daity'Needs (GO-LIFE, GOC-MASSAGE, GC-CLEAN, GC-AUTC,
GO-FIXX, GO-LAUNDRY, GO-GLLAM).
d) News and Entertainment (GO-PLAY, GO-TIX).

Focdand FMCG (GO-FOOD, GO-MED, GO-MART).

(>
N~
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Business (GO-RIZ):

With many features that have bzen providad by GO-JEK 1his start-Lip company has

REPOSITORY,UB.AC.ID |

155 million users.in 2018 (www.ekonaimi.bisnis.com 2018) who. actively use GO-

JEK as an aid toois for the neeas of the indonesian-peopie.

V1.2 GO-PAY-service on GC-JEK

GO-PAY is a aigital payment service that was launched oy GO-JEK i 2015,
CO-PAY was-created as @ digital non-cash payment. The use of this feature is
intended so that when. users use GO-RIDE / GO-FOOD / GO-PULSA or other

reatures in'go- it thie user-can pay with orie touch and it's easier to do. Trie GO-PA
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feature will be avaitable if th2 user downloads the GO-JiziK-aps in the aps staore of
play store. After completing the download, the user wil! be asked to fi!l in a profile
Torm and create a GO-JEK 1D 16 be registered as a GO-JEK consurner, theri the

consumer can use all Teaturss service on the GOJEK appiication. Here's how to use

| REPOSITORY.UB,ACID |

GO-PAY on the GO-JEK application.

1. Select the GO-JEK application on the user's horie.

2. TArvinitial appearance of the GC-JEK can be sser in figuie 4.2
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| 3. ' Select go-pay inthe dispiay above and you carv see thie appearance ct

the go-pay-and some features that:can be seen.infigure 4.2,

| REPOSITORY.UB.ACID |

4. If users want i0 use GO-PAY IN GO-RIDE, GO-FOOD payrments

or other-features. The thing that needs te'be dene iste select go-ride

>-

< in the first look of GO-JEK; efter that select the destinationvou want
) —
< rpe—t
= P ' ;
%) ; to go to after tnat In the payment coiumn select payment using go-
w <
% (a'ed pay-and-make sure there is suiticient baiance tultilled.
S0 =1

X Q Searck Gojek 'serv ces.. 1"r>rnuj

Maore GoRay featuras! 2 {p3:062
p sitory Universitas
T ;Eg]snto Unt rsut
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GaoRide GoCar Gorocd GoRluebird
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af” «¥ -
B . i GoSend GoPulsa GoPoints More
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You know, winning cashback and all that. it’s as
éaby as AR So| Why not sneak A peak filsi?
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2 : Nission Request History' Withdnw
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> x Voucher Bills Pulsa FaylLater
=
S0 Py @) . S
- N T Orders Chat nbex Account
Figure 14,2 GO-JEK Application Interface
Source G N-JEK Apilication (2019)

In addition to using GO-PAY easily.there are easy ways to top up using top-up
usirg severai otnei ways between GO-JEK drivers, minimart and pawnshop, BCA

One-click; Mobile Ranking, Internet Banking; ATM, SIS Banking: The GO-PAY

| REPOSITORY.UB.ACID |

feature can also be used to send GO-PAY halances to one another. 'n. 2017 GO-

PAY ‘ieceived aii award frorn-Bank Indonesia for the most proactive financiai
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~d

N0Logy company in supporting non-casi natichal movernents. This proves that

,.,
g2}
o

CO-PAY hasan impect en digital paymentsin Indonesia.

EPOSITORY.UB.ACID |

IC

IV:1.3  General Descriptioin of The Research Location
Malang city.as.one of the education cities in-East Java has a number.of colleges,
universities, academics, figh 'schiools amounting o 62 (maiangkota.go.id, 2019).

Based on the mumber of universitizs, many Malang citizs heve 4 siaie universities.

UNIVERSITAS

*/BRAWIJAYA

One of the favorite state universities in Malang and FEast Java is Brawijaya

University and State University of Maiang. These two favorite universities-in

Malang have guite a large nurnber of students, this is evidenced hy date from PRDT

[a] (Pangkalan Data Pendidikan tinggi) 261.9/2020.
E
E
E
| &
| &
10! Prov. Nzgeri tif 24 € 35.4| ¥ 11 s/ 084 97R i

Figure : 4.2:Number of Students at State Universtiy of Mailang Students
Source .. PDDT . (2019)
It.can be seen In figure 4.3, the state university of malang has a total of 38,426
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students in 2019 and 2020 this number is quite large compared to the number of

B
7%

other universities in Malang. Howvever, Brawijaya WUniversity as the naxt faverite

university has quite a number of students.

| REPOSITORY.UB,ACID |

Figure : 4.4 Numper of students at Brawijaya University
Source 1 PDDT (2019)
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it Can be seen in-figure 4.4, Brawijaya LUniversity has the number of students 1in

REPOSITORY.UB.AC.ID |

2019/2020. of §7.592.- There s a difference -in the number. of students.hetween

Brawijaya University and State University of Malarg where the highest number ot

l

students s W Brawijaya University. Based on trie oata avove, the researcner
confident to conduct & study with a sufficient number of student population can help
to prove the use.of GO-PAY . in Brawijaya University students.

IV.2 ~General Desciiption of Resporidgents

BRAWIJAYA
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Raespondenis inthis study were stuaents at Brawijaye University GO-JEZIK users
who had made pavments usina. GO-PAY. This survey was conducted-with a total

sample of 112 responderits. The generai description of respondents can be seen in
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the following tatle:

V.2.1 Respondent’s Description based on Gender

The genaer ¢vthe respondents in this study consisted ofmenand waoiren. The

description of the distributior ot respondents by sex can be seen in tabie 4.1:

<
L - Table 4.1 Frequency Distributien of Respondent’s Gender
= g R T UL DU .. WO DU - VDAL DA I WD SR - SR S
e NO | Gendei Type | “Numbei of Resporidents | Peicentage (%6) |
™ é 1 Niale | a5 507
Zm 2 Female | 674 59,8
Total { 142+ 1002

Source: Description of Respondents Processed
Based on table 4.1, it can be seen that the gender of the respondents is mostly

£
i

emale, as rmany as 67 pecple-or(59,8%; while respondents witn the male are 45
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peaple ot (40,29%)

.2.2 Respondent’s Description Based on-Age

Desoription of the age of tha respondents in this study ‘can be seen in the

following tahle:
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[al

ki Table 4.2 Districution of Respondent’s Age

|2

I Age | Frequency Pareentage (%)

!m | —

i 18 | 10 89

= 9 ! 23 20,8
B 29 l 18 16,1
N 2 DOosHon Uinive Aitas Bra | vilava  F8pository Unived )5
< 22_____ =1Vi 24_4;_,__________________21’_%'_,
- _ 25| T 3,6
; To'[ai | 112 - 100 |
o
(a8
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Based on table 4.2 it can bs seen that the majority of respendents aged 21 are
33 peonle or (29.5%) while respondents aged 18 people are 10 neop'e or (8.9%).

respondents are 13 peopie or (20.5%), responaents aged 20 weie 18 people of
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(1.6.1%), respendents aged 22 weiz 24 peopleor (21:4%), and responcents aged 23

<

vears were 4 people or.(3.6%).

V.2.3 Respondent’s Description Based on Faculty

< Description of faculty at Brawijaya University-of the respendents in-this study
<
) w— can be seen In the following table :
< h—
=
2. ; Table 4.3 Distributicn ¢f Respondent’s Faculty
4
S Faculty Freauency Percentage (%)
S0 FIA (Ilmu Administrasi) 76 A8
FEB (Ekenemi Bisnis) 7 6,3
"7 FISIP (Himu Sesial Hmu Politey | T T g I[VEl Siias D avwWiigye
~ FPIK (Perikanan llmu Kelautar) | .~ .~ gl 72
|o -
. g ET (Teknik) 5 4,5
| &
F FiB {IImu Budaya) 9 g1
|© )
&= s ivnnsanreatends bJdyoaanasgioanges | SJapv ooy | lesl el dedntalll RL Lo I FVIICAL YL
§ Vokasi 1 0,9
| &)
= Total 112 100

Source:-Description of Respondents Pracessed
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Based '0ntable 4.3 it-can be'seen that soime'of the-respendents came fromithe
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fakultas iimu adminisirast by 76 peoplz or.by {68%); while some respondents from

the fakultas ekonomi.bisnis.were 7 people or by (6.3%), respondents from the
fakultas iimu sosisal danilmu politik were 6 people or by (5.4%), respencents fror

fakultas iimu kelautan dan perikanan by 8 people ar by (7.29%), resochdents from

, 1

fakultas teknik 5 people or by (4.5%), respondents to cultural sciences as many as

9 peopie or by (6.1%), respondents as vokast 1 or as mucn as (9.9%).
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IV.2.4 Respondent’s Description Based on College Class

Description of coilege class at Brawijaya University of the respondents i this

r

.i study can be sesnin the following table 4.4
E
& Table 4.4 Distribution of Respondeni’s College Class
(=
| 8 PR E PN PONE . PGS PP - FTORON- DT I P VT TN . PP s
I College Ciass ‘ Frequency | Percentage (%) |
e | | |
2015 | 21 18,8
< 201 | ~ 35,7
- 2 Eu | 40 35,7. |
<L 2017 | 18 17
V) — P | p s
s — 2018 ! 1€ I 16,1 |
2 2019 | 14 25
wi <L Total | 112 100
S 06 v OF - | '
2 Source: Deseription of Responadents Processed
S0

Rased on table 4.4, 2016 lecture class.the largest number.was 40 people or
(35.7%), respondents with class 2015 were 21 people or (18.8%), respondents witi

2017 leciure classwere 19 peopieor (179%), respondent respendents 2018 amounied

| REPOSITORY.UB,ACID |

t0.18 people or.as much.as (16.1%), and respondents of the class of 2019 amounted

to 14 or as many as (12.5%).
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W.2.5 Respondent’s Description Based on Monthly Inceme

[ reposiToRY.UBACID |

Respondents-aescription of tnhcome or-atlowance per month cah be ‘seen in

Table £,5. Incame is for respondents who-have slowance answer choicasare made

open for freeing respondents in answering questions, Then to determine interval

ciasses are calculaved by the Sturges formuia, following their calculations.
=class range / many. classes

C = (R 3.000.000-Rp.1,000.000)/8
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C=Rp 250.500,-

- ‘ :,‘.

Based 0n the calculaticn there are eight cateoeries with intervat of Rp 250,000, -

Table 4.5 Distributien of Respondent’s Monthly Income

e
2 No. [ Monthlv Income Allowance urmber of Percentage % |
8 4 respondants
(Pcple) |
e 1. | -Rp.1,000.0000 —Rp 1.250.000 21 189 |
= R PR =7 HPE g N PR DT = S i By
e 2 | 'Rp 1.250.000 - Rp 1.500.000 38 |( 34
> - — | |
< 5 [ TRp1.500.000 = Rp 1.750.000 12 108
L= | '
= ; 4. | Rp1.750,000 —Rp 2:000.000 10| 2,91
cc |
w < Browiiava  Ranacitars Lini arcitac Rrowidiay .
2 oe 5 | Rp 2.000.000— Rp 2.500.000 23 20.6 |
>0 o B S R
_ 6 Rp 2.5006.066- Rp 2.756.000 5 45|
L
|
7 Rp-2.750.003 = Rp 3.000.00C 3 2.7 i
, ... .To al o M2l . 100/
2 e e 3 hot s o |

Source; L)esmptlun oi Respendents Processed

Raszd anitable 4.5 itis known that the mzjority of respordents have morihiy
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income .of Rp.1.250.600 - Rp. 1.500.000. of 38 people ar. (34%), this proves that
students who use GO-PAY  are based on beneficial uses such as vouchers for

purchases and expenses. YWhich is a bit'cu2 to the Use of GC-PAY which Is said o
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have promos at various merchants in Indoresia. There-are aise-students who have
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n-allowance of Rp-2:000.000.- Rp 2.500.000-who-use GO-PAY.

2.6 Respondent’s Description Based on Intzrest in Using Ge-Fay

Based on the resinits of guestionnaira distribution; respondent characteristic

<
>
A
< E depend on interest when using GO-PAY, shown on table 4.6 Below:
%)
§ < Table 4.6 Distribution of Respondent’s interest in Using G0-Pay
S 0oC
< niterestir tjsin ! N z I |
sSm No Interestin Using | lumBer of Respondents | Bercentage (%) |
iy Univers Go-Pay | bya  Re(Reople)ry [inive reiHas Brawiiave
1 Yo owilbva  Renository U M2 ) o Bro 100
B IO No. | S O )
- Towi | e o 100

Source: Description of Respondents Processed
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Teble 4.6:shows that hat-all respondents were interssted in using the mebile

payment service from GO-JEK, namely GO-PAY.

W.2.7 Respondent’s Description Based on Use

Based on the resuits of questionnaire distribution; al! of respendent used GQ-

<
o
<L
o
= ; PAY 1ts also use mobile payment service from GO-JEK, respondent the frequency
v
o
Lé" C<Z of using go-pay within cne week, show ontable 4.7 below:
=
>0 Tahle 4.7 Distributicn of Respondent’s in Using GO-PAY
‘QI\IO]’IIE_@QQEE_VEE Use | Frequency | Percentage (%) _
1 -7 times of use | 89 | 79,5
2 7-12 times of use 14| 125
[a] 3 12-20 times of use 7| 6,3
§ 4 “"More than 20 times | 2 13
| & of use | |
|2 T T »
| @ rotal | 112 160
] ! |
i

Source: Deseriptior: of Respondents Pracessed
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Basad onthe data 1 table 4.7 it carvbe seen that respendents use the most go-

pay 2-7 timesas many-as 89 users.or (79:5%) - While respondents whc have used 7

l

to 12 times the use of 14 people or as much as (12.5%), respondents who used 12-
20 nimes the-use of 7 pecple or (6:3%) and respondents who-used-it-as many as 20

times the use by 2 pecple.oras much as (1.8%).

W.3 - Descriptive statisticel analysis
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Descriptive statistical -analysis is-uszd to describe the characteristios of the
study by describing .or describing data that has been collected. in the form of a
frequency disiribution table obtained Trom-the' distribution of guestionnalies.

Througn the- freguency  distributior: table - the - frequency - ana. percentage. of

REPOSITORY,UB.AC.ID |

respondents’ answers to each indicator-are obtained from the statement items in the

guesticnnaire. Respondents score scores in-the numbers 1 1o 5 have the foliowing
explanation:

5 = Strongly Agree

<
<
s
<
o
0

4,

=

o 4= Agree
o

=

= 2 = Neutral
>

2 = Disagree
1= Strongly Disagree

The answer score-is uced to measure all-cata to bz surnmarized, mean of average

| REPOSITORY.UB,ACID |

value; which is the value obtained in adding all elements in the set and dividing by

the  number of eiements (Malhotra, 2010;216). The class intervai calculation

formula used to calcuiate the mean category:
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[al

E: REXn—-X1 Explanation:

E

| e o -

|2 C=RLK C =-predicted interval class
A

|2 - e o . .

;é CEZGED/SY=0.8 K = Classes

Xn ='highest score value

X1 = lowest score value

<
V) . .
L — Table 4.8, Criteria of Mean Score . oo Ll e
3 B Score Value Interpretation ]
> FTVAA S - N A NI A T AN AR B4R AT R S L " B T4 RS A AL |
<L 24200 ... o e, pNEYHION T o
= rcaé 53442 | High |
= >2.6-3.4 | Neutral |
>1.8-2.6 | Low |
1.0-18 | Very Low |
Source : Supranto (2008:74) bttt yhieibthupdthalid
@: While-the grand mean vaiue is caiculated using the following formuia:
:
|& Grand Mean = total mean / total item
L= IV.3.1 Freguency Distribution of Variable Perceived Ease of Use
§ Variable of Ease of Use corsist 4 of question spread (o respongents o be
L - answered.. The answers are shewn in Table.4.9:
= ;
(V) =1 1 . 24 - +: . . - 13 L - \
& e rable 4.9 Frequency Distribution Tabie Perceived of Ease of Use (X1)
> A B SEm W B F AT 2R A0S Lol 4 ¥ S FAVAWINIIAVIE SS SIEIA AWIENIIL LIRS IEWA LA W. R &
=Y~ Item. |. SDA (1) | ..DA (2) N3l A @ SA (5} .| Mean |
S0 ' , ] —
lf 9 Bf i %y | fges ; Tl v %
X111 _"1 R Rl | 05| 7] 63 ,_11_3_ 13847 617 5451 " 446
| | |
X112 i 0 0 0 | 0 8 Bl | 341 1304704 < 62,5 455
| | |
£ x13niyerslizoe ! 05| 18902840 44 130.34: 515455 428
E | | |
| & | I
12 [X214. [ of ob 4l 36 11l 98l51]| 4551 46] 411 4.24
| | | |
=] T - e o ] A
‘ Grand Mean 4,38

Source: Apperidix
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Note:

SDA: Strangly Eisagree, DA Disagree, N: Meutral, ArAgree, SA: Strongly

Agreef: fraqueney, % Percentage

Indicator of table 4.9
X1.1.= Quickly to adapted GO-PAY applicatior because its easy to using.
X1.2= Operation of the CO-PAY appiication i1s-easy, it can doie aione

without guidarnice.

X1.3= Navigaiion on the GO-PAY application is easy tc use a2nd not
complicated.
X1,4= The GO-PAY apptication interface is easy user friendly.

REPOSITORY.UB.AC.ID |

l

Table 4.9 shows the GO-PAY indicaior can be adapied by users because it
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is easy 1o use (1.1 As many.as €1 (54.5%) respandents answerad striongly agree,
42.(38.4%) peonle answered. agree, 7 respendents (6.3%) answered neutral, .1

respondent (0.9%) answered disagree. Inaicator (X.1.1) has a mean vaiue of 4.46

REPOSITORY,UB.AC.ID |

which mezans the mean has'a very high vaiue with & score of more than 4.2, Based

on-these results it can be concluded thab most GO-PAY users find it easy to adapt.

Table 4.9 shows the GO-PAY indicator can be used without the need for a

partner 10 dse CC-PAY (X{1.2) As many 70 (52.5%) responderis ansv/ered
strongly agree, 34.(3C.4%) pecple answiered agree, 8 respendents (7.1%) answered
neutrai. Indicator (X.1.2) has a-mean vaiue of 4.55 which means the mean nas a

very high walue with a score-of ‘imore than 4.2, Basea on thess resuits it can be

<
<
s
<
o
0
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concluded that the majority of GO-PAY users feel GO-PAY. services can be done
ease without guidance.
Tabie 4.2 shows the GO-PAY indicatcr has a navigator that can be

understood easily-(X.1.3) As many 51 (45.5%) of respendents answered, strongly

| REPOSITORY.UB,ACID |

agree, 44 (39.3%) people answered agree, 15 respondents (13.4%) answered

n

neutral, 1vrespondent (C.9%) answered disagree ‘and ‘1 respondents answered

strongly disagrez (0.9%). Indicator (X.1:3)-has 2 mean value of 4:28% which means

-~ | \

the mean has a very high value with a score of more than 4.2. Based on these restilts
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it can be concluded that most GO-PAY users feel GO-PAY has navigationthat is

[ reposiToRY.UBACID |

easy to understand and use

Table 4.9 shows the GO-PAY .indicator has a navigator that can be ease'to
understood {X.1.4) tctal of 48 {41.1%) respendents answered strongly agres, b1
(45.5%)- peonle ' answered. 2gree; 11 respondants. (9.8%)- answered: neutral, 4
respondents (3.6%). Indicator (X.1.4).has a mean value of 4.24 which mearis the

mean has a very high value with a score ot mere than 4.2, Based on these resuits it
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can be conctuded that most GO-PAY users feal GO-PAY theinitialappearance on

GO-PAY . is very. nice.to see and use.
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IV.3.2 Ereguency Distribution of Variable Perceived-Usefulness

Variable-of Usefulness consist 3 of question spread. to- raspondents fo he
n Table 4.10:

answered. The answers are shown in

Table4.10 Frequency Distribution Table of Perceived Usefuiness (Xz)

= Jtem[ SDA@) | DA@) | N@) .| A@. | SAGE) | Mean]
2 fo 1% 1f 1% |f %  \f % 1f ]% . |
V) =— | 1 | B
§§ e R e R B R B R B B
& 1 S S IS O B O N N
i < %:2.2 35 11a27H a2 407 11304 | 48 || 838140202 < 1797 113:58
=4 IR G - SN A M ol S I B i
S X23| 1|09} 14| 125] 23| 205[ 37| 33| 37 33| 385 |
i i | i !I
|
|

Source; Appendix.

Note:
SDA: Strongly Disagree; DA: Disagree, N: Neutral, A: Agree, SA: Sirongly
Aaree, f. frequency, % Percentage
Indicator of tabie 4.10
Xo.1.= GO-PAY application improves usei ability to imake payments

| REPOSITORY.UB,ACID |

X5.2= GO-PAY application improves user productivity-in making
payrents.

Xo3=CO-PAY epplicatich imgroves uszr effectiveness in making
payrrents.
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Table 4.10 shows the GO-PAY Indicator can improves user ability 10 imake

REPOSITORY.UB.AC.ID |

payments (X.2.1) As many as 36 (32%). Respondents answered strongly agree,

l

41(36.6%) pecple answered agree, 25 respondents. (22.3%) answered. neutral, .8
respondent (7.1%) answered disagree and 2 responaent answered strongly disagree
(1.8%). Indicator (X.2.1) hasa mean vaiue of 3.90 which means the mean nhas' a

high velue with a score of more than 3 4, Based on these results it.can be.concluded
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that users 1ind GO-PAY application improves user abiiity to make payments.
Tabie 4.10 shows the GO-PAY indicator Can improves productivity make

payments . (X.2.2). As-many. as. 20. (17:9%). Respondents. answered strongly agree;

43(38.4%) people answered agiee, 34 respondents(30.4 %) answered neutral, 12

respondent {10.7 %) answered ~disagree- and -3 respondent -answered- strongly

REPOSITORY,UB.AC.ID |

aisagree (2:72 %) Indizator (%.2:2) has a-mean value of 3.58 which-means the mean
has a high value with a score of more than 3.4. Based on these results it can be
concluded that users Tind GO-PAY calr create productivity when using mebile
paymznt

Table 4.10 shows the GO-PAY indicator can. improves effectiveness in

<
<
s
<
o
0
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7 (33Y%) respondents answered strongly

4

making payments -(.2.3) As many as

w

agree, 37 (33%) peopie-answered agree, 23 respondents (20..%) answered neutral,
14 respondent (12.5%) answered disagree and 1 respondent answered strongly

729

disagree (0.5%). Indicator (X.2.2) has a mean value 0f-3.85 whichi means the mean

| REPOSITORY.UB,ACID |

has a high value with-a score of more than 3.4 Based-on these resuits it:can he

concluded that users find GO-PAY can create effectiveness when using mobile

paymeit.
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W.3.3 Frequency Distrigution of Variable Compatioility

Variabie cf - Compatibility consist of -4 -guestion-spread to resperndents te be

answered. The answers are shown in Tabie 4.11:

l

Table 4.11 Frequency Distribution Table of Compatibility. ()

o ite [ SDA(I)d] DA N{2) A(4) ) BALE)
<y | e b L AN _,__I_____ | Mean
V) — m 1 % (= Yo f %% f % | f % |
}_<_ s ,_________T ___________ S . A S 1A AL “ _____ £ 18 SY eSS bt ¥ G £ 8 b A o YR * AU TIAELAY
= |
4 B %:3.1 108 T2 Fo 89/ 17452 (41 | 366186 1321 | 3:78
Gl R N I S S R S AR B M
2 e | |
Z‘:n X321 4 26| 131 116 | 26 232 | 41 | 366.1.28 | 2501 358
7 | | | |
X331 17| 152 | 31| 217 | 29 | 259 | 22 | 196 | 13| 116 | 285 |
| | |
' I
X§.A1Ni2 i M ‘ g8 30 |-r6s | 4r | 420 | 2214 215% : 368 :
_____________________ | § 3% ~ARJL R et | 1. IRIAVEINISIAVICAANIP A e BT AL RFCaYSl
Grand Mean | 3.50

Source;. Appendix.

Note:
SDA: Strongly-Disagree; DA: Disagree, N: Neutral, A: Agree, SA: Sirongly

Aaree, f: frequency, % Percentage

Indicator of tabie 4.11
Xz1.= GG-PAY maicti lifestyle
X3.2= GO-PAY according to the way marage transactions finance
X33= GO-~AY malch the base knowledge.
Xza= GO-FAY 1uily cempatiblewith caily activities
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Tab'e'4.11 shows the GO-PAY indicator can adjust tolifestye (331} Asc

<
<
s
<
o
0
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many: as :36. (32.1%) respondents answered strongly agree, 41 (36.6%) . people
answeied agree, 17 respondents (15.2%) ariswered neutrai, 10 respondent (2.9%)
answered disagree end 8 respondent answered strongly disegres (7.19%). Indicator

.3.1) has a mean value of 3.78 which means the mean has a high value with a

| REPOSITORY.UB,ACID |

score of moie than 3.4. Based on these resuits it can be concluded that users find

GO-PAY can related whit lifestyle needs.
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Tabie 4.11 “shows the ' GO-PAY indicator use CO-PAY accerding to the

payment that the-usar want has(X%.3.2) ' As many-as:28 (25%) respendents answered

l

strongly agree,. 41 (36.6%). people answered agree. 26 respondents (23.2%)
answered neutral; answera disagree 15 respendents (11.6%) and 4 respondent
answered strongly disagree (3.6%). Indicator (X.3:2) has a -mzan-value of 3.68
which means the mean has a high value with a score of more than 3.4. Based on

these results it can be concluced that users fing GO-PAY can payment that the user
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want.
Table 4.11 shows the GO-PAY indicator use GO-PAY. than other digital
payments (0<.3.3) As many as 13 {11.6%) responaents-answered stiongiy agree, 22

(18.6%) peopte answered agree, 29 respondents (25.9%) - snswerad  neutral

r
|
|
|
|
|
|
|

(=}
o
<
©
2
-
[
=)
-~
vy
)
a
=
=

answered disagree 31 respondents (27.7%) and 17 (15.2%) respondent answered

o

strongly disagree. indicatoi (€.3.3) has a mean value of 2.85 whichi mieans the mean

§ has a neutrat value with 2 score of mere than 2.6, Based on thess results it can be
n g concluded that users that using GO-PAY want to use another mobile pavment.
52
2 Tabie 4.11 shows the GO-PAY indicator according to my current siwation
4
Z % (X:3.4) As'many as 22 (19.6%) respondents answered strongiy agree, 47 (42.0%)
>

people. answered. agree, 30 respondents (26.8%) . answered neutral, answered

disagree 11 respondents (9.8%) and 2 (1.6%) responaent answered strongly

/ ~
<

disagree. indicator {X.32.4) has a mear value ¢f 368 whichimezns the mean has a
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high value with a score of more than 3.4. Based on these results it.can be conciuded

that users that using GO-PAY s god for user curient situation.
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W.3.4 Frequency Districution of Varialle Trust

REPOSITORY.UB.AC.ID |

-

Varlabie of “Frust-consist<of 7 ¢f -question spread “to-respondents’ 10" be

answered. The answers are shown in Tabie 4.12:
Table 4.12 Frequency Distribution Tahle of Trust (Xa4)

l

Source: Appendix

><- Item SDAL) DA(2) N(3) : AL) SA (5) Mean
n ﬂ £l Srewilwa [ Hepwsidy Uwerfias] e
g X 411 ’ | 1 ! _
E ' L o9 | 109 | 10|89 | 10| 89| 57| 330 | 420
o NV LIAINET SIS Ll dWHaveE B AL VSIS I AT I TV it ol AWV ]
s é XAzl 1l 09| 51 a5 | 23] 205 | 46 | 411 | 37 | 330 | 401
- la'aminl —————-I —————— L ANAIF AT F. R w Yt . AR S LIS I RTAR NI SILTL .1 S e eI SRRl en A —
=m “Miveesitassrasilat | Beposs l{ 23 |96yt ii3is | Foranl 285
— ' : | .
ALENE Tee 1y Pa0 | 14| 425 | 53| 413 | s | es | O
L UDIVETSITES Brawiliava | ReDosSiary Gniversitas Brawii: IN<A |
X422 ] 5| 18| 61 54|20 | 170 | a6 | 411 | 38 | 339 | %0
——————————————— | AR S L s R —_— e e e e L e e
X@23 | neloasnl a0l 9 | s s0sd a4 a0 dines| paaanfi 284
r [ [ (D
| 24 i T . y 205
| XEAiversfiagesaei|awd | ZePazeqnar ey iiss| e 2R
| Crand rean 290
| e T N e - e i T I T
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Note:

SDA: Strongly Disagree, DA: Disagree, N: Neutral, A: Agree, SA: Strongly

Agree, 1: frequency, % Percentage

Indicator of tabie 4.12
Xa1= GO-PAY has ability to nandle service as mocile payment company.
Xiua2- GOPAY has experience providing service as mokiis payment
comgany
Xagz= GO-FAY its trust: worthy: mokilz payraent cemparny.
Kiz1= GC=PAY represent a company will aeliver on prarmises rade,
Xu22-GO-PAY wouid keep its commitment in |_J|0V'd’3 wiorth It service;
X 22=GO-PAY would keep its-consistent. in providing warth it servica:

Xa24=-GO-PAY have integrity in.providing service comparediio

competitor,

<
<
s
<
o
0
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Table 4.12 shows the GO-PAY indicator user believe GO-PAY has anility

| REPOSITORY.UB,ACID |

to haridle service as mobile payment (X.4.1.1) As many as 37 (33.0%) iespondents

answered strongiy agree, 10 (8.9%) pecole answered edree, 10 respendents (8.9 %)

answered neutral, answered disagree 1 respondents (0.9%) and 1 (0.9%) respondent

answered strongly disagree. Indicator (X:4.1.1) has a mean value o7 4.20 wtiich
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means the mean nasa veryhigh value with-a score of rore than4.2. Based on these
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results it can be conciuded that users user believe GO-PAY. has abiliiy to handle

service as mobile payment.

l

Tabie 4.12 shews the GO-PAY indicator user celieve GO-PAY has astlity
to-handle service as mebile payment (X.4.1.2) Asmanyas 21(27.7%) respondents
answered strongly agree, 22 {19.6%) people answeied agree, 23 respondents (20.5

%) answered neutral answered “disagree 5 respondents (4.5% ) -and ‘1 ({0.9%)
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respondent answered strongly disagree. indicator (X.4.1.2) hasamean value of 4:.01
which means the mean has a high value with a score of more than 3.4. Based on

these results it can be concluded that users user belicve GO-PAY has ‘ability to
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handlz service-as mobile-payment

Table 4.12 shows the GO-PAY-indicator user believe GO-PAY has anility

10 handie service as mobiie payrment (X.413) As many as 37 (33.0%) espondents
answered strongly-agrae, 46 (41.1%) peopte answered agree 39 iespondents
(34.8%) answered neutral, answered disagree 18 respondents (16.1%) and 2 (1.8%)

respondent ariswered strongly aisagree. indicator (X.4.1.3) has a mean value of 3.55

<
<
s
<
o
0
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which means the mean - has a high valve with: 2 score of more than 3.4 Based on
these results it can be concluded that users user beiieve GO-PAY its trust worthy
mobile payment company.

Tab'e4 12 shows the GO-PAY indicator represent a cempany will detiver

| REPOSITORY.UB,ACID |

on promises made (X:421) As many as 32 (28.6%) respondents answered strongly

agree, 53 (47.3%0) people answered agree 14 respondents (12.5%) answered riedtrai,

\

answered disagree 12 respondents (10.7%) and 11 (0.9%) resgendent answered

strongly. disagree.. Indicator (X.421) has a mean value.of 3.92 which means.the
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mean-has a fugh vatue with'a score of more than &.4. Based orrthese results it can

REPOSITORY.UB.AC.ID |

be concluded. that users.user believe GO-PAY- represent.a company-witl deliver.on

promises made.

l

Tabie' 4.12 shows the-CO-PAY inGicator would 'Keep-its commitment in
provide - worth-it service (X 422) As many-as 38,(33.2%) respondenis ansyweres
strongly agree,. 46 (41.1%) people -answered agree 20 respondents (17.9%)

answered neutral; answered disagree 6 responcents (5.4%) ana 2 (1:8%) responaent
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answered strongly -disagree. Indicator (X.422) has-a@ mean:vafue -of 4.00 which
means the mean. has 2 high value with a score of more than 3.4. Based on these

results it can-be- concluded “that users- user believe GO-PAY “wouid Keep its

REPOSITORY,UB.AC.ID |

commitment in Srovide worth-it service.

Table 4.12 shows the GO-PAY would keep its consistent in providing worth

it service (X.4.2.3) As mary as 29 (25.9%) respondents answered strongly agiee,
34 (30.4%) people enswered agree 24-respondents (3049} answeied neutral;
answered disagree 10 respendents (8.9%) and 5 (4.5%) . respondent answered

strongly disagree. indicator (X.4.2.3) has a mean value of 3.64 which means the
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mean has a very high value with ascore of mere than 3.4, Rased onthiese results it
can be; concluded that users user believe GO-PAY would keep its consistent in
providing worti it service.

Tab'er 4,12 shows  the  GO-PAY “have Cinteqrity  ~in: providing service

| REPOSITORY.UB,ACID |

compared to competitor (X.4.2.4) As many.as-35 (31:3%) respondents answered

-

strengly agiee, 47 (42.0%) people answered agree 20 respondents (17.9%)

answered doubt - doubtful, answered disagree 9 respondents 8.0% and-1(0.9%)

respondent answered strongly disagree. Indicator (X.424) has a mean velue of 3.95
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which-means the mearn has a fligh valus-with-a score-of more-than 3.4. ‘Based on

[ reposiToRY.UBACID |

these results.it-can be concluded that users userbelieve GO-PAY have:integrity. in

providing service compared to competitor.

s IV.3.5 Frequency Distribution of Variable User Satisfaction
V)
- Variable of UUser satisfaction consist of -8 of question spread to respondents
5=
i < be answered. The answers are shown in Tabie 4.13:
> . ) R
>0 Table 4.13 Frequancy Distribution Table of User Satisfaction (Z)
ltem TR SBA{L)= =] 21 DA 7 N@ AW T SAG)— i‘"ML;‘r_"
oy ek liacl Beal o I 0o LE V10 LE 1 2on 1o A
Zal1 3 2711 | 96 | 19 | 170 | 50 | 446 | 29 | 259 3.81
| i
o] Z.112 6 54 |10 | 89 | 27 : 241 1. 53 | 473 | 16.] 143 | 356
|9 I g |
§ Z113 9 8.0 | a4 ) 2342055 188|133 260 45232 3.50
|2 | |
;§ V2 Y211 1Y) e 0.9 "é"‘L""S‘J"—23_["2’&’6","’Aé"“Zz‘.é"""3’4’""56 4 IV 3.96~
B (o n0siHory Unive rsitas) rawiiava  Hepasiton Jniversias Brawiiavs
| @ Z.122 2 18 [ .10 | 89 | 20 [ 179 | 52 | 464 | 28 | 250 3.84
ety |
| | |
2131 [ni2kaba188a| R24qalvizhdi4 27id e 2ddalt 28 |1 12510 b2 o 105 2.87
| I l =
Z132 3 as| B3 ] 205 28 102500 T | LSE0 6 e | 397
_____________ LTt *1¥L FATATATS I VataVil BELTIVZ VOO L Yl DU YV T L L I
2133 7 6.3 | 21 | 188 | 29 | 259 | 38| 339 | 17 | 152 3.3
AR IaY . FEIATEINIIAIA VAREN S A EA TELTATRE MIANE w V2 ALY P AT &2
Grand mean 3.55

Source: Appendix
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Note:
SDA: Strongly Disagree, DA: Disagree, N: Neutral, A: Agree, SA: Strongly
Agree, 1: frequency, % Percentage
Indicator of tabie 4.13
Z11 o= user weint £ /goback to top-up the GO-PAY talance

Zi iz user wert to reuse the GO-RPAY feature
Zii: 3: Liser vant ‘.LP the GO- D/\" teature for othertransactions

| REPOSITORY.UB,ACID |

Z O") PAV' ‘ca'rr re.is dlffmmt from ot hel stmilar-paymernt features.
Zi22--GO-PAY -feature is more attractive comparad. to-other similar
payment featuia.

Z133=GO-PAY feature Is betteithan other simi'ar payment features,
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Tabie 4.13 shows the GO-PAY the- user want to go back to top-up the GO-

REPOSITORY.UB.AC.ID |

PAY balance (Z.111) As-many.as-29 (25.9%) respondents answered-strongly agree;

50 (44.6%) people answered agree 19 respondenis (17.0 %) .answered neutral,

l

=7

answered disagree 1L responasnts (9.8%) and- 3 (2.7%) respendent ‘answered
strongly disagres. Indicator (Z111) has & meanvalue of 2.81 which-means the mean
has a.high value with a score of more.than 3.4. Based on these results it can be

concluded that users user believe GO-PAY want to go-back to top-up the GO-PAY

BRAWIJAYA
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balance;
Table 4.13 shows the GO-PAY the user warnt to reuse the. GO-PAY feature

-~

(Z.112) As manyas 16 (14.3%) responacnis answered strongly agree, 53 (47.3%)

REPOSITORY,UB.AC.ID |

peoplz answered  agree- 27 respondents: (24 1%) - answeraa - rieutral - answerea

disagree 10 respondents (8.9%) and .6 (5.4%) respondent answered strongly

disagree. Indicator {Z.112) has a‘mean value of 3.56 which means the mean has a
high velue with & score of more than 3.4. Based on these results it can be concluded
that users user believe GO-PAY want to reuse the GO-PAY feature,

Tabie 4.13shows the ‘user want ‘Use the GO-PAY  feature for other
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transections (Z: 113} Asmanyas 26 (22.2%) respondents answered sticngly agree,
38 (33.9%) people answered agree 23.respondents (20.5%) answered  neutral,

answered disagree 16 respondents (14.3%y) and 9 (8.0%) respondent ‘answerea

sirongly cisagrez. Indicator (£.113) has a-mean vaiue of 3.50which means the mzan

| REPOSITORY.UB,ACID |

has a high value with-a score of more.than 3.4, Based on these results it can be

concluded that tsers user ‘believe GO-PAY want “Use’ the Teature for other

transactions.
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Tabie 4.13 shows the CO-PAY “indicater that user-want tell-experiences

REPOSITORY.UB.AC.ID |

when: using. GC-PAY: to, others. (Z.121)-As. many ias 34-.(30:4%) respondents

answered. stronaly agree, 43 {(42.9%) people answered agree, 23.respondents

l

a
1

(20.5%) answered coubt - doubiful, answered disagree 6 respondents (5.4%) and 1
(0.9%) respandent answerad strongly disagree. Indicator (Z.121) has a mean value
of "3.96 which means the mean has a high value with a score of more than 3.4.

Based-on these results it can e concluded that users that using GO-PAY want to
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tell experiences when'using GO-PAY o.others,
Table 4.13 shows the GO-PAY indicator Recommend GO-PAY to others

(Z 122) As many as 26 (25.0%) responaents answered strongly agree, 52 (46.4%;)

REPOSITORY,UB.AC.ID |

peoplz answered agree. 20 sespondents - (17.2%) - arswerad- rieutral - answered

disagree 10 respondents (8.9%) and .2 (1.8%) respondent answered strongly

disagree. Indicacor {Z 122) nas a wean value ot 5.84 which means the miean has a

: high velue with & score of more than 3.4. Based on these results it can be concluded
n : that users that using GO-PAY want to recommend GO-PAY. to others.
5=
2 Tabie 4.13 shows the GO-PAY indicator the feature is different from othier
oc
Z oc imil i ( ) !

Simlle avment features, (7 13 rially aS L4 .1 70 !,V‘. N WS 2answerec

= similar payment features: (Z 131} As mamy as 12 (10.7%) respondents answereg
>0

strongly agree, .28 (25.0%) people answered agree. 27 respondents (24.1%)
answered neutrai, -aniswered “disagree 24 espondernits 21.4% and 21 (1c.8%)

respondents answered strongly-disagres dndicator (Z 131) hasa mean vaiue of 2.87

| REPOSITORY.UB,ACID |

which means the mean has a neutral value with a score .of more than 2.5._Based on

these resulis it cari be coriciuded that users tnat using GO-PAY have peiception that

feature have simitarity from other payment features,
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Table 4213 shows the  GO-PAY  indicatol the fzature is mere aitractive

REPOSITORY.UB.AC.ID |

compared- ta - other- similar - payment feature- (Z:132) -As-many. as: 16- (14.3%)

respondents answered strongly agree, 37 (33.0%) people answered agree, 28

l

respondents {25.0%) answered neutral, answered disagree 23 respondants (20.5%;)
and ‘8 (7.1%) respondant answerad strengly disagree. Indicater (Z-132) has.a mean
value.of 3.27 which means the mean has a neutral value with a score of more than

2.6, Basea cn these resulis it can e concivaed that users that using GC-PAY have

BRAWIJAYA
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more altractive compared to other similar payment featire.
Table 4.1.3 shows the GO-PAY indicafor the feature is. better than other

a7

similar paymerit features. (Z 133) As rnany as 17 (15:2%) respondents answ/eraa

REPOSITORY,UB.AC.ID |

strangly agree; 32: (23:9%) -people answerad —agree - 29 resgondents (25.9%;

answered neutral, answered disagree. 21 resnondents (18.8%) and 7 (6.3%)

respondents answeread strongly disagree. indicator (Z 133) hias a imean value of 3.33
has a mesn value of 2.87 which means the mean has a reutral value with 2 score of
more than 2.6. Based en these results it can be concluded that users that using GO-

PAY have feature is better thar otner similar payiment features.
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IV.3.6 Frequency Distribution of Variable Continuous Use Intention

Variable of Continuous Use Intenfion of 3 of question spread to respondents

to'be answered. The answers are shown-in-Takble'4.14:

i Table 4.14 Fraquency, Distribution Table of Continue Use Intenticn (YY)

g ‘ ltem SDAN(T) DA (2) N{3) A(4) | SE(5) i Meari |

8 | % [f % % 7 [% [f Jw | |

5] | va1| 4| 36| 7| 63| 18| 161 | 44 | 393 | 39 | 248 | 395 |
| — | S |
| 12| 486 A5 | A8 35 1205 | 98 | 839 | 22 196 | 555
L ikt 2) ; RSN

BRAWIJAYA

UNIVERSITAS




82

Continued from table 4. 14
[
i v.islfle 185 12 ‘ 107 32

N}
&
o

38 3

{s]
)
3
N
X
' A2

@

[
| | |
!_ Grand Mean I 372

|
Source: Appendix
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l
|

Note:
SDA: Strongly Disagree, DA: Disagree, N: Neutral, A Agree, SA: Strongly
Agree, 17 frequency, % Percentage
indicator of tacie 4,34
Y11= Userintend to continue using GO-RPAY
Y 1.0- Continue.using GO-PAY to keep in touch with friends rather than
using aiternative approaches.
Y1.3= Continue using GO-PAY i the feature as digital paymeitts.

BRAWIJAYA

UNIVERSITAS

Tabie 4.14 shows the CO-PAY indicator the User intend to-cortinue using

GO-PAY (Y.1.1).As many as 39 (.34.8%) respondents answered strongly.agree, 44

REPOSITORY,UB.AC.ID |

(39.3%) peopie answered agree, 18 respondents (16.1%) answered neutral,

answered disagree 7 respondents (6.3%)-and 4 (3.6%) “respondent answered

strangly disagres. \ndicator. (Y-1,1) has amean valueof 3.95 which means the mean

has a high value with a score of more than 3.4. Based on these results It can be

concluded that users that using GO-PAY have intend to continue using GO-PAY.
Table 4,14 shows the GC-PAY indicatcr the user will continue using - Go

pay to.keep in.touch with iny friends rather thar using alternative approachies
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(r.1.2) As many as 22 (119.6%) respondents answered strongly agree, 38 (33.9%)

D

peaplz answered ¢, 22 respondants - (29.59%) - arswered- rieutral - answered

jo%)

o[

c

disagree 15 respondents (13.4%) and . 4 (3.6%) respondent answered strongly

| REPOSITORY.UB,ACID |

disagree. Indicator {Y.1.2) has a mean velue of “3.53 which means the mean has a

high velue with & score of more than 3.4.-Based o these results it can be-concluded

that users that using GO-PAY will continue using Go-pay to keep in touch with my

frienas rather than using alternative approaches.
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Tabie 4.14 shows the GO-PAY indicator - In the Tuture, User will use GO-

PAY whenuser makedigital payments{Y.1.3). Asmany as 27 (24.1%) respondents

l

answered. stronaly agree, 33 {33.9%) people answered agree, 33.respondents

(29.5%) answered neutral, answered disagree 12 respondents {19.7%) and -2 (1.8%;)

D=
- S’ respondent answered stronaly.disagree. Indicator (Y.1.3) has.a mz2an value of 2.68
< re—a
= ) b .
7 B which means the mean has a high value with a score of more than 3.4. Based on
o
W] <
% o these results it can e concluded that users that using GO-PAY witl use the feature
>0

when user make digital payments.

IV.4  Path Analysis Test Result
The path anaiysis model-in this study has tnree-depencent, intervening and

variable-variables: indenendent variakle: The results of the path. analysis of the

REPOSITORY,UB.AC.ID |

variables Ease of Use (X1), Usefulness (X2), Compatibility (X3). Trust (X4), User

Satisfaction{Z), ana Continucus Use Intention () is explained as foliows:

1V:4.1 Path Coefticient of Perceived Ease of Use-on User Satisfaction

<

L=
= g Table 4.15 test results for the path coefficient effect of Perceived Ease of use
2 on User satisfaction
w <L dependent - : |
S VoAb gri'—l‘b'e' Beia. - | & p-Value Note .. |
S0 P [ varieb! | —

Ease of Us y User 0,164 |~ 2353 020 Sighiticant

| Satisfaction
R SQuaL =0,5%4

Source: appencix

| REPOSITORY.UB,ACID |

The results of testing directly the effect of ease of use on user satisfaction

can be seen in tabie 4.15. The research hypotheses tested were as foilows:

-11: Ease ofuse influence significant On User Satistaction, table 4.25 snows

a-beta coefficient-of 0,164 Shews that the effect of ease of use-on user:satisfaction
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Voo o

is t-count."As broad 2,353 and greater probability 0.020 (P <0.003). The resuit is

REPOSITORY.UB.AC.ID |

HO rejected,-meaning ihat the hypothesis stating e2se of use has a significant effect

on User Satisfaction accepted.

l

IV.4.2 Path Coefficient of Perceived tJsefulness on:User Satisfaction

<

b

=
8~ Table 4.16 test resulis for the path coefficient Perceived Usefulness of use on
Z’ B User satisfaction 5 et £ 1 Lnln comsnen b o s B

w < [ pnf ’ > [ ‘ ’7

e depengs | de;er\d AL ‘ Beta T ’ n-Value NGt |
= o variable variable \
= Ve y OPAVU iV  FTRESTNCISITEIT Y LTV ES] MmE{eds 1D VY It Y &
Usefulness. . * Lser J{ 159 2 330 T 02 Significant |
! Satisfaction } { |

"asquah =0,584
N=112

ource: appendix

The results of testing directly the.effect of Usefulness.on user satisfaction
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can be seen in tabie 4.16. The research hypotheses tested were as foilows:

HlzoUsetulness significant On Usar Satisfaction, table 4.16 shiows a beta
coefficient of Q,159 Shiows that the effect Usefulness an user satisfaction-is t-count.
Asoroad 2,339 and greater probability 0,021 (P.<0.005). The result is HO rejected,

meaning that the hypothesis <tating usefulness has a significant effect on User
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Satisfaction accepted.

V4.3 Path Coefficient of Comgatibitity or Uszr Satisfaction

Table 4.17 test resuits for the path coefficierit Compatibility of use on User

[l
lg satisfacti uf.‘l b A ' |
E Mdflimfc nt d(t)i.imen[ | Beta | T p-Value Note - |
8 variabie variable- | ! '
ag‘ Compatibility User L 125 .- 2.956 1026 Significant:!
i Setisfaction | ! |
| R square=0,504 a BE
N=112 ‘

Source: appendix
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“he

atistaction
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The results of esting divectly the effect of Compatibiiity on users

can be seen.intable 4:17. The research hypotheses tested were-as follows:

l

H3: Compatibility influence significant On User Satisfaction, table 4.17
shows & beta coefficient of 0,245 Shows that tre effect of Cempatiblity on user
satisfaction is t-count - As:-broad 2,256 and-greatar probability 0.26-(P <0.005).-The
result i1s HO reiected, meaning that the hypothesis stating Compattbility has a

significant effect on User Satistaction accepted Path Coefficient of Trust on User
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Satisfaction:

V4.4 Path Coefficientof Trust.on User Satisfaction

Table 4.18 Test results for the path ceefficient Trust of use on User satisfaction

2]

2 | |

E! indepenident | dependent ‘

| & iy 2 . Beta T -Value Note
I variable | variable | i b

8 Trust [ User 7T 559 7.814 000~ ['Si

' Satisfaction
R square=0,594 '
N=112
Source: appendix

|
|
|
ignificart |
|
|
|

The results of testing directly the effect of Trust on user satisfaction can be

seen in.table 4.18. The research hypotheses tested were. as follows:

<
<
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4 Trust influence significant CivlUser Satisfaction, tabie 4.18 shiows a beta
coefficient of 0,552 Shows that the effect of Trust on-user satisfaction is t-count. As

broad 7,814 and greater probability 0.000 (P <0.005). The result 1s HO rejected,

| REPOSITORY.UB,ACID |

meaning  that the “hypothesis' stating “Trust- has ‘a significant ~effect cn' User
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-
I~
,5 V4.5 Patly Coeflicient of Usar Satistaction on- continuance use intention
|2
I Table 4.19 test results for.the path coefficient continuous use intention of use
| & e v
g on User satisfaction . . V2 daraaiba nivareiins Drowadiag 2
=] i | .
= independent;i - dependent.. | . oF A
o {a4°BH |~ Beta T p-Vaiue Note
variable ! variable |
|
_User_ ! Continuous : 552 6957 000 Significant
Satisfaction ! Use !
!
|

____________________ Ineention | | . ol

N=112
Source: appendix
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The results of testing directly the effect of user satisfaction on continuance
use intention can be seen In tabie 4.19. The research hypotheses tesied were-as

follows!

REPOSITORY,UB.AC.ID |

H5: User Satisfaction significant On continuance use.intention, table 4.1.9

shows a beta coefficient of 0,553 Shows that the effect of ~User Sarisfaction -on

continuance use intention is t=cotint. Asbroad 6,957 and greater probabitity 0,000

(P-<0.005). The resuit -is. HO-reiected, meaning that the hynothesis stating user

satisfaction has a significant effect on continuance use Intention accepted

IV.4.6 'Purcnasing Decision Testing-as an  Intervening Variable in The
Relationship-of Techinology Acceptance Models, Compatibitity and Tvust

T l

|
o Continuance Use Intenticn

<
<
s
<
o
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The relationship between technology acceptance models, compatibility and trust to

=
w

continuous ‘intention ‘use, ‘thiere is a vartable User ‘satistaction as an-intervening

variabla: Calculstion of the influence of user satisfaction as follows:

[l

E: f ! ¢ .

@ a) .Indirect effect of ease of use an continuance use intention through user
| >

E arsi

g satisfaction

s Indirect Effect {IE) =RMO6 PIEAY

=0.164*0,553
=0:001
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The resuits of this study indicate that user satisfaction is proven as an

[ reposiToRY.UBACID |

intervening variable in.the relatienshin between ease of use and continuous

use intention. This is evidenced by the results of valuable Indirect Effect
calculatiens 0,091

b) 'ndirect Usefulness of use on continuance use intention: through user

<L
S
e
< re—a
'{7_» B satisfaction
G <L
o Indirect Effect (IE) =PYX* PZY
Z m oL nc \
=,
=01159*0,553
=0.088

The “results-of this ‘'study- indicate-that ‘user satistaction s proven as an

REPOSITORY.UB <AC_ID |

tervaning variable intherelationship between Usefuiness and continuous

use Intention. This is evidenced by the results of valuable Indirect Effect

calculations 0,088
c). 'ndirect Compatibility of use cn continuance use intention through wser
satisfaction

indirect Efvect (IE) =PYX*PZY

=0 145*0,352

<
<
s
<
o
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=0.080
The “resuits o this ‘study indicate that “user satisfaction is proven as an

intervening - variabie “in - the relationship  between: Compatibility -and

| REPOSITORY.UB,ACID |

continucus use intention. This. is. evidenced: by the. results-of valuable

indirect Effect caiculaticris 0,080

d)_ Indirect Trust of use on centinuance uss intention through wser satisfection
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Indirect Effect (1E) “PYX & DZY

[ reposiToRY.UBACID |

=0559*0,253

=0.31

The resuits of this study indicate that user satisfaction ‘is proven as an
intervening veriable inthe relaticnship tetwean Trust and continuous vse
intention. This. is. evidenced by the results of valuable Inairect Effect

calculations 0.31
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The direct and indirect effects of the variables have been presented in'a
summary:of the results in the following table:

Table 4.20 The direct and indirect erfects of the variables

{" Independent intervening Dependerit direct. " | Iagire’ TT T The Nete
[a] | Variable variable variable influence | . et \ | value
Be i I Influe \
| S [ nee J
| g i BT AT IR AYEES LY I ____-_-"_"4_'_‘____4>—>T__ _._-___. ______________ TrEE " iAE k \'F T w R AT
12 | Ease of Use 0,164 | \ n [ Sign
ié » User ' |212:383 420 |
|8 [ Usefulness e Bra 0,459 1 I 2 renly/Sign
& ‘ Satisfaction | Continuous i l 2339 | 021 ‘
i | Cornpatibility use intention | 0,145 | Sign
| I \ 2:286, |, 1026,
< !_Trust 0,559 | ] 366 | Sign
Q14 )
>_ | ~ j}i_ | 7.814 _u ! .
I Ease of Use . i 0,091 Sign
\ | |
V) —
<[ — ISTERESIRTE 1B C\ H Te SRSt d L 3L IRWRsl il D I AME N
= ; | Usefulness 5 (’”SQSOL‘S - _i 0.088 ’ fSlgn
) J
e e Intention 3 | L
W <L i Compatibility - 10.080 | i Sigri
E m [ —— e S—m— e — e ! ——————— J ————————— B
00 | Trust | 0.31 l [ sign
|
| I | |
i Cor_rzlr.uc_i;:s - _User_ BB | ! 6.957 000 I sign
| use Intention Satisfaction | \ . |
|
| | |
Lo | l [ |

| REPOSITORY.UB,ACID |

IV.4.7 Paih coefficient between variabies

The sum of all measurement calculations in. this study produces  path
coefficients-between variables. Figure 4.4 is'a diagram dispiay of the overall gath

results. the coefficient .of variable ease of use to-user-satisfaction is 0,164 The

(427
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[ reposiToRY.UBACID |

coefficient ef usefuiness verieble on user satistaction is.0, 155 coetficient ¢f variable

compatibility on user satisfaction is equal.to, 0,145 coefficient-of trusi-variable on

user satisfaction is .0,559 the coefficient of user satisfaction on continuous use

= intention of 0,553, The resulis-of the patir anaiysis have the foliowing equation:
-
s sub strugtura - Y. =0,164X140,159)27+0,145X3+0,559X4
fE rare—
Z = sub structure 11 : Z =1.027
o
g § //\\‘\
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/‘ ‘\ \
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ire < 5 User \ ’:f,’ﬁ‘/ Continuous \\
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I [ Compatibility )~ - ~_
| | S
E \ ) e"/
b= \ / (A
~_ Q?> X,
/
= /
E // \ //
Trust )
V) = ( fus
g § \ (X4 )
2 y-Universite
Lé" C<Z i 01e
% P " The effect of eacl variable innumipers
F|9|Jre 4.5 Diagrarn - of Path: Analysis Result Ease of Use, Usefulness;

Compatibility, Trust, thorough User Satisfaction on (‘onflnuou Use Intention

4.8 Assessiment Model
| Assessiment: model hypothesis-in ithis research was mezasured using the

coefficient of determinants (R?) in the second equation. Calculating of Assessment

| REPOSITORY.UB,ACID |

modei nypothesis as follows.

R?amodel ~=12(1-R%) (1-R _)
S12(140,564) (1-0.55
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ig = -\'J 405 (0 44:,
E =1-0,1815
2 =0.8185 or 81,85%

l

The calcutation of assessment rnode! hypothesis showed: the result about
81,85%. While the rest of 18,15 % explained by other variables excluded in this
research moaei. Basea on tne result of the data that has been cbtained througn

caiculation of tha cverzli path-analysis, it-ecar be conclude that the -medel of path
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analysis in this research is valid or feasible.
V.5 ~ Descriptive analysis

I3

5.1 Perceived Ease ¢f Use variabie

REPOSITORY,UB.AC.ID |

The ease of use variable has 4 items narnely quickly adapted to the GO-PAY

application because-its: use is easv (X1.1), operation of the GO-PAY anplicatien is

easy It.can be done alone without guidance (X1.2) Navigation on the GO-PAY

application is easy tc-use and not compiicated (X1.3) The GO-PAY application
interface is easy user friendly (X1.4). The following expianation for.each item:
a) Quickly adapted to the GO-PAY application because Its use IS easy

(>X1.3). Thas itent shows the dumber of respondents who answersd

<
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rongly agreed to 62 respondents (55.4%) with-an: average soore of
4.45. Based on the abowve results it can. be concluded that the
respendents stiongly agreed to choose go-pay because it is €asy to

ap* in itsuse.

| REPOSITORY.UB,ACID |

b) Operation of the GO-PAY application is easy, it can be done alone

witnieut guidance {X1.2). This item shows the numiber of respondernts

‘I

who answered strongly acree totaling €9 respondents (61.6%) with an

average score of 4.54. Based on the above data it can be concluded the
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respondents-strongly agree thal go-pay has a very-easy operation-and

cen be-done-alone without the need for othar people's guidance

l

¢) Navigation on .the GO-PAY application is easy. to use and rot

cempiicated (X 1.3) T his ftem shows the number of respencdents who

score of 4.26. Based on the above data it can be concluded that the

respenuents strongly-agree that using go-pay 15 not ceniusing because
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tha navigation provided is vary easy to uncerstand-
d) GO-PAY application interface is easy user friendly.(X.1.4). This item
showsthe “nurnber-of respondents who answered agree oy 52

respondents {45 4%) with an average score of 4.20, Based cnthe ahove

REPOSITORY,UB.AC.ID |

data it can be concluded that respondents strongly agree that go-pay

nas a very corinfortabie and pleasant appeaiance to 160K at.

IVV.5.2 Perceived Usefulness Variable

The usefulness varizble has 2 items namely The -users of the GO-PAY
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application improves my ability to make payments (X.2.1), The user of the GO-
PAY application improves my productivity w-making payments (X.2.2). The user
of the GO-PAY application.- improves..my. -effectiveness -in- making - payments

(X.2.3). The followina explanation for each item:

| REPOSITORY.UB,ACID |

a) User of the GO-PAY application improves my abiiity (o make payments

(X.2:1). Thisitem shows the number of respondents wheo answered:agree

to 41 respondents (36.6) with an average score of 3.90. Based on these
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results-prove that the CO-FAY application can help-the user's-ability ¢

carry out cigital distribution

l

b).  User of the GO-PAY application improves user productivity in making
payments OX.2.2) “This iterm-shows the number cf respendents who
answered agree totaling 43 respondents. 3.58 with-an average soore. of
3.58. Based on these results.it is praven that GO-PAY can remind user

productivity 1n payment
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O-PAY application improves my effectiveness in. making
payments (X.2.3). This item shows the number of respendents wno
answered agree and strongiy- agiee togetner with-the number of 37

respondents (33%)with an avarage score of 3:85:Based an thess results

REPOSITORY,UB.AC.ID |

prove that. GO-PAY can helo users to improve effectiveness in digital

pricing.

IV.5.3 Compatibility- Variable

The Compatibility: variable has 4 items namely. In my opinion, using GO-PAY.
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suits my lifestyle needs (X 3.1), In my opinion, using GO-PAY. is in accordance
with my payimentimatacd ()€.2.2),1 preier to make digital payments tsing GO-PAY
than other digita! payments (ovo,-link aia.) (X.3:3), Use GO-PAY according tc.my

current situation (X3.4). The following explanation for each item:

| REPOSITORY.UB,ACID |

a)  Using GO-PAY suits my tifestyte needs (X'3.1). Thisitem sncws the

number of. respondents who- answered ' agree by 41 respondents

(36.6%) with an average score of 3.73. Based on these results it can
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be'conciuded that respondants who' use 'go-pay feel thar mobile

payment ge-pay-is in line with-today's cash-less lifestvle.

l

b) Using GO-PAY is in accordance with my payment method (X.3.2).
This ttem shows the number ot respondents whio answered-agreed (o

1

1 respondents (36.6%) with anaverage score of 3.68.-Based on these

S

results it can be concluded that respondents use go-pay as a payment

method today.
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) Prefer to make digital payments using GO-RPAY than cther digita!
payments (ovo, link aja ) (X3.3). This item shows the number of
responaents who answered doubtfully by 29 respondents e (25.9%)

with ar average  score 0f 2.85 Based on these results it can he
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concluded that respondents have other factors that make other digital

payrents more attractive than go-pay such as discount / cash back.
But in other uses respondents still want to use GO-PAY.
d). Use GO-PAY according-to my current situation (X3.4). This item

SHOWS the nurmber of respondents wno answered agree as many as 47
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esponcents  (42%) with en average scole of 3.65. Based on these
results it can be concluded that GO-Pay is in accordance with the

cuirent form of payiment.

| REPOSITORY.UB,ACID |

IV.5.4 Trust Variable

The Trust-variable has 7 items namaly |-helieve -GQ-PAY has ability to handle

service as mobile payment company (X.4.1.1). | believe GO-PAY has experience

providing ‘service as mobile payment company {X.4.1.2). i believe GC-PAY its
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trust wordy mobile payinent company (X:4.1.3).1 ' Believe GC-PAY represent a

REPOSITORY.UB.AC.ID |

company Wil deliver on-promises made (X4.2.2).4 Believe-GO-PAY would keep

its commitment in provide worth it service (X.4.2.2). | Believe GO-PAY would

l

keep its consisient i providing worth itcervice (X.4.2.3). | Believe GO-PAY have
integrity. in-providing service compared. 16, competitor (X4.2.4). The fallowing
explanation for each item:

a) Believe GO-PAY nas'the abtiity to handle service as amodile payrment
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company (X.4.1.1), This item shavs the number of respandents who
answered strongly ‘agree hy 37 respondents (33%). with-an average

score‘of 4.20. Based on these vesults it can be'concluaed that the user

REPOSITORY,UB.AC.ID |

strongly believes in GO-PAY. as a mobilz payment that can handle

services with capabilities.

b) Believe GO-PAY "has experience providing service as a mobile
payment -company (X.4.1:2), This ~item shows ' the number. of
respondents who answered agreeing to 46 respondents (41.1%) with
an average score of 4.01. Based on these results it can be concluded

that the user trusts go-pay-as a imobiie payment service that has many
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proven experiences with rewards from Bank Indonesia in the past year.
201715 the most proactive service irrsupporting non-cash nationaiiy.

" \

¢) - Believe CGO-PAY its trust-worthy-mobile paymernt cormpany (0.4 1.3},

| REPOSITORY.UB,ACID |

This item-shows the number of respondents who answered strongly

agree 1o 31 respondeiits (27.7%) with an average score of 3.55. Based

o these results it can be corciuded that GO users =PAY trists GO-
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PAY-as amebiie payment that is wortny of trustin-the digital payrment

industry.

l

d) Believe GO-PAY represent a company will deliver on promises imade

(4.2.1). This riem snows the number of respendents who answered
agree to 53 respondents (47.3%) with.an average score-of 3.92. Based
on these results it can be concluded that. GO-PAY users will imake

prorises made by GO-PAY, for example, vouchers and user security.

BRAWIJAYA
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e) -Believa CGO-PAY would keep its commitment-in-providing. worth it
service (X.4.2.2). This item shows the number of respendents who
answerea-agreeing 1o 56 responaents (41.1%) with-an‘average score Gi

4.0C -Based-on -these results it.can be-concluded GO-PAY -usars trust

REPOSITORY,UB.AC.ID |

the commitment in the feasibility of mobile payment services.

) Believe GC-PAY would keep-its consistent i providing worth it
service (X:4:2.2): This itcm: shows the humber ef respcidents who
answered agree totaling 34 respondents (30.4%) with an average score

01 3.64. Based onthiese resuits it can be concluaed that usei's trust GG-
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PAY far consistency in the feasikility of mohile paymznt services.
g). . Believe GO-PAY has integrity in providing service compared to
competitors (X4.2.4). This item siows the nuiiber of respondents who

enswerec agree tetaling 47 respondznts (42:0%) with-an average score

of 3.95, Based on.these results, users. can trust GO-PAY:-as a mobhile

payment service that has integiity in service corripared to other mobile

| REPOSITORY.UB,ACID |

payment companies.
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W.5.5 User Satisfaction Variacie

The User Satistaction variabie has 6 items narneiy 1 Want {6 go back to top-

l

up the GO-PAY balance {Z:1:1.1). | Want to reuse the GO-PAY featuie {Z 1.1.2),

\ 7 \

;t_ I Use the. GO-PAY feature for other transactions (Z.1.2.3). Tell.experiences when
<

. using GO-PAY to others (1.2.1). Recommend GO-PAY features 10 others (£.1.2.2)
E (CO-PAY feature is aifferent from other similar payment features {Z.1.3.1). GO
oc

(a8

UNIVERSITAS

PAY : feature is. mare attractive compared to other. similar:.payment feature
(2.1.3:2).GO-PAY feature is betier than other simiiar payment features (Z.1.3.3).

The following explanaticn for each itei:

shows the numoer of respordents who answered agree totaling 50

REPOSITORY,UB.AC.ID |

respendents (44.676) with an average score of 3.81. Based on these

results, the user agrees to top up the GO-PAY. halance,
b) ~VWvant to reuse the GO-PAY feature (Z.1.1.2). This item shows tne
Aurnber of respondents wie answered agree teiaiing 53 respondents

(47.3%) with an average score of 3.56. Based on these resiilts, the user
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agrees to use the GO-PAY feature again to make a mohile payment
transaction.

his; item

¢).-Use the CO-PAY. feature for cther transactions (Z:1.1.3).

N -

shows the number of responidents who answered agree totaling 38

| REPOSITORY.UB,ACID |
(l’.\

respendents (33.9%) with an average score of 3.50. Based ¢cn 't

results;- the-user agrees to-use go-pay. in other-forms of iransactions

such as go-anyway / go-food / make payments at other GO-JEK

rnerchants.
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a

d) “Tell experiences when using GC-PAY' to others {£.1.2.1).

REPOSITORY.UB.AC.ID |

shows-the .number. of respendents who janswered :agree totaling. 48

respondents (42.9%) with an average score of 3.96. Based on these

l

resulis; users agree 10 share tnelr experiences in-using GO-PAY to
others who-have not or are interested. in using go-pay:
e) Recommend GO-PAY features to others (Z.1.2.2). This item shows the

number of respondents whio answered agree tetaling 52 respondents
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(46.4%) with an average score of 3.84. Based on-thesa results; users
agree to recommend GO-PAY features (o others who.are interested and

don'tuse go-pay.
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f) GO-PAY features are different from-other similar payment features

(Z2.1.3.1),-This item shows.the number of respondents who answered

agree totaling 28 respondents (25%) with an average score of 2.87.
Based on these results, users-agige that GO-PAY is a mobile payment

that has features that are different from other mobile payments,

<
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=

2 g) GO-PAY feature is'rmore attractive compared to otrier simiiar payrmerit
(58]

= e

= features (Z.1.3.2). This item shows the number of responcents who
=

s

answered agree totaling 37 respondents (33%) with. an average score
of 3.27. Based on these resuits, users agree that the GO-FPAY' feature

is'more accurate tharother mobile paymerits.

| REPOSITORY.UB,ACID |

h). GO-PAY- features are better than other: similar pavment features

(Z.1.3:3). This iteim shows the numoer of responaderits wio arisweraad

o s

sgree totaling 38 vespondznis (33.9%) with an average scare of 333,
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Based on-these results, users agree that the GC-PAY feature is beatter
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than other mobiie-nayment features.

1VV:5.6 . Continuous use inteintion Variable

l

The Continuous use intention variahle has 2 items namely | .intend.to continue

using GO-PAY (Y.1.1). 1 wiii continue using Go-pay to keep in touch with ry

friencs rather thar using alternative spprozches (Y.1.2) \r-the future, {will vse
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GO-PAY when | make digital payments (Y.1.3). The following explanation. for
each riem:

a) Intend to cantinte using SO-FAY (Y 1.1). This ‘item shows the

REPOSITORY,UB.AC.ID |

number of respondents wiho. answered agree totaling 44 resnondents

(39.3%) with an average score of 3.95. Based on these resuits, users

2grze 1o tneinterest in using go-pay on an ongoing basis.

b) -Wil! continue using Go-pay.-to-keep. in touch with: my friends rather
than using aiternative approaches (Y.1.2). This item snows the number
of respondents who answered agree 1otaling 38 respendents (33.99%;)

with an average score of 3.53. Based on these resu'ts, users agree to
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use go-pay and continue to use instead of using other mobiie payments.
¢) “The future, GO-PAY users will use when users imake digital payments
(Y.1.3). This. item shows the number of respondents who answered

agree totaling 36 respondents (33.9%) with an average score of 3.68.

| REPOSITORY.UB,ACID |

Based or. these results, users mi-the future will use go-pay as a digital

nayment.

BRAWIJAYA

UNIVERSITAS




99

V.6 - Researchiiscussion
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1V/.6.1 Perceived Effect of ease of use (X1) on User Satisfacticn (Z)

l

This study conducted by researcher founa resuits thai prove that peiceived ease
of use has a significant value with a t-count of 2,353, greater profitability of 0.020
(P <0.050), and a direct interpreter of 0.164 on-user satistactiorn. There are also

items  that support the davel of significance: of perceived: easz2 of use 0 user
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satisfaction such as statement about "users can adapt to use GO-PAY because. it is
gase to use™ wiich gets a very high mean value of 44.6 since it 1s greater than 4.2

, the second statemert about “can use without neading help from pariners to use

REPOSITORY,UB.AC.ID |

GO-PAY 7, get-avery. high mean value.of 4.55 since it.is greater than 4.2.. Based

on the two staierments above related to perceived ease of use is proving that GO-

PAY asamaobile payrnznt can be ease [0 use by students of various generations and

ages hecause in-the researcher's data there are oldest class of 2015 (18.8%).2and
youngest class of 2019 (12.5%)-and there are also aged 18 (8.9%) to 23 (3.6%) find
that CO-PAY canbe used inaged 28 uniitaged 23, and also studentsiromthe oldest

to.the yeungest generation can.use GC-PAY.
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Based on the data menticned above, perceived ease of use as.one of the factors
in’ the acceptance “theory is Tain (Techology Acceptance’ Model) which ‘wes
introduced. by Davis {1989) where this. theory:wants to explain the hehavior. of

technology users. Perceived ease of use according 1o Davis (1989) peopie believe

| REPOSITORY.UB,ACID |

thai certain technclogy will be free fronreffort. From evidenced Ly the data from

respondents-with-a. very. high grand ‘mean- of: 4,38 and. this-can-hzlp-to. make

percelved ease of use a factor of user satisfaction.
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Based on previous research shows that case se' sigiticantly-affects user

satisfaction, - this-is in--accordance with-tha ‘gpinion-that there- is: a. positive

l

relationship between ease of use and the acceptance of information. technology
(Gefen et ai, 2000). There is-also a study of ease of use that nas been-found o
significantly. influence -satisfaction and- the continuity. of. intention o use an
information system (Rhattacherjee, 2001). Bataineh et.al. (2015) Determinants of

Continuance (nteniion 10 Use Sactal Networking Sites SNS’s: Studying the Case of
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cebiook; in the research (Bhattacherjze, 2001) stated that there are-faciors that are
created when users feel satisfied and ask for repeated use of social media Facebook
ana the factors perceived are case of use and usefulness as one of the TAM thecries

lerived from Bhattacheries,
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1V.6.2 Perceived Usefulness (X2) on User Satisfaction (2)

This study. conducted. by researcher. found: results that.prove -that perceived
Usefuiness has a significant effect with a t-count value of 2.333, greater probaoility
0.021 (p <C.050) and HO is'rejected making the perceived ussfuiness hypothesis

have a level of influence with a.direci:effect.of-0.159. - There-are also items that
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support the significance of perceived usefulness to user satisfaction. The first item
"GO-PAY canincrease the ability to make paymenis” the second item "GO-PAY
can increase effectiveness. in making payments” -the two items zbove both have a

high mean namely 3.90 and 3.58 since it Is greater than 3.4 . Based on the two iteims

| REPOSITORY.UB,ACID |

mertioried above can prove that GO-FAY can help students in paying online with

their use that car improve efficiency and ahility.

Based on the above data it can be seen that perceived usefulness has uses in tne

behavior of technotogy users, this is evigehced by perceived usefuiness-is one i
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the factors in the acceptance theory that'is TAM (Tecnelogy Acceptance Mcdel) 1o

this .theary percived usefulness according, to- (Davis; 1989) the way-in-which a

l

particular system can enhance users' job performance. Based on the theory, it can
be interpreted that iTtusing CO-PAY canimprove performance inactivities and afier
that if the answer- s satisfied it will cantinue to the next stage of user satisfaction:
This has been proven hy several previous studies usefulness is one of the factors of

TAM (Technelogy Acceptarce ‘Modei) -which 'Is bouna by ease -0f usz; 1n
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comprehending usefuiness can be defined as the -degree to-which 2 customer
believes that e-shopping will improve.the performance.. Usefulness found to be
linked-with satisfacticn and useftilnes in-many studies suchi-as e-carning systerns

(Almahamic et 3t 2011). Bataineh et al. {2015) Determinants ¢f Continuance

REPOSITORY,UB.AC.ID |

Intention to Use Social Networking Sites SNS’s: Studying the Case of Facebook.

-3

IV.5.3 Compatibility (X3) on User Satistactior (Z)

This study conducted py researcher has found-that compatibility has a direct
effect on user satisfaction of 2.145 and hias a significance vaiue of 6.25 (B <0.05C)

and t-count 2,256, in addition there are several items that influence indetermining
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the- significance of variables, the first "Using GC-PAY. In accordance with the
[ifestyle™ 'second “using GO-PAY according to the user's payment method” third
"using CO-PAY: accaording to-my.current situation. From the 2 items above there

are-each high median, among others, first 3.78 second 3.68, third 3.68, hased on the
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above-items and the daity money of respondents who have used the lowest GOC-

PAY with.anemipa! value of ADR 1.000.000 t0:1.250:000.(18.9%) of raspondents;

7

theie were also respondents (20.6%) who had monthly income of IDR 2.000.00C to

500.000. From the mormhly acceptarice data ebove, it can ve eonciuded-that GOC-
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RPAY ‘users can use GC-PAY with trie smailest nominal of-IDR 1.000.00C tc
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3.000.000, , and. :alse the-most.GO-PAY users are-in the monthly-income ,0f.Rp

2.000.000 to Rp 2.500.000.

l

Basea on the dala mentioned above, compatiotity hasastrong miluence onuser
satisfaction because compatibility is a-technology adaptation: thecry thai was
introduced (Rogers, 1995) with the theory IDT. (Innovation Diffusion Theory) in

-

the theory there is compaticility as one of the factors. Accoraing to {Rogers, 1995)
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compatibility-the-cegree to innavaticn 15 perceived as consistant: with: existing
values .and experience of the potential. Based on these data it.can be seer that

compatibiiity has-an understancing of suitabiiity in a-technolegy in its era and i
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appropriate the ussr willk-he satisfied because: I-is very useful and- in-aceordan

('l)

with what is needed now. There are previous studies the arguments of Parthasarathy

and Bhattacherjee and Tornatzky and Kiei, according to (Liac & Lu's, 2008} the
effect of pereeived compatibility should be takeninto account cauticusty. Based on
this research it can be seen that compatibility has a tactor in internet banking users
i Talwan on an ongoing oas!s and has a high-ievel of user satisfactiori inits use.

6.4 Trust (X4} on User Satisfactian (Z
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This study cenducted by researcher proves that trust hes ‘a direct influcnce on
user satisfaction of 0.559 and a significant valus of 0,000 (p.<0.005), and 2 t-count

<

of 7,814. From the data above there are also items that have a high mean which 1S

| REPOSITORY.UB,ACID |

useful-for deductng this trust variable, the first "GO-PAY" is trusted, the user cain

take care of mobile payment-services™ second: The: user helieyes. GO-PAY-has

experience and mobile payment™ third "the user trusts GO-PAY can continue to

maintain ‘its” commitraent™, of the threc-iterns above-there-is-a very high mean
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inciuding first 4.20; second 4.01; third 4.00; Hased on the data above proves that
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GO-PAY isbelizved to be.a mobile payment-that hasa lot of experience and.is safe.

In the data the researcher shows that the respondents obtained by women have a

l

o

large number (58.€%), this proves that wemen have mere trustand-use of GO-PAY.
The key.izsue that most customers are worried aboutwhen doing e-transactions
which is privacy and.security, particularly regarding. their personal and sensitive

information. Trust considers as cornerstone of successtul cnline-interactions, the

BRAWIJAYA

UNIVERSITAS

ahave quota s proven from research Bataineh et al (2015) with research. on

Facebook social media users in'Jordan who use trust as one of the factors that are

perceived as factors that-can influence continuance intention through-satisfaction.
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In this research it is oroven that frust has-a significant influsnce en continuance

intention throuah satisfaction. It can be concluded that Facebook users in Jordan

reel that trust hasa very positive influence oiv satistaction and repeated use, tis'is

evident from the statement of trust beceming a critical aspect in using Facabook,
Based on other studies that use trust as one of the factors that are perceived as

ractors that have a positive refationship with user satisfaction. Amin et al (2014),

which conducted research iclated to mabile barking users in Melaysia using trust

<
<
s
<
o
0

UNIVERSITAS

as_a -factor in . creating customer satisfaction in using mobile payment, this
perception is evidericed by studies Rose et-al (2012) found that onlire custoivier

satisfaction has bioth & divect and indirect relationshin with repurchase intention via

| REPOSITORY.UB,ACID |

online trust, In another study, according to. Mallat et al  (2008) prove that trust as

the overali perception of users concerns the trustworthiness of inobile services.

<

Other_studies thai reinforce the positive refationship Customer satisfaction is,
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therefore, ‘considered 1o-influence trust and customer retention {Lin-ana \WWang,

2006).
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l

IVV.6.5 User Satisfaction (Z) on Continuance Use Intention (YY)
This study conducted by researcher. proves that: customer satisfaction. has. a
direct effect on coritinuous use iritention of 0.553 and a significant vaiue ot 0.000

(p'<0.005), and t-test 6:957. From the data above, thers sre aiso items that nave a
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high mean which is useful to infer the variahles of user satisfaction and-countinuous
use intention, the first "the user-wants to use' GO-PAY again™ there is a high mean
0f 2.€1 This item [s evidenced by respondents asmany (79:5%) use GO-PAY 2-

times the user indicating.that the user is satisfied in GC-PAY service, Second "the

user will teli his experience in using GO-?AY" There is a high niean of 3.96, tne
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third "recomrmends GO-PAY 10 people athers "thare is a high mearof 3:84. From

the two.items above, it can e proven that the respondent is interested in using it
again and will make a testimony 10 someone eise.
Inthe continuous use intenticn variatle hasan item that proves that the go-pay

user wants to.use go-pay-again, this is evidenced hy the first iterm "the user intends
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to use the GO-PAY" anplication” there is a high mean of 3.95 this is evidenced oy
(1009% ) respondernts interzst in'using GC-PAY, the second item "in the futlre users
will use GO-PAY. as & payment method” there is 2 high mean.of 3.68. Frem the twe

data above it can be concluded that the behavior of users who are safisfied using

| REPOSITORY.UB,ACID |

CO-PAY wHl make a regurchase / repetitive use-interest that has been ntrocuced

by-(Bhattachejee; 2001).

There are also previous studies that explain customer satisfaction 1s part of the

user experience i feeling ‘a product or service, if the user has felt'the product-and
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service therrar assessment of the form ot satistaction-will ‘appear. Lin and WWang,
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(2006): Satisfaction: is: defined. "as a censumer's-past-purchase -assessment -and

l

affective response to the total product or service experienced”. According ‘to
previcus studies such as Liao-er al (2011) state that satistaction witha producc or

vation:-for its continued use. There are-also studies Pereira
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et al (2015) that use satisfaction as one.of the factors in Brazilian society to use e-

learning, and aiter satistaction there will be created a desire or continuad interest ia
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lsing e-learning.
There are also studies Bataineh et al (2015) about Facebook social media users
i Jordan who-have a positive reiationship between satisfaction faciors by asking

forrepeated use Therzisalso another uncerstanding according to Heng et al (2002)
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suggesting that managing users' satisfaction  levels is critical to .encouraging

continuea 17 products/services usage.
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CONCLUSION AND RECOMENDATION

l

V.1 'Cohclusion
The results of therdata and discussion.ef facters that affect user satisfaction and

continuous use intention, can be concluded as a number of conclusions as follows:
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1. The'resuits in this study have found that a greater probabiiity of 0.020 below
)

0.030 create an-influence relationship,-and also perceived ezse of use is a the

one of factor user satistaction, which mean GO-PAY users in Brawijaya
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University students feel CO-PAY hasthe ease of using it withaut neea effort so

that it can create positive experiences and create consumer-behavior after using

is.cutomer satisfaction.

s

2. The resuits in this study have found that a greater probabiiity of 0.021 beiow
0.030 create an-influence relationship,and also perceived uszfulness is one of
the. factors believed In user satisfaction, which. mean GO-PAY users ‘in

Brawijaya Umiversity students who use GO-PAY can improve its ability (c
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malke payments-easily, users who have experience and.are <o helped hy GO-
PAY as a method of payiment will create the impression of a positive use and

create censumer behavior in thie formyof user saiisfaction

w

The results in this study have found that a greater probability.of ©.026 helow

| REPOSITORY.UB,ACID |

0.050. create. an influence relationship, and also.compatibility is.one of the

factors believed in user satisfaction, which mean GO-PAY users i Brawijaya

University-students fesl that GO-PAY: has-conformity to.itsage is evidenced by

the age of the respondent which is still around 20 years, and also

166
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datly mioney 1ncome.-Jsers who already feel the GO-PAY suttabilityas a form
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of chasless sceiaty will craate positive experiences end.continue with consumer

behavior Is user safisfaction

l

s

The results in-this-study have found that a greater probabiiity of €.C00 beiow
0.005 create an infivence relationship; and also trust is one of the factors trustes
by .user satisfaction, which mean GO-PAY users in Brawijaya university

students feci trust in GO-PAY as a'service payment mobile. By having a high
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level of significance and a direct effect of 0.559, users have a concern for trust,
because more of fraud or: behalf of GO-PAY is rife. This should be a concern

for GO-PAY ‘because trust is'a form of consumer behavior,“and-if it can be
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trusted the-user-will be satisfied with the services providad.

5. The results in this-study have found that a greater probability of 0.000 below

0.005 create an-intluerice relationship, and also satisfaction oi use is the next
stage for the interast in reusing, which mean CO-PAY wsers in Brawijaya
university tudents feel satisfied when using GO-PAY due to factors mentioned

above has representea user acceptance of Le\,.mulbglcai innovation. Consuiver

behavior that has reached the satisfied stage of Lsz wilt continue to the next
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stage which will require reuse, in reusing it is driven by the chenomena created

IS casniess SOCIety.

V:2' Recommendaticn

| REPOSITORY.UB,ACID |

Eased on the conclusions in this stugy, here are some suggesticns that can be

taken into.consiceration or input for the company.and further research
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V.2.1 - Pracuceal Recommendation
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a. GO-PAY is more considering making conformance in the tieid of mobile

l

payment, becsuse there are stilirespondents whao are more-likely {0 use the
mobile paymnet application.

h.  GO-PAY shotld consider changing the interface in GO-PAY display so it

doesn't nave anytning in'common with other mobile payment dispiays.
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GQ-PAY can focus on the trust and security. ot consumears when maiing

O

payments, because of the. many modes of fraud that often.occur; and can

provide guidance ana nctifications regarding the characteristics of fraud
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and can be displayed cn social madia

d. GOPAY can make a movement about czshless to.all !ndonesiain people to

create a customer base that will use GO-PAY In a sustainabie manner.

V.2.2 - Acacemical Reccmmendation
a. -Further-to increase research sample and -research.location its arcund
university in. Malang City  for making .the research result more

representative.
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b. (-Future studies are also_expecied to-include questiens intreduction to-the
form of open questions related to the variables studied, in order to free the
respondent in arnswering and hielp-a deeper -expianation in the research

discussion-and.research-advice:

| REPOSITORY.UB,ACID |

c. . Future studies are expected to use innovation diffusion theory as one of the

variabies that can measure a person's ievel in adopting aninncvation.
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UNDERGRACUATEDR THESIS RESEARCH QUESTICNNAIRE

l

“The Facters Intluences of Customer Satisfaction and Contmuous Use Intention
of -Mobile Payment”

(Survey on Go-Pay Consumer in Malang City)
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Pengran: hormat,
Perkenallkar saya Arnold: Wilhietmus - Jasen mahasiswe S1 Administrasi

Bisnis, Fakuitas iimu Administrasi, Universiias Brawijaya. Penelitian ini diiakukan

dalam rangka menvelesaikan tugas akhir untuk-meraih gelar sariana pada iurusan

(=]
:; Hmu Adiministrasi Bishis konsentrasi pemasaran. i<esediaan ssudara dalsm mengisi
E lkuesicner iri sangat membantu saya daiam menyelesaikan penelitian ini
§ Responden dalam penelitian ini-:
N 1, Mahasiwa aktif di Universitas Brawaiiaya.
A Memiliki aplikasi GO-JEK dan pernah menggunaksit layanan CO-PAY

secara terus-menencrus (2-7 kali) dalam seminggu.
Saya akan menjamin_Kkerahasiaan data yang sudah saudara/i berikan, karena

jawaban tersebut hanya.akan digunakan sebagai bahan penelitian dan tidak untuk

<
<
s
<
o
0

UNIVERSITAS

dipublikasikan..Atas segela bantuan Saudsra/i dalam mengisi-kuisioner-ini, saya

ucapkan banyak terima kasin

Hormet saya,

| REPOSITORY.UB.ACID |

Arnoid Withaimus Jasen
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Pendapatan/Vang Saku Per Sulan*
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Apiakalyands-tertarik rnenggunakan GCO-PAY s2bagai beihtuik pemibayaran oriline 7 ©

Dalamsatu minggu berage kali ainda pernah menggunaéan. GO-PAY-untuk pembayaran
transaksi ?
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Persepsi Kemudzahan Penggunaan

Pengisian Kuisioner ini berdasarkan pengalaman pribadi anda dalam menggunakan GO-PAY yaitu lavanan
pembayaran digita

NMohon tandaipada kolom perianyaan-perianyaan oibawah ini sesuai denga pilihan jawaoan anda

S5:5angat Setuju

4 :Setuju
3 Ragusragu
2 :Tidak Setuju

T:Sahgat Tidak Setyju

Saya cepat biradaptasidengan Bplikasi GO-PAY, karena penggunzannya mudah
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rampilan (interface) aplikasi GO-PAY niuidahi dimengerti pengdiuna (User friendly)
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| = Pengisian Kuisioner ini berdasarkan pengalaman pribadi anda dalam menggunakan GO-PAY yaitu layanan
o.
| perndayaran digita
Bl
MO ndai-pada Kolom pertanyaan-pertanyasin dibawah ini sesuai deriga pilihan jawaban anda
5:Sangat Setuju
45
3:Raqu-ragu
2 :Tidak Setuju

Sangat Tidak Setuju

+GO-PAY. méningkatkan kinerja sava dalam melakukar gembayaran digital
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ersepsi kaesesuaian

Pengisian Kuisioner ini berdasarkan pengalaman pribadi anda dalam menggunakan GO-PAY yaitu layanan

pemktiayakan digita

:.!'r;r tandai-pada kolom perianyaan’perianyaandibawah ini Sesuai'derga pilihan jawaban anda
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apgat Setuju
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K xc«' Setuju

Menurut saya, menggunakan GG;PAY sesuai dengan kebutuban gaya hidup saya.’
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= Menurut saya menggunakan GO PAY sesuaidengan cara pembayaran/saya
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Saya lebih suka melakukan pembayaran digital menggunakan GO-PAY dari pada pembayaran

aigital lainnya (ovo.link gja')
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| Persepsi Kepercayaan

Pengisian Kuisioner ini berdasarkan penaalaman pribadi anda dalam menggunakan GO-PAY yaitu layanan
ernbayaran-digital
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Monon tandai pada kolom pertanyaan-pertanyaan dibawah ini sesuai denga pilihan jawaban anda

5 :Sangat Setuju
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|5 Saya percaya GO-pay,dapat.dipercaya dibandingkan layanan mobile payment lain {ovolink ajal
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== SangatSetuju
N : saya. percaya Go-pay akanahemenubi janji pelayanan yang telah dibérilian (voucher)
< rare—
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2 1 2 3 - 5
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5 m Sangat Tidak Setuju Sangat Setuju
S0
Saya percaya GO-pay akan berusaha menjaga komitmen pelayanan yang diberikan kepada
pé&langgan
1 2 3 - 5
Sangat Tidak 'Setuju Sangat Sétuju
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Saya percaya Go:Paymerniiki integritas dibandingkan-dengam perusahaan sejenisiiovo link aia )

Sangat Tidak Setuiu Sangat Setuiu

Saya Percaya GOPAY skantetapkonsisten-dalarn memberikan layananiyang sepadan
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Kepuasan penggunaan :

i ~

Pengisian Kuisioner ini berdasarkan pengalaman prinadi anda galam menggunakan GO-PAY yaitd layanan

pernbayaran digital
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\iohontahdai pada kolom pertanyaan-gertanyaan cibawah ini e€ésuai'dznga piiihan jawaban anda
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Saya rrieriggunalkan Fitur GO-PAY untuk trangaksi lain
1 2 3 < 5
Sangat Tidak'Setuju SangatSeruju

Sayarnal menggunakan kémbaii fitGr SO-PAY
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Sangat Tidak Setuju Sangat Setuju

Saya mau kembali melakukan top-up saldo GO-PAY

Sangat Tidak Setuju Sangat Setuju

Aplikasi GO-PAY berbeda dari fitur pembayaran serupa laipnya (QOVO.link aja).

Sangat Tidak Setuju SengatSetuju

Aplikasi GO-PAY lebih menarik dibandingkan dengan fitur pembayarari serupa lainnya
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Aplikasi GO-PAY lebih baik daripada fitur pembayaran serupa lainnya

3
w
1
o

o
Q
w
=
—
a
o
by
(3]
W
)
[



123

> <

<an Kembali

Minat Mengguna

ariyéan-gibawah ini sesuUai dengda pillhan jawaban 2ada
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Sangst Tidak Setuju

Saya berniat untuk terus menggunakan aplikasi Go-PAY
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< Kedepannya, saya akan menggunakan aplikasi GO-pay ketika saya ingin melakukan pembayaan
> digital
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;E APPENDIX 2.
|2 The identity of Resporndents
| o=
|0
'3 S P P T T . | Class { ., . - .. =
| & No Name Gender | Age Facuity of | ['-'rall
= , e
= . = Imt oy
1 Desi Kk r ‘ 20 . :' .| 2016 .| Desikusumanirumlz@gmail.corn
T Administrasi |
<L Nk Rt - e Mmu [
> 2.7 | N Heickal vi 23 2015 | Heickalh@yalico.cor
< N i ‘ ,_L\dmlnlstrafl | Jr——— ribhdhitend=thahi- ina
i . ; Imu
2 - 3 firza torig F ‘ 21 | . . | 2016 | firsaischag@gmail.com
b B | Administrasi .
4] Kristina i I
g < 4 Desenta F ' 21 | llmu Budaya | 2016 [ kristinasenta4d2@gmail.com
> oc IO LAY DR B30 =S DS AT PP S =S S
oM ' lImu L .
5 Xandro M 23 g 12015 ] xandrondro@gmail_.com
| administast | :
Avinka ' Mmoo |
3 o SN e
6 Cesafi F ' 2 VI 2016 ‘ avinkacesafi@gmail.corn
— - T Hmu . | iy YN .
7 TANT! ‘ 19 & 20152019 Widyartantis02@ gmail com
i ‘ administrasi |
| o - = H =
B alissa lImu ’ . .
|2 8 ye ” = ‘ 20 . .| 2017 | yalissaadella@gmail.com
(8 adeila | adminisirasi | - 4‘
& Arlinia Lasiio T | =
|2 9 F 19 ! . +2018 arlinfananda@gmiail.corn
! Z Nanda ’ administrasi [ @9
| @ 1 lmu . " :
fad 10 Ara = 19 e 22018 ’ rizkytamara89°@gmail.com
| adminisiras |
charitika - lniu ' . | =i
< 11 ef"l!: F ‘ 20 admin sirai 2017 | chikaureliazé@gmail.com
Aurelia | ai [Srasi
> iy Ammar | lm ] ‘ \ D pa
< 12 . IV ‘ 19 & J 2018 arsnyammar@gmait.corn
) — Rizky A administrasi l
< — e e L e S S e e e e e L e e e e e e e LS
= 13. | firlya hasna E ] 21 I.Imu | 2015 ] firlva hasna@grmail.com
7 | administragi | !
w < BAgas ' T | 2
> 14 4 M| 22 2016 | bagasprakoso@student.ub.ac.id
= oc Prakose i administrasi. | ’
S00 YOy -] . lImu . e e
15| _Erlita Devy = 22 . 0152016 erlitadevyh@gimait.com
‘ administrasi Jr
Jt ¥ DT Sabhika?! s DTNV S LIS S TAN I, Sl Silas DfaWiicyao
16 | o] F |21 sy 2016.|. | sabhikapoppy@gmail.com
Popi Aimani | administragi .
Aisyah Nur ' lImt .
17 A)nnm; = ‘ 19 adminis;.rasi 2019 | nisam.aisyah@gmait.com
E T TsarioGiri [ | . T mu A ANttt g
|¢ 18 W VA T’ 2% miniciras 2016 ’ Satgw.ud@gmail.com
| . dl dsi
F Ariet ‘ [ . >
|© 19 M 21 2016 ’ ariefnhp@gamail.com
|5 nurbadi | adminisirasi ﬂ
1O — ] -
|8 Naufal ! [ ] .
[&] 20 % 22 2015 Azakinaufald@gmail.com
bt Azaki ' administrasi | hadlaio@gria. ©
21 A T iy 2017-| | 1-aulia farhan@ymail.com
Farnan | adminisiras | ’
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2 Continued Appendix 2.
E Alfarez ra lImu Y . aa B
F 22 | erahman. | M | 20 admineiragi | 2010 | alfarezn@gmail.corn
| &= N g Al ISLLAS:
| & e R e
[ © afif lmu . e . - .
| 23 3 i T 20 n Spe2017 | afiishajahaddinas@gmail.com
i - ['shalahuddin | 7 | " administast | 7y T T
Eliana Hmu . <
24 “.ruly = ‘ 20 minfstraci 2017 ’ eliana2sandv@gmail.com
< wand | at U .
> Ceriske ' Iy I vuare )
25 ’ - 22 L 22015 Teriskaajeng@giait.com
< Ajeng | administrasi = | ' ajeng@g :
4 B |7 Thalitha [ . Mmu | o B
ff 26 (O PE - 21 . e ey e <2016 | thalithaaprila@Grnail.com
= B Apiitia R | adminisirasi | "
o A aditya lImu ! I .
w < 27 ek "/'*"I M ‘ 24 cdmin sirasi 2016 ‘ adityachmadtul@amail.com
% m achmagiti } adminisirasi
Shyfa Hmu ,
S>00 28 \ = 2. ) J2016 shyfa.ananda@gmaii.com
Ananda ' Administrasi 7 l y @6 -
Yonanes ilmu Sosiai .
29 : i } 22} re e 1 2015 ] yohanesdharmesal@gmail.com
Wisnu | iimu Politk |
] Ariiss bl i F Unib 38 F
30 Yuningtyas F ! 22 Administrasi 2015 | Yuningtyasanissa@gmail.com
a] Paul Teguh l Perikanan
E: 31 | Kurniawan M ‘ 21 dan lImu 2016 | paulkurniawanl7@gmail.com
12 Wadihardjo | Kelautari |
| & | — B -
|8 Y Pesz ) I ] 12\
|§ 32 Biabowa M ! 22 Administrasi 2015 ’ resaprabowokusumo@gmail.comn
| & Hahib Yoga | lImu .
b 33 =1 Y 2 3 L2016 arsenalyoga@gmait.com
Setya Budi ' Administrasi l y03aled
< 34 Dh‘ar.1.|s Ivi W 23|02 I!mu . 2016 | dhanis.ab@gmail.com
- Adistira | Administrasi | >
< Annisa Nur - Hniy FS R .
— 35 \Hid?\mb Fola /\dmin;ttrqei 2016 | Annsnrhdy@grmail.com
< I t‘\(AI l N L S B Y
= N Javier [ lImu | er | .
wn 36 Ivi 2 g 12016 kkoiangl23@gmait.com
S o phemandss, [ | || Administrasi | 7 RPTEHAr= S
. Hmu . .
= o 37. | Amalia Nur = ‘ 22 Lo 12016 ] amalianurh@gmail.com
% o0 | Administiasi |
38 Intan =g 2. g 2010 Afraintan.fin@gimaii.com
4 .. . 10 1tall. rii i1.C
* - T‘ Admmistras-J | intan. in@or
| Dpaffa | || oo | e L
39 Vi lava, .k ; ! 2015 ‘ daffar93@anail.com
Ramadhan | Administrasi | 1
- [ TTAGRa STLas Aya ImpEPYSIOny Ur 2TSHAS Dle ]
40 o M ‘ 22 |, | 2015 | prayogaadha@gmail.com
] Prayogo } Administrasi ’ )
(J Meidiana Hmu 3 iy T .
| < 41 . ~ 2L 2 .4 2016 | meidiana.adindai3@gmiail.coim
|8 Adinda | Administrasi - l aciNfaLogygmatt.com
& - “Andre | T ma AR AN A
|2 42 G| Vi 1 19-f e ol o ) <2018 ’ andrenjauwman@gamail:com
| @ Njauwmai | Administrasi |
| & - - | -
|2 lniu | : g ,
il 43 Agnes F ' 19 Administras 2018 ‘ at.milearosari@gmail.comn
| \ strasi
Renedicta | lmu ] ol .
44 ; = 18 iy JLFe2019 ascaliadicta@gmaii.com
Pascalia A ‘ Administrasi | P TSN
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2 Continued Appendix 2.
|2 Chintia ' =
| = 45 I F 19 ”.n.' 172018 | chintiacaroline08@gmail.com
[ Novela Administrasi | g
| & e e E e e e
=) D - Hmu
| 46 W2hs = T 18 /o, 2019 | desyafatmal7@girail.com
bl S L e e ttory-Uriversitas Brawfiav:
- lmu
47 Indira = ‘ 13 Admirfictrasi 2019 ’ indiraaltha@gmail.com
< | 3 1ol
S ' [Imu :
< 48 Kinanthi-5 = 18 Admin‘?trasi 2019 I setyaningtyaskiki@gmail.com
L 3% 4 HISIATSDIANES 2 A 4 e ity | invaraif >4 =4 eH =
4 e lImu .
’_<_ 49 \/‘H")(‘ll"‘- ]a\/a II' I 2" '\dmlnlstd. 2015 | Wwisam a),‘“r“,grn_hl oom
— A I'dsl
=3 | '
o Monica lImu !
g < 50 }':r|'1‘y E ‘ 19 Admiriiatrasi 2018 ‘ monicahenny2016@gmail.com
= c: Aeni | \ 1SUrasi
= ] T v lns I sl Lilining o .
S>00 51 |-ElvionitaR = ' 20 Admlnlctrasl 2017 @ elvionitaramadiona@gmail.com
52 u:ﬁelvn; i }| 18 'dnl1li:]iSta | 2019 ] kelvin.christiante6€@gmeil.com
IStianto X Fasi
|
1 Nadya bl i | , S B
53 Farron F ! 22 Administrasi 2015 | Wednescha@gmaii.com
[al 54 Fatimah = | 22 | lmuBudaya | 2015 [ a7kfa'r|rnnh @gmail.com
B e E T e i o T e R
[ < Muhammd. - Faku!tas | . .
| @ 55 = 23 : 2016 srzefasea@gmail.com
{2 ,
E e it Brapiera K Srrversitas Brawhay
|5 56 g = ’ 22 | MU o015 | deW|m1997@gma|Icom
(S Viasyitheh | Administrasi .
1= Nahila Dol _ :
e 57 Ri;kva a r 20| limu Budaya | ~2017 : nabilaa_rs@yanoo.com
aiavas VISPt Vilie ECNSITANY | IMIVOTraIiTaas MISWATIVS
Hartati - Hmu
< 58 WWis . | 21 5 R esry)c2016 | idianate@gmail.com
o Vidiana ] Administrasi |
(< Govinda - lmu VS . ]
— 59 . M 21 . . | 2016 vndalvin@gmail.com
g — Alviry A l E Administiasi | ‘ g @g £)
— Ardan-Yega ; Hni . 3 g
2 ; 60 9 I ’ 22 ) L2015 ’ ardanbenefico@gimail.corm
S B0 N N A O s | Administrasi | T | S
> limu . -
= oc 61 Henry C Vi wl 18 Ndministras 2019 | Hankliml3@icicud.com
D m | £\ ; 1aon | )
L | Virani Riza } lniu | rSilas
62 T F ‘ 19 Administrasi 2018 ’ viranirizat@gmail.com
- I = PRI SRS}
| lmu [
63 [Kheyelrn E 19 i - S1e2018 krayantb@gmiail.com
’ e ‘ Administrasi Yanueg '
Ve ) > v Tk A b iaS Diawidy <
s 64 Nur.R E w 19 Lo | 2018 | rohmawati97@cmail.com
fa ! Administrast i
| < Arif ,
| 65 . I 18| limu Budaya | 2019 arifsinyo09@gmaii.com
15 Budiharto 0 T‘ : e | el
S I T A B A 1T T D
:g 66 | aimire silmi F 2y e\ S 0152015 ’ almirasiimic2@giriail.com
8 B o I 1 T = S vt e
i;,.‘ 67 Alya F 20| fmu Budaya | ~2017 anadyasinara@gimail.com
686 |-clsha Deris F 22| limu Budaya { 2017 | der .se.ona@gn ail:corn 1
Clymontin = lmu | . .
69 F 23 . . | 2015 | _clymontineshalma@gmail.com
& ! Administrasi ’ Y %9 \
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2 Continued Appendix 2.
|2 = | Bella Ardha Brawiiava sndsitor sitac Rra
F 70 : F | 22"} limu Budaya | 2016 | bellaardhag8@grmait.com
I 71 ij;:;' ¥ T‘ 195}/ STEKNIK b 2018 | | | safeziratiadios@smail com
[l _ | Rahadr | _ I S PR, PN =S S
Herlambar ’ -
72 :iv,]a‘g M ‘ 19_| llmu Budaya | 2018 ’ lambangtivol@gmail.com
< Vv | :
Happy ' i
><' 73 prart‘il\/\{i - 22| timu Budaya | -2018 Il happypratiwi710@gmail.com
4 e T salsabila | - | | oo U e B
é B 74 Satin P = I 20 TEKNIK 2017 ! salsabilafpl3@gmait.com
(¥} =,
o iz lmu ! IV | _
w < 75 V'v;dll F ‘ 21 Ad ml: . | 2016 ‘ vivianardin0O4@amail.com
2 m araine | \ mlnmtlaal
% o0 IViuhamad | perikaD ’
76 e M ' 21 dan ilmu 2016 ’ muhamadtaufig06@gmail.com
Taufig |
B kelautan | 4_
' perikanan
— | ‘Muhamad r oy . o [ . TR .
7 (V6 Vi 2% dan ilinu 2016 muhamadaufigte@gmeil.com
Taufiq ‘ .
i kelauian
51 ool o T Ekonomi | o |
|2 78 Defani = ‘ 19 . 65 2013 ‘ devariismiriam@urnail.com W
|2 Bisnis
5 R “Arkandisari-i~ = SV HET CEKofgmE o bt § ATV Ul Silds 5 AVeiay &
; 79 Slu F l 20 Bis : 2017 [ arkandisariputrilia@gmail.com
= cUtie is |
|8 ~ 2 ralas Ekorenis il 1 o :
| & 80 LUSI F ‘ 20 Bisnis 2017 ’ lussiganduls96@gmail.com
| = )
' S | S T S e
81 Rima H T 25z IIrn S 02016 ‘ rimsange!s96@arail.com
< o ] Administrasi | “"F— -
- ) Bampang ‘ :
< 82 " M | 21 TEKNIK 2017 ’ ekabambang97@gmail.com
V) == - Dewi Lasiinl , | > i
L QL . 2.9 74 113 doawiavahtiriCON @D Ny 2%
é ; 83 syahfitri . ' 22 TEKNIK 4| 2015 l dewisyahfitricCd@gniail.com
& Dzulfigar | | .. | Ekomomi | ..o o o b
i ” : MY . B s raMadnanZul e, C
>< 84 Rvars] Vi | 18 Bishic 2019 ’ ramadhanzul@¢mail,com
= adllai N | i [ _
Z o Ayl J Ekor.ona | [ .
S0 85 wrisnanti M ' 18 Bishic 2019 ’ ayutrisnanti764@yahoo.com
trisnanti | .|s
o Muhammad | Perikanan ]
86 Ridho M ' 19 dan ilmu 2018 ‘ blessridho@gmail.com
Mauluda | kelautan I
Derikana |
muhammad ‘ ’)e“k.?" : . | . s e
i 87 T\ 1% 19 dan it 2019 1" munammad.andriyc@oamil.cem
|a taufig a ‘ )
g kelauian ]
£ . T Perikanan
{32 Nadivah - ] O] SIBS S
| = 88 Puc ir; i F ‘ 22 dan ilmu 2015 ’ nanad9333@gmail.com
@ HiRérd | kelautan 1
| & Tyas Nur ' Ekororai | i 1A\
= 89 ‘F‘; H; F ' 19 Bis:ic 2018 ‘ tyasnurmufidaO9@gmail.com
AT I e
| i
90 .Hana- = 2% I_Irr“ 2016 ’ hansciptaringg@grnali.com
Ciptangin ‘ administrasi |
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2 Continued Appendix 2.
|2 Frest ; serikarian |
§ a1 Nurmala = 18 dan iimu 2019 | frestynurmalal 23@gomail.com
; S Sari ‘ kelautan |
| W TV Aol el i Lo = Vi S A T v IR AVIES I IT# IS ™ LE> A LA A A
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Appendix 4
Validity result

1. Validity Resuit Perceived Ease OF WUsa (X1)

g ) - Correlatiens )
18} = ATYiTb=1Vsm ' falal P21 21 =111 TP=3YS
o S’ X1.1 Horxi2 X1:3 X1 [ TotalX
r—— '
ff B ALl Pearscn Correlation IL'i 297" 350" 184'*! e
72} ,
S < 5ig. (2-tailed) i 2000 .00C { O('J! 600
= o’ N 111} 111 111 111 111
= i !
S>00 X1.2 Pearsen Correlaiion .397"; 1 370" 357‘! 6737
Sig. (2-taited) 000 | .000 000 000
N 111 112 112 112 112
! {
X1.3 Pearson Corielation 3507 | .370" 1 422" ! .708"
e Sig. (2-tailed) 000 .000 .ooo! .000
Mo '.
| g N 111 112 112 112 112
| » 1 =
‘é X1.4 Pearson Correlation 4847 | 3877 4227 1 ! .809"
| & {
£ Sig. (2-tailed) .000 | .000 .000 | .000
| { !
i = N 111 112 112 112 L 112
" TotalX . Pearson Correlation 73771 673" 708" 8097 | 1
= Sig. (2-tailed) .000! .000 .000 .000|
E N 111! 112 112 112/ 112
V) = **_Corralation.is significant at the 0.01 level (2-tailed)
< h—
=
S
wi i e - 3 ¥
S < 2. Validity Result Perceived Useruiness (3£2)
S
>0
Correlations
X.2.1 i K22 K2.3 TotalX
X.2.1- Pearson Corielation 1] 387" 305" 727
Sig. (2-tailed) | 000 001 .000
o |
19 N 112 | 112 112 112
| < |
j § X.2.2, . Pearson Correlation 3877 | 1 4747 .802"
{ 1
g Sig. (2-tailed) 000/ .000 1000
18 N 112 112 112 112
| ; FIRTEEWIEFIVIHHERIITGRERNITE) ‘---_- LY LIl VTS Sitea S 13ty
bl X.2.3 Pearson Correlation .305”! 4747 1 780"
1
Sig. (2-tailed) .001 ! 000 000
g MNEET - DT MY F) Mg S 12
TotalX . Pearson Correlation .727”! .802" 780~ 1
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I
| Sig. (2-tailed) .000 | 000 .000
;
N 112 | 112 112 112

**_Correlation is significant at the 0.01 level (2-tailed).

REPOSITORY.UB.AC.ID |

l

3. Validity Resuit Compatibility (X3)

Correlations

V) — = = = = =
= E X.3.1 %3201 | k33 %.3.4 | TOTALX
%) ‘
o < X321 Fearson Correlafion 1 827 | 2967 250" | 728"
w
% o Sig. (2-talled) .ooo‘| 001 .coal 1000
S N 112 112! 112 117 | 112
X.3.2 FPearsor Correlation 527" 1: 305™ 454" l 174"
Sig. (2-tailed) .000 | .001 .G00 | 000
N 112 112} 112 112 | 112
- = [ 27
N X.32.3 Pearson Correlation 2997 .305*' 1 428" 716"
|2
|2 Sig. (2-tailed) .001 .001 | .000 | .000
{ @
{32 N 112 112§ 112 112 | 112
| & | )
I g X.3.4 Pearson Correlation .250™ 454 | 4287 1 | .698"
|8 |
|4 Sig. (2-tailed) .008 .000 | .000 | .000
T S N | arel apy o ma|  a12f o 112
= TOTALX ~ Pearson Correlation 728" .774**‘| 716" .698**| 1
E Sig. (2-tailed) .00 .000 | .000 .000 |
4 o N 112 112 | 112 112J 112
E g ** Corralation.is-significani at the 0.01 level (2-tailed)
o
2o’ 4. Validity Resuit Trust (X4)
2
>0
Correlations
: ; T
X.4.1. | | | TOTAL
1 (X412 X403 X421 X4.22{X423[X424] X
{ | |
X.4.1.. Pearson , N N N . | .
— _ 11 456 A8L) 2947|4697 27571 338 526
|2 1 Correlation | | |
| ::) { i
|8 Sig. (2-tailed) | 000 . .057| .000|. .000| .003| ooo| 000
|z \
K o Ll arcitac Aol el w2 2] a2l J.E?L-!l;’.l ...... 112
12 X.4.1.;  Pearson aii y I I | oty
|2 . 466 1 121 2217 | 445 232 | 319 576"
=t 2 Correlation | ! |
Sig. (2-tailed) 000 202|019 .ooo! 014 | 001 - 000
N 1121112 112 112 112 I 112 I 112 112
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[al
|9 i | \ |
-3 L \
| = X.4.1. Pearson Z o | " o
(2 . 181 121 1l 244 L0971 5457 1 250 | 624
= 3 Correlation | | |
'3 Sig. (2-tailed) 057 - 202 .009 .oooi 000|008 | .000
| & d |
[} ) _N ____,‘_____1_122 112 112 112 _112J _J._l_2| _}}_21 112
X.4.2. Pearson e . . N | | .
< ) 94 221 2447 1 814712057 362 649"
= 1 Correlation | |
< Sig. (2-tailed) .000| ~ .019| . .009 .000| .001| 000 | .000
V) — ‘ '
< = N w2l w2l wzl w2) a2l a2l ae| e
% B X.4.2. Pearson T . ¢ y | |_ | ,‘
w < . 469 445 409 514 1 | 3727 i A1 773"
> . 2 Correlaticn : ! |
% o Sig. (2-talled). ¥ -.0004. .000 .000 000 I .000! 000 000
N 112 112 112 112 112 I 112 ! 112 | 112
X.4.2. Pearscn . . ( \ Hl: ! |
o 2767 | ©.232 .546 .306 372 | 1| .415“| 711"
3 Correiation | i
Sig. (2aaled) .003 N14 200 001 .C00 | i .0eo 2006
@ N i R b i e v s b i 1 ! 112
| I I
E X.4.2. Peaison /) . i, 2 - N | €
| & | | 338 319 .250 362 4317 ks 4155 1 | .664
= 4 Corielation | | |
|8 \ Ias H { i
| Sig. (2-tailed) (.000| - .001 .C08 .000 .000|  .000| | - 000
i i i | 1
< N | 112, 112 112 112 112 112 112|112
I | | 1
b H TOTA ~ Pearson i " . - . ! v - - l
< | _ 162671 576 534 €49 | 73 el 554 1
s h LX Correlation i | l
< : | 'l - - | ! - - -
= ; h Sig. (2-tailed) I 000y -.000 .000 .000 I .000 .000 .000
N | | :
5 < L_ N L1124 112 112 112] 112 112 113'_ 112
% o **_Correlation is significant at the 0.01 level (2-tailed).
S0 *. Correlation is significant at the 0.05 level (2-tailed).

5. Validity Result User Satisfaction (Z)

Correlations

T T
=) ZLL 200 | 2020 212 248 2335 208 TOTAL
E z.1{ave 3 1 2 i 5 WX
I . .I .
|z Z.2.1- Pearson ! ! '
ki . I N SO I, | | "
I Correlatio 1|48z 2s0m | T 2977 5207 002 a1z s 202tV B2
;é n
Sig. (2- i ’
ot 000|008 .001| .000l .233] .239] .32 000
tailed) | !
N T R 7 B E ) R ) et ) B 7 i &4 e s 7 117
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[al
|9 | | ]
s Z.1.1. Pearson 3 |
(2 432 : !
% 2 Correlaiio . 1 .379™| .3206™| .3317| 247" 1927 | 352" 660" !
:g n | l
o, ¥
& Sig. (z- i |
= \ .000 000 .000 .000 .009 0421 000 000
tailed) | | !
< N ti2| w1z 112 12| a12| ui2| 41z) 0 i1z 112
> Z.1.1. Pearson | '
< 250" . .
2 :i 3 Correlatio . 379" 1] .2877| .359"7 .098 .lOZi 445" 611" l
= B n : :
= | !
o L ol ' |
Sig. (2-
§ < g : .008 00C .002 .000 .305 .284' 000 OOO!
= o tailed) !
- m N l'j._2 112 112 112 112 112 i1z 112 112 :
Z.1.2. Pearson | | |
2¢7 !
1 Correlatio ) 326 .287" i 6697 .309" .105| .268" 636"
n !
W Sig. (2- | ’ |
| & g ' 001 00e 002 .000 .001 272 ! 004 l .000 !
| tailed) | l
‘ ‘é N 112 112 112 112 i12 112 11z 112 112 :
| & - - H h
= Z.1.2.  Pearson . | ' '
|8 oy 520 z - Renc a4s 5L 7%
| é 2 Correlatio | o331 .359 .669 1 115 .135 | 313 681 |
e L~ n | |
> it |
Sig. (2-taited) oo} 00| “o0a! 000 228|051 “ocal oo
|
W)
< — (o3 \ L2y 2| wzalzgaip L wal W2l w2y e
g ; 7.1.3.1 | Pearsor i i I val
.092 | .247™| .098]| .309™| .115 1| .285™| 246™| 521"
L; < Corielation | i |
% % Sig. (2-tailed) 3321 .009| 305, .001 i 228 .002 0co | 000
N 112 i12 112 112} 112 112 11z 112 ! 232
| | |
Z2.1.3.2/ ' ' Pearson !
_ 112] 192'| 102| .105| .185|.285" 1| 4277| 515"
Correlation ' i |
Sig. (2-tailed) 233 042 284 ' 272 i 051 .002 .000 | .000
9 N 112 112 192 = 112 i 112 i1 192 112 i 11z
| J
| < Z.1.3.3' ' Pearsori ’
E _ 202'| 350" | 4457|2627 3137| 2467) a277| 1| es2c
|z Correlation | i |
|1 O
| Sig (2-tailed) 10321 ©oo 000 .omi 001| .009| .oco | 000
| &
| &] N Y127V 412 Taa2{ a1z’ Va2 Vi o] e s
i ! | i
TOTALX Pearsorn ) N H' **i - " . .
: 57274 .6607| 6117 .63£7 | .68 52171515 682 | 1
Corielation ‘ | |
Sig. (2-tailed) .000| .000| .000( .000| .000| .060| .000| 000
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e
I~
|9 ‘ | ‘ | |
|S N 112 112| 1iz| 112 112i 112| 112 | 112 112
(2
% **_Correlation is significant at the 0.01 level (2-tailed).
: 3 *. Correlation is significant at the 0.05 level (2-tailed).
51
l— ~ » ~ = [} = i o \
6. Validity Resuit Continuous Use [ntention (V)
D= Correlat ans 7
N S’ Y1.1 Y.1.2 | ¥.1.3 TOTALX
g E Y1l Pearson-Correlation 1 .451" A207 T757 !
5]
o« o Sig. (2-taled) JOOl 000 .ooc!
% o N 112 112 112 112 |
S| Y.1.2 Fearson Correlation 4517 li .550" .8327 l
Sig. (2-tailed) .000 | .000 .000 |
N 112 112 112 1i2)
- ‘ | -
Y.1.3 Pearson Correlation 4207 550" 1 .810" !
5] Sig. (2-tailed) .000 .000 | .000 !
E N 112 112 112 112
| @ | 4
’ ; TOTALX = Pearson Correlation 757 .832**| .810" 1 !
|& ‘
| Z Sig. (2-tailed) .000 000 .000 |
E N 112 112 | 112 112}

**_Corralation is significant at the 0.01 level (2-tailed)

<
<
s
<
o
0
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Appendix 5

l

Reliability Result

1. Reliability Recutt Perceived Ease OF Use (X1)

) —

=

v Case Preccessing Summary

o - ™ i

W] <

S0c Ty e

% m Cases Veiid 111 Sk
Excluded? & 9
Total 112 100.0

a. Listwise deletion based on-ali variables in the

procedure.

5
R

| < ran 3% o e B e o

|8 Reiability Statistics

| >

| & ~ i

= Cronbach's

-

|9

(S Alpha N of items

| &

e /97 5

s}

2. Reliability Resuit Perceived Ease Usefuiness (X2

=
) - i - Erao
g § Case Preceessing Sunmary
2 N %
w < .
e Cases Valiid 111 99.1
S
00 Excluded? 1 .9
__________:I'_gt‘a‘ll_____'_ = 1i2 100.0

a. Listwise deletion based on all variables in the

procedure.

5 Reliability Statistics

l g Cronbach's

I,% Alpha N of ltems
8 2
i;‘
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3. Reliability Resuit Compatibility ((3)

< Case Processing Summary -
V) m—
é § N '[ %
4 Ceses - Valid 112 100.0
W] <
> o Excluded? 8] .0
=
S Tctal 1.2 1GC.0
a. Listwise deietion based on all variables in the
procedure.
]
|9 A ..
B Realiability Statistics
|2
| & .~ Cronbach’s - |
K= |
|8 ‘ Alpha i N of ilems
E 799! 5
= 4. Reliability Result Trust (X4)
2 g _ Case Processing Summary
= N %
& - g o
L; < Cases . Valid 112 100.0
= (a'et Excluded? 0 0
(28]
= Total 112 100.0

a. Listwise deiation based on all variables in the

procedure.

Reliability Statistics

|a

|¢ Cronbach's

|5 Alpha N of iiems

| &

|2 763 o
[~ Dy 8 -

| O

| &

i;
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e
=
(J
| <
| &
(2
| &=
2 5. Reliability Recult User Satisfaction (Z)
|6
51
L Case Processing Summary
= N %
Cases  Vaiid 112 10C.0
Excluged® 0 (0]
Total 112 100.0

a. Listwise deletion based on all variables in the

procedure.
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Rejiability Statistics

Cranbach's

Alpha M of items
: 747 9
B
| o
| <€
|& 6. ‘Reliability Result Continue use Intention (YY)
(=
i‘& Case Processing Summary 3
%
Cases - Valid 112 100:0
Excluded? 0 .0
Total 112 100.0

a. Listwise deietion based on all variables in the

procedure.

<
<
s
<
o
0

UNIVERSITAS

a Qeliability Statistics

[ Cronbach's

Alpha = | Nof ltems

<o
N
w

4
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Appendix 6

Frequency Distribution of Respondents’ Answers

a1y,

1. ' Perceived Ease Of Use (X1) Variasle Freguency Distribution

n S, Siafistics
g ; XA X2 x1.3 X 114
(%2 ;
o N valid T2 112 112 112
W] <
= o issing 0 0 0 0
% o Mean 4,4643 4,5536 4,2768 4,2411
Median 5,0000 5,0000 4,0000 4,0000
X.1.1
Cumulative
[a] Frequency Peicent Valid Percent Percent
E oy Ll eoiia o o Freguency.,  Peicent . Malid Pereent ... Percent .., ;
|2 Valid tidak setuju 1 9 9 9
|2
g ragu-ragu 7 6,3 6,3 7.1
| -
|8 Setuju 43 38,4 38,4 45.5
| &
=) sanGat se-uiu 61 54,5 54,5 100,0
oy Uideebesiiag Mrawiis 12 1000 oo X pi0eraiias Braw
zz' X.1.2
) — Cumulative
< [— .
SRl o ositaastlaiarciias O Eleguency.,| Pescent . VAl Pereant ;. Percent ..,
g P2 Valid - ragu-ragu 8 71 7,1 7.1
S (a'et Setuju 34 30,4 30,4 37,5
o0
=2 sangat setuiu 70 62,5 62,5 00,0
Tota! 112 100,0 00,0
X.1.3
: Cumulative
1S Frequency . _Percent  Valid Percent Percent
E e | i mrait e Deny cEIEQUENCY o Bercent L Valig Bercent s . . Percent ;. .,
£ Valid sangat tidak setuju 1 .9 9 9
{ >
! 5 tidak setuiu 1 s 9 1.8
| @
& ragu-ragu 15 13,4 13,4 15,2
| &
L Setuju 44 39,3 39,3 54,5
sangat setuju 51 455 45.5 100,0
Total 112 100,0 100.0
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2]
| g
|2
E
;5 24y
|E Ny
|8 _
i =4 Cumutative
== Fregiuency Perceni Valid Percent IPercent
< Valid tidak setuju 4 3,6 3,6 3,6
><' ragu-ragu 11 9,8 9,8 13,4
2 : Setuju 51 45,5 45,5 38,9
E B sangat setuju 46 41,1 41,1 1c0,C
oc
Y < Total 112 100,0 100,0
= o OTY DI TOI OGS Lot ATV Joi T AT OINIt § T TV T DT i Ldl CAVET§CA Y
=
>0 ) _ ) FIVER S
2...Perceived Usefulness (X2) Variable Frequency Distribution
Statistics
| -~ | -
X241 | X22 | X23
[ | 1 )
o IN Valid 112 | 12| 112
| = { |
£ | Missing 0| o 0
| @ | | )
|2 | Mean 3.9018|  3.5804|  3.8482
| O | | |
& Median 400001 4.0000]  4.0000
|9 13 ] =1 \
| &
" X.2.1
< ! Cumulative
E Frequency | Percent Validr Percent Percent |
r— valid  sangat tidak setuiu 2! 18 18 18
< [— !
5 g tidak setuiu 8 ! 7.1 7.1 8.9
g P2 ragu-ragu 25 22.3 22.3 21.3
=S % setuju 4 36.6 266 67.9
=,
sangsisetuju 3(;i 32.1 324 100.0
Total 112} 100.0 1000
X 2.2
| { I ot
] l‘ i | i Cumutative
'E’ \ l Frequency { Parcen: | Valid Percent | Percent
| S 1 | !
| ; Valid - sangat tidak setuju i 3 i 2.7 | 2.7 i 2.7
|© !
@ |‘ tidak seiju l 12| 107, 10.7 184
| & |
] | ragu-ragu I 34 80.4 | 304 | 438
| setuju l 43| 384 38.4| 82.1
{ ]
sangat setuju l 20| 17.9| 17.9 i 100.0
Total | 112]  100.0| 100.0/ _
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2]
| g
[<
| &
[2
| &
=
| &
8 %2:3
1= '
i Cumulative
< equzncy | Percent Velid Percent Percent
1
><- Valid. . sangatiidak setuju J_i 9 9 9
|
2 [ tidak setuju 14} 12.5 12 13.4
rre—— )
E B ragu-ragu 23 20.5 20.5 339
|
G T setuju 37| 33.0 33.0 67.0
> ]
= % sangat setuju 37! 33.0 33.0 100.0
= |
Total - 112] 1000 100.0 B

3.. Compatihility (X3) Variable Freguency Distribution

Slatistics

r

Q‘ ]
| Q X.3.1 X.3.2 X.3.3 i X.3.4
| g F
B< N Valid 112 112 112 | 112
| &
| 8 )
|5 Missing 0 0 0| 0
|9 |
| & Mean 3.7768 3.6786 2.8482 | 3.6786
ety |
Median 4.0000 4.0000 3.0000 | 4.0000
E X.3.1
2 — ! Cumulative
= g Frequency | Percent Valid Percent Percent
= - M S— ‘ - - Al
5 < Valid. = sangat tidak setuiu 8! 7.1 7.1 7.1
% o tidak setuiu 10 ! 8.9 8.9 16.1
>0 ragu-ragu 17 ! 15.2 15.2 31.3
setuju 41 i 36.6 366 67.S
sangzisetuju 36i 32.1 32: 100.0
Total 112} 100.0 100.0
[l
| X 3:2
E 13 | |
{2 |~ “Cumuiative l
E o | |
[~ Freguency ~grcent. | valid Percerit | lPercent
|8 [ [
iE Vaiid sangat tidak sefiju 4 zc_el 34 i .=
B tidak setuju 13 16| 115 | 152 |
ragu-ragu 26 232 | 232 ll 384 '
setuju 41 36.6 | 36.6| 75.0
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]
E:
| @
[2
E bry Ur | | | | |
& sangat setuju 23 ! 25.0 | 25.0 i 100.0 |
| &
|| Total { 112( 1000 100.0 | !
< X.5.3
T
><- | Cuimuiative
|
2 = Frequency | Percent Valid Percent Percent
E ; Vaiid  sangat tidak setuju 17 ! 15.2 152 152
o ,
Y < tidak setuju 31} 27.7 21.7 2.9
= % ragu-ragu 20! 25.9 25.9 68.8
= !
setuiu 22 ! 19.6 19.6 88.4
sangat setuiu 13 ! 11.6 116 100.0
I
Total 112} 100.0 100.0
S - - !
] X3.4
13 15 ZVa= LT VITE= I fal AL
!: ] i Cumulative .I
[2
:é ""-_' argitag Rre __A‘_Eie_\(luency ; Percent Velid-Percent 38 Percent =1
| 5
| 8 Valid  sangsitidak setuju 2 i 1.8 1.8 1.8
| W
L= tidak setuju 11 i 9.3 918 11.6
ragusragu 3oi 26.8 26:3 33.4
)
g setuju 47 42.0 42.0 30.4
]
A g sangat seiuju 22| 19.6 19.6 100.0
i
-y Total 112 1000 100.0
7= &
& <
% o 4. Trust (X4) Variable Freguency Distribution
S0
Staiistics
T |
B X4.1.1 K412 X413 1"XA421 | X4.2.2 X4:2.3 X.4.2.4
|
N Vaid 1iz 112 112 112 l 112 112 112
Missing 0 0 0 o| 0 0 0
[a] Mean 4.1964(  4.0069| 3.5538| 3.9196| 4.0000| 3.6429| 3.9464
[J
IS Median 4.0000| " 4.0000{ 3.0000] 4.0000| ~ 4.0000| " 4.0000| " '4.0000
|©
| = 11 1
; 8 X.4.1.1
| & ] ' T T T
el l I | | i Cumuiative
‘ | Frequency i lPercent | Vaiio Percent E Percent
' 1
i Valid  sangat tidak setuju l 1) 9| 9 i 9
| 1
| tidak setuju | 1] 9| o 1.8
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2]
| g
| <
| &
[2
| &
| | ! I !
g ragu-ragu l 10§ 8.9 | 8.9 h 107
| & {
|| setuju I 63| 56.3 | 56.3 j 670
{
sangat setuju l 37| 33.0 | 33.0 i 100.0
\
;t_ Total 1 112 100.0 | 100.0 | _
e Continue from appendix 6
V) = X.4.1.2
S re—a : o ——r— -
Z, B ! Cumulative
g < Frequency | Percent [ “Valid Percent Percent
= g Valid. . sangat tidak setuju 1 ! 9 9 .9
- |
tidak setuiu 5 ! 4.5 4.5 54
ragu-ragu 23 ! 20.5 205 25.9
I
setuju 4($i 41.1 411 67.0
sangai seiju 7 i 33.0 33.C 100.0
|2 Total 112 100,0 1000
| O
| <€
{ @
E
i§ X.»:».l.3
I i Cumulative
i Fregusncy : Percent Velid Percent Percent
Valid ~  sangatiidzak setuju 2 i 1.8 13 18
)
§ tidak setuju 18 16:1 16.1 17.9
]
<L ragu-ragu 39| 34.8 34.8 52.7
V) = i
= g setuju 22| 196 196 723
A |
o sangat setuju 31| 27.7 27.7 106.0
< |
= oe Total 112 100.0 100.0
2 = - == — =
>0
. e - X4.2.1 P -
! Cumulative
~ Frequency _! Percent Valid Percent Percent
ax Valid: +_sanqgat tidak setuiu 1! 9 9 .9
i, tidak setuiu 12] 10.7 10.7 11.6
I3 |
15 ragu-regu 14 i 12.5 125 24.1
| &
e setuju ::i 7.3 47:3 71.4
|6
lé sangat setuju SZZi 28.5 286 100.0
"" Total 112} 00100.0 1600

=
<
=
=
oc
(=4
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2]
| g
[=
| &
|2
E
2 X A2
|2 I | '
i;\ I i Cumuiative '
== Frequency Sercent' | Valid Percent | Percent ’
| 1
< Valid - ' sangat tidak sewju 2 1.8 1.ai &i
><' tidak setuju 6 5.4 | 5.4] 79 '
|
2 — ragu-ragu 20 17.9‘ 17.9| 25.0'
e . ' x
A B setuju 46 41.1| 41.1| 66.1 |
o -~ TP W ] .
Y <l Continue from appendix 6
S sangat setuju 38| 33.9 33.9 100.0
>0 i
Total 1124 . 100.0 100.0 |
X.4.2.3 .
! Cumulative
(o] Freguency ! Percent Velid Percent Percent
12 auciia T PSS ST
3 Valid  sangat tidak setuju \)! 4.5 45 4.5
(2
& tidal setuju 10 i 8.9 8:9 13.4
(=
|8 ragu-ragu 34 i 30.4 20.4 43.8
i Setiji 34 i 30.4 304 74.%
sangatsetuju 29 i 25.9 259 100.6
)
§ Total 112 100.0 100.0
2 o X454
% < ! Cumulative
> o Freguency | Percent Valid Percent Percent
— ]
% o Valid ~  sangat tidak setuju 1| .S 9 9
]
tidak setuju 9 ! 8.0 8.0 8.9
ragu-ragu 20 ! 17.9 17.9 26.8
setuju 47] 42.0 42.0 68.8
oo sangat setuiu 3! 31.3 31.3 100.0
|o
g Total 112 ! 100.0 100.0 "
| &
|2
| &
e 5. User Satisfaction (Z ) Variable Frequency Distribution
|8
i &)
Staiistics
7111 |2112]|211317121(2122|7131] 2132 | 2133
N Valid 112 112 112 112 | 112 112 112 112
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2]
| g
| =<
| &
|2
I Or ! i ! ! !
| & Missi { | ] ! '
ki 0 ol ot ol o 0l 0 ol
| 81 Nne 1 | I 1
i ’ P S | !
Mean 3.8i25 3.5625i 3. oOOOI 3.9543 i 3393 2.8750i 3.2679 3.3304i
< Med.an 4.0000{ 4.0000 4L)OOO| 4.000014.0000 | 2.0000 1 3.000G 3.0000 %
9= ——— .
- | L “Cumulative '
e 5 Sercent’ | Valid P i ! | '
“regi.ency ercent alid Perceni | Jercent k
<L | | i
5 o Valid - sangatiicak sewju 3 271 2.7, 2
S
]
tioak setuju 11 .3 9.8 12.5
!
ragu-ragu 19| i7.0 i7.0 205
|
setuju 50 ! 44.6 44.6 74.1
Bl sangat setuju 29 ! 25.9 25.9 100.0
E Total 112/ 100.0 100.0
] g = —mve— —amm mmsnvs = -l
| &
| O
| & 7112
: g L — —m-u = - T
|& i Cumulative -I
_ Frequency ! Percent Velid Percent | Percent ,
< Valid: + sangat tidak setuju 6 ! 5.4 5.4 5.4.’
E tidak setuju 10 E 8:9 29 14.3
2 o ragu:ragu 27! 24.4 244 38.4
I
= . ! - - _
72 g setuju S5 a7.3 47.3 85.7
& |
;’ é sanget setuiju 16" 14.3 4.3 100.0
= Tctal 112 100.0 100.0
S0 ' -
Z.1.1.3
|
| Cumulative
Freguency ; Percent Valid Percent Percent
l
[a] Valid sangat tidak setuju 9 | 3.0 3.0 3.0
| : '
IS tidak setuju 16| 4.3 14.3 223
=] |
| :5: ragu-ragu 23 ! 20.5 20.5 42.9
18 setuju 38 ! 33.9 33.9 76.8
[ &
L] sangat setuju 26 ! 23.2 23.2 100.0
Total 112 ! 100.0 100.0
Z2.1.2.1
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2]
| g
| <
| &
[2
| &
| i ,
| & | Cumulative
|2 )
i;‘ Fregquency | -Percent Valid Percent Percent
— |}
Valid —  sangat tidak setuju 1| 9 9 9
!
< tidak setuju 6| 5.4 5.4 6.3
|
><- ragu-ragu 23| 20.5 20.5 26.8
4 e setuju 48] 42.9 42.9 69.6
= ‘
7)) B sangat setuju 34! 30.4 30.4 100.0
i |
w < Total 112 ] 100.0 100.0
=g o
>0
- Z.1.2.2 ; ‘
! Cumulative
Frequency ! Percent Velid Percent Percent
Valid' | sangattidak setuju 2 E 1.8 18 18
lal tidak setuju 10! 8.9 8:9 10.7
|2 I
,g ragu-ragu 2()i 17.9 17.6 28.6
I setuju 52| 454 464 75.0
| & )
|2 sangat setyju 28) 25.0 25.0 100.0
| = |
=cus Totai 112 100.0 100.0
§ Z.1.3.1
< ’
| Cumuiative
7 B | !
f_(, — Frequency | Percent Vaiid Percent Fercent
—_ o .‘ -
2 E Valid ~ sangat tidak setuju 21| 18.8 18.8 18.8
w I
= o tidak setuju 24! 21.4 21.4 40.2
2 {
>0 ragu-ragu 27| 24.1 24.1 64.3
setuju 28 ! 25.0 25.0 89.3
sangat setuiu 12 ! 10.7 107 100.0
I
al 9 B!
‘oYl Total 35 | 4, TP A 1121 [ 100.0 100.0 =ie=invi=]
[a]
(g Z2.3.3.2
=4 - -— - -
2 | cumdetive
12 i Cumulative
| &
;g . Frequency | Percent Velid Percent Percent
|8 UGN T [T T B
| & T‘v/alid sangzitidak setuju 8 i 7.1 74 7.4
L
tidak setuju 23 i 20.5 205 0.2
ragu-ragu 2si 25.0 250 52.7
)
seluju 37 33.0 33.9 85.7
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(2]
(g
[<
| &
[2
E: 20 A ‘
| )
| § sangat setuju . 16 14.3 14.3 100.0 H
| & |
|| Total | 112 100.0 100.0 )
< Z.1.3.3
L] 1 ‘ '
><- I i Curnuiative
2 — Frequency Seicent I Vaild Percent i Percent i
— . 113 . il | Y
E B Valid  sangat tidak setuju 7 6.3 I 6.3 6.3 '
o |
s < tidak setuju 21 18.8| 18.8| 2501
—_— I !
= % ragu-ragu 29 25.9| 25.9! 50.9|
-) )
setuju 33 32.9 | 339! 84.8]
sangat sefuiu l 17 ! 15.2 15.2 100.0 i
e __Total » j 11?!, 100.0) 1000 = 1

r

=)
| S
| < AT : :  aea NN Lo i s NG e -
P 6, Continuance intention touse (Y) Variabla Frequency Distribution
| 2 4 ' -
| &
£ Statistics
| 8 - - raww
| a
& Y.1.1 v.12 | Y.13
N Valid 112 112 112
<L Missing 0 0 0
: Mean 3.9554 3.5268 3.6786
() — Median 3 4.0000 4.0000 4.0000
< pe—
= g
(V5
o Y.1.1
m < T2 = S e i a8 .......z.l‘
E m Frequency 1 - Percent Valid Percent Cumu’ative Percent
(an] . |
= Valid' | -sangat tidak setuiu 4 i 3.6 3.6 36
tidak setuiu 7 i 6.3 6.3 9.8
fagu-ragi 18 i 161 16,2 258
|
setuju 44 l 393 39.3 €5.2
)
[a] sarigat setuju 39 34.8 34.8 100.0
|d )
| :i Toual 112 | 100.0 100.0
2
|8 (..1.2
| &
|‘z Frequency | Percent Valid Percent Cumulative Percent
Vaiid sangat tidak setuju 4 ! 3.6 3.6 3.6
tidak setuju 15 ! 134 134 17.0
ragu-ragu 33 ! 29.5 29.5 46.4 |
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]
| g
| =<
| &
[2
| >
| e p——
|9 |
| & setuju 38| 33.8 339 §0.4
I ’
| = sangat setuju 22| 19.6 19.6 100.0
— |}
Total 112 100.0 100.0
: Y.1.3
[ | !
U Frequency Percent I Valid Percent | Cumulative Percent
e | TS BTENEY TOSTO(y OTTVersias Brawiay
B B Valid sangat tidak setuju 2 1.8 ‘ 18] 1.8 1
o l \
L < tidak setuju 12 10.7‘ 10.7! 12.5'
= ragu-ragu 33 295 ‘ 29.5 ! 420
Sm S-VANT
R——— \ g 1
Setuju . 38 33.9 33.9 75.9 i
sangat setuju . 27 ! 24.1 24.1 100.0 H
Total . ' 112! . 100.0 100.0 L
N
=~
é © andiy 7
I ; Appbl 1GIEX i
=
|8 Path Anaiysis
| &
| &
Variables Entered/Removed?
< Variables Variables
: Madel | ~Entered |-~ Removed Methad
2 — 1 Trust,
= _—
A Compatibility, o
(o Enter
w < Usefulness,
= _
S L Ease of Useh - ]
S00 o o
a. Dependent Variabie: User Satisfaction
0. All reguestzd variables entered.
Model Summary
s Adjusted R Std. Error of the
|2 .
;;, Maodel R R Square Square Estimate
15 1 ZT712 £94 579 3.41760
| & = = —
|© . , T - — .
& a. Predictors: {Constant), Trust, Compatibility, Usefuiness, Ease o Use
|8
i & |
| - ANOVA?2 A
Made) | Sum of Squares of Mezan Shuare Fo o Sig I
1 Regression 1828.657 4 4357.164 39.141 .000°
Residual 1249 762 107 11.€30
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ol 3078.420 11

[

REPOSITORY.UB.ACID |

l

a. Dependent Variabie: User Satistactioii
b. P

redictors: (Coristant), Trust, Compatibility, Usefuiness, £ase of Use

3{- Coeificients?
| T
2 [ Unstandarcized " Standardizes i
= Coefficients | Coefficients '
%) I |
ke < Mode! B | S Error | Beta t Sig.
> ] L]
S0 1 (Constant) -6.231| 3.268; -1.922 | 057
>0 | o } SHas
Ease of Use 446 | 190 164 2.353 .020
| |
[ ~Usefulness .359 A53 .159 2.339 021
Continue from appendix 7
5] Compatibility .309 | 137 .145 I 2.256 026
|2 Trust 664 085 559 | 7.814 000
| & - ‘ HE 2 B TP !
:; a. Dependent Variable: User Satisfaction
| O
|5
|8
[ &
| =] Collinearity Diagnostics?
< Di ' Variance Proportions _
P me i
o g Mod nsi | Eigenvai | Conditio | (Consta | Ease of | usefu i
f_(, — el on ue i Index nt) Use iness | -Compatibility | Tiust
% E 1 1 4.932 1.000 .00 .00 .00 .OOi .00
= o 2 .031| 12,571 .01 .01 .65 zsi .01
= {
>0 3 .018| . 16.580 .00 .02 .34 38 .50
= 4 012 ! 20.202 .20 21 .00 37| .48
5 0064 1 27.801 79 76 .00 .01_!. D)y ~agii A1

a. Dependent Variabie: Usar Satisfaction

B -

g From Zto Y

| e Y . 3

|2 ~ -~ Deseriptive Statistics - =
|8

| -~ P x4

& Mean Sid: Deviation N

-]

| & - : P . e <3 2 R A P
‘i & Continuance use intention 11,2607 2.51680 112
”" User Satistaction 28.1518 5.26628 112
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e
=
| Qg
| <
| &
[2
| >
| e
|10
| =
2
| Variapbizs Entered/Remaoved?
L=
Variables Veriables
< I ode! Entered Removed Methed
>' 1 Usei
< L . Enter
7y =— Satisfaction”
o ‘m— i . . )
= B a. Dependent Variakie: Continuarice use intenticn
vy
o b. All requesten variabies entered.
W] < G
>
=g o
S| Model Summary
Adjusied i3 Sid. Error of the
i/ode! R R Sovaie Squaie Estimate
1 5532 306 299 2..0882

a. Predictors: (Constant), User Satistaction

=
|G
| <€
E ANDVAE
| &
i £ NModel Sum of Sguares D* Mean Square - Sig:
|8 /i
[ & 1 Regression 214.852 i 214.852 48.404 .00or
| &=
" Residual 488.255 110 4.439
Total ) 703.107 111 ) . .

a. Dependent Variable: Continuance use intention

b. Predictors: (Constant), lJser Satisfaction

=
e
= g
% ~ Coefiicients?
I
= o Stand
= :
00 I aidize
d
Unstandardizea | Coefii Coiiinearity
Coefficients | cients Correlations Statistics
| } i
Std. | Zero- ’ Partia Tolera |
(2] ivicdel B Error | Beta t Sig. order | | Part | nce | ViF
| Y | |
g 1 ‘(Consta L i ﬁ| ; . ’ |
| B 37231 1.087 3.424 UL |
| &
8 g | |
E | | |
1= Satisfact .264 038| 553 6.957| .000 35’3’ 553 .553 1.000| 1.000
o ) - SN N S R

a. Dependent Variable: Continuance use intention

BRAWIJAYA

UNIVERSITAS




164

e
=
| Qg
| <
| &
[2
| >
| e
|©
| =
| &
|Q s . Y T
[ & Collinearity Riagnostics?
1=
Veriarice Propcrtions
User
Mode! = Diniension Eigenvelue | Condition Index | (Constant) Satisfacion
1 1 1.983 1.c00 .01 01
2 .017 10.832 .98 .99

a. Dependent Variabie: Continuance use intention
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Appendix 8

Curriculum Vitae

= Narne CArncio Wilhelmus Jasen

> Religion ikatolik
n S, Tempat, Tanggallahir -Nalang,24 Agusius 1997
é § Addres »Jalen Terusan Sudimoro 1'Ne 7
% < Phona Number ©08960610104¢C
= o Email ‘arnoldjansen3o@gmalil.com
2
S

Educational Background - sitas Brawiiay

4
-
s

2003 SDK Sa ta Maria 1 Malang
2009 SMPX Santa Maria 1 Malang
2012 SMAK Santa Maria 1 Malang
2015 Universitas Brawijaya

| REPOSITORY.UB.AC.ID |

Organizational Experiences :

2018  Wakil Ketua Himabis 2018

2016 =~ Starf Eksekutif Mahasiswa Kementrian Ekoromi

2015 ~Starf Ad-O Himabis 2016

2017 Kepaia Divisi Fund Raising

Job Experiences .

2018 ~ Interi at the Malang Tiivies in the publication and design division
2019 ~ Team event Radio Kericana, Malang
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