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ABSTRAK 

 

Afifatu Zakiyah (1905035) “Pengaruh E-Service Quality terhadap Reuse 

Intention melalui E-Satisfaction (Survei pada Pengguna Aplikasi Sociolla di 

Indonesia)” di bawah bimbingan. Dr. Bambang Widjajanta, M.M. dan Dr. Puspo 

Dewi Dirgantari, S.Pd., M.T., M.M. 
 

Penelitian ini bertujuan memperoleh gambaran dan pengaruh e-service quality 

terhadap reuse intention melalui e-satisaction pengguna aplikasi Sociolla di 
Indonesia. Penelitian ini menggunakan metode deskriptif dan verifikatif dengan 
pendekatan kuantitatif. Penelitian ini melibatkan 200 sampel yang diambil dengan 

metode simple random sampling. Teknik analisis yang digunakan adalah analisis 
structural equation model (SEM) dengan bantuan perangkat lunak AMOS for 

Windows. Hasil penelitian menunjukkan gambaran e-service quality, e-satisfaction 
dan reuse intention berada pada kategori tinggi. Temuan penelitian ini 
menunjukkan bahwa pengaruh tidak langsung e-service quality lebih tinggi dalam 

membentuk reuse intention melalui e-satisfaction. Berdasarkan hasil penelitian, 
peneliti merekomendasikan untuk agar aplikasi Sociolla mempertahankan, 

mengelola, dan memaksimalkan keberadaan e-service quality melalui efficiency, 
fullfillment, system availability, privacy, responsiveness, compensation dan 
contact. 

Kata kunci: e-service quality, e-satisfaction, reuse intention 
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ABSTRACT 

 

Afifatu Zakiyah (1905035) “Influence of E-Service Quality on Reuse Intention 

through E-Satisfaction (Survey on Sociolla Application Users in Indonesia)”  

under the guidance of Dr. Bambang Widjajanta M.M. and Dr. Puspo Dewi 

Dirgantari, S.Pd., M.T., M.M.  
 

This study aims to obtain an overview and influence of e-service quality on reuse 
intention through e-satisfaction on Sociolla application users in Indonesia. This 
research uses descriptive and verification methods with a quantitative approach. 

This study involved 200 samples taken by simple random sampling method. The 
analysis technique used is structural equation model (SEM) analysis using AMOS 

for Windows. The findings of this study indicate that the indirect effect of e-service 
quality is higher of influence on reuse intention through e-satisfaction on Sociolla 
app, compared to the direct effect. Based on the research results, the researcher 

recommends that the Sociolla app maintains, manages, and maximizes the presence 
of e-service quality quality through efficiency, fulfillment, system availability, 

privacy, responsiveness, compensation, and contact. 
 
 

Keywords: e-service quality, e-satisfaction, reuse intention 
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