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Abstrak

Tujuan dari penelitian ini~adalah “untuk mengkaji ‘bagaimana online repurchase
intention dimediasi oleh customer experience dan e-service quality bagi pengguna
Netflix di Kota Padang. Responden penelitian merupakan penduduk Kota Padang
yang telah berlangganan netflix tiga bulan terakhir. Sebanyak 185 responden
menjadi sampel dalam penelitian ini dengan menggunakan teknik purposive
sampling. Software PLS 3.0 digunakan untuk memproses penelitian dan
menghasilkan temuan sebagai berikut: customer experiencer mempengaruhi
customer satisfaction, customer satisfaction dipengaruhi e-service quality, online
repurchase intention dipengaruhi customer satisfaction, customer experience
mempengaruhi online repurchase intention, e-service quality mempengaruhi online
repurchase intention, customer: satisfaction mempengaruhi customer experience
dan e-service quality dan customer satisfaction dipengaruhi e-service quality dan
online repurchase intention.
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Abstract

The purpose of this study is to examine how online repurchase intention is mediated
by customer experience and e-service quality for Netflix users in Padang City. The
research respondents were residents of Padang City who had subscribed to Netflix
for the past three months. A total of 185 respondents were sampled in this study
using the purposive sampling technique. PLS 3.0 software is used to process the
research and produce the following findings: customer experience affects customer
satisfaction, customer satisfaction affects e-service quality, online repurchase
intention affects customer satisfaction, customer experience affects online
repurchase intention, e-service | quality affects online repurchase intention,
customer satisfaction affects customer experience and e-service quality and
customer satisfaction influenced by e-service quality and online repurchase
intention.
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