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ABSTRAK

Tujuan Penelitian ini adalah untuk mengetahui Pengaruh Electronic
Service Quality Dan Pengalaman Pengguna Terhadap Keputusan Pembelian
Layanan Video On Demand Pada Pengguna Netflix Di Wilayah Jakarta
Timur. Penelitian ini dilakukan dengan metode pengumpulan data dengan
cara kuisioner pada 100 pengguna Netflix di Wilayah Jakarta Timur.
Sampel diambil dengan menggunakan rumus Rao Purba. Pengujian kualitas
data dalam penelitian ini menggunakan uji validitas dan reliabilitas. Data
dianalisis dengan menggunakan analisis regresi berganda. Hasil penelitian:
bahwa e-service quality (X:) 0.000 < 0.05 sehingga Ho ditolak dan H:
diterima artinya secara parsial variabel electronic service quality (X1)
berpengaruh positif dan signifikan terhadap Keputusan Pembelian.
Pengalaman Pengguna (X2) 0.000 < 0.05 sehingga Ho ditolak dan Hj
diterima artinya secara parsial variabel Pengalaman Pengguna (X>)
berpengaruh signifikan terhadap Keputusan Pembelian. Nilai Fniwng S€besar
65.919 dan Frpel Sebesar 3.09 dengan tingkat signifikansi sebesar 0,05 maka
(65,919 > 3.09) lebih besar dari Frane, maka secara simultan variabel
independen electronic service quality (X1) dan pengalaman pengguna (X>)
berpengaruh terhadap variabel dependen keputusan pembelian (Y).

Kata Kunci: Electronic Service Quality, Pengalaman Pengguna, Keputusan
Pembelian



ABSTRACT

The purpose of this research is to determine the influence of
Electronic Service Quality and User Experience on the Purchase Decision
of Video On Demand Services among Netflix users in East Jakarta. This
research was conducted using a data collection method through a
questionnaire distributed to 100 Netflix users in East Jakarta. The sample
was selected using the Rao Purba formula. Data quality testing in this
research employed validity and reliability tests. The data were analyzed
using multiple regression analysis. The results of the study indicated that e-
service quality (X1) had a significance value of 0.000 < 0.05, leading to the
rejection of the null hypothesis (Ho) and acceptance of the alternative
hypothesis (H1), which means that the e-service quality variable (X1) has a
positive and significant impact on the purchase decision. User experience
(X2) also had a significance value of 0.000 < 0.05, leading to the rejection
of HO and acceptance of Hi, indicating that the user experience variable
(X2) significantly influences the purchase decision. The calculated F-value
was 65.919, and the tabulated F-value was 3.09 with a significance level of
0.05. Since 65.919 > 3.09, which is greater than the tabulated F-value, it
can be concluded that the independent variables, e-service quality (X1), and
user experience (X2) collectively influence the dependent variable, the
purchase decision (Y).

Keywords: Electronic Service Quality, User Experience, Purchase
Decision.
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