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ABSTRAK

Melalui penelitian ini, bertujuan untuk mengetahui pengaruh dari e-service quality
dan user experience terhadap keputusan berlangganan pada pengguna aplikasi
Disney+ Hotstar studi kasus wilayah DKI Jakarta. Menggunakan metode
pangumpulan data dengan cara menyebarkan kuesioner kepada 100 responden
pengguna Disney+ Hotstar, minimal berlangganan aplikasi Disney+ Hotstar dalam
kurun waktu 3 bulan terakhir serta menonton di aplikasi Disney+ Hotstar minimal
3 kali dalam 1 bulan di wilayah DKI Jakarta. Teknik sampling yang digunakan
adalah non-probability sampling dan alat analisis regresi linear berganda serta
melakukan uji analisis dengan SPSS 26. Hasil dalam penelitian ini, diketahui
variabel e-sevice quality dan user experience berpengaruh positif serta signifikan
terhadap keputusan berlangganan sebesar 53,2% dan sisanya 46,8% dipengaruhi
oleh variabel lain. Serta secara parsial variabel e-service quality terhadap keputusan
berlangganan memiliki pengaruh sebesar 46,3% sedangkan variabel user
experience terhadap keputusan berlangganan 46,8%.

Kata Kunci: e-service quality, user experience, keputusan berlangganan
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ABSTRACT

This study aims to investigate the influence of e-service quality and user experience
on subscription decisions among Disney+ Hotstar users in the DKI Jakarta region.
Data was collected through questionnaires distributed to 100 Disney+ Hotstar
users who have subscribed to the app for at least the past 3 months and have
watched content on the app at least 3 times a month in the DKI Jakarta region.
Non-probability sampling was used, and data was analyzed using multiple linear
regression and SPSS 26. The results showed that e-service quality and user
experience have a positive and significant influence on subscription decisions,
explaining 53.2% of the variance. The remaining 46.8% is explained by other
variables. Partially, e-service quality has a 46.3% influence on subscription
decisions, while user experience has a 46.8% influence.

Keywords: e-service quality, user experience, subscription decision
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