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ABSTRAK 

 

Tingginya minat menonton film bioskop sebagai destinasi hiburan di 

Indonesia menjadikan peluang bisnis bagi perusahaan penyedia tiket online. Salah 

satunya penyedia layanan tiket bisokop online yaitu aplikasi TIX ID. Kajian ini 

dilatarbelakangi dengan faktor perilaku konsumen dan electronic word of mouth 

yang mana diduga dapat mempengaruhi keputusan pembelian ulang melalui 

kepuasan pelanggan pada pengguna aplikasi TIX ID. Adanya tujuan dari penelitian 

ini yaitu untuk mengetahui pengaruh perilaku konsumen dan electronic word of 

mouth secara simultan dan parsial terhadap kepuasan pelanggan melalu keputusan 

pembelian ulang sebagai variabel intervening pada pengguna aplikasi TIX ID. 

Penelitian ini merupakan penelitian kuantitatif dengan menggunakan 

metode purposive sampling. Sumber data penelitian ini adalah data primer yang 

berupa kuisioner atau angket yang telah disebarkan ke 230 responden. Pengolahan 

data menggunakan teknik analisis PLS (Partial Least Square) melalui software 

SmartPLS 3.0. 

Hasil penelitian ini menunjukkan bahwa perilaku konsumen berpengaruh 

positif dan signifikan terhadap kepuasan pelanggan, electronic word of mouth 

berpengaruh positif dan signifikan terhadap kepuasan pelanggan, perilaku 

konsumen berpengaruh positif dan signifikan terhadap keputusan pembelian ulang, 

electronic word of mouth tidak berpengaruh positif dan tidak signifikan terhadap 

keputusan pembelian ulang, kepuasan pelanggan berpengaruh positif dan signifikan 

terhadap keputusan pembelian ulang, kepuasan pelanggan terbukti memediasi 

perilaku konsumen terhadap keputusan pembelian ulang, kepuasan pelanggan 

terbukti memediasi electronic word of mouth terhadap keputusan pembelian ulang.  

Kata kunci: Perilaku Konsumen, Electronic Word Of Mouth, Kepuasan Pelanggan, 

Keputusan Pembelian Ulang 
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ABSTRACT 

 

The high interest in watching cinema films as an entertainment destination 

in Indonesia has created a business opportunity for online ticketing companies. One 

of them is an online cinema ticket service provider, namely the TIX ID application. 

This study is motivated by factors of consumer behavior and electronic word of 

mouth which are thought to influence repurchase decisions through customer 

satisfaction for TIX ID application users. The purpose of this study is to determine 

the effect of consumer behavior and electronic word of mouth simultaneously and 

partially on customer satisfaction through repurchase decisions as an intervening 

variable on TIX ID application users. 

This research is a quantitative research using purposive sampling method. 

The source of this research data is primary data in the form of questionnaires or 

questionnaires that have been distributed to 230 respondents. Data processing uses 

PLS (Partial Least Square) analysis technique through SmartPLS 3.0 software. 

The results of this study indicate that consumer behavior has a positive and 

significant effect on customer satisfaction, electronic word of mouth has a positive 

and significant effect on customer satisfaction, consumer behavior has a positive 

and significant effect on repurchase decisions, electronic word of mouth has no 

positive and insignificant effect on decisions. repurchase, customer satisfaction has 

a positive and significant effect on repurchase decisions, customer satisfaction is 

proven to mediate consumer behavior towards repurchase decisions, customer 

satisfaction is proven to mediate electronic word of mouth on repurchase decisions. 

Keywords: Consumer Behavior, Electronic Word Of Mouth, Customer Satisfaction, 

Repurchase Decisions  
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