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ABSTRAK

Salah satu aspek yang perlu diperhatikan dalam kehidupan masyarakat
terutama di kota Jakarta adalah transportasi umum. Ditengah padatnya lalu-lintas
kota Jakarta, kesibukan dan tingginya mobilitas warga Jakarta, maka masyarakat
dituntut untuk melakukan berbagai kegiatan sehari-harinya dengan praktis dan
cepat, untuk itu penggunaan aplikasi seluler menjadi pilihan utama warga Jakarta.
Sebagai solusi atas permasalahan tersebut maka Go-Jek membuat sebuah aplikasi
transportasi publik berbasis aplikasi pertama di Indonesia untuk menjawab
kebutuhan atas transportasi berbasis aplikasi tersebut. Dalam pengembangannya
Go-Jek selalu membuat pembaharuan dalam aplikasinya, termasuk di dalamnya
sistem pembayaran alternatif Go-Pay. Namun seiring perjalanannya penggunaan
Go-Pay mendapati banyak permasalahan seperti banyaknya saldo pengguna Go-

Pay yang tiba-tiba menjadi nol.

Permasalahan dalam penelitian ini diajukan untuk mengetahui intention to
use Go-Pay dalam mobile application Go-Jek ditinjau dari perceived trust,
perceived risk, perceived ease of use, perceived usefulness, dan attitude toward
use Go-Pay. Penelitian dilakukan dengan menggunakan desain penelitian
deskriptif terhadap 150 responden yang dijadikan sampel penelitian dengan
menggunakan metode SEM pada aplikasi Amos versi 22. Measurement Model
dilakukan untuk melakukan uji validitas dan reliabilitas, sementara Structural
Model dilakukan untuk melihat uji kecocokan model secara keseluruhan dan antar

variabel.

Akan tetapi hasil pengujian hipotesis antar variabel menunjukkan bahwa 4
dari 9 hipotesis dinyatakan tidak signifikan. Dan variabel yang mempengaruhi
niat untuk menggunakan Go-Pay adalah perceived trust dan perceived risk
sehingga Gi-Jek harus menurunkan risiko atas fitur Go-Pay serta meningkatkan

control dan keamanan untuk membangun kepercayaan konsumen atas Go-Pay.

Keyword: Perceived Trust, Perceived Risk, Perceived Ease of Use, Perceived
Usefulness, Attitude Toward Use, Intention To Use
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ABSTRACT

One of the aspects to be considered in public life, especially in Jakarta is
public transportation. Due to the dense traffic of Jakarta and the rush or high
mobility of the citizens of Jakarta; therefore, the people are required to perform a
variety of more practical and faster daily activities. For those reasons, the use of
mobile applications becomes the primary choice of Jakarta residents including the
use of applications in the field of public transport. As a result, Go-Jek creates a
public transport application as the first application in Indonesia to address
transportation needs based on the application. In its development, Go-Jek always
makes the renewal features, including alternative payment system named Go-Pay.
But the customers often get problem for example the amount of money in the
balance suddently become zero.

Problems in this study proposed to determine the intention to use Go-Pay
in Go-Jek’s mobile application in terms of perceived trust, perceived risk, as well
as the driver's factors of attitude towards use which are perceived ease of use and
perceived usefulness. The research was made using descriptive research design
with 150 respondens were collected as research sample in SEM method in Amos
version 22 application. Measurement model were done to get validation and
reliabilitation test, and structural model were done to get goodness of fit index in

research model and the relationship between variables.

But the result has shown 4 from 9 hypothesis were not significant. Despite
of variables which affect intention to use Go-Pay directly are perceived trust and
perceived risk. Therefore Go-Jek have to do some improvement in those two
variables by reduce risk and improve control over the internal team and security to

gain consumer trust over Go-Pay.

Keyword: Perceived Trust, Perceived Risk, Perceived Ease of Use, Perceived
Usefulness, Attitude Toward Use, Intention To Use
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