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ANALISIS PENGARUH HEDONIC QUALITY USER EXPERIENCE
TERHADAP BRAND INTIMACY

(STUDI KASUS PADA USER EXPERIENCE GOPAY
DI APLIKASI GOJEK)

Tania Bernice

ABSTRAK

Konsumen yang terlibat secara emosional dengan suatu brand tidak hanya
membangun preferensi terhadap brand tersebut, tapi juga membawa keuntungan
bisnis dan memungkinkan terbentuknya hubungan jangka panjang. Persepsi
konsumen bahwa ia memiliki hubungan dekat dan bernilai dengan brand disebut
brand intimacy dan dapat diukur dari berbagai medium. Penelitian ini akan fokus
pada medium user experience, khususnya aspek hedonic quality dari user
experience, dan bagaimana pengaruhnya terhadap brand intimacy. Pemilihan UX
dilandasi pengaruh digitalisasi yang menguatkan peran user experience dalam
keberhasilan sebuah produk digital. Selain itu, elemen UX yang variatif menuntut
adanya pemilihan satu elemen agar penelitian lebih terfokus. Alhasil, hedonic
quality dipilih karena mencakup aspek emosional yang dibutuhkan dalam
membentuk hubungan jangka panjang dan dekat dengan users. Financial
technology merupakan salah satu industri yang bergantung pada kualitas user
experience dan salah satu produk fintech dengan tingkat awareness tinggi dan ramai
pengguna di Indonesia adalah GoPay. Inilah mengapa penelitian berjudul “Analisis
Pengaruh Hedonic Quality User Experience terhadap Brand Intimacy (Studi Kasus
pada User Experience GoPay di Aplikasi Gojek)” dilakukan. Penelitian ini
menggunakan pendekatan kuantitatif dengan teknik pengumpulan data melalui
survei. Setelah survei dilakukan dengan 405 sampel pengguna GoPay, didapatkan
bahwa variabel hedonic quality UX dan variabel brand intimacy berkorelasi sangat
kuat dengan nilai Pearson Correlation 0,786. Kemudian ditemukan bahwa variabel
hedonic quality UX memiliki pengaruh sebesar 61,9% terhadap variabel brand
intimacy sedangkan 38,1% lainnya disebabkan oleh faktor yang tidak dibahas
dalam penelitian ini.

Kata kunci: brand intimacy, fintech, GoPay, hedonic quality, user experience



THE EFFECT OF HEDONIC QUALITY
IN USER EXPERIENCE ON BRAND INTIMACY
(A STUDY ON GOPAY’S USER EXPERIENCE
WITHIN THE GOJEK APP)

Tania Bernice

ABSTRACT

Emotionally invested customers not only build preference, but also allow brands to
gain business advantage and long-term customer-brand relationship. The
perception that customers have close and valuable relationships with brands is
called brand intimacy and can be measured through various mediums. This research
focuses on user experience (UX), particularly the hedonic quality of UX, and how
it affects brand intimacy. This medium is selected due to the increasing role of user
experience in a digital product’s success. The hedonic quality of UX is specifically
chosen, for it involves the emotional aspect with which a long term and close
customer-brand relationship can be formed. Financial technology is one of the
industries that relies on the quality of its user experience. GoPay is a fintech product
with a high level of awareness and users count in Indonesia. All of these led to a
research titled, “The Effect of Hedonic Quality in User Experience on Brand
Intimacy (A Study on GoPay’s User Experience within the Gojek App)”. This
research applied the quantitative approach and utilized survey to collect data. A
survey with a sample of 400 GoPay users was conducted and it was concluded that
the hedonic quality of UX has a strong correlation to brand intimacy with a Pearson
Correlation score of 0,786. Moreover, it was found that the hedonic quality of UX
has a 61,9% effect on brand intimacy. The rest of the 38,1% is determined by other
factors that are not examined in this research.

Keywords: brand intimacy, fintech, GoPay, hedonic quality, user experience
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