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PENGARUH USER INTERFACE DAN USER 

EXPERIENCE TERHADAP CUSTOMER 

EXPERIENCE PADA APLIKASI BLIBLI 

 (Ghani Noorputrawan) 

ABSTRAK 
Perkembangan internet yang begitu pesat mempengaruhi perilaku konsumen dan 
pelaku bisnis yang harus bersikap adaptif. Tujuan dari penelitian ini untuk dapat 
mengetahui pengaruh User Interface dan User Experience terhadap Customer 
Experience pada aplikasi e-commerce Blibli. Industri e-commerce menjadi salah 
satu industri yang bergerak begitu cepat serta mempengaruhi nilai sector ekonomi 
di Indonesia. Customer Experience memiliki peran penting dalam meningkatkan 
intensitas pengguna aplikasi dari sebuah perusahaan. 
Penelitian ini merupakan penelitian kuantitatif yang menggunakan teknik purposive 
sampling dengan menganalisis 105 responden yang dikumpulkan melalui kuesioner 
online. Penelitian ini menggunakan Teknik Structural Equation Model (SEM) 
dengan SMART-PLS. Faktor-faktor yang dapat mewakili customer experience 
dalam mempengaruhi faktor Intention to Visit (ITV) antara lain yaitu User Interface 
(UI), User Experience (UX) dan Timeliness (T) efek medisi Enjoyment (E) juga 
dianalisis.  
Hasil penelitian menunjukkan bahwa faktor UI, UX dan Timeliness yang telah di 
uji mempengaruhi Customer Experience kecuali pada faktor Enjoyment yang tidak 
berpengaruh terhadap Customer Experience. Customer Experience menjadi 
peranan penting dalam mempengaruhi Intention to Visit yang didukung oleh faktor 
UI, UX dan Timeliness. Secara garis besar UI dan UX menjadi peranan penting 
dalam meningkatkan Customer Experience aplikasi e-commerce Blibli.  
Implikasi teoritis dari penelitian ini dapat memberikan kontribusi bagi Blibli 
maupun e-commerce lokal terkait Customer Experience yang dipengaruhi oleh 
User Interface dan User Experience. Sehingga disarankan perusahaan agar selalu 
meperhatikan dan meningkatkan User Interface dan User Experience pada apikasi 
seluler. Rekomendasi untuk penelitian dimasa yang akan datang, dapat mengubah 
variabel dependen yang sesuai kebutuhan sehingga UI dan UX dapat menjadi faktor 
pententu dalam mencapai bisnis yang lebih baik serta penemuan baru bagi 
akademisi. 

Kata kunci: Customer Experience, User Interface, User Experience, E-
Commerce, Mobile Applicaton 
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THE INFLUENCE OF USER INTERFACE AND USER 

EXPERIENCE ON CUSTOMER EXPERIENCE IN BLIBLI 

APPLICATION 
 (Ghani Noorputrawan) 

ABSTRACT 
The rapid development of the internet influences the behavior of consumers and 
business people, so they have to be adaptive. The purpose of this study is to be able 
to determine the effect of User Interface and User Experience on Customer 
Experience in the Blibli e-commerce application. The e-commerce industry is one 
of the industries that move so fast and influences the value of the economic sector 
in Indonesia. Customer Experience has an important role in increasing the intensity 
of application users from a company. 
This research is a quantitative study using a purposive sampling technique by 
analyzing 105 respondents who were collected through online questionnaires. This 
study used the Structural Equation Model (SEM) technique with SMART-PLS. 
Factors that can represent customer experience in influencing Intention to Visit 
(ITV) factors include User Interface (UI), User Experience (UX), and Timeliness 
(T) the effects of Enjoyment (E) medication are also analyzed. 
The results of the study show that the tested UI, UX and Timeliness factors affect 
Customer Experience except for the Enjoyment factor which has no effect on 
Customer Experience. Customer Experience plays an important role in influencing 
Intention to Visit which is supported by UI, UX and Timeliness factors. In general, 
UI and UX play an important role in improving the Customer Experience of the 
Blibli e-commerce application. 
Theoretical implications of this research can contribute to Blibli and local e-
commerce related to Customer Experience which is influenced by the User 
Interface and User Experience. So it is recommended that companies always pay 
attention to and improve the User Interface and User Experience on mobile 
applications. Recommendations for future research, can change the dependent 
variable as needed so that UI and UX can be a determining factor in achieving better 
business and new discoveries for academics. 
 

Keywords: Customer Experience, User Interface, User Experience, E-
Commerce, Mobile Application 
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