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ANALISA FAKTOR YANG MEMPENGARUHI ONLINE 

REPURCHASE INTENTION PADA PENGGUNA TIKET.COM 

GEN MILLENNIAL DAN Z 

Rafael Stefan 

ABSTRAK 

 

Perkembangan internet di Indonesia meningkat pesat pada masyarakat. 

Kemajuan teknologi informasi juga mempengaruhi bisnis perusahaan. Saat 

ini, banyak bisnis berusaha memberikan pelayanan terbaik secara cepat dan 

tepat dengan menggunakan kemajuan teknologi informasi yang ada. 

Peluncuran aplikasi mobile merupakan salah satu bentuk layanan yang 

ditawarkan oleh perusahaan. Tercatat sektor e-commerce di Indonesia 

memiliki GMV terbesar pada tahun 2022. Sektor-sektor digital lainnya, 

seperti Travel Online termasuk dalam Ekonomi Digital yang diminati oleh 

masyarakat. Tren traveling di Indonesia meningkat di tahun 2023. Beberapa 

situs web e-commerce serta aplikasi yang menawarkan tiket pesawat, 

termasuk tiket.com dan traveloka adalah salah satu yang paling populer di 

Indonesia. Generasi Milenial dan Gen Z dikenal sebagai generasi yang gemar 

traveling, dan hal ini dibuktikan dengan tingginya pengeluaran mereka untuk 

berwisata. Hanya tersisa 2 OTA utama karena industri perjalanan 

diklasifikasikan sebagai berisiko tinggi karena berbagai faktor. Persaingan 

sengit antara Traveloka dan Tiket.com muncul karena kesamaan tujuan dalam 

memenuhi kebutuhan pelanggan untuk kebutuhan wisata. Namun traffic dari 

Tiket.com jauh dibawah Traveloka. Selain itu perbedaan jumlah review, 

jumlah pengguna, dan banyaknya keluhan terhadap layanan yang diberikan. 

Hasil wawancara juga membuktikan konsumen beralih ke OTA lain. Oleh 

sebab itu penelitian ini dilakukan dengan tujuan meningkatkan minat 

pembelian ulang oleh pengguna tiket.com. Penelitian ini menggunakan Teori 

Technology Acceptance Model (TAM) yang telah dimodifikasi dengan 

menambahkan variabel Perceived Usefulness, Perceived Ease of Use, 

Perceived Cost, Customer Trust dan Customer Satisfaction pada pengguna 

tiket.com. Data penelitian ini didapatkan melalui penyebaran kuisioner. Data 

diolah dengan SPSS Statistic versi 26. Minimal sampel pada penelitian ini 

adalah 135 responden. Hasil pada penelitian ini menunjukan bahwa Perceived 

Usefulness, Perceived Cost, Customer Trust dan Customer Satisfaction 

memiliki pengaruh positif terhadap Online Repurchase Intention. Namun 

Perceived Ease of Use tidak memiliki pengaruh terhadap Online Repurchase 

Intention pengguna tiket.com. 

 

Kata kunci: Perceived Usefulness, Perceived Ease of Use, Perceived Cost, 

Customer Trust, Customer Satisfaction, Online Repurchase Intention, Online 

Travel Agent 
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ANALYSIS OF FACTORS THAT INFLUENCE ONLINE 

REPURCHASE INTENTION AMONG TIKET.COM GEN 

MILLENNIAL AND Z USERS 

Rafael Stefan 

ABSTRACT 

 

The development of the internet in Indonesia is increasing rapidly in society. 

Advances in information technology also affect company business. Currently, 

many businesses are trying to provide the best service quickly and precisely 

by using advances in existing information technology. Launching a mobile 

application is one form of service offered by the company. It is recorded that 

the e-commerce sector in Indonesia has the largest GMV in 2022. Other 

digital sectors, such as Online Travel, are included in the Digital Economy 

which is of interest to the public. Travel trends in Indonesia will increase in 

2023. Several e-commerce websites and applications that offer plane tickets, 

including tiket.com and traveloka, are among the most popular in Indonesia. 

Millennials and Gen Z are known as generations who love to travel, and this 

is shown by their high spending on travel. Only 2 major OTAs remain as the 

travel industry is classified as high risk due to various factors. Fierce 

competition between Traveloka and Tiket.com arises because of the same 

goals in meeting customer needs for tourism needs. However, the traffic from 

Tiket.com is far below Traveloka. Apart from that, there are differences in the 

number of reviews, number of users, and number of complaints about the 

services provided. The interview results also prove that consumers are 

switching to other OTAs. Therefore, this research was conducted with the aim 

of increasing interest in repeat purchases by tiket.com users. This research 

uses the Technology Acceptance Model (TAM) theory which has been 

modified by adding the variables Perceived Usefulness, Perceived Ease of 

Use, Perceived Cost, Customer Trust and Customer Satisfaction for tiket.com 

users. This research data was obtained through distributing questionnaires. 

Data were processed using SPSS Statistics version 26. The minimum sample 

in this study was 135 respondents. The results of this research show that 

Perceived Effectiveness, Perceived Cost, Customer Trust and Customer 

Satisfaction have a positive influence on Online Repurchase Intention. 

However, Perceived Ease of Use has no influence on online repurchase 

intention of tiket.com users. 

 

Keywords: Perceived Usefulness, Perceived Ease of Use, Perceived Cost, 

Customer Trust, Customer Satisfaction, Online Repurchase Intention, Online 

Travel Agent 
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