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PENGARUH PERCEIVED EASE OF USE, PERCEIVED
USEFULNESS, TRUST TERHADAP INTENTION TO USE

PENGGUNA SHOPEEFOOD TERHADAP GENERASI Z

Cindy Ghovanny
ABSTRAK

Pertumbuhan layanan pesan-antar makanan di Indonesia semakin pesat,
khususnya di kalangan Generasi Z yang sangat akrab dengan teknologi
digital. Namun, ShopeeFood sebagai salah satu pemain baru menghadapi
berbagai tantangan, seperti pengalaman pengguna yang kurang optimal,
tampilan aplikasi yang dianggap rumit, serta ketidakpercayaan pengguna
akibat kendala layanan. Penelitian ini bertujuan untuk menganalisis
pengaruh Perceived Ease of Use, Perceived Usefulness, dan Trust terhadap
Intention to Use ShopeeFood pada Generasi Z di Indonesia. Penelitian
menggunakan pendekatan kuantitatif dengan 122 responden di wilayah
Jakarta, Bandung dan Jambi dan menggunakan model Extended Technology
Acceptance Model (ETAM) yang diadaptasi dari penelitian An, Eck, & Yim
(2023). Data dikumpulkan melalui kuesioner online yang dikumpulkan
selama kurang lebih 3 bulan dan dianalisis menggunakan SmartPLS. Hasil
penelitian menunjukkan bahwa Trust berpengaruh positif terhadap
Perceived Usefulness dan Perceived Ease of Use. Selain itu, Perceived Ease
of Use terbukti meningkatkan Perceived Usefulness. Lebih jauh, baik
Perceived Usefulness maupun Perceived Ease of Use berpengaruh
signifikan terhadap Intention to Use ShopeeFood. Temuan ini
mengindikasikan pentingnya kepercayaan pengguna serta kemudahan
penggunaan aplikasi dalam meningkatkan niat generasi Z untuk
menggunakan ShopeeFood. Penelitian ini memberikan rekomendasi bagi
perusahaan untuk meningkatkan pengalaman pengguna melalui
penyederhanaan tampilan aplikasi, peningkatan keandalan layanan, serta
penguatan aspek kepercayaan pelanggan.

Kata kunci: Perceived Ease of Use, Perceived Usefulness, Trust, Intention
to Use, ShopeeFood
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THE EFFECT OF PERCEIVED EASE OF USE, PERCEIVED
USEFULNESS, AND TRUST ON THE INTENTION TO USE

SHOPEEFOOD AMONG GENERATION Z USERS

Cindy Ghovanny

ABSTRACT (English)

The rapid growth of online food delivery services in Indonesia is largely driven by
Generation Z, who are highly familiar with digital technology. However,
ShopeeFood, as one of the newer competitors, faces several challenges, including
a less user-friendly interface, disruptive in-app features, and declining user trust
due to service issues such as order delays and cancellation problems. This study
aims to analyze the influence of Perceived Ease of Use, Perceived Usefulness, and
Trust on the Intention to Use ShopeeFood among Generation Z users in
Indonesia. The study used a quantitative approach with 122 respondents in the
Jakarta, Bandung and Jambi areas and used the Extended Technology Acceptance
Model (ETAM) model adapted from An, Eck, & Yim (2023) Research. Data were
collected through online questionnaires collected over approximately 3 months
and analyzed using SmartPLS. The results show that Trust has a positive effect on
both Perceived Usefulness and Perceived Ease of Use. Additionally, Perceived
Ease of Use significantly enhances Perceived Usefulness. Furthermore, both
Perceived Usefulness and Perceived Ease of Use positively influence users’
Intention to Use ShopeeFood. These findings highlight the importance of user
trust and application usability in increasing the likelihood of ShopeeFood
adoption among Generation Z. This study provides recommendations for
improving user experience through more intuitive interface design, enhanced
service reliability, and stronger consumer trust-building strategies.

Keywords: Perceived Ease of Use, Perceived Usefulness, Trust, Intention to Use,
ShopeeFood
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