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ABSTRAK 

Penelitian ini bertujuan untuk menganalisis pengaruh Customer 

Experience Terhadap Repurchase Intention Dengan Customer Satisfaction  

Sebagai Variabel Intervening pada penumpang bus. Penelitian ini termasuk 

kedalam penelitian kuantitatif. Populasi penelitian ini adalah masyarakat yang 

pernah menggunakan transportasi bus. Sampel yang terkumpul dalam penelitian 

ini yaitu sebanyak 100 responden. Teknik pemilihan sampel yaitu menggunakan 

purposive sampling dimana sampel ditentukan berdasarkan kriteria tertentu. Data 

yang digunakan adalah data primer dimana data diperoleh dari jawaban responden 

melalui kuesioner yang telah diberikan. SmartPLS 3.0 digunakan dalam penelitian 

sebagai alat bantu analisis. Hasil penelitian ini menunjukkan bahwa (1) Customer 

Experience memiliki pengaruh positif dan signifikan terhadap Repurchase 

Intention. (2)  Customer Experience memiliki pengaruh positif dan signifikan 

terhadap Customer Satisfaction. (3) Customer Satisfaction memiliki pengaruh 

positif dan signifikan terhadap Repurchase Intention. (4) Variabel Customer 

Satisfaction mampu memberikan efek mediasi variabel Customer Satisfaction 

terhadap variabel Repurchase Intention. 

  

Kata Kunci : Customer Experience, Customer Satisfaction, Repurchase Intention 
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ABSTRACT 

This study aims to analyze the effect of Customer Experience on 

Repurchase Intention with Customer Satisfaction as an Intervening Variable on 

bus passengers. This research is included into quantitative research. The 

population of this study is people who have used bus transportation. The samples 

collected in this study were 100 respondents. The sample selection technique is 

using purposive sampling where the sample is determined based on certain 

criteria. The data used is primary data where the data is obtained from the answers 

of respondents through the questionnaire that has been given. SmartPLS 3.0 is 

used in research as an analytical tool. The results of this study indicate that (1) 

Customer Experience has a positive and significant influence on Repurchase 

Intention. (2) Customer Experience has a positive and significant influence on 

Customer Satisfaction. (3) Customer Satisfaction has a positive and significant 

influence on Repurchase Intention. (4) The Customer Satisfaction variable is able 

to provide a mediating effect on the Customer Satisfaction variable on the 

Repurchase Intention variable. 

  

Keywords: Customer Experience, Customer Satisfaction, Repurchase Intention 
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